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2 FAL YAHEA 9‘01 Tag asoH ofd 7|2 REEEENE opue} AB| & AlgAtEe] st
AFoltt Aulzol s &AL Prlske FAA SollA Ak gkl #ek uFdel oigk &
sholg}t stk Carman(1990)2 TRkt An] 2 4t T7F A2 A AL ik o] 2] gk Aol Biaso] AjH]
s Arketsith A= 4 Gkl A 8AES 2 F4- gk AF7E GdshA o] FojA L lrk(e]
A 3 ved] FREe AdE 7R ol B9 Ak A9, 1998). 2ejvh wE AR|A Hok= A
2RSS HIAQ S Au[a fFe] 54 vl 54 gl aHAREe] Aishke 244 2ol
weba ALE b oo R F8Ae] vE F - FQ3 %= B etal A% AR FAA 2
Aes Austh olefg A AdEe]l HFAL go] Mu|x F4 Frte] mX= FEE Al HE
& AeAgsto] dRbAgl Auls Fdo] AAdn sk A o ds] mm|gk Aol An]g Aol A
a1 wekth YRR Muls F4 kel #ate= HFAQ HAE of= AHAES A2~ A
HE AH|x e dEA o AgEe AH s F o] JaAgolA HAsh= g Fell whek A
A 8Rle E7Fssh Al el weh Afujs 2 74 Ads Aold dFE vE Zow dvEth
F4 ARAo] debol & Zlojtk g A{H| 9] Gardner(1985)ll w2 7Hgolu} 7]& 58 AuAt
54wzl Mulx F4E SAsAY Bt of o] Ar|a F4 A7l T3 dFE HA= 80
Hal Mu|2E gkl glo] Auls Al o = Aue 0k Advk $8H AARS SHH An| =
2k Aujs g A o e S e F 3 Ve e FAA RS FAARD AujagriE
o} olo] wah Zu|Ae Al FAo] Al FAE Al dA9es w2 HdagATolA <1t th(Fishbein}
7] flElde AATHYY dAges QI Ajzen, 1975, Donovan®@} Rossiter, 1932, Holbrook¥}
AR wkgo] wlg- a3k 990o= 283 oty Batra, 1987; Swinyard, 1993; H7]%, 2014).

v]§ Mujzabol Ao Auls FALE AHAke] 7] ool Aus EfE 2 AFolA Aljtet= A
e} = Ao nlatel] o] AHE= o Z() 7HdE v5 3 2k
B, 2007), Al ek Astel= g Ak A&
H|7} sAlo] o] FojA| oL Au|Ae] FahAQl w7t H 4-1 3484 8L Avle 54 Az A
ojEap]o Anrtele] AeAgd AFo] Fasitt (1)) @32 M= Aol
a8 Qe ofell B2 mE AH]s AL AHR H 4-2 7744 RS Az 4 Az &
S BT Qlofok k. 8A RS WA (-] ¥FE v F Aol
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A kg, Fele] 1A Auls, Mus FAe
B AE2AE Ak AR 18-S o
S8k AHAES doR HES 5] 918
of AE 2AMIS 109 n8sigith 24 AR
AR EZ AP olElE w7 fdke] 2lo] 147
A A AR dRES sglor, sl 14

% nF ZAAl= Vg4, thEirte] v gAe] nF
e} HiESGIT, thke Aol BgHES AR
ZALEAA RES AFH] A 0gS AN
stk AFEAE A2 o)) WAL 0§
Agol g Au AMAES Yo 114 19-15

WA BEEALE e
; 1

e T8 5 o8 Anl 2~
A]
=) v 8 242 (543) iﬁ?;% §§3§§
Ak 172 (386) EHApo] = 180 (40.4) cna}ol 14 3.1)
A7 274 (614) 191 w184 17 (38) A1 15 (38)
71k 5 (1.1) 71eH 17 (5.4)
o aoi o]%— = O]—g— 7]21'

20413041 ®] gk 283 (635)

3041-40A41 7=k 52 (11.7)

4041504 gt 65 (14.6)

50A41-604 w]=F 43 (9.6)
1 014 3 (0.7)

2-39 19 176 (395)
Whd 19 65 (146)

1 ©]3} 163 (365)
19 o4 140 (31.4)
3d ol 79 (17.7)
54 o4k 45 (10.1)
71 o4 19 (4.3)
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Ao A WsEel By L NG A% 5% FEelr 3
sttt 1 Ade o 2ok A, A o] & o Fudt. ¥l AVERI WSE
cronbach’s alpha7} 060]4F0.% et 84 Alg o Aol Awghe v A3t AVERe]
T% 07olAe R UER) W2se] AlgAle] 9= A Age] Awel # 2o =A4A vehdt SdeldA
o ARt x4, BUAS BaF golHAy) e AoR dekEnh v toR W] At
gl 2olRAS Bale] geldigich 1 A < T <E b AT
2-1>3 <3 2-2>9F Zo] FAA QA A
of APQAEY AraglEoe] Aokdt gz FAE
<E 2-1> Molel BN 0184 ZIE
Lk = 54 221 822 | 293 | 894
sk wE| e o] At 742 819 114 212 119
#AA et esky] wt 689 744 294 009 221
g 9 sk JataFo] 2 657 740 220 193 155
AT Fow AL A& 7760 842 119 150 120
- ol ~etd A3 A 783 143 0% 255 830
_afa Qal= ~erd A AT 791 132 149 183 847
Hah= AL s A 678 205 070 -001 794
. n]gALe} olopr| & £ 781 201 162 819 208
S n|-gAbo} Bt &4 1% 248 155 832 137
n)-gAel Al 7H1A A 685 055 087 817 076
&9 94 7 ola 816 156 874 154 071
z94 E9S st 837 211 871 129 130
NEREES s ' | ' | |
EdolA x4 740 227 812 121 119
gk 5.292 1.663 1.462 1.339
FAE FEHBTA) 40.709 53504 | 64752 | 75049
<E 2-2> ATR0le| EMN 2olRa HitE
A5 3 TEAQ | 891 | A2 [ 293 | 894
vl Qo= ~EHdS Folk 647 229 130 011 760
3 2Etdo] Ao o 21 025 198 202 861
AAEHA Yok vE A 797 -009 117 237 853
- oAfEes =74 734 032 225 816 130
7 A7 =7 721 -059 294 775 177
YEFS =7 786 118 154 854 132
2y sgehe 805 885 -.080 012 122
77 FES =7 751 859 -.099 055 028
=] o O
Enees =7 837 911 -.020 020 074
A GRS SRR 05 -109 853 224 125
% 2 Aeo] FL 7 792 -026 842 21 182
Ash= ~EFA S & oladt 762 -086 830 218 151
A7k 4193 2,640 1.364 1.066
FAE FEH%FA) 34942 | 56942 | 63311 77199
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<E 3> EQIM QolEM Allxm
o ¥ 3 estimate SE CR | p-value | cronbach's a | AVE A4 NI e
A4 1 1.000
. BAH 2 866 053 | 16381 | <0.001
A EE dAZ 3 806 050 | 16090 | <0.001 86 601 o
HAZ 4 993 056 | 17739 | <0.001
7154 1 1.000
7154 d4 | 7154 2 1.344 086 | 15616 | <0001 823 624 790
7154 3 1.259 034 | 15042 | <0.001
HFA 1 1.000
A4 J¢ | AFH 2 1.134 073 | 15450 | <0001 827 646 803
A 3 1213 080 | 15042 | <0.001
BB 1.000
M)A Fo] | An)A 2 911 038 | 15450 | <0001 802 614 784
287} 3 761 061 | 15197 | <0001
299 1 1.000
= <) ?l Z o H{T
*%’;A i 49 2 911 038 | 23789 | <0001 874 704 839
- 44 3 761 061 | 12576 | <0.001
SAHA 1 1.000
TAH AR | FHH 2 1.240 064 | 19524 | <0001 85 609 780
A 3 1183 063 | 18814 | <0.001
A ] 1.000
38 A4 | 244 2 766 086 | 834 <0.001 655 498 706
144 3 351 058 | 6069 <0.001
AH] 2= 1 1.000
Al FE | M= 2 1.009 045 | 2612 | <0001 876 709 842
AH] 2 3 982 051 | 19306 | <0.001
239 X2=571.583 df=243 x%/df=2.352 RMR=.053 GFI=.903
A= AGFI=877 NFI=916 IFI=950 TLI=937 CFI=949 RMSEA=055
<HE 4> B0l J|2EA 2 At
A 7154 IR PSS =49 = A 5 A A2
3 3§ = g = o A A2 A A 4
A A
EE o
71564 -
a]"aq 405 624
ety
S o 404 370 646
2]z} .
3 of AT 1205 378 614
499 , o
o1 AqH| < 464 300 350 355 704
FADA A 338 693 371 498 609
BANA 093+ 122 048 233 ~ 090+ 037 498
Sl B
ﬂ% ]; 371 305 405 296 666 556 - 080+ 709
g 39137 36629 3.0762 3628 39036 3.3744 2.8034 36181
F&FAA 3841 92718 96927 92127 71852 88124 84681 77404
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*p<0.05 *##p<0.01
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2 g A7l AL sl AFH PR fd (1236002 vEhdom, B4% el Az FA
SHe LA e sk PR SR Ball Al BOS 93 WA sloR @M 2
AUIE TR RY GRS AL A ACILDE Yehy wF A9
PAFANES] A Aul2sl s EA Ao Aol A A F A 115 7 20
DA G ARsd A5, T ol 34 h ReIA0 e AoE denid of jre wd
Holx HAH ARG Aux FA Az A S ﬂs}oq AFAE AT Ao JFL
MAE QEE el 97 REdA AEsE AL WA bsAel ¥ Ao BeE: U nga
AESST. olde WAl wa A PF ARt o #¥ aei; Vs o§ sl thstel F7HA
CE 559 Ruh QT DS ATEE (=802 242 Aastel fo5A e Fuw 4esel

df=261, CMIN/df=3.446, RMR=0.085, GFI=0.856,

F7HEA AFE<E 6-1>, <E 62>, <%
AGFI=0831, NFI=0.874, IFI=0907, TLI=0.892, 3> <E 64>, <EF 65> <& 66> P2} 2
CFI=0.906, RMSEA=0.074% L}e}ytt}, 7o F7HEA AR vEA o8l d &

BoAge) A AAEE FEe AMOSE o] 83 T A, 1 o] o] &gk AnrtEol Al #AA dY
A FERRES Feke AFEid M A4S A9E o3y (-] FFHo] oS st o=
Agshd og 2ok WA, A4 &€ CPoll A =%k FACNA AR o]0 & stV AR A

A Aolgtar & 7hd 1-12 tgh(-664)
B sk &2 At vEhy 712 2eal
71524 sgo] CPell A(+)9 Faks v Ao= &
7Hd 125 tgh(10665)01H, A=A sgo] Cpoll A
(H)o] odae vA Aoz B 7P 1-32 t3h2973) 0

2 Yeht AAHA CP7F 344 Hgel A(+)9

T ek Alo] e8lE U S
on] g #@ANA W7t ek vkE ehe
slE ofe & A& AolHe HHE Ut
sl 58] Auel Fols my gl odHG:
WA e FrEe 90T+ At 27
1 ojste] o] gAE AN #AE 153}

£
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Ml o o2 X rF 32 Ao Rlopf o L ¥ of B O T g P oo

FFs v Aoz B 7Md 2-12 353672 AA st AAA sgo] folsA= AN (+)¢] st
HRAoy, CP7F #7484 Ao =09 dF= HA T A2 il 717F o] &ohe W An[AEdd A
Aow 2 7 2-2+ tgh@66DE Wirje] Aot v wAA el 2 FoskA] ¥AY 238 A
Bt 71ZbE ik 2e]a SR 9F AujarE & 0] ololy] S o7 ol AH|A wEILo| AR
Hzke] A ZHel B(+)e] ks vE slow S HA TFeAE 7l o]y E FiES
M 318 (@105 vepten], Fe] 1% Aa% A%A we) Yool B2 Aow Bo
Au|27) Zvabe] BAA Ao 5(-)9 Pk T 2

<# 5> Utd A5Zn

AT 744 Estimate S.E. t g A5
H1-1 A Fg-> 2nA} FHo -.019 034 -54 7] 7}
H1-2 7% dg-> 2n|A} Fo 674 063 10.665 A 8
H1-3 e e-> An)r} Fo] 116 039 2973 A
H 2-1 e i e o R I | 305 057 5.367 A 8
H 2-2 A RF o] >R 7HA 312 085 3661 71 2
H 3-1 FTAY AF AMuj=->FAH A 189 075 10.507 A8
H 3-2 99 AdA Auja->RAgH 714 -.358 097 -3675 2 e
H 4-1 TAA A >An s F4 693 056 12.366 A g
H 4-2 FA4 74 ->Mn 2~ E2 -.0%4 030 -3.127 A €
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<E 6-1- % 66> 37t 24 Zotx
<E 6-1> 54 0/8d A5 <E 62> Zelxf0|= 0|8 HZAH
4T 7t A t & ATt A t &
H1-1 S U 1571
H 2-2 2R el >RAH A 2280 | H1-1 PS> b o] 0.100
H3-2 | 99 Q4 Aul=>5384 74 | -1140
H 4-2 AR 7] > E7 063 | H22 A Fho] >RAA A 2442
<E 6-3> 54 2HX HSHY <E 6-4> o 2HIN HSHTY
a7 A t & a7 7HA t &
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H 2-2 AL el >RAH A 2280 | H2-2 AL el >RAH A 3012
H3-2 | S0€ 1A Mula>5A4 44 | -1140 | H 4-2 TR A >AN s 5 -1.119
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a7 7hA t & a7 74 t &
H1-1 7 SE-> 2n]ah o] 0233 | H1-1 A SE-> 2u)ah ol ~0.869
H 2-2 ZHlA g >4 4 1930 | H2-2 ZovlA o] >R 214 3.056
H3-2 | 49 9% Aulza>ngs 29 | 0031 | H4-2 BAgH 1 > 2 1643
v.d 2 & AT S MRjs 54 A AE S Al A
gro] 21 o7l AMu|~ AlgAtel st #AE
oA1zimjo| QoF Azshs A7 EdeARE A= CPE 454
o2 el o} A TasA s AU F
AT M Auls gelM 2niRke] CPE £ I
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T 9%s AvRgit. 59, £ dye avAkEo] Nz el A H54<1 CPE st olfE BEa
CPE Fdsh= ¢t ddshs 24 #9 HA sfefste] BrEFe] MHAE Alwsled B &
THL] AA AuzTt viAe dFE AR RS A4 Sddes wssha #ed davt
Ptk AR B el ket HilEsldd Sl 9oR oA Mu|~ AlgARke] AL
el deage] T4 dwdsloy ol Asd 2 71 Mu|zolrle] f-aAolal A #eE =
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AL AR AR el Al B4 Wb a4dd wlE S olgln
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Abstract

The effect of multidimensional benefits on customer participation behavior

. +
at service encounter

-Focus on human service of service providers-
Choi, WooLee" * Park, JongHee™ - Kim, Doyle™™

This study intends to identify the main triggers of consumer participation behavior by
multi-dimensionally reviewing factors affecting active participation behavior in order for consumers to
receive better service at service encounter. We also want to review the impact of service contact
employees’ human services on consumers experience of positive and negative emotions while performing
participation behavior.

This study targeted beauty salon services. Beauty salon services are one of the most important
industries for human services because of the relatively long time interaction and the high degree of
consumer participation that has a great influence on service outcomes.

For an empirical analysis survey was conducted on 446 general consumers. SPSS and AMOS analysis
was performed. The results of this study are as follows. First, relational benefits were not significant for
consumer participation behavior, and functional benefits and hedonic benefits were significant. Consumer
participation behavior was found to have a significant effect on positive emotions, but not on negative
emotions. It has been shown that the service provider's human service has a significant effect on both
positive and negative emotions.

Finally, both positive and negative emotions were found to have a significant effect on service quality.
Since beauty services are an industry with high social visibility, it has been shown that relational benefits
does not significantly affect consumer participation. Negative emotions perceived by consumers did not
significantly affect service quality. It may mean that some negative emotions are insignificant. Further
studies will need to classify the negative emotion dimension more closely. It is necessary to review the
feelings arising from service employees. Finally, it is necessary to review the various types of services of

contact employees.

Key Words: Relational Benefit, Functional Benefit, Hedonic Benefit, Consumer Participation, Human

Service, Positive Emotion, Negative Emotion, Service Quality
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