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2A0] IS ol A7 Hok webA Z1APH] Au] Al g Al AR|RRe] v
ARLE 2941 AR AL LA S0 AlRE AR st o5 sidskes
sffof Rheh(erAled, 2005). aZRESo] a3t o= A, o ol MR 1S

Frelek= Hl B vHAY HIE 702 7 e fAIskE A H ezt B 74l
war(o]shA - Qg - B9, 20000 =AY, 7EAL Ao A= AHIZ 7119 mAE
o] Aukelof mlal A AE=ER 7|19 Fadk 429 Yozt & 4= qle
A7, Reichheld & Sasser(1990)2] o17to]| 2JshH 117 o|EhE-S 5% Ho] (A=
S ao] AESh= o] ol Aol whet 25%0l14] 85%714] ST E
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Mathersbaugh & Beatty, 2000), F2PHS Sgok= rhoz ek, vioke) vy
g, IR aglow ‘4 = 7 Qe wheba] aRjAp) ofwdh AuH|2o] disto] s
A 7HAAL QAL whEsar Qlok shejeie Whsro] HEEA] 217 S Afjsto
SAFR HEA] eheths Zlofoh BRkst anjale) Dajeis 2 s <l
RISl Q= AH|RR= 7]E A0 2 Al HolQlA| Hw, WSk 4njxle} kx|t
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HergHoleh= 7idS Eoko] ArgEaL Qlek AdRddoto] ofshd Hekalg, QIxH
2, chete] vhelsh 2 S FAER: aolel ols) wAREst Rash
T MNo] AH|A AFAE FAelRE AoeR EAEA Qlck(Cologate & Lang, 2001).

AP A A R TS 1A e BRE AR 9lo

U, 7AW A v AR R arzieko] ek g Bl o) vl G

.

AAZY o] ofwfgt QIR u|A=A] Yobklal, 717417ﬂH1A1H1 #Uéﬂ} A
o] Agkahn} WA ETIe] YA W R FalkE BAlslo], 19X HokS: 9ls)
FEAR v Aeks skl Wold] vA| Y] BEofE vidstarat sh=d] ek

I. gy

RESE

o] ¢15-0] AN A= FA G, S, N, THA|2] 71A7HIE o] 8slal Q= AR
O AAE 5602 o2 Tt X354 (simple random sampling)®H4]2 ARE-510]
HEZE v & X7|H717]R t”(self administration) © & -SG5 =% 3 & |45}
of @) A AAGEISIEh B S0E M Sofslo] SHie] BT
HEAE A 5 500 BA) A, AT thaAe] 917 e

Exje < 1>o] LEh ujel 2

(& 1) APSABEEY

H £ H(%)
w 380(76)
k]
o 120(24)
21~30A4] ol 72(14,2)
31~40A4] wlqt 228(45,8)
Sk
41~504] vk 170(34)

51~60A o] 30(6)




118
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1d~2ydu]et 198(38,8)
olg M 2do)d~sdu|zk 152(30,2)
sdol g1 ~odn|vt 130(26)
odo)d 20(4)
A 500(100%)
2. ZYEP
o] o] ZAmTHE 7] A7u] olgte] Mu|ARAYIE, A, Aol
WG ol A= FaFe dohy] ffal = W@ AR eiatoflA] ofu] A== Yl
B 450 ANsl] ARE B Al on], 7] Au Au| s Ee) 4
= oA - ol=A2001) Foll oslf AR A= Z|AH] o AetA g - K
Lhsto] ARERE A191(2005)2] HI=F o] ¢15tof BIA| H.elksto] ARgSIRIct 71417

HpAuI AT Y] HE 5

© o8 2R RE =
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27l S} AUlATALRS] W 3
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(# 2) &=2X9 71d
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Xok 7HsA, BRI} ERIER 7154 5
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i ; LHg 2514
NEAPEAR A B4 A, 9%, 81, Al /9, 7147 olg 7tk 7
AZARSED A, A2, SR, SaA, A Al 20
TARETANE olg gt W, AurAaclE 5
A Agh g, Tieke] Wi, QzkA 19
IAFHE A&7 ol o)Al BRI} 4
A 55




7178 MElAZEBEET Dakso| Mk o nAsNEd okl 3 119

3. MBxlo| HYE U NI
1) 22X EtE=

o] ZA A Z|AHIA | AT A, 7] AN ARk, sk
o] PAS e el WA 1T AT BAS mEelel AR 8-
AgE1o] MRS S AR A AT Bole Ash) i
9l, A5t upa} 39, A&t} 4= 29, AL pA30le] AES Bk e el
A b 4 - mglsioey.

-

o

2) 7IAIZHIMHIAZSEEEO| it 221

(H 3) MHIASEOERE DHIEERE 31 MStEHo| Q0| FA
1= X df RVR TU CFl RMSEA
Ll o ) Bt
= 232,145 26 .039 .929 .934 .050
(GR=X)))
isgzig 84,195 18 .029 .942 .970 045
SN 19,887 12 034 .967 .987 043
(2829 ’
AeH g 201,956 78 034 945 989 048
(GR=X))) ’ ‘ ’ ' ‘

<3E 3>9] APAE AR A AR ANSE (G Q9] H o] 2Rl K9l w4
o] AslweE HoFS uff Agt:E #4277} RMSEA Flo| .050, TLIZEe| .929, CFIZto
9347 LB} Agte= 122 Zlom Uity NS Q%)) Arof 9] &
A Axl= RMSEA Z}o| .045, TLIZ}o| 942, CFIZ}o] 9702 Ueh} A3l7) =2 A
S8 UEylth debde a8l ©f - RMSEA glo] 043, TLIZE] 967, CFIgLo]
9872 UERtom HIHI-E(5 291)S RMSEA o] .048, TLIZE| 945, CFIZto]
9897 Rt %] 419 Aot =2 Zl0® UEith
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3. A&X9 LF=

AR BA Avls ZA R AR AR o] 33 519 8919l FEAl>
894, A Z)AL- 840, -2HA1-L- 1789, BHAIAL- 790, AL 8930 % LTERA DL VA
ZAH NS 0] 319 Q1] o8- A4 NS 925 AH|ATLAINESS 887
LR dgbgEof 33t 5191 22191 thekojufede- 897, QIFHAAI= 76702 Lt
ERT]. 3 Agha]gof] 3t 319 29191 27|82 832, ﬁlﬂﬂl%— 856, A<

HI-8-2- 901, SlR5HI-E-2 832, TAIHE-2- 856 0= LFEEOm, MG/ e= 833
Z17h U e AlEES v
(B 4) HEX|Q| AE|=
ZAtER 5kl &4 = 2f Cronbach' s o
434 1,2, 3,4 894
2124 10, 11, 12, 13 840
Z1AZu]| A E] 2=
EagEe SH4 5,6 7,9 .789
g4 14, 15, 16 790
31 17, 18, 19, 20 .893
717174 o] &2 g k= 1,23 .925
WA A ATATE 3, 4,5 887
thetejule 1,23 897
oIzl 4,5, 6 767
ESJICEN 1,23 832
Alokn]& 4,5, 6 856
e Zgh)g- AgH8- 7,8,9 .901
SESHE 10, 11, 12 .832
Ehalu] g 13, 14, 15 856
INFARE 1, 2,3, 4 .833
4. XI=2A2
= A A A li= SPSS 18.0:% ©]-8-%t Hlt 4] (frequency analysis)yt It
A Bl 00, AMOS 1808 0] 8slo] XA ATAZS ANsIR o, HEA]



9] ElG=E ol 7| L8l &14 2ol FA(confirmatory factor analysis)Sr AA|S}
AL, Q450 AR e wefsty] flsto] 412 4 (reliability analysis)
5 sjlct. g, Z1AH] oGS Aul Aol AT AT, 1A%
o] WA S BF] S5, AMOS 1802 olgslol T Eae] 71
4% 9 AR BF, T CFL RVSENS s15ick

Im. AZq

1. APl A-SA T Heloj mE Xto]

1) Qo o2 J|AZHIMH[AZELE, J7|AZH| 0TS, HetE
VHMSHEEO| RO0|HS

o] whE ZIAPHIS L, e, IR, tiqkefje, SAS gm0 Afo)

@ 9 ARAR, el At AdaRfele] dAvke <3t 5>3F gtk

=
=

5

(# 5) 7= 2Y9| Fd=et R2= dS

EfXt O4x}

HIE=st HE&=st HES HE&s)
Ax Ar sl Ax SE CR

SE CR.

AN ASHlE 0577 654 0.099  6.565%* 0.634 678 0.089 8,909

ZIAZgRREE kAl 02890 340 0,106 2.780* 0223 278 0.088 2.867*

ZIAZARNEE diekegmiE 0232 189 0120  1.280 0218 233 0082 2378

ZAREEE aAZAE 0177 -178 0190 -1.023 0,034 029 0090 0,199
Z1A7H 5
A A 0277 290 0,099 2.312% 0289 266 0.079 3.976
7]74]76“:]] S st 14 stk
e QIZVHA 0442 507 0108  4.112%* 0530 544 0.090 6.213

78

Aﬂ?]i"%% diotelulE 0012 055 0,145  0.290 -0.055 -.033 0.109 -0.322
71A1A8 -

HL?L"%% INFAHE 0435 470 0.134  3.389% 0523 618 0.090 5.999%
A3 IAZAHE 0301 389 0.099  3.376™ 0,154 199 0,098  2.432*
SIZHEA IAFAE 0287 280 0,123 2490 0,088 .099 0,063 1,298
thore] wijE  wAFAE 0088 -091 0.056 -1.778 -0.044 -043 0.056 -0.599

#p( .05 FFpd 01 FFFpC 001
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PIAPRRIRESE L cele] vjelel m Al gaRe WAbs el o]t gl 1o,
2 UeRtoLp> 05), oAk O3 Mol gl S10E Lefton], ZRAG}
ofA(233 p=08) 7| AN} cjere] vfele] n]A|t RS ofxjol At <
S v A0 Utk Qb A nlxj

o, FRA7E EAK289 p=05)= QIRIAF Hijke] mje] njx= FF o
A ARE R wjx= A SR YRt v ZA R[] dRkg, Q17
A, AF/d ] A= F 7IAP RS ALknlE, Hioke] wie, IXREA,
WGl Hehh|go] AT, tqke] mieo] g Yol mX|= Pkl

A o o] Zolt LeRA] 9igichp >.05).

2) o|g7(Ztol HE J|AIZHIMHIAZTEUEE, 7|HBH| DAHUEE
3|

Hetdd, |8, nHESY=9| X}o|

(% 6) 018770l WE MHIAZEEE, THIE Hebyt TSH|E,
IMSHEO| O]

”(ﬂ')# M) EEEx F Sg  Schefle
13~2:du]7Ha) 198 3.48 611 2407 026+  dya
7l?ll7<§jl 23-53r)5Hb) 152 3.53 621
EAmEs sdoPd~10mgHe) 130 3.62 707
108d0]%Hd) 20 3.76 594
1d~2dn]gk 198 3.07 .654 1.223 090
71A7n 2d~sdn|t 152 3.08 .656
AANEE s Fo)ad~10Ww] Y 130 3.07 679
100 20 3.07 .568
13~2:du]9Ha) 198 3.02 732 11,189 .000"*  a)d
tioke]  29~5AR|THb) 152 3.06 825
W s dolab-101nvHe) 130 3.12 .853
A5} 101d0PHd) 20 2.69 710
& 1d~2duqt 198 3.34 723 633 704
o7k 2~ dnet 152 3.40 733
A sdold-10dn]it 130 3.43 797

10de1d 20 3.46 .658




7|AZH] MEIAZTDIEED THOIE0| Mk U SN olkls g 123

”(ﬂ')* M) EEEx F Sg  Schefle

1d~2ydn]gt 198 3.21 733 789 722
A3t 23~k 152 3.27 .707
HE  sdol~10dw]vt 130 3.28 621
1032 20 3.27 .805

1d~2:dwgk 83 3.30 .617 1.966 069
[ 23~k 152 3.39 .575
5o d~10dn]wt 130 3.50 641
100 20 3.34 358

*p (05 FFFp (001

<3t 6>of tebdll upe} o] ZA P wAH] ANk e) ek g o] Bhe] a9l
Q1 Hiere] oA Folet 2fol7t Sl Ao e THp< .05). olF T4 o=
AR HE T 7| A 7B AR AZAVEEL O] @018 118 ~2EFn]u) 348+0.61, 28 ~531]
1k 3.53+0.62, 5O ~10E 1Y 3.6240.70, 10014} 376205902 LR} Hofet
2}o) S LFERH .0 (F=2.407, Sig=.026) Scheffeo]] 25+ A5 75 Ax} 1004t et
of 1d~2du]ek ke s vepdet. dekge o] she] 83191 digte] vje <]
891 1d~2Wvek 3024073, 2d~5E0R 3.06 +0.82, SHOlA~10m]Rt
3.1240.85, 1041014} 2,69+0.76. 0.2 LR} 05t 2lo]7} Q= AoR Uelgton
(F=11.189, Sig=.000) Scheffeo]] 2JaF A} A2 ZAu} 1 ~2dv]gt Feto] 10id0] 4}
Aot =7 Vet Ty AR AR, QIRREA, ek Al
o= freleh Aol7h UrERA] gfokekp> .05).

3) A™CHol [ME J|ABHIMHAZSECEE, J7|AZH| DHTFE,
FSEEIH  XMBH|R, DHEMEO| X}

N

(B 7) SO0l MHIASETE, DM0EE [SEH  Fe|g,
A Foiel=e| xto]

Al Ea

BTt F Si Scheffe
(N) (M) °
F1AAE A )2 21~30A0] 3k 72 3.66 471
e 681 638
FANEE 31~40A0 ]k 228 3.44 632
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g Ead

HZMHAt F Si Scheffe

N M ©
41~50A]| 7]k 170 3.33 .679
51~60A4]0) 30 3.38 783
21~304]9]7F 72 3.62 321
L 31~40A4m|9k 228 3.44 054

MR 319 1902
AR 41~50A4m] 3k 170 3.39 .042
51~60A4]0) 30 3.46 .056
21~304]9]%F 72 3.55 .958
31~404= vk 228 351 672

QA 503 774
41~50Am]k 170 3.54 710
51~60A10] 2 30 3.53 .803
21~30A417%Ha) 72 3.50 809
tieke]  31~404M[RKb) 228 3.20 713

o 4,616 000 aYbychd

WEE  41-s04mgHe) 170 3.05 781
A3} 51~60A o H(d) 30 294 .892
4 21~304| )7k 72 3.44 6883
A3} 31~40Am 5k 228 3.46 738

159 977
vl 41~50A4] 5t 170 3.45 733
51~60A10] 2 30 3.40 924
21~304]9]7F 72 3.88 .655
. 31~40A4m]qk 228 3.46 589

IAZEAT 1.069 .376
41~50Am]k 170 3.41 642
51~60A40) 30 3.39 578

*p 001

<3 7517 ZJ AR E A RS ko] 519] 82101 eere] o]
A fefgt Aol7} Qe AL Uepdthps 09). o] Ao Ann, vkl
ufj-2- 214 ~30u]t 3.5020.80, 31~40A49]9t 3.20£0.71, 41~5041]t 3.05+0.78,
51~G60A|O1AF 2.9440..89, & F-2]3F XJo]5 LFERH S (F=4.616, p< .05) Scheffe?]|
ofat A1 % 2k 20~31Hu]eE WEto] 71 S| Lhebikon], 31~40Mulgh 4
S, 41~5040]F 215k, 51~60] oA ek 0 S| Lkebgtek. T1eft Z|A
SRR, ASP] QKA Ash| gt MAFHE oM Heie] feft
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o]zt §l= Ao& UePdthp >.05).

2. 7IABUIMBIASE, 7IABYI ARSI HEHE, A,
o X %

tigke) U2, Mebge, RAFHEO) AnTA PERY
1) REDHO| Mtz X4

TMF O] Aohe A5 dopdr] 918 «% df, RMR, TLI, CFl , RMSEA®] 67}
HFPE 2|42 ARRSIGLOM, x2=543.723, df=201, RMR Zto] 036, CFT ko] 901, T
%ol 889, RMSEA 10105605 LRIt ofi= ZRHAQl 23kt et x|p5o0] W
= T8 4 Qs olehs 2E YERHAL QUL T 889 Flo] 71l u]A]A]
S8kl Qlo], 48 Al(modification indices)E- F0l ¢ho] =& W] Al o8-S}
o] FEAL TAIE UEhfiaee] R F O] AREAE thA] =310, SMC(squared

multiple correlation)g} & 7P W2 FaAdS Al FhRk s WESI

(E 8 +YTEDHO| Hpiz X4+

el G df RMR Tu CFl RMSEA
T 643.896 216 .037 .889 .901 .058

]
chi-square=643.896(df=216)
RMR=.037 TLI=.889 RMSEA=.058

57 45

@ 1) A2 #FES} Al
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<719 1>0f|A] d2of d4o] 424 A= gho] 42925, ¢79t €209 424 A= lo]
2558452 71 A e A @At WA dste] HEil s 55
3T SMC(squared multiple correladon)%A 2= 7P vke 9308 AAslIc) <3 9>
7| AP BN S] A= A=
R R D=0, <1
T 464(p=000) 2 IAZHE 6
o etk sk, 7|Au)
~163(p=848) = 2|3t AP Gl Zlo= ‘/}EP’LQ ]ﬂlﬂ‘jljlﬂ o) 1t
el
Jos

8-0] HR2A= 416(p=.000), QI7FEHA 533(p=.005), thete] wig] -180(p=.121), 1L
MNZ=A % 684(p=.000)2 FA| %] Lol5k WA} Q= Aoz et Adhhe
i IMFde] A=A = 467(1D 007 = Fofet WA} Q= Ao vepith
OI7HHAIR} MASA O] AR AT 122(p=.095) 2 -5 WA} Q= Zlo& L
ER]. oo viut G O] A Alg= -091(p=345) = ot TAE }
= Ao YERth

_4\_/

=

(m 9) zETREH| ARJRet Kol= 25
HZ5) %
24 A SE. CR. HE#oE#
Z1AZ3u) AR 2= Z1A7H g
714 x2 -5 A= 0.881  0.064 8.765 2
Z1A17A8| A 8]~ -
7Pds A % Li ] —y  FAsmE 0200 0071 8803 e
4
1A AB A8 A~
7146 g el Lﬂ ] —y  QzEAl 0464 0078 2812+ el
m=E
ZAn| 8] A~
py N % Lj = geremiE 016 0.094 -0.212 712t
RERe=1
7311 Aal~ -
g VPRIRE L sazge oen oomt e A9
=1
7Pdo AR aANEE ) HEhg 0.416 0,072 3.514%* el
7Pd10 AR IATE ) Rl 0533 0087  6.002% el
711 AR A ) oigkejufE 0180 0.102 -0.191 712+
7Pz TPVl ) IR 0684 0084 5581 A
713 Zgh)&- —)  IAFAE 0467  0.004 2.709* e
7V14 QIZFAA —y  IAFAT 0122 0.064 1.672 712+
7115 tigteuiE —)  IAFAHA= 0091 0030 -0.945 712k
#EERC.001 #Fpd 01
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V. E 9

o) A7) BAE TAZIIATY ol B DT 19 3
2wl Fgsien] glom, M A4 s uigos FHAel kot of
S ol siiry

Aol WHE A HA A E AN, A A, AR, DA
of Ao] 5%

ANMe AR 7IAP RIS | tiQke] vl mx= gt 71A1
HIA R A AR 7} TiQke] o] w)jx l% T, tiere] viEle] o
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[Abstract]

Effects of Electronic Security Service Quality
Satisfaction and Customer Satisfaction on
Switching Barrier and Customer Loyalty

Kim, Chang—Ho
Yoon, Jong—Dae
Jung, Chul-Kyu
Lee, Bong—Keun

The purpose of this study is to examine the effects of electronic security
service quality satisfaction and customer satisfaction on switching barrier and
customer loyalty. Survey questionnaires were distributed to business owners
in Seoul that are using electronic security system and the total of 500 copies
were used as research data except 60 copies with insufficient responses., The
results are as follow, First, as for the effects of electronic security service
quality satisfaction on electronic security customer satisfaction, it indicates
that the higher electronic security service quality satisfaction achieves, the
more it has positive effects on electronic security customer satisfaction,
Second, as for the effects of electronic security service quality satisfaction on
switching cost, it indicates that the higher electronic security service quality
satisfaction achieves, the more it has positive effects on switching cost. As
for the effects of electronic security service quality satisfaction on human
relations, it indicates that the higher electronic security service quality
satisfaction achieves, the more it has positive effects on human relations. It
indicates that the effects of electronic security service quality satisfaction on
alternative attraction was not meaningful,

Third, as for the effects of electronic security customer satisfaction on

switching cost, it indicates that the higher electronic security customer
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satisfaction achieves, the more it has positive effects on switching cost. As
for the effects of electronic security customer satisfaction on human relations,
it indicates that the higher electronic security customer satisfaction achieves,
the more it has positive effects on human relations, But, it indicates that the
effects of electronic security customer satisfaction on alternative attraction
was not meaningful, Fourth, As for the effects of electronic security service
quality satisfaction and electronic security customer satisfaction on customer
loyalty, it indicates that the higher electronic security service quality
satisfaction achieves, the more it has positive effects on customer loyalty. As
for the effects of switching cost on customer loyalty, it indicates that the higher
switching cost achieves, the more it has positive effects on customer loyalty.
As for the effects of alternative attraction on customer loyalty, it indicates
that there is no meaningful relation between alternative attraction and
customer loyalty, But, effects of human relations on customer loyalty, it
indicates that there is no meaningful relation between human relations and
customer loyalty. Based on the above results, it is noticeable that in the effects
of electronic security service quality satisfaction and electronic security
customer satisfaction on switching barrier, all of them had meaningful effects
except for alternative attractiveness, This signifies that switching barrier
factor can increase when the service quality of electronic security and customer
satisfaction increase. In other words, it can be said that increased awareness
of electronic security service quality satisfaction and electronic security
customer satisfaction by electronic security users can lead to high customer

loyalty by establishing switching barrier through such increased awareness.

Key words : Electronic Security Service, Quality Satisfaction,
Customer Satisfaction Customer Loyalty



