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A Study of Restaurant Selecting Attributes Difference
on the way of Traveling by FITs Lifestyle
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4ot - HFE

Park, Geun—A - Chung, Kyoo—Yup

ABSTRACT

The According to the materials on 2013 actual condition of public travel, released currently by the
Korean Tourist Service, objectives and visiting activities of domestic travelers were mainly on
accomodations with culinary tourism and regional restaurant known for deliciousness gradually
increasing. Food and beverage expense ranked No.l among travel expenses.

The objectives of this research is to help boost marketing and create more customers for domestic
tourist spot restaurants by grasping restaurant selecting behavior during travel, analyzing Lifestyle of
domestic individual travelers.

This research used 584 people out of 600 samples, aiming at FIT(Free Independent traveler) within
1 year lately. I ran reliability analysis and exploratory factor analysis on Lifestyle and factors
contributing to the selection of restaurants during tour, introducing cluster analysis to bind groups with
similar lifestyles. To comprehend group differences i conducted one way ANOVA analysis and cross
analysis to verify independency of groups respectively.

This paper deducted the newest Lifestyle when compared to other researches on Lifestyles and is
meaningful in that we verified differences on restaurant selecting characteristics under the condition of

traveling among numerous previous researches on versatile selection characteristics of restaurants.

Key words . =v] /W8 G (FIT), elo] ZAElY (Lifestyle), &35 8<% (restaurant selection),
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1. 2lo|ZAEIY

gho| ZAEFY O] ES =AU Lazer(1963)= 2fo| T AELY (LifeStyle) S AFs] Y AR ®= Aks] 14
o] dHHo] ZEAOFE 7IX A 9= dHkA o] AForAl 0 g2 Aolgict Rokeach(1973)= 7l019] 459 =
7lolm QI+ FAAQ 54 59 oy 7HA E‘—’Fol?‘i*ﬂ A4 A E 7S REgshe aFel whaloEka
shich 1960t FRtoll A 70T ZRboll= gfo]| ZAEUS AH[AE AA FAZA 159 aHYEs ©]
sfste] =t ©]-§% 3o, Psychographics < W &> &5 X = AL o] o] §E it o3t 7]
&2) Wle] el "“@’94 A A, AYA Ak, a8 A A5 2t Y A, HE 5 oY
712 We gkl A8k ) cH(Plummer, 1974). 2fo] ZAERY o] A Ho
7F Qlth mAlA S glo ]4/\5}"‘—4 ojsfiel #AS Fall AEE
2 e ARSI A To] A A2 glo] T AEYU O] FoF Hhofo K4S Fil Qitk(Bernay, E. K, 1971). |
AR BAEHE 54 AlEe & AR o f, 7Y 88, & 55 ol Z2EY 9] M= ufofsial oo
ot AHRE AESHE Hdow BEsie] olgdich tfEAQl whHo == AIO(Activities, Interest,
Opinion) ZA}2} Psychographics ZAF7} Qltt. Psychographicsi= & 7H319] 4l2] Z 3y} &4 afjeof gt

Ao @ AI0 ZAFRTF © FHe —5—} Melo] EXAol HeEL e g d85t1 glom, AAA|ETe}
wst IHo] ok AAIA B4 o= yankelovich Moniotor ZAF} SRI(Standard Research Institude)
ALE) A A E2ATT QTHAIA Y, 1992). gho]ZAElY o] SAL2 Activities, Interests, and Opinions(AIO),
the List of Value(LOV), Psychographlcs Approach(Afe|Z 1= BEAHH) Rokeach Value Survey(RVS),
Values and Lifestyle(VALS)7} Qlth vtz o g Z=Aul 2= ATOHMHIF VALSZE Wol ARE=g), 708
o= AIOE ol ARE3Flon 80t o= VALSS ARSIt BHA = A AZ, A" oiE, 715 4
T 22 QG FAA BTt golZARUY nA= Y SHCE 4 Yo, Aol golZAE
Ao 23 ] v WE S EAGEL an[Ake] WAl S 249 == o]gskal Ut A,
2011).
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Filitrault & Ritchie(1983)+= HAE= o] 3t ALoA &A(attribute)S AH|AE0] 5= A9 B8
o1, of F57k Sk 2R 378 T AR U AL olek oisiek A Ay
S Rok kA, Auls B4, ARG 2917, Ao BAL REddr. dag A
oAl AZom, 2827 SAL Fofelr ARl e] TS ojulste au|zke] £
A8 &40 gk s,
ul=r ZAES F2(NRA: The National Restaurant Association. 1983)0f| A<= SAEFE, sjde] HAER,
WA Y aefe] AnxtEe HE 8 FES S5l 54, A, 2917 37 45 2
< 9 25, Bof A, 2o, A4, vl TR 89, AHls AL ASA, Fdd
A, BE o, o] FE & ofF T7HA 82, E9719 £4L BAEA, &= oL #9471,
Al g]lolt skoith A+ At H AR AuRE2 24 Sl diek 7|HA7E =1 FPee] vt
Aol 7MY w8 AL UEhoH HAERS 3 7MY $83 olfw HdoE yeith B3 &
Aol wotAlH AFEARG] gt 7JHAE EobAlE AR LERTT
A& HAEY Ao T3 AFolA U, A= ¥ 2 34, 272 AL, ¥
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Todd, Lawson, & Faris(1991) 2] wHHE A SAIH A™ &4 AFox= A+ Ak SA139 94

o A A7} B o] upRo| spY e kS 21 golo

Kivela, Inbakaran, & Reece(2000)2] 2417 A8l &4 Ao 54 u EH7I7} A Zasy tpeo
2 QA W HHo] Fa3t £407 Yert

Law, To, & Goh (2008)2] &3S HFE3F 23t Aol SA4 A

29 g o &4l o3t w714 of 2zt Aol
A0 ol AT SAH Ae £4E &4

€l
, 87, 2 571 a9lo g &5

£

AT FRRRI0RE T, & S B ARlL 8o 2 ATE AFARY HE, AZIeR YERd
A 7HA 89l 9171 8oz Hekd A, A, dEEle], gy 8o e ojulA, Ad, 4, FaL
oo WBACIA Y F4H SR EEsioih At 2 54 8e ALt g 89150
7|2 AP A AHE A Ato]o] Apo|7F LERA] gFtT
FEA-AHAC007)2 = A wFA SA-ANA A4 Mus FHI Ak S gl ZRA7E
FA A TSI AYE =] vAE Y ATl SHAA FFE vAHL i sl
Aol (2008)9] FHE FoiAE W WFAS 2R o S4HAE S0 Bt dFelM=
A 23 249 ohe M TR Ashe ACR UEgen I t4EoR Th4, AR A, S
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=L JHE ool Zlo|ZAEIY R0 WE Ol T SAH MEHSY XI0|HF

AW WEES oushu] A419] §79 BAE BHAA LA TYHE YFO2 HY
%

3](2 001) AAE-HA(2007), A
HE9E B 2RS4
° ot Yol 24T ol Holt BHL AYF F F 1674 FHOR 2}

AmE A #7]1A] SPSS 180% AR
o A< 3171 flsto] QA2 A SEA
,d Y 5 AFEATE EA4E dotiy] fste] vk &4

al = o] 2 A (factor analy51s)— Ef2 3TAE o]z A
I 822 SHAY FAMol EASH] gho|Z A8 3 HATe s E75t7] fI5to] v AS2 K-means

cfolmAgtel Gale] e ol 5S4 HAERS] Famd Aol G Aoles 1S AEH 9

3 dLREARE A (one-way ANOVA)S AAIFch
A A4S AARE Folle e 2 Aol drke Ae 453l $ste] AR5 (Duncan’s multiple

FL =
range test)2 AIA|8tal HH2] zo]E H(high)> M(med1um)> Llow)Z e

H
rhT
10

o
T
1
am
x

= - o
& A9 Eolzaud f3o WE o T A AuSAd gt A=A 2T 18 ool ol
S 3 Y BYAS OB AFENS UAT A3 SuAY ATEATNH SHS Auuw g <E
1>3} e,

A Bz Aol 3349 (57.2%), oA 2507(428%) 082 FEEo]l glow A= 207204171 251
(43.0%) 2.2 7}AF WeFow, 50~594) 7} 1047 (17.8%), 3073941 987 (16.8%), 407494 827(13.9%), 194]] |5}
7} 4978 (83%)40.2 el weeRe ity At U o] 306 (6G2.2%) 02 M Wk, ik
ek W £ 1389(23.6%), 1LZols) 1057 (17. 7%, AEhsh Ast 9 £ 3679(6.2%) =2 = YETE 2
A2 sHAjo] 259 (44.3%) o2 71AF wWeron AEZ 821(14.0%), AH|AZE 687H(11.6%), AFFEZ] 49
(84%), F /02 367H(6.2%), T+ 24%‘(4.1%) A 71e2] 16H(2.7%) o2 eyt 9 A5
4009Hd olAF T 6009 wlgho] 1979 (33.7%) 0.2 7P Wtoer, 2009 o4 T 4009Hd u|wlh 1437
(24.5%), 2009+ o|ut 7474 (12.7), 6007 o]AF ~ 8007 ulwh 5818(9.9%), 8007 ©o]AF ~ 10009+ w]gh
5874(9.9%), 100059+ o4 5475 (9.22%0) = et
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2014 HMI31xt (A)St=ZS stz =7 st&chs

T IR H]-8(%) ZE Hl e 1]-2-(%)
A LS 334 572 FAR &2 14
3 o=} 250 428 AHEZ] 49 84
AL, 7432 16 27
olz
194]0] 8} 49 83 . ey p i
20~29*ﬂ 251 43 ?j _6__\]3__9,, ﬂ;ﬁ}%]‘ 36 62
o]
i 307394 9 16.8 A9 4 50 86
° 51A0
40749 82 139 o8 20 4.3
50759 104 178 3T g 41
5O X
594 G 2009k w)ur 7 127
1% 0|3} 105 17.7 2009F o] AF T
J00ut8] uat 143 245
ZEfjst 4009+ o)Ak ~
- o LIS il e}
Lo AR 36 62 4 | goura o 197 37
= £9 & -
2~ = 600‘?_1’%’1 0]}2:}—
T ) 8} 1 A 8+ = are] mlat 58 99
E | goag | B 522 800kl wet
= 8007k o] ~ - 99
off s} 91 A 5F 10009H w]wk
o or 138 236
= =9 10009H o)A} 54 92
A 584 100 FHA 534 100
2. GH|E2A

1) golZ et FAH SR R Ny FY

r_{

glo] T At o] gt gk olo] Bl W A AES
Jacly} do 2 WLE A

225 4579 FES A}gE}
2 AT YWl gfo]Z ek Hfs)
Qo ?HXHE‘:O] 05 o]A]—o] Dﬂ] E1EY %}: 1.0 O]QPQE F= 9 % 10719
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AlZ|= B4 A3} Cronbach's= o gl o7} &% 3= 0931, AlZF ] 0902, SNS &5 3 0.885,
2710910, &3 = 0901, A&7 0835, Al = 0.795, A7 =T 0855, AAA =T 0809, BF =
07825 Urepsith Zbzke] a2 11 4o 9HA OM % S, AIZE e, SNS &5 =, 59 1
o =, AEH, 94 = A% 24 AAE 2 BE =R YYsi
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U JHE ozl 2to|=AEIY wol WE oA S SHH MEKY xio|H7
<3 2> PpolZ ek g A 291E4 B AFAY 24
a9l oboldl | HAE
_9_?__0 _8_?‘ %—/I: X’]XHEkb %}]\_a }gtga /\\_EE-
F2 3= Fn 2Fo] o 0.8%
A7IAEE SAA| AHEshe Holnt 0.841
okt FolgEE sk vk 0838
A7k | orHEe FE6] sk Holrt 0.822
D% [uma sl os FAA0E o jREs 9579 21.287 | 0931
E = 0.797
T she #Holtt
FA o] o7 g whEgin 0.770
Folshe #vl &5 S43| sk Holtt 0.707
=0l SHEtE Y7 shal 42 o7EEs gt 0617
oAl Al2lE Al¢-al Fxlsks Holth 0.835
AR el S AASHA sk Holtt 0831
At o2 7hA] A& AR A
AZE | S wolo 0815
4] = ¥ 5.280 11759 | 0902
- ofel 1 e & d& Asta e At 0.781
U o AIZES WEEA] A7) "ot 0.723
AR A & Bgshs "ot 0.694
ARHYRE Pt SNSE @ol AR Fhrt 0.8
ong | 2EAA AR +HE SNSE F deth 0.850
25 | SNSo| Fu7k ot 0.826 3579 7953 0.885
N SNS &5 ol AtazQl geg it 0.783
SNS 2H5-& Foll AFES wol At 0.760
AZE fraolu sjde W] ol St 0.901
ogy | WA B Falo] g woldt 0.875
e 3016 6.702 0.910
T | ol sloj et ofalMe] H& AF vl 0811
£0] 23] A% 2= HWolnt 0.804
sH dIE v &S B 7 A ske A 0915
LE A o] g2 =gl '
o= | 2EHAE FE &g AN Eo 0.866
= ; 2742 6.093 0.901
N wololli= 22 o] glojof ) 0848
AL BEE g R R ke Ao] Frha 2t 0.793




2014 MB1R (A)BBSUBBEE £ HS0hs
R E oo 9lo] o2 At Aol .
g1 Holt} ‘
e ARrEd) ez aysy] da 0776
NEES A AR T 909
= = 0.748 2570 5712 0835
AF U Foper}
Loge bee YT Qo 42w 0641
soz A Eole A7 dt 0564
WA RofrhwA uit 0788
g | @0 HERE BRI e siag a 0724
= B 1.751 3.891 0.7%
| spg gge Agel AedeE Adeld s | 0719
02 ud o) 448 £S
ob71A] ghe ot .
24 WS i GolE nefel ol 02
% :
C5 | Awel me g4 maRs ol 0821 167 372 | 08%
s
wEe melat AARE st 0809
Wad Aol HEe] AT AES .
Folsts Holct '
A | AU el Aug gty Faer] A
2 A sk 0.777 1.551 3.446 0.809
W BAS 298 e G2 AE oJa o
wws) B} '
DE o £ge grads Az 98
S B A 0.806
3
U g g2 AsEg AN Qi A4S Aw Ao 0711 125 | 2203 | 0782
=
olelo] Mgt PRe malo] A B A 0.709

a @ Varimax3|Fd F, ofo]7ll Fro] 10] HiE QQIEES FEIY, FEH 80 AW B4 FHA4¢E 73.3% KMO=0,828,
Bartlett's 7t84 A3 sig 0.000
b 1 831 HAFo] 050144 HeEES UEhd,

o 1 hl =
29118 A9 yro] Faste), Wol Fashth, AR SA] £ FF7F Fadtch Goo] Fastcre)
1B EUT 5 gk 4 A0, a0t LAY glo] Fastth el $ale] Fastc), b4
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=L JHE ool Zlo|ZAEIY R0 WE Ol T SAH MEHSY XI0|HF

o) 9ol FRsicte] 3RFL QMR 293 SAT FAAY o] JFL W), Heizue
Aol FaFa W=}, T AArtete A Aol d3E weth 3E%E T dF LR, aflde
7o) asich 717 BRI Fasit) 2838 TR, a5 SAHe) Hito] FRslth, A
S79) Aol Fael 2288 AW, 06S SAH 97 Easich SAATA] oF Ak
Fasic 2ERE WY OR Wusc

ofolAl ZF 1.0 7|&FC 2 3 Q2B AoA & 6719 Qelo] & =91, KMO=0.652, Bartlett’'s A 4
ZAI} x*=2008714%, A4-GE==120, F-o]= p=0.0002 Vtelytth 12|11 FAEA AHele 69.674%2] A1
g8 Hol1 Q= Ao g eyttt ZF @0l HAAE =AeEo] Qo AAHFL BE 04 oo R et
o T A AYEAY 67] aglo] & AHojR= Aom AdEih A== 24 it 'S4 470
Cronbach’s a =0612, ‘]2’ 0| Cronbach’s « =0.654, ‘=% %3F 0] Cronbach’'s @ =0.722, ‘7}2’¢] Cronbach’s «
=0.0.598, ‘A H’0] Cronbach’s @ =0.609, ‘‘d+Ad’¢] Cronbach’'s @ =0.881 % UEI}L Qlo] &4 Apmo] YAY
o] Qi Aom BrlHiglon 2HgEe) i Az4e) shuEgch

lui

<E 3> o8l 3 SAF MEBM 20184 2 Mz 24
a Rl ofeldl | war

g | el ws A | g dwe | MEF
S49] uo] F it 0853

oA o]0 o] ZQqslr) 0.676

=R = =

24 AA(EL)SHY] 24 47271 F88T 0.662 o B
S419] Gjopo] Fatet 0.462
S 217 0] 9Aio] ZQ3lch 0.763

o =ulo] oo ZQ sl 0.728 2333 14579 0.654
3}AFA o] oo 2 Q3}ch 0.64
SA BAAS Aol JaFe Wit 0562

= ‘4 — ~

P 2 2jzR0] o] Qgke wh=rh 0828 1683 10553 | 072

o WA AL Alte] Agol L wET | 06
S40] /70| Fasith 0878

714 ~ . . .

M o gelee)e] 2aat os | M| OO | OB

- Aol gl Fasict 0.798

™ . X )

Aw e TR 07 1.059 6618 0.609
LA A Qx| 7} Z=Q85}c) 0.876

Z .:L/\“] = 1 a

o SAFAY ol EARIe] Fastt 0.808 S B S B

a : Varimax 3] F, ofo]7ll gFo] 10] Y= QAEE FE3}0], 58 QI Av B4 37 |4= 69.6%. KMO=0.652, Bartlett's
A A5 sig 0.000
D82l AAFFe] 0401421 WFES YERY,

o

2 d AR
A QRIEAS Fote] ast ® £AS o2 SHA FAMIol| EAsHe glo|ZAEMY §3 ot
S EFal7] $foto] HEA (Cluster Analysis)& AAISHITE WA A FEIEE 534705 10%9] T 58
[l FEAE FALR FE5H ASH NSNS st A3 3l PR BERE= AL 454
o, o]F EHE H|ASZH ZHEAQ K-means A4S o]8sto] & 372 2| Asto] A4S =3
skt Q01EAS Fato] ulobe glo]ZAEtd @9l whE 3 7he] polE mhetsty] $iste] Hatghe]
ol 5 skt
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2014 HM31%t (AhEr2EUBsts| £7)

1o

==l

5 39 o5 Yo dYUEAHEAH(One-Way Anova) % Duncan’s multiple range test & A1A]
3t 3 o] o]z} Ko) &9l Aol weba H(High)> M(Middle)> L(Low) 522 JEste] 7|5tk
107119] 2919 frol=5E0] p=0.000 ol o3t Aoz vepgon ol Aetdo] o3 2ol 7} Sl
Aoz yebgth 824 3y, 379 Rlo] vebgte 224 1o 1597, 3 29] 1407, 3 3o

241 (n-159) =32 (n=140) 243 (n-285)
a9l Bt Bt Bt Fgk Pk
MRT" MR.T MR.T
29I
e 3185 25589 35096 1% 0.000°
- M L H
2
29k 26656 27024 3.8064 .
2t el L L a 128112 0.000
298
NS o= 29245 26071 31411 90784 0.000°
2 M L H
7
20U 35303 23571 33333 .
2132 .

o 2 H L iy 8213 0.000
29 36588 21000 23561 .
or = - L iy 69.062 0.000
29k 36006 27171 35023 .
ezt q . 0 70127 0.000
297 36500 26179 33781 .
oAl 2 - L o 114124 0.000
298 1.9769 24810 35497 .
A = L N i 169814 0.000
200
e 36457 30762 39310 ol 0.000°
2 H L M
2
290 39790 3028 38023 .
we = H 5 iy 734 0.000

* p0.01 oMM o3t FARS HE
#% © M,R,T(Duncan's Multiple Range Test ; p{0,05)o]| <A3}o] HY M) LE FHSH
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Restaurant social commerce buyers’ complaining behaviors

-Focused on the relationship between dissatisfaction, severity of the failure, and
controllability-

LEAPNE L
Bae, Yu-Na - Lee, Hae-Young

ABSTRACT

In order to gain an understanding of restaurant social commerce shoppers complaining behaviors. this
study explored the impact of dissatistaction with a service, severity of the failure, and controllability on
complaining behaviors. Complaining behaviors were categorized into three types: complaint to the service
provider, negative word-of-mouth (WOM), and exit. The role of dissatisfaction on the three types of
complaining behaviors was first analyzed, followed by an examination of the moderating effects of severity
of the failure and controllability on the proposed relationships. As suggested, restaurant social commerce
shoppers responded to service failures by engaging in each of the three types of complaining behaviors,
namely complaint to the service provider, negative WOM, and exit. Of the two proposed moderators,
severity of failure proved to have a moderating effect on the relationship while controllability was not
found to play a role. Specifically, restaurant social commerce shoppers perceiving a high level of severity
of failure exhibited a higher likelihood to engage in a complaining behavior when dissatisfied with a social

commerce service in comparison to shoppers perceiving a low level of severity of failure.

Key words . 228711 (social commerce), £ d& (complaining behavior), /21 (severity of the failure),
EA 7} (controllability)

I.A4 &

HT 2 A Alo] AMYEY A MH|A(SNS: social network service)E 83+ A7 A(social
% 2
o1

commerce) 1 ge] e ALk, 2HAU L Age] S Az APl 2 WS A%
. AU Pl pARe MERAE Bl AuFomd A2t FLE FEL £ A A9
EEEREER

el 0174}01]/\1-‘:- /\H]Z}%Oﬂ 8 AgdE= PP EE oge] g xgwﬂ
3 5 WM os Pojg 4 e Zﬂi & H
S S Fede) SUE 2 o 2S5 e AT 3 AR 2RISR B 2

Al Hol : wEl . sulA|E, yn1234856@ks. ac, kr( A A2}
1 o]y sd » 3L ulA g, hyleel228@ks ac kr



ol

A

e o

i

2014 HM31xt (AhEt=S At sts|

1

H|zlol| Al Aestar o719 - A&, 2008).

(customer dissatisfaction) % &% 3% (complaining behavior) B3 G243 S7lsta ot tigk 4
8942 (2011) 9] Al mEH, AAAW A AH|RE] 26.1%7) Ty oA AMu| A S E H gk A

)
2 Uehsted], F2E Fa71E Aan), nd/gs 5o 2AR Qlste] EEd Ao ARG
AA M| 25 AlFete oA AH|2GAlE FE AR A-, FE o8 Al B8 AFelu M2 Tl
T, FaE WEH gE MH2 A 5o eSS B s e Aow YERTHEE AR E
9. 2012). oA KAV H2EY FETV M o)Ll sRdE =4 AHAES S THA
o AfHer E9E Y FAA 7 e 272 FFe] Frlse 22 v Fee FHsH
o 2o HoAE o2fd g BT 2872 B A GA A FHA oA S F= Ao

B

T
wretA R, EdA o g tf-gahr|nt gt BNkt uAES ] S For uAFHEE Eolu
T s Fxl6e 713 ® Ak itk AR 28 AT A AR 23S w8 Fal 1A

o] WEatA HW 3|5 o] HETE AH|2 AlFAte] didl] o so]AQl s HolA W (McCollough
& Bharadwaj, 1992), &A1 AH| 23|10 2 o] folxl A9 o= T84 FHo=E YA drh(A]
7, 2014). £3 2BAEL 7|UFEE oo BAS e o o 2 %3S HolA Hv(Homans,
1961), +53 Au| =g Algtses aAe SRR oloA A Arh(F A, 2010). °] gk o]
A% U-$S B3l ARzt 3lEo] @ Af &HAES Al 719l el oL wEeta 59491
TREES A, 7193 #AE AS A&ste vEE A 4 F=tHKelley et al., 1993). %5
A Fojele, aAFAE, AF AEAL, FHYE T8 2E u4] IR ol EE YR €
THBitner 1990, Oliver 1981, Bearden et al., 1983). 2= ojWl AMH| A4 F|E T I A& 1<
71312 uHt7] Yeixl = A5 B dE vkl tiel olsfE vt o g ARl AH| 3] E Y
o] uj-{- &8s,

ol SN AEAM A HArER AEFulRte] B F] A3 odl= wlf- F8sitta & ¢ gk
LAAMNAGA L} YAHA & o DEAN R HARER AETAIEY] EHdE @3 olsE uiEeR
A AR 2 {8 st EHY S v dSTozm Au|aidsfdl oigh theket il d S vl
A = Q7] wiZeltt, ey AAAM X~ HAER AES Fiste 2452 EH - E(complaining
behavior)el thet AF-= v £33 Aot} 7]E] UF-E9] AFE2 oA 72 L8AH 2 #H Al
F Egss O ZlsstAY Alstet X3 o A Ao Al E gete 2R AAHQ
SHoA anAES] B E sfeiride] Bt ofse wif- FFsivta & 4 gl

meba 3 AFde DA HAER AEFAESY B3 dE ATl S olslish] flste] A4 &
HYF 78S fsta, getd F3o et Aleskd Jddd 93-S F= JP8RNES Ilstuxt 59
o B¥d%Ee 438 Singh(1990)3 Day(1980)2] ATor AAlE nwiel Zo] sgdAd &3
(complaint to the service provider), %2 % (negative WOM), 775t (exit) &2 Yol A|A|
3, HAEY B[RS ENS A E(dissatisfaction level) & 718 APHFZ Sto] Av] A4 g9
Al Z1A (severity of the failure)Z} E4|7Fs4 (controllability) 8] A E3E s A} sttt & A
© 2AAAME H2EF AF T A5 B Eel Uitk Bk F 8 olFE uRo R ofg F A

iy

d

WS AR Z18% ol gt S 287Nz B G4 QSe DR ARA S ANE 5
9lo2)eh Azt
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1. AN DAL JY L BOE

ror
o

AW A (social commerce) = &4 vlYoje} 291 nto]E &8 ab AAPE A 9l ‘.’tl?ﬁli of
(Yahoo)ll ¢J8ll 20051 A 27H= k. 287w 2~ 2 FEjz<l 2
Y, FETE, xRl AFFer FEE # JUTH(HAES, 2010). Al W o=z 7};q FEg e 1
FE(Groupon) 8] AH|27F el A7) A|ZbebAA 1FEY AMYRE S AHE-gE AH] 27t I ol A
T AIRE =, S &RRFEd Al H53E EZlE | fiu|o] Az gto] *?J* < F& 7 (group
buyingH MU 25 Algsta gtka & 4= 9k 20139 @A AW e 329 AFTFEE AFS

3 glew AAl AAdAg el 16%E AAeta dvt. A A gle 4 3 /\Wl T R 7l Zska
om o) AlRgdy T Ud2EY, S43 o A4dFe] FupEe] 20% % v =2 A oItHEA
ﬂaﬁﬁ%ﬁ, 2013). T3 oA 28AMAE Sl EE SEIIAL o, 2870 AlFE

ol WjEo] S Holn ok (A2, 2014).

w48 2872 AR gl e A o R kst o AH| AT E T $a M)A EREE Y o
2 Q1% AnzF B3 Lk F55ta vt derAn|AI(2011) EEAlge] mEd AEAW A o] 8a} 10
W 5 142 HaRET 9 s Adder, g8 70%e AA 2 38 AujzolA dAE Fog
ERtTh, SQlE Ul S (2012) 0l oot A FAM 4 o] 821e] 58.1%7F 2AAMAE o] &elAA] B
= A@dva $Hdn, AN B U&oms AT AF - v et ApEN-(18.4%), FE W&
I e Aoy Aul2 AF(18%) o= Ueisdth, A LH|ZAH (2011) & 27 22 AH] 22459
HEA FHoZ IS Aoz FE Aol JEAAY A AL 3715 Ht & dES 9F
(16.3%), T2713t BA= <13 nA}8(14.4%) 55 AASATE T3 DA H XA o] o2 vlafEiPA|
e orE g a8AHA JAld Fol(41.5%)3ke A7 P BRI, Fold A3 Ate
59.0%(438) = TAE 434 Eahs Aoz YEhTh

_l

2. 243 =(complaining behavior)

2H A} B33P E(consumer complaining behavior)S AH|A7F 231 A33}o]
2 Yeht=d &Mz Al e AR 2d] gig BT B9 AE S uRe R
P BN SHAR tigh Bl A FE AR g P54 - HEdE =
2 A&EE Aoz odld 4 Jth(Day, 1984). T3 Av|xje] BNl Aoz opy|EH sgdg A &
B, F8A A, Feiees e gt eies 2Ith(ad7, 20100 HEA - A&, 2008). #
d Ho)g AWEH X215 (1997 EHY TS 27 28-S 2ES 5 FF4 Yehves 232 7]
WA Holz og] 71A] dsolet stlar, FE2] - o)Al (2005) & 4B AFe] AH]/dgol A & gs
st Al W o 7 s As] Yrte dH o] Al Solgta Fe 3}%\ . BE?'E} Singh(1990)<
AHAZE FElgh Au| 2 AFEe] o] fellA] ERFESS wA ARl BF
d - EEske &HAF dFoleta okt

o
LL
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A} + 3

Day and Landon(1977) TAYE, AW E, FAE

Krishnan and Valle(1979) AR, AW, AT, FEHAE
Bareness and Keloway(1979) 25 AHAeE, BAdE

Day(1980) RHAEA B Lo A R

Singh(1983) BAQ - ARUES, AFAERS

Blodgett and Granbois(1992) BAQIL HAMLA o|el/Atuj ol %, A3AEE
=4 AFE(2009) FIAL IAER P T AHI2F]Eo] ALEY T WA= FIF AFAA AQLE

A
24, Zﬂ 37\]'01]71] ddste 4'764 olgfietAtt. Egk FHAQ s 2= BE P54 E?ﬂﬂ',
S w7 AP E ofbfd dFs HOPq %l 4= T 7
Yeoll TFsIATE 2] M| 2] ASolle, BAE(2008)2 g nla AHRE] EHYEE
/QE.E EHPSE 735 e-voice, e-private, e-mass, e-third partys2 47F4] dejz +23} a1,
29 (2001)2 221l £ & B P T Al A /\H]x} ERF Aol AEA, AlFel ek Zg
bE B wgA e FoR Qlste] AM|al ERbEo] WHAlskal o] 2 Rl theFet ER s

Hq'

o o
ozl
T
2
Jus
12
rE
ﬂ{

3. MH|AATHO| AMZtM(severity of the failure)

Au| 24 o] A7 (severity of the failure)= 117o] X Zsl=
AtHWeun et al., 2004). AU 2= & Fato] EHES A iﬂlx}a—ol 15—54 %ﬂ&—% =g 9 2
AR AHEE = ARAbe] A ztaglo gy SRTAG I o] QIAJERT} T2 AH| 2 AgloA] B
Yool v5 d3e Toha & 5 Aok dubyg oz ARt QIR S M| A s o] 417he FEe] 2] 7he

A58 AH#Ao|7] Hrp FHAR] g v =, & 50 HEEZdA 30% 7Ivkel= 3l tiE
- 2 Bxg 22 FE A3, 4 AD ARt da] dieEA @A Tol & 4 = tH(Mattila,
2001). o|H5 Mu|2Asfe] AzZde /1A, e giof ueg} oldlstE Aol HAe AMu| s ek
S AR3led 8% 942 B 4 It (Heskett et al., 1990). 3 Ao g @3] 37t ¢
DA e 23] Fo ial] B T Sb i e g2 AH| A3 E5S dlof sh Aol = ulet 3
Hole W B = gdebdol & Aotk (Johnston & Fern, 1999).

HAATE A EA Roehm & Brady(2007) & AR 240 & Av| k] HkS-of tf 3t A oA M=9
2] v AIZH(30E/90) o= Asfe] Aol thek anA; s Addsietl, 1 A Ao Az
dol E=EFE AvAte] B dFe] Tkt B g By Ao s Meletta kit kARt
2 Au|adofe] Azbgdo] vtka QIAE A5 AHAES 1 EAE 18] F835H WolEolA] obs

LA e=
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Sl5i4th. Smith et al (1999)& 97 el ~EFe|q AnA oz 492 7
A7 AR A 2ol B% BNES BAL s, A5 Aae B¢
3 we

A we FRYE AL 3 AN AS Asksh A ol e e FHYE Adackn T
i

celin o BUYel I BTAE L4 JAAAS ] A A2tk
4749 B} a5el Ll BRI #A8 BBE AE A0 ERVEOR ehpl 2o
AD011E Lokl FS FQ AN~ 530S B A7 Aol 9 A5 ¢
A Aol 9L Amugien, BA7 s ?é}vﬂ Al ~Ae) Aol Sk L4 A
el 3 ol 9 S STk HEA(2013)5% ST Hshel Ay Aol e $94 1
o Pl G B APANN, AZe] we A AYEE o A v Aol e S T

ol ¥ A =Ava Fsksinh

4. SHX|7FsM(controllability)

EA|7F52 (controllability) & F<Qlo] 2 (attribution theory)2] sFI7Id o 24 AH] 243 (service
failure) ] Alo] AR BAl 7Fs stAY E7Fsstttal &LvarF AZske J=gta & o Uth(Hess
et al., 2001). &B[A= Exﬂ/‘q ARE e w, 5% Aol el o] e AR A 7hE = /ol
7 AR1E BARIAEAE HHEtH(Swanson, 1996). & AHIAFES MU A S]] Qlo] FA )AL
719 F2 AH[2 Zﬂ%‘ﬂ")ﬂﬂ] ’—'3.%101 Ae ), 1Ex 521]7} 7Hedthal "37}5}@ g 2 &9 /A 2
ot v A=A se] Rle] T A Aol AY &R} 2MAlF BEdo] fla ARd e SAIZE E7FsE
O A 2 wo= Evto] Aot (A3} 2004). dE EW vld A Ao dFAke] BAl Erbse A
el Ao W= MR BEX 715d A wjiEo R W SASo] gFAbY BHrp & Eyx2 w2tk &
H27} =7 2 B @At gk B4 9 thA] 1 SFALES oSl = o %, 181 BvHS Edsy

= &9 G vt @ F JH(EGE)E 2006). oA H AEAHAE o] 8ol AH|AE I Bt

o] B9l Axgel fo] glu, Abde] BAVEetta AUEsE By &
7Fe/dol ok 2y R R, A 2 FujapPgola] Sk Au| A a7t AW 2 H 2Bl A

njg] Ao ZA YAYFA] %E% sl7lol = AHthe AdE A @ A= B8 7ol Yol A
Hoh(AHdE, 2013). PRI E 287w 22 Au| 243 9] A A o] A&A4o] oketa -3 WAt &
Fole AR BUEoR gt uAEe] BHYF e =4 &t

%B&é}@] Bi tner(199o>b 9 gFAL YAETG o] Eun oA Mu]x 4k

el o] whE/ B adl
ol gt A5 A @ Az}, Au| 2z FgM o] wRtEehs A, Al B, Au) g wheshe
A9 Pr%@o U Bl oaf o skdnia skl ole AlgE e Az AN FAT Tks
S Tha wAE A7) Wl B 2 E%E A Frt Folkes et al.(1987)% &34 A
Hl2 A 489 aA5S dde s g3 Aujzdele 719l 7 SA= ko] B3 Oﬂ?—a A3 st

=, BB A-EE A, A e oz fod BAE JepdY
nAAe S Zygtin wglth
o gt BA7Fse] 9&S AHEH AW Aofo] A7g%
LQ} H 01 HH]M‘JH OJOl ng] diE ¢ ole A A QSRS ANAES AUtE ¢
w7le v, Asfedle] AP Al Brbssittal WAl 245 A4l o] ARE AT QA ST
A, 2013). HI5=g SHAA, BAE(2012) = 221 1A AR ofEste 548 7N, dE
o] o] M| 2 A FALe} M)A} Atolo]] A3 o] H A= Aol o] wjiel] AHAES &9 AnE2T)F

|
*‘JM A 7}%@} 5 121%% =5
5

v

319



e o

)
<
N
i
@
2
>
o
fol

e
i}
lc!

of
o
Hh
X
1o

= B35S BT T Ale|EY A 2A| ZAbe] BAE R QlAgthaL ettt AR AFES A9 99
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M. ZAHEH
1. enEx|

SNS9| &-&o] F7E wet ol &&ste AN 2B AEFFle &uAEdA 2 7]
2o itk a2y FAl AMu| AR Qe nAEe] Byte] Frbstal 9low EHF Fgk thafsiAl
ez ivh(2217, 2010 AE8A - AEF, 2008). AAEAAM A HAEG AU o] mE AfH| A
g st Ao 2N Abdel uAEe] B dES g WAl o 7199 kEo] F8sittal &
T AR SAZE o & AMH| 2 R B 1S wf Au| 2 oA 7]go] AstA] e AlH| 2~ o)
7F o = glo]l dASHA Aoh(Egi gk - v g- 2006). AT 7|9 ES AN HAEY AEA A
gt MUl 25 AlFatr] Yol =8 FAld Au| A2 Qg B E] et A gk 1
2] vldsla Qlojok stH(HA S - B, 2002). E3AQI gL M| AAM R Solyd uAES T

A7 AR B2 w02 o] Fulg e s 59 § e T2 7187 2 Felth(FHdd,
2010). 1AE9] &4 Yot Fe R ZE2 =, IA AMESA, FEA 7, AP EEAE A 7t
A2 493 4 § Jon, 3 EFdF dyhddd Aol & 4 Jth(Krishnan & Valle, 1979).
< AMujagofe] wE EREoR QI3 EHYTs HY JhsAdol moRRAINE A7t
(severity) Z 5417V (controllability) ol = 98-S W& 4= AtH(Hess et al., 2001). AA| = A4 7]

7}/ o]

X

w2 YaER FETFAL s ARl adsle] Azbde] Qye] SHAIE Hojdtia dAdkels o 28
T AE| A o] Qlo] A o= Au| 2 A FAAA Qo APl FiEs] B4 Jhesttia AdEl s W =
thZo] Efelzoz dud rtedS vlf wvh & 4 vk (Swanson, 1996). 1y Auj2Aafe] A
Z}dol 7] =24 fokal AZbetA v Aol dRle] A o|a AH|RF Ap4lH ol § OU% Abdel FA

o)
7} BTk B 9w Buke] AolAthFE, 2004). ol SWelA TheT} e ATEAE A
At

Oll

ATEAL @ 2EANL H2EF FF AH 2R BE 2FAF 732 AT

QTFEA2 : 2AAN L H2EF FF TR £HIBT l T2 U5 dFHd e FAel7t
AE7H?

ATFEAS : 2AATE HAEY FETHAL EVNEG £ YT BAV AR FASEY B
=of wet oA FEA 7

B Q7E 24702 A28 ol gae ten BRgEd Belel AN BRAEL 24
7F AR Aol QAR B 1) 5 Hl P54 WMo ek 2024 singh(1990)9]
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BYsE FEa EURE 3wdo2 ST nAHe R AHEH S Day(1980)9] &% 545 &
ol 2AR st RHAES T2 1  HAE G| Al EH S sAY e oA ethe Ad
< T EFE EUR 359z —73 sttt ENEL ZIHEY XA RA BUAE st L QX
ol o] S T3 Uehds Fg A9 el S EvtEolgtn H2E | Folkes(1984)2] A+
S ez 87 £ 2 ‘3} pAo] A ztah= A8 2 FA9] A7 H=(Weun et al, 2004) &
Yeh & Au]22aslo] 47244 (severity of the failure)= Matilla(1999)9] AF-E vlgto =z & 17]9]
T3S 5360, E2171573 (controllability) & 1 AH| 2~ ZA1¢] le] AR A 7V AV &
758 HEZ Chebat et al(2005), Richius(1983)2] A+5 nlgtoz 279 Egor =339}
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l

® Ao ARAL 27 349 ARG or PAUAT. WA 287 ) B BAFY 2 ol
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Al AHE-SRIT

Y5 vs A BHYP%) o wht 2
Hx] e A9 A B3 E 3
o] AS JA(66.7%) Ht}t oA
o T X BT 300¢] ngﬂ
7 = Ao Yehgon A ERdE Jde] AF 209 HlEo] F HAIZR =%AT(26%),
Y5 Jeke] A$ 20the] Hlgo] wgron] 40t o]4ke] do] T MAlR 2 A(x® =11.84, p. 01>
o3 2ol 7} Y Aoz Uehdt} o] - gho] 2.430% fofdA] g
Aoz ek 7k v & Aol B glE Aow Ueyth 2E459 495 x*#hol 3.1322 ek 7+ =}
ol UehA] &gkem ARRAR(x*=2.55) @ Fikad (x*=3.67) 4ol = folslA] & Aow U
U A 3 B Aol g Aoz Yehgth

B ATE (F 2)7 Zo] FE 540] SEAe] EHAF 13 (
o7} Y=A] &R18ta A} 7he] Al F (Chi-square test) 42 2 Ak
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2014 HI31xt (A)S2S LSS &7 stz

W ERYs =
b A E2RPE Yetn=123) 3 ZFPF Yekn=102)
n % n % x>
U 65 52.8 63 66.7
A4 ERl 441
of 2} 53 472 34 333
204 ot 0 0 2 2
20~ 294 32 % 10 98
Lol 30~ 394 62 50.4 59 578 11.84"
40~49A) 20 16.3 2 21.6
504 oAk 9 73 9 88
ks 11 89 9 88
o=
2 AR 20 163 16 157 o3
AAAE 80 65 60 538
st o4k 12 12 17 167
V ns 62 504 5% 549
A5 o H —
== 7% 61 496 4 431 313
A rfo| E L% 66.7 70 636
SNS 1 89 6 59
Ala A
S o} Z 2| A o] A 2 28 % %55 25
71e 2 16 0 0
e 50 407 52 52
2T 40 25 % 25
a9 3 ool AR E R 28 2.8 2 216 367
B2} 3 24 1 1
71e} 2 16 1 1
*p<.05, **p<.01
2. QQUEM
2 Ao s BEHYE 32 AFE AL Wsl7] 9 ele HeE uidez 818 S AAIE
o} QolFEuh e FARBMM (principle component analysis)< ©]8389om, 29l 3Ad Hhio=g
= 7t 8915 1] Ao =P S 7Pgste] sk A w3 (varimax rotation) = ©]-&3tAtE &AW
2 Y AEF o] ¢ FujAtEe] EHdFol U3k 2018 Ayle (X 3)3 Zuh g E & 3712 29lo]
EZE93 F BAdwEo] 81.94% 2 Vet on QoAAgE BT (.8 oo w 7t 2P EEo] A
AHoz et Aoz FHEdLt A WA 292 AMAMA AE o]lf T BEHIYPFS AP 1ol
G Al)E e YrEZ o]§ FX|d #HEE BEolglon R AV&FA| (LHgk=3.75/24F AwE
=46.94) 2 s, F HA 202 71 9 FHAIGE A o] & FA] 52 Adle 74 #HEE &
golmg BAA A (LHg=1.60/5F4F AHE=20.01)E HHslanm, Al Hx 99& aAE0] &4
A2 AllEY s g2Edd APAel Evtndd #HHg Egojglenm AMEWYE (153t
=1.19/5% Aw&E =14.99) 2 Bt & 3709 Adoz TZo] HAed =24 A 7x 2919
A #dL(reliability) = Cronbach’s a AlFE &-&3sted S50, 29 191 AH85A]= .85, 891 2
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AHEFHA HAED JEFOXIC| SHAS| e S

Q1 391 AEA Wk 79= URHAQ Z1EA 70€ B3t S A

Q9] 9 =AE ;;];)L% ool At é‘i';;; Cronbschs

Qoll: AFg=3 258 46.94 8

A 2AANLE A o8 UL 0

vjele] sig AL ol 8T T A 90

g AW Fl) g A A o 33
82120 BAA 1A 2.28 20.01 91

AT D FUAGE A T 2A T 2 ”

AR Ao dsl avs B2 '

A 2 FRARSNA 8T A AEE 2

THufskA] Wl A1 -

A 8 FRARS A s AR Aol @

el FHA A
Q013 APERYE 169 1499 9

A adAN ALY HLEG] BBl 9l
Ag] HAHEE AAG 2XE A 8
% 24499 8194

A= g JEe] ol & w1 B4 02 &8s %6}04 ! ﬂui* fﬂl 2EF ol 845 &

S Ho/}—l%

AL 2749 Tr_fﬁﬁgil?—ﬁ 2y7yo] H % Eﬁz/‘](lmtlal seed)7Lo Eciae!

= Ay HFHor FFE BRSIATHeIE] - dAF, 2009). 2EAH

T = (GE ok Zom A 7H4 gﬁéﬁ a9l At

3o 54 gttt w12 1 B3 JHn=102)22 A 7IA] SHY &

5 4.02 = veERg T v 3 25 A EEEE @%(n=123)0

2 BYYF FFo] BF 3.09 oz Judoz v Yeyth 3 1t 5 F Aole AMHEEA]

o] Fgko]l 113.21, p< 001°la, ¥3# FHeol Fgko]l 366.24, pd.001°H, HAHEHYPES] Fate
29.44, p{.0012 2% EAHCR FolstA Yelyich
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=4
a9y
I EEYE AT (=102) A EFYE Ao (0=123) Fek
AFE-Z2) 4.46 373 11321
4% 74 424 285 36624
AHBPYE 398 348 4

4, THAIX 2X|AE! 3|2 M(Hierarchical logistic regression analysis)

d2EY dd DA AETeiA B dE fdol e =t d3F o vk $AVFsAE
Aztgel F714 832 gRlsly| st dAld 2 ZA2H 354 (Hierarchical moderated
logistic regression)°] AAIHJTH DeMaris, 1995: Morrow, McElroy, Lacznick, & Fenton,
1999). BAAY 3]FEA S 2 AFolxfe} o] THHFQ 1 EHYs I A 28T F o] ol
@ (binary) &2 3 5ol AHE2 7 lon, §AA 24 =x2H ﬁﬂf*—i & WA FYuae F
F9 9 735 28-(interaction effect) o F¥H o2 81 4 9l FAWHOIT (AW A - A4, 1998:
DeMaris, 1995).

E

1) =8PE T et Muladafe] 4744 =dax

i
Y

(£ 5)¢ Zo] B35 (2 BHA T vs A Ef‘ﬁ@i)oﬂ et FAANE A EA, 2Log +% #
o] Aol= 7|22 BIYPY AIAS UehE FlolAlF(x2) el 37.81(df=2, pd.001)3} 47.03(df=2,
p(.001) 22 SAHCE frolst 7IERYS AT Eﬁggi [BEILS =N

PN

<# 5> BRPF Feol gk Auladdfo] A4y 2dad 2A2AY 3984

=R 25
Egus
B SE Waldg} Exp(B) B SE Waldg}; Exp(B)
=0 1.19 A 11.92™ 3.29 6.94 207 11.22™ 1037.89
AZH(C) 1.07 28 14.74™ 291 550 1.61 11.72 246.20
A xC -1.87 65 15.04" 15
—2Log % 272.15 262.92
X 3781 4703
AX? 923"

*p<05, **p<.01, **p<.001

AEAoRE BWE(B=1.19, Wald=11.92, p<.001)3} A2 (B=1.07, Wald=14.74, p<.001) &
Has ol S

S JE Aoz Ueyh. 2HdF oo dig A2 (B=-1.87, Wa1d=15 04,
p(.001) 9 ZAgd oA Ax2=9.23, p(.001& F23F Aoz Vel Bt Eygiss:

Fol e
A0 BADE vs A BHAE)E AZ BL olslsren] ol A28 2AEI} gl AE Ao
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= UEsT
2) BH YT FEo I FASEY 2-HEHEA

(GE 6)¥ Zo] B4 T (2 EFY T vs A B PF) o #3 BAANRE AW EY, B0 Oig
EA7FsA (B=-.92, Wald=2.45, p(.117)9 ZHFI}E= Ax2=2.45(n.s.) 2 FY3lx] && Aor
Elytoy 29hE(B=1.68, Wald=19.91, p{.000)% EAI7Fsd(B=1.38, Wald=21.98, p<.000)<]
T &% (main effect)= F9Z4Q Aoz Yelyth = EvlEe] B 55T nE Ad(z 935
vs A BEHYF) S dS £ oldistedl ol Bt Uigt BAVFeAY F71 G e glou B
I BAZFSE ol wet A (+)9] dEFE v AoE eyt

N

i

<E 6> BRVE 0] U BANSH 2D 2A2E AR

1A 29 A

=Y

B SE Waldzk Exp(B) B SE Waldg}; Exp(B)
0k 1.68 .38 1991 5.34 530 2.37 504" 20093
ZEA7HA0) 1.38 .30 21.98" 3.98 347 1.40 6.18" 32.146
A xC -924 590 245 397
—2Log $&= 260.36 257.90
X2 4960 5205
sz 2450

*p<.05, *p<.01, **p<.001

20104 2827k Flle] 548 olF 1UE A kel 712kl B gAlSe] FEEZ AR A
A, aeld Lol ol GALAZE dReaA A Az A 993 2L A Taes
T, ol= Qlal AmAEe] Bilo] Z7lehn Sl Agelth B AT o)e @ AEA~ HlaEY AHA

9] E4%F dHTGA L olsslr] flste] EHAE {2 Feteta, gotd f3 met Aldskd e
of d&S = APQNES It BHATY F32 Singh(1990)F Day(1980) A+& EU=

|, 784 74, AHEF ST o2 o] ATt 2EAAHAE o] &t B A2 AHAk

& o2 B9 H X (dissatisfaction level) & 7]+ AYHFR Sto] A|u] 2 2P of| 4 o] Au] 2~ of
o] AlZHA (severity of the failure)@ EA|7F54 (controllability) 2] A E¥E 98|14} stk A&
oA gtel w2, B3 il tiet &3t ol E vl e R 3 AU A& wEE fA|5] 9
dl DA HAEY FEFS o] 83 E APAES Bl R A5t 8 BAA T} AAE S 8.oF

s thew 2t

AR, 2871 2= H2EF dE 7ol A AR 2EEE 73S Lobiy] fste] aQlEA S AAsklE
U, AHEEA, A 74, AR ERE AT I 2ol tdd EHATE Hole AoR Yt ol 2487
Mg o] gshe anAEe] R YT fFrdol ddsttts AL dAlste, #E ALkl met TA~E
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The Effects of Food Service Franchisors’ Conflict Resolution Strategies on Relationship
Trust and Dissolution Intention
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Han, Sangho - Song, Doo Soek + Moon, Hye Sun

ABSTRACT

The conflicts exists in any organization or society, and it can occur at any time in our life(Donovan,
1993; Marion, 1995). In franchise industry, the conflicts also can be existed in the relationship between
franchisor and franchisee, because their diverse needs and goals do not fulfilled. If they can not solve
their conflicts, their relationship would be terminated. Therefore, we need identify causes and
consequences of conflicts. For these purposes, we identify conflict resolution strategies and how those

activities affect s procedure and behavior trust, and dissolution intention

Key words © 453828 (Conflict Resolution Strategies), AAFX1Z (Procedure Trust), &&42](Behaviour
Trust), X% (Dissolution Intention)
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Aol ofd g AQloluy Heko] A2 Wshe vhek A 3= ve A Ee Ao ke
WP O ), Bl NS0 R BEE D40 ) RestAT the A% e ook A
2 AR5t Qe Aoz A oH}(Boulding, 1962).
Rahim(1983)= o2 + 7i¢l = Hd Atolo] WA HE Z-S4%= si2stede A
2ko

e g5 anele
o stgom, oleldt ZEHBATS 2Eol WA F el Ei AT Aole] Az 88 4 ok oA
Aol o2 3t7] $I5k BE BT WIS ZSH Zoln, olgle] 2ol ABHUTH: AL nlsiAE

oF=tH(Lewicki, Gray & Elliott, 2003).
| Aol el ARG A 11 TS AR A ) 159 2]
QltHCoughlan, Anderson, Stern, & El-Ansary, 2001). <, 7P &30} 7% A

rlo
N

rlo

N

“ﬁ%%% stojof gl EFetal, A= thE 7|94 BRE Ao 2N 45
o]t Weaven, et al., 2010). T3, A& thE H3EE Qlste o] o]Fo|xA] ¢k
oz 7l E o] gitA ol X Y-S WalstA EtHRuekert & Walker, 1987; Shane, 2005). whetA] 7}k
A Ae] 25 Saskn BIHEl U] A HIH FEHANLL SAsto] 2ol

Rahim & Magner(19%)= 159 A4 A=o] A48t} o wef 455 sidste = H=7t qiﬂl
Ve, o] 3, dx, A9, 31 2l g o gRste] Ayt E shqlch &, AssAdse 4
59 sAsjorels PARE] Yo} B ujsiul, ole Er BEA st Ry HER
o] AMEE 4~ ¢JtiMunduate, Ganaza, Peir6 & Euwema, 1999; Tjosvold et al., 2003).
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oAmeixio|= =2Ate| ZSsHZTEr0| 2AIME|RL sHX|2|=0f O|Xl= et

o S fote Ae Aulsted, o H et S Aol tie AIA < gkt o]F T3 o= &0l
= AF4 FFolu HE=E n|ste AoltHTjosvold et al, 2003). §&24Q1 Bj=9] A= A57he] %
AE AL, Aoike] £AE si2s] dsiM $835HA 2 2Aleh AReS BEd = A st &
g3 2

e g 77 9= Aus L}H-H?]E Shok(Munduate et al., 1999).
3 = A 4d5S Ut s HEE Uitk F A2 845 Adst e 9
A& FolL; A Tte] Hast AES }—%'3}343 Y5 A %PC A& sl Munduate et al., 1999). o]
gt B A2t © o] AU AHE AESHA] 2A Hrh(Tjosvold et al, 2003). HHoF 75 E
B 7re] —E'cxﬂoﬂ ‘413}03] =051A] (=Tt dHA R = EAZL §lo] HolX|yh A7 Ho R
o5 % A& ¢ glaoz 7HgsiA|o] o]2A Hrh= Aotk
A F = Yol 384 B, & A5l FAA H
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Crosby, Evans & Cowles(1990)= T159] - LofA] 343
Edo|y, o|F Eg Ao FAFHT}T It =

=, =
HEAEE B UGN Aldel WEAYE Gedln SRHE wd S sl ol
(Henning-Thurau & Klee, 1997). £3], #AAXZ= 1170] 7|} FA A o]al A7 A0 JAFAE H3+ &

Aol golog Ao 2q3} ELOJOIE}. E3} Bhattacharya, Devinney & Pillutla(1998)+= A Al A
S A WA oX|eh= ACE, AT Ttol| ot BES AR AlFEretE dEst S5 4= Al
sl wo oz AHolsilnt thA W Al Adaitire] we gk A tiEk Aol
and Hunt, 1994), aLgt@A of| A Zrojzkzo] oAl 71 23t d5S & Zolgt= U
¢ltH(Moorman, Zaltman & Deshpande, 1992). Lambert, Knemeyer & Gardner(2004)—E /tli] 7}
78 A714Q BAE FAske dl F83t 22 F skt SHIth ol gt Al
trust)@b Y=A1Z|(behavior trust)® Uiro] Azbs] & 4= 9t

xﬁ}"lﬂ‘j’} At A et A E e FAAE A GARAE 1He] A B efA] EAYE A= it 4lEE 9
b 2 AlglAlg]arl e alalde] ANET 2EHe] AHSo| AL 114 o] AHES A q
HzHog Agre uohstA Holkal 3 tH(Strack & Deutsch, 2004). E3E ojwak Au] Ao gk
ABIAS oA He AlRuiche) dbso] o] 2FAQl wekE sHA Hok A olth(Oliver, 2010).
o] Al ol gt wek e el AejagE ARA =, ok At HolA FA =™
]ﬂﬂ' T A FAAF 719 Algle]l RS m| Xtk Ao th(Strack & Deutsch, 2004). whehi] 7p 5o}
7H A7) Mgl T Ao AZE SHstal 1 wAof tiste] Atst= Ao] wi$- Fasithal
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Asol tE 2o Az $EE WA Aole, 2T} ANAE 2
AlE|E sttt} Dirks & Ferrin(2001)-& 4

e 7|djo]l 2Aso] HOFAS WololeiE SJEg P4}
Sl =1 AL sho] Aol dfgh
T o A A ”W‘d}oﬂﬂ]
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2014 H31xt (AhSt=2sHEtHsts] =7 sarlis]
3. s X[e|=
el w s of

e
7o) Aol e AeelA 1A
Adl ) o] 2590

7+ A skl Wk & (Hirschman, 1970), A&
Fetc}(Jap & Ganesan, 2000). =3t TA| A= F
o Al olefet el4lo] Axw A4 3
(Hibbard et al., 2001). ©]&]gt 32| 2] == 23l

ofN
Y,
o
rlr
=
ozi
d _lﬁ

= g o
Hﬂm

rlﬁ
_q

L 45y 4 AR B Y ) e oA o
2008), ol ruga-‘ﬂra} 7}% B Atk AAH A o) 5 Atk webd ARelA 42
£42 Qo7 & g WAtk Ad g EFsH Aol Aotk

I @744 2 AP

1. ey
B ATE Aed AFel BAS gy Aokl <1Y 1>e] AFRYS ARt Z, SAyErst sy
A 210 B 25 A2 Sistel BRI WS 2u0] ZEAALS 8Tl B 25
S sastela @ o), Bl ohe Azek Axbo] That Al=le] G vAwl, 1 A A EoE G
w2 Folekt A2 AXI
H7(-)
H5(+)
H8(-)
2, BEA
2 QA7) AR HES AFA7] gIste] 7 o] dhste] B A4S ARRAS Foto] 4
22 SYAATE B AT MBS AL F7] A KT TAHo| = AL BF, WY, 1w o)
A % 2Abel] FelRt Aol thekel 20134 49 19-15U714] 159 7+ st
MEAL F 300587k fEEo} o] F 20587t ASHG o, M-S BYUT 8RS A5t 2873
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QIAlmaRI0|x HAL| ZSaHZA0| BAIZISH XS0 Olx|s HEk

A B A Y AFE FSohe Wl diE e R U #AE sk 9l
oA T8I JHA T sfoltt. 53] MR ZAIE st e kY2 AFE FFshe AEke] Hu,
ol g Ay Aol Wit AFE ST A AAS F5HA "rh(Kelman, 2005 =@A],
2007). wEkA ol Ao st e =Eoly Aol glole M= *Jﬂ% o] A gl ok
5, BAE ddstEe desidddeo] & o|Folxind, MRl A tiE F83% rtaEol Lot
5l ole ZAIE AT = e AR dofd o= l S, of2et ¢ 1 ol2= I HofA YA
O AlF7F o] Itk Ao|th(Kelman, 2005). ©HA] el EA7F SRS A7 AT T JRuES
T ZAE A o] StEU O] Aol it ofsiE SHAl =i, sfargetel tiet Y3 TREER O

[e)
Iy Lol AFE FA PE AT} ol= sk A= Qlsto] Fr|Ho R HHH EH7E AT 5 A
ojA, ZdSo] AL W Tof Ao I Ay} Z7lEth= Aot Bradford, Stringfellow & Weitz,
2004; Kelmen, 2005).

Barki & Harwick(1994)2} Robey, Farrow & Franz(1989) 58 Z5a| 2 d ek g3t 20&E2 A4S
- a5t ozt ol 7HEERTE 7MY 452 sidsty] sl Foke A 7l gt
AA, v @A A A LB of el 7] QJAkA 5—4 W 5o BE WS 2gslr] wiolt E3L
ojget Mk AR ARE FAote AR ofYe}, e5S Tl SR ZAE & AT o Sl
< 4ld, & 7Rt 425 A5k dolle S84 gdde & Aol

A5 FAst7] A= A BATE FAdol EHolof gttt a2 A BA Go A HAYE R &
Alel s 01 9—]?‘15}1 o|& st = =S otA g AS Wth webA MR 7hE e 4

ehs eths A& A=7Ee] 8415 Adste|= Yatbsolu A2t Hast A=<

E2o 3}z 9= AL wal (Munduate et al, 1999), o] A Z7Fo] IA|S 2|435}14] okodL=

rl

45§ b}EMﬂl = tH(Tjosvold et al., 2003).
kA 2 Ao AYATE EYE oh3at 2 ArHEdE AAeitt
Hl : @52k AxpAl=le] (1) &S vu|d Aolrk
H2 @ 52 YA F(H) IS v Aok
H3 : Fu| gk AxpAlle] ()] F&Fe uE Aol
H4 : g2k A=) 29 dFE uE Aol
H5 @ 3o ek sfx]eme] H(+)e] g3 nd Aok

2) AR (ER (et A=) Zhe| 2|

AxpA =t A2 9] 70 5 sholn, o] AL ol TR oF AAolA U= A=E gttt Al
2= ohget Eokol A AFE AL Stk AlFete AL WA FAAQ a7t A e e Ao dE
o} A5tol thste] QhHEE L)1 webrkee AEE e tHMcKnight & Chervany, 1996). ©]2jgh A1
gho FAE= Aol ofy7zl Ao A SolA FpA oz FAHET & 4 gitk(Kelman, 2005). E
3t el A=l Aol it el el AeabgE Foll S EZ AR o] HFA Rl Al Aol P Tl
XA = th(Strack & Deutsch, 2004).

meta 2 Ao AYAFE EdE ot 22 A4S AAgi

o fr
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2014 HMI31xt (A)St=ZS stz =7 st&chs
H6 @ Aapl=2 eilzel J(+) 9= v Aotk

3) EAILIZ|e} SR tof 2|

A Y= AR Ao thste] Al=E 4= GIAY, F3E & Eokthes 4o FAEUS o vE
WA Tk 2, A AR 7o) WD ARl $eE A sAskel ow s kolx A Hrki ol
CHMorgan & Hunt, 1990, 3t A1zl el §8 B3t FR3 29lolw), 7 Ad) G BAS &
o]FL =935t 98-S 1A EtHTortosa-Edo, Lopez-Navarro, Callarisa-Fiol & Moliner-Tena, 2013).

L=

°l=
EALe) b A Aol o] AlFr T 22 71o] A7) A0l FAE A=t dul; 243 Q01012 S At
9.
ehd] 2 Aol dAdTE EUR tea g d7hie Agdt
H6 : AXAIE = x| F(-)9] dkS ulz Aolr)
H7 @ $5AHE sjx|2lwo] 2(-)2] gakg u]d ol

3
). sl AxEre Chang & Gotcher 2010 7} /\}—9—51,_ RN Hjﬁ?ﬂ- 5 E 011 o *Pi}
oﬂ 1;}71] Ax%a}oq o % al:;q. Qﬁ]xg}: 7_} 47H Db‘Log 5145]04011] qu}/\]gqg Barki & Hartwick
(2001)8] A1LE Zx3le] AaF Al 67 =02 3F AlFE= Doney & Cannon(1997)9] AE =35}
sisez ol 29505 umw . A Ping(1995)2] ATOA] ALSE TR wlelg &

Frmg_

£ 97 $TU $374 WY YUY 34E dnuy, <2 LI U
WA, AR dA7l 256160 ol 1538 A0] vlstol We A0R teRdth. dFe 40494

4
o|5}7} 128W(31.7%) & 714 W grq k&0 &2 30-394] o]8} 1249 (31.2%), 304] m|yto] 97%(24.4%), i)
I 50A] o]Ato] 47H(11.8%)9] 4o & ettt dhele gistn £ 15t £¢jo] 7+ 1447(36.2%)
o2 7P & yepgen, ggog ARG £¢ 97(24.9%), 181tk E<lo] 97(23%)9] +o
2 Uehgth JYERs 253 4 HAo] 157H(394%) 02 7P weken, uiyA 9 gio] 109
(27.4%), 1-8787F0] 73%(18.3%), L8] A-9327} 599 (149%) £o 2 Bxelot) gEdz s ol 3Hale
7 8T (2L9%) SR 71 g B3R5 YER e, 7u]/oto]l LT g o] 529(13.1%), a] H/z=7} 467
(11.6%), A7 577} 4578(11.3%), =A 4177} 427 (13.1%), A2/ Aol 41‘1*(103%> A gHo] 37
(9.3%), B-Al77} 299(11.5%), 183 B2} 199 (4.7%)9] =02 ey,

=
=
= 37
_'_'_
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3

QIMmEHRIO|x 2ALe| ZSsHZHt0| BAMRIQL shx|ol=0l Okl FE
<HE1> FEO| Uttx EM
e A=) HE(%) 7 = WE(E) H]80%)
23 e o 254 61.6 e 59 149
°= o 153 334 ) AGZ/RA) 157 394
304 uluk 97 244 - 8 AHA 73 183
oo 30-394] 124 312 U =]/ €% 109 274
=° 40-494]) 128 317 JutshA)F 87 219
504 oA 47 11.8 L= 31 37 93
yEsty & 144 362 /5 I 46 116
AEY & 9 249 Hals 29 73
= gtn = 144 36.2 = Fea 19 47
g o4 2.3 =A 42 10.6
o 05 A 32/ A 41 103
Ag/oto|AAT 52 131
2718 45 11.3
2. HEEo| BY
o FEor A ATEH e SUAeAgdS A5 Hste] 1 9QIEA} AZE o] AAE
ATt
24 A3, skt slujde Ardejof A Z47ZF 17) 50| AR E G ow, dFo ik Al=el Axp
of gt Alg] A ofA 2zt 17, 28 s Qe AFeEiolA 27 o] AUt <3 2>

NFI=.954, CFI=983, RFI=.945, RMR=.058, RMSEA=.050 502 Ueh} 3te 2|47} dugze) 45 Ei

HupEE Aglstal gle 2oz yehffal qlo] 5 248k o Fe7t §le 222 Uebdth(Anderson
& Gerbing, 1992). Esh 7z} A+ T digt AFEGAS AES 2y, Q%3 Fh(standardized
loadings)e] 25 o) 02 theh} QEEAlel A5 H st
<E 2> Eoln eolEA U A 24
oArre] W gm j]f? f9 tgk  CCR®  AVE'
T
e
HA= SEek Aesid g ohekRt wdol diste] =
s Ae ok 0785 0865 15430
o gl BH oFst 2= slo] 2o AXS h-
wEle Sweh gt Aol distel $2 AHE N g oom 185m 0sp 0730
ol o 7l
25et oA dsoll iRt of2] 7HA] Bl #sle] =9
S Wl o e wHeR U5e aw 4 o o0 00 180
BRL 7ol o) 47 olgthe 092 1
BERE
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2014 HMI31xt (A)St=ZS stz =7 st&chs

2R= SEjoke] A5l gl olofr|sA] ko it 0911 1
25 = ffoke] AsS FAskE AL i) 0.791 0.785 14797 0779 06%5
HEL AT 2] orsll Ao AR . .
wTE SelZh s el distel Wke AS W 0 om0 s
SHA] =
ERE= 280 979 Aol FA5tHIL gt
YFAlF
7MY EEE 7P ool At A olal 95
o]t} N - N
Ao g2 7 EE= 7ol oo} AjkS & vF
of=el A olghw it} 0.914 0.947 26.416
B loLo] A 7re } a2 slxEo me ul 3 0.934 0.879
s tiﬁ tolol Z-sof digh sid P> U T s 0.954 0981 1624
a1 Ayzrstct
fAH oz HARRLY Atolof ZFof gt A WY
o ol slrky gzksie), 0.945 1
2o 75 3d sl diEl] ARk o= A=l 0.936 0.94 28957
A4 =
= 259 Z5ad g5 Wl thste] Al=gich 0.921 0.934 22.647
7t RS 4 s kel AFstal st 0.942 0.943 24.034
U= 25 2SS 8l @A =283 7 HYsol dist B - -
Al =] ghtx
= 245 2S fa gst 25 s sfo] Al ) )
i];i-q—e s o4 T]OH g7 T oﬂ EHO]'O:] 0.870 0833 19636 0918 0.824
7t ERETL 45 SAS 1%t ok AT ghsirt 0.910 0.966 21.93%
Us 25 ES f3 259 HesEHof diste] & & 0.894 1
AE 7EA AL Qi )
3 x| o] &=
Ve U 2Hebo] #AE FREst= Ao tis) Az - - ~
Zlojt.x
U 923} AHglo] th2 BHE 23 gu) 084 084 20319
U= A9 259 o O]” AIAE AL AlX]
ortl. 0.947 0972 29.372 0.1 082
U= 77k wlgfol thE ERol Helg mejg Ao|chx - - -
U xF9 EH Al o= BRE 2k Qi) 0.837 0.921 23413
U= 77k mlEoll A9 ERekel AokRS AT A 0944 1

olct,

X’=251.657, df=160, p=.000, GFI=.906, AGFI=876, NFI=.954, CFI=933, RFI=.945 RMR=058 RMSEA=050

a AVE : Average Variance Extracted (EAF==7))
b: CCR : Composite Construct Reliability (17941 %)
Fekol a1 BATHOIA AT FHES).

T ol dSE 2 A7l tisto]l Az #A 7} ofE

7] 918l (& 3)3} Zo], A BAo] AAFHAT &
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oAmeixio|= =2Ate| ZSsHZTEr0| 2AIME|RL sHX|2|=0f O|Xl= et

<¥ 3> g, ZEHEAL Oz FebebA el
e 3)u)d=F A4 Y54 B2 9 =
He A= 1
3|u] ek — 530 1
H2FA 7015 B 1
Pe4l= 687 — 569 NS 1
x| o= ~ B 6175 - 518 - 60T 1
bzl 4987 3227 3805 4115 2946
FZEHa} 1.212 1.258 1.239 1.365 1477
= pC 01(FE)
4, A1 7}Mo| A
1) AFZ2He| BN
2 A3 HAAY x2S A4St Yot FREPEASE o] 83t o] AAESIT B4 A} A

Sy 22253543, df=161, p=.000, GFI=.905, AGFI=.876, RMSEA=.050, NFI=.953, CFI=.982, TLI=979& L}
Eyton A3w glo] A AR 428 M3t 3He 2 BEo] E&E QI tHHair et al, 2006). WAYRST}

E3 Al CR. p A}
H1 FsAg — dapilg 0516 6.869 — e
H2 A — Fsale 0.240 4182 sk ) eH
H3 sl Aer — HAAE -0.409 -5.807 — e
H4 3| — PFAE 0.031 5% 551 7\ z¢
H5 slu el — A= 0.474 5682 — e
H6 AL — PFAlE 0.735 12.222 - e
H7 H2pAE] — 729w -0.342 -2.446 0.014 ) eH
H3 Y= — A= -0.104 -0.788 0.431 vdkas
A (%)
A2l = 0586
REAE 0.815
R 0559
B AR
X2 253543
df 160
D 000

X?=253.543, df=161, p=.000, GFI=.905, AGFI=.876, RMSEA=.050, NFI=953, CFI=982, TLI=979
% p 001 p €005 *pdl

eyl ofsid diEe dU¥E@R2)e 4% £ ¥, A= R2 ghol 586(586%), WeAlH=
B15(815%), T12]al s)A| Q=7 559(55.9%) 2 LheRytTl.
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L]

Qo] ol g8 ZEHNAUL, AR
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HU
offi <
é
T
10
of HU
o o
o lo
g

o]z o2 YERHp<01), HIS 2% F
H2E AZ3s A}, A2A 4 gho] 0.240(t 3k
(p<.01). webx H2:= %A =)

H3HAS 33 dekn AapAle) 1o3 fEAle o] B S dobny] 18 Aotk WA, slujdekel A%
Azlo] £()o) A vATHE H3S ABT A3k, ARAS ghol 0400, gk 5807 A O £
o AP TAE A0 Uehhp>10), H3S A4 Hgitk Telm slsdiere] AEAIHo] $()) Jee
ulAths TS 453 AT A=A o] 0031, (ke 05962 FAHCR felgh AL vHA = A

O 2 YERETHP<0D). I B2 Hi= A4 =4 oF3hch

H5= 2l idefo] sjA| ool H(h)el ¥ vidthe 7HE dSsh] A%t Zolh. 24 23 A=A+
Zro] 0ATAU=5682)% EAH o8 203t 93FS n]X| Ao s LEHFp<0l), Ho 24| 53k

062> AxHA1=7F Aol Z(he] ke niv= 7HES d53h] % Aot ‘jﬁ A, B=A
o gho] 0735, tak 122222 FA AR [Fof3t I3 U]ﬂ% Aoz e (p<0l), Ho= A4 S

H73} H8& WA F AT} s 2] o= ke] BAE ¢ 3t Aolrt. WA, AapAl=7t °H7‘]"]E°ﬂ e
FFe A= O A5 Ay, A=Al ghol -342, 132 244602 FAXOR o3t JFS vlA]
= Ae= "}El'”‘i}(p< 01). wehal H72 X] A = A
npA o 2, -S4l 7t SR o] ()9 FaFe n|Xths H8S A5 A FRASG ghol -0.104, t
Fo 078802 EAFOoR §93F S u|xx] ¢ Ao Yeh}(p>.10), H8S A =] &kofr}.

2

V.2 &
1. eizo| Zm
2 AT 25020 WA 12T A% o) FFUAS BAG ZaRjolz 2ol o
3 20150 oju @ 741011 thate] ol WA AN AN 95 FAHLE ol A5
2 Bal Uehd 7AHY A7ARt Ded 2t

A, dedge Ao e FAHCE o 4 dFe A= AR YERH ©f
g3 Avbe ZAke} 74 Alelell Ze s s syl 913 Aol ZARRRE ZhHA el oj2= dAH A
o] ohd 7}“3%4 o AFUACIA A HAE AA A AAVE avlsof drh= As oy
k. 53], FEAlgel el w2 IFL v LR Hot 2T sidS s =i Ao
3o 7}”“401 78R Histe] w2 AlEEE UErdS AlARIY. Ty 7t JJ% =
aRlske Alo] opyet de= sidske gl = 7}“§X4°ﬂ7ﬂ 01“*71] A=t =4
gt} o] FPWERT} PR HIe] Z4ES S Asts VR A b /\]-;Hoﬂ 7H A o] 7
sho, AAl ZA7F SASHE W aAE dAte] wEt Ao s RN shlEe 7
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oAmeixio|= =2Ate| ZSsHZTEr0| 2AIME|RL sHX|2|=0f O|Xl= et

o HajulEo| EAH R 00l H(-)o] JeFS FR|roj= EAHOR o5t A
(+)9] GTFL n2= Ao 2 YEYT) o]= Munduate et al,(1999)2] A toA el A A=27re] @
£ Agst= grtagolv Aogte] Bt A 285t Fe= oHA Fo2H Mo R Sto
= 7PYERE7E AT E oo BAE FASHA] ¢roeal ghthal Q1A|sHA shar, o] TFH O Stof
AL E ol AUE gt AS Hosth £ 7P BAE A f18) Lo 31
Ak ARSHAL, ARl o deE FARES Elﬂ A2 AGE = S thAeal 1 o|%o] &
ARG FAFE == Qlok ey o]t MR A3l 7R R 9] oju] 2|9k Bl e B A
7EA A sk, o]He Al AL A, WA 2A] 5o dACRE yErY 4= Qlrk wheba] 7 ER
o AdES FAE o= AlFE 7Islof ohe, APde] uuto|AE F 7MY A TS S
o|gfstal 259 TS WAsk= Ao| Fasit
A, xRN 7L FAlRe] FAAH SR Fo3t Ao FFE A= ALE UERTT & 7hd
TP EE7E 452 st 1t ket oA Aol 4lE7F L Akel PR Ee] HA ol gt
ﬂ%}% =0l ATE 7HA AL 2= Aotk &, MR dett 45 digske Ao 2HS 9

ok rlr o oln
> 4

lrl

= Aol ozl 1 3y &oA pdolA dutFe] AFE & 4 JeTE st Aot B
vz‘ﬂ A= Aotk

opxete 2 HapalE = s Qo] SAHOR §ogt F(-)9] JFE v AR YT o= 4l
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The Relationships Among Convention Center’'s Communication, Convention Center’s

Reputation, participant’s Perceived Uniqueness and Word-of-Mouth Intention.

- The moderating role of Motivational Orientation -
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Choe, Yun-Seok * Hyun, Sunghyup

ABSTRACT

The purpose of this study was to Investigate the relationships among convention center’s communication, convention
center’s reputation, convention participants’ perceived uniqueness and word-of-mouth intention, and test the
moderating role of motivational orientation in inducing the convention participants” word-of mouth intentions.

Based on a thorough review of the literature, theoretical relationships among study variables were proposed. In
addition, a structural model involving these proposed relationships was formulated. The proposed model was tested
using the data collected from 279 convention participants in BEXCO(Busan Exhibition and Convention Center), Busan,
South Korea.

Results from structural equation modeling analysis indicate that communication activities have significant effects on
convention center’s reputation, and three of five reputation factors influence on participant’s perceived uniqueness, and
perceived uniqueness has impact on word-of-mouth intention respectively. In addition, communication has a strong
influence on word-of mouth directly. Also, motivational orientation plays a significant moderating role in the
relationship between perceived uniqueness and word-of-mouth intention.

Findings from the structural equation modeling showed that ten hypotheses among twelve were statistically
significant, and thus supported. Our results also indicated that perceived uniqueness has stronger impact on customer
satistaction among participants who have recreational motivation. Theoretical/practical implications of this study were

discussed and further research was provided through this study.

Key words . ZAHIFAHIE] (convention center), U] (communication), 7% (reputation), X2 54

(perceived uniqueness), T-2]%= (word—of—mouth intention), &7|(motivational orientation)
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o] daof £33 4= QrkLynn & Harris, 1997a, 1997b).
9]

714 84 = TAE 123 28-S ATEH Bl 2R HlE ’"‘“E B QA L,
A7ve 4 Tejal BAE oju|x & LAE THAaker, 1996). ZHElst HAE Qx| wo} FAAQ BHIAle &
AL BdHE 4ol tdaA2A HAHE 242 BHE JAFY] EEA(uniqueness), E%}E(favorabﬂity),
7}eH(strength)of] &= tha rhKeller, 1993). &, BT o] =EA o] HA L AALS 1A= Q35 E
AU & 4 Stk KolterNancy(2004)= 7|19 B89 +AR 4% st A4 Aodat w=dsiA 7]dol
&k AR HoEES Tl HE ZAAMY ket 22 7)o AAAR o] Ado] 7hEstrtal st
th 7|9 BT BEHE(E= BAE ofoldlEE, Bt A HAlE SA4E)= AR JFs Faton,
FAl A Agolepr| s dAFFRE SHE A dot & 4 dokelaE-Am7, 2011).
drg/dol BE Rpito] mj)= FFol it ASATE AT EH, FAAES S8 2ozl 7199 4l
ojut Aol HAE /M S A 1ahe 2o.8 eyt ilDean, 2004), Page & Fearn(2005)}2 719 B4 4|5
Hlie 2pAF 4] A E AEE dFAE Tl 719 B0 =l A BHE Apgbo] E 45
O & e gANE 71 gAdo] Yo BT pAF o] offths AS ottt 72 A4=(2007)
7199 CSRZEFo gt ¢l4lo] Balteof nj2|= 235 A4 aaet a1 d84d 4= U
Foteledl 719%Ae A A gadrt ¥ A 23t Utttk 73 01(2008) 8] Aol A= Aok
O] AH|FA(CFAL, AH|RL) 4159 o2 7|94 4 eada Bt ik bt JaFS AT

s Ol
[
Y,
")
Y
12
N
jind
10
oH.
oX,
fo
-0

\l rlo
N

Jo =

212 A olnl A, AEA, A8lA Y 202 BHE kel HolT
A A2 et SEEARBCOE A1 B ARE BB, AFA WA
AFElA e, ARAT 5 67, BRE A 1QAE BRE A4, HAE AzE F,

— L—

rﬁ o ¥ n2

e o ITI
moh of Mr L rly

% = 5 IR PSR gk 3609 HA22 71 Aol 7IH(AlE) ERE niA= 9
shalth 1 23 7] Aol AlE B njAle &2 71 BHE o) &ds] uifiE o] 7]
>7|AEHESAFEAES AApHAZE AP e AL Uehydth uebs o 22 7HdS AlA

A oox o[ Hr % N AR e i 0 oox N e L
o

H2: ZAAE S e A Abre] BEY Aze] Reldt 93 v Aol
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4, M

T (Word of mouth, WOM)& HHE, A& E= A0t e el 7 dojd Ary Aol
Areb AR 2F dEs WAl e Falde ARG (Amdt, 1967) 0.2, 3403 5
Aekal 3R tHRaymond & Tanner, 1994). Harrison-Walker(2001)+= £ 4-& JEAIA A olgtar Qx5 Azt
e A 2 BRE, AlE, 719, Auzof it vEA ARl i o Al AryAlol a7 A ostith
Brown et al(2005)& WOM=2 3AI} BEfll=of dist AE7F A = ofd mjA|& E3) ot 7jjelozk
2 o]of|A AEE= Aolgtal 3l Brown & Reingen(1987)of W=, WOM-E AlF o]} ZFx|H o} 7vf,
QL Tk 4uf, ghrle FaEok 28 o aapAlolth. F AjUA ol anAte] HH e 53 S,
T & o ke u| o] d AT T F, 2004). Gremler & Gwinner(2000)= AJH|A 7]¢S tiA o=
2}3L 2 (rapport) 2] 4484 (% AL AT A, WA AZ)7F A vk, A AgyAlol At ofFA A
WE=A A S8 A2 QA A4 2 A AxyAlol At Es ol lvk= AS
obylict. Severt et al(2007)> A A7HabE HH oA W=, 4 AFUA A nEe AES A, 1t
& FAAFTUACIAY FFE wHTAL ek Kim et al(20099] AFoA= & THE(recovery
satisfaction)o] -7 Ay A o] ol 23444 °§ = MR AEE Fel 1A 9 vA ﬂﬂﬂ ﬁ
Bk A ARy Aol Afelof A miZ g ATk s Aol HE AT E thE Aol AL
Zo| 1A ARYFA o) AT} FAHH BAE 7}x 1% A0 2 YeEPgtHKim, Ng & Kim, 2009). 729 ‘éﬁi
(2003)8] Aol A= Hea] Aol et LS| ThEo] FH oo T2t JFe F= A= UEHL
ol&H(2008)2] Aol A= HARAAME Au|X AAo]Z(service scape)7t AAIE] B FH7dof WA
T FEFS vAe Aoz el UAEsF(2010)8] Aol e FAoly A e E'l=of of
3 FAl T RE 40 BEAEL] FH AL =9t A-E(2011)= COEXO|- SS9 E2|4 ghAof thst
Azto] Tk, A S BlAE FFS RATALE LAUES B A e FH I} oA
= AYE Ak AnE2012)9] =4 2 ATHAES e g Aol s 2H O ANk wEe &
A FAR FHOEo= A FF= vA= ﬁﬂi UreRgtth B 2(2013) AAIE] B o] 7t
5 7ot Aato] that BAN7} 0
} W] 7 eF Qibe i TS FE ool H(1)9] S mHth
Hel =54 o izt 23 A 4
g, 2012; Keller, 1998), W3 1412 th g A4S
(Kolter, 1997). E3}, W52
Ulaga, 2002). 7|99 ®HAL 4
Keller(1993)+= BT 2]4]9] 4049l
_‘?‘_ |

A
60.__

rd

DA

_1\1 rOI

T,
<
o
;L
@
§
o
o
[oN
Q
(:—Dr-
3
&
&

o, Anderson(1998)-2 <-4 & (34 %] 3

Berger & Heath(2007)= 4:B|AHE0] AH4l9] 5540U 424 179 ofe|dlE & #E36H7] 98 4H|Es
= Sthe AE HolE ‘jr Lovett et al.(2013)> &H|A7} B =of thaf] of 7|§ 024 AHAl o) 5545 #
AT 5 glon, 53 Hil ol wo] pHste]= HellEe AH[R}Eo] Kot 7 553t ofoldlHEE

Jut A2 AAE tE ASAFE A EH, Albert et al(2008)2] dA-FofA] BHE sl &

7 AFo] B 11708 Aoz SRIE = I % Uniqueness(E5E54)2 ‘AEste BdE

w7 231 5E3S yeidle ez, giolAl o] E(interpersonal love theory)o| Al AFE o]A
‘1

(idealization)’ 9] ZFA o] A= 4= i 3F%th Ismail & Spinelli(2012)2 A 250 H-& tjaro 2 =)
C AM, BHRE ofux], 14 Abo|g] BAE FAFSH= A RdE HEs = Bl ofnR|7t L4
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ZMMEIS] HARLIAOIN, BY, S5, THolE 7+ B2 #7

ARe] AR R 1Yol dEAT BA R 200002 20t I 1l
% =, BS540l IAH 1A Yo At
Jo B, BHT, BEY BE HAC drot 2H v R GFS vHL
KX 3
=

0.9. 4
o o
m{o
Ar J
1
9#
oy
o
[
i
i)

7| (motivation) &t FF5FA == ZHQIUF S 2258 E= AA| ovA] B35 Foff 5o HRE
Wi e nner state) =A], "“—*14 Oﬂqzl A3t= 7134 (state of tension)of] &J3f &
=57 ok 870 o3| of7]|EthLoudon & Bitta, 1984). A7 B33 Aref ®: 714
oAl gulate] R AL AJEFTHCrompton & McKay, 1997). Iso-Ahola(1982)%=
2 Ao A EEtaA} st Z7)9F Al AUl BARS 25 Er)ofA 2

—~ B

SOl AR Aol oA sl /1, A FR2VE B SUg
of L7, RESF S5, FA, A, 71HAT, AolS S0k A1)H BAS
3 2 olgAelt A TSI 4TAEE S Aol
WA A7 71 ANA B AR e G Rk -9l

WA B7EY Fa Fr1EE 2o Hoke AR AT, TR WF

-0,
i ko
[
o
X
oy
Hu)
=
BN
re
oy
o
&N
[N}
(]
S

9)tHOppermann & Chon, 1997). <Au]-7]3 ¥ (2010)< Z_Hiléi 7t F
motives), 2|4 57|(external motives), 181l I 7|2 UEs 4 ot 3}
A& H5, ok, A7 So| TakE| T, HF o= b2 Arbate] ol
s T 7% Sol ZahH, B 50l 219 A% vy 22ad B aﬂ
Z3reEth ARA 7RSS 7HRA oo AWl PAF A9 A e]oflol A
off rofgtral shAtHEE 4], 2002). & F7HHES WA H2A A E3AE
= SHA HEghs 7S 2 Al rkgichar & 4 ik

ﬁ‘?ﬂ*ﬂ A7HE71 °ﬂ 5’&??} AP AE A, Migal(1990)2 G842 AIZFEHE, ZBAIA 742, A& A4 &
5, L2 A A A 5 39 J7HAEC] 7dehs a%lo= 7<ﬂ/\1
)% A 27E 5717 e, MEYH, 24, AeAA Y 55 solhal 53l
%ﬂ% A W AEHQ A7, Awrhe] A4 FH, dErterel LﬂE
7, 2L e 55 % ottt Grant & Weaver(1996)= A A7HAe] 5718 1%, 2H4, HE
A7, MEA/AE A 22 5 47 P Az QRleg FRstil, WiAas HENA =, w5713 3+, o
7138] S5 ZA7IAR FLESFS T Rittichainuwat et al.(2001)2 A# Ao A st= tjsh 451 AR
o] E7I7F n&, HYENA, 48 &, Addoldhe Ae WAt

P =
2
oft
N

In o 4
rlr
)
>
HE

=
2Bz
r>v
R

oﬂ ol

ﬂLﬂwﬁ

ol
R_A.;
‘v‘m
Q.ﬁ

ol
23
o —
@
&ﬂ
= o
B o

e}
p

Hobson(1993) 2 Zﬂ‘?ﬂ’ﬂ

lon
HU—w

FEAQ0E ANE B FAHART, 9L, NGB B, AB) R AAA SHe) 9L w3
ohal SHE, HHAFANQONS A, B FAR] ARMAE A AHE AN FARAE F18
afsto] B 9 AlE BE 29 ARH 29 WA 91 BEALE o Aol WAHES dAB
P 2ol os) THol B A4 F7H Yol e A0 Uekylth. A SN AMA
7ol W =GRl Glo] AMA AIFEIN (@K, A, Aol gL Wk ol LEABE A
o) 20] mhol s Ak A7HE 3648 WHOR A7t B71S 2ASHelE] AR Sl 89l HAUA A 8
QL AL HEYA 2clom TREA £AuAEA00) ATNNE oA F(sele] o1, A4
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2014 HM31%t (AhEr2EUBsts| £7)

1o

==l

25, A BA dEhel digh A7HAEe S$8E7F w2 AR EAEHH. 5] e 445 Ad &
ShHolA 2 A7AES 94 E7]0 tie S840] AT AMHEEY H &2 AR Yehdd 43
YAFAQ01002 Aol A 7 Ao A7t o= A7 5718 2o &7 55, UEHD ¥
AEER 37 A S, A7PE 3972 28k Ao 5201009 AoA= F+A(push) &
7l TR GFe AA G #Apul) Tl “&#EOH YIS A AR Yt Al

Q0129 AFAAE FA) £ WA B/ T BA, WEY, AL, ARA &% W
i, A2 AT 59 6] A0 R EETson Bkl Ao R WET Age FHH T

T

FAolwo] A1) S uAE AR ey
F71¢t 554, Aol et ES A, A-8-H(utilitarian) A~H|AFS] PE2 HF-L} I (task-related)
T3 (Batra & Ahtola, 1991), #{2+4 7}*](hedonic value)= Au](fun)2}t Ad(playfulness)oA Ay AUTH

(Holbrook & Hirschman, 1982). Park(2004) 4B|AS9] g aglofo]d U A3z w-ELe seta x|
(hedonic orientation)°]iL 7|52 W HAAH WE2 A82 |3 (utilitarian orientation)o] 2kl Fct.

Kaltcheva & Weitz(2006)+= 57| X|8F(motivational orientation)2 5+ E‘#(task*oriented) 719 o7iad
(recreational) &7 2 FE3ATh. UFAGFS FAIH ol AFAFS] HAE2¢l SHoletd A zofold>

Au] AL AbaLAolm A g o] i 41%”401 SHS & v & ‘ilt} B giAE e} gle
oj" HMEo|N HEFS <l4sty ghEst o] @ Zlo|th(Chaudhuri & Holbrook, 2001). Eggert &

UsgaC002s 015 A ol 3 SAASE AMA o BpE 2 wAAel 220
RuAlelae AN stk 5717k hEw AFAE O AuAS FHFORN 2 Ht AdE

=
e ?‘%‘%QEE UrERHTR(0] 571 o] B 3], 2000).
2 Al EH SA R =Y 5 (2005)= FAF A HE| 4 HHEA} 2097
Aoz LR JaFS nAE 200 AR A3, e L AA| ZEAT g a9l 01 M
FF= vA= Ae® yebgtth HEE- o 32011+ COEXOM N&E AA ﬂﬂx} 324%8 ﬂ%}ii
] OlEFX

31 7]7] —‘Hé}] %E, & g o u};ﬂ\ﬂ ﬂul/] Aol A ﬁe-%% §_E]'(Blackstone 2000) Aaker & Myers(1982)
= 1AL FY AR HF SRS olop|F e = R 9 ‘_Zdol &= AFryA A olgkar st
At AR A HE 2 | avAE FHAQ A AFUA AR ofgt HSHQ FHEE
744 &4 B tHSwan & Oliver, 1989) Z819] nlA g ABYAo|Ho=z <l oH Z0 o] %9} o|n| A2 7z}
gt 2vAES 1 od Hllso tigt SAEE 7HAA "ot A, 2012). 454 Q1 A el 9% 1L
Ato] &5 TA = 1 AARTE 7)Y EEol g APEA ¢l Mupart Elo] nAdl Ay 7 gkt
OJALAES 7HEsHAl RTHE <, 2002).

A AtolE HiE] HHA 330 e vHAlY AwuAleld e BREA) HHESAE 9 9F
ojrete] A S Tt A ATl HEYAE 880] HAE AR =] {27t F&a v]AL HHE 2l
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ZMMME]S| ZIRLIAOIM, BY, S5Y, 7= 7F A g+

S U BAE 2L LH T BT 805 o
W3, 2012). SNS o84 5 TishAY 363L o & Ao
the A Zke] ee] A= fofet S wA L o
o etk Haly tga 22 A4S AA

Amt BRE FAEC F3 9T
o ehithol 3 4=d - ¢
L2 729 SNS 250l 89
we] FHe ] FoI3 97

op

=
2
£

mlo
=)
E
fr r
m

H4: 710 7AryAleld 2e2 4o wofet 9= i Aol

1. g972Y
kil
e
<19 1> 7R
2. 53 Hey dd™
2 Ao AXE A NdEs FAF ez A5 flof AP AFolA H5HE =55 Aesto] A
Aitgel BHA A8 <& 1> SHUPEY S4 9 Ed4E Ao BE SAYESS 5



2014 HMI31xt (A)St=ZS stz =7 st&chs

H 27E AHZ(Likert Scale: 5=vll-¢- I3t} 1=438 I8%] ¥thE ol&sto] AEAE A8t

<E 1> SHHT2 X
W = %
719 #AFYA o] A(corporate communication) 3 Swoboda et al(2013)
719 " AJ(corporate reputation) 15 Swoboda et al(2013); Walsh & Beatty(2007)
A2y =EA (perceived uniqueness) 3 Albrecht et al(2011)
FZ(word of mouth) 3 Gremler & Gwinner(2000)
Al A 27} 7] (convention motivation) 9 Sever et al(2007); 344 - AAEH(2012)

3. ZAL M7 Y EMuy

2 AFolA AAE NIES AR SA5H7] 8 AEA 7HS Ao, SHA AESES
AL A SHE 718k A717] 94 (self-administered) 7] ARE-SFGITE 2014 4o HE2AMHES
Fab Wl A5 (BEXCO)o| B F 30052 A& AWM 27akgol A szt on, 2445 $E2 Al
o)t 2797)9] MEo| HlolE Ao *}QEI‘”DP FAH dolE g v o R AMlA I7AES A-EA S
2 54Z gobstr] Qe 71sE A w4 (Descriptive Analysis)& AAISFATE E3h SA RS HHA HE
< elA Bl aclEAo] AAE o, MMEHSS 8l FRUAA BYEAS ST BAZR

18 SPSS 180 HA AMOS 6.0 WA o]-gske] A4o] A= it

V. 4384

W Ei HlE LR e B Hiw W 2Lg
A oA 123 41 A 50 179
A 156 559 =1 11 39
10t) 20 7.2 AEA 91 326
20t} 108 387 ol A3 6 22
30t 104 373 o A H| 2 2] 8 29
91 40t] 24 86 o sH)AY 72 25.8
50t]] 15 54 Rl 7 25
60t]] 6 22 7]€f 34 122
70t 2 0.7 2009+¢] vl 104 373
1% o3} 50 17.9 . 20073005+ vl 53 20.8
o S EAR)) 18 65 (2;) 30074005+ w]wk 62 222
o HEZAAA) 157 56.3 = 40075007+ mjwk 14 50
et £ o4 5 194 5005H o] 4 41 147

[=]
2y

2. ME|E 3 EME

H']

& 7ol ol &d W] Bt AF=E HAst] sl SPSS 180 EA7|AE o83t A2ulst &
JHCronbach s alpha) A& o& AEE Z4& A AEE 4 2 BE 89l 7|EA 0.79]
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ZMMME]S| ZIRLIAOIM, BY, S5Y, #H2= 2t

y 11O,

A A+

I

ALe Aslsle] LANE ] Al s FHREHG T E 3 AR FANE S T Al(uni-dimensionality) 2}
Z] _La':

ngol At s AAsl] ) Tl Q9B A (CFA: Confirmatory factor analysis) AIA|5FTE &Hel %]
QOlEA At <3 3>of AA|E vle} Lol A mFo] HdE R4y 2=472.746 (df=223, p<.001), x
2/df:2 120, CFI=.937, IF1=.938, TLI=.922% 7]%2] 90]AS UEW 1, RMSEA=.029% .089]3}¢] ZFS el

JZA]ﬁE]-(Byrne, 2001). E3E ZF AR F23EH QAR TS BE 6530|402 p< 001

Bie] .

89l Ha ol SE. CR. P

o] AHAME} AlFslE FH(EE vl 483 FRE Ak 722 - - -
Aol | L= o] ZAAIEZE el V1Y SHEES FF etk 653 079 10256 <001
o] il AEo A Zlai=ls ARl TAEh= dofl diet = e 4= Qlck 45 079 11741 <001

A o] ZAHAAIE] 252 1S AE3A ekt 664 - - -
) Ay | O MRS S 0] Sl s wiE bk 7% 113 11007 <001
TS o] AwaAE AYse Tl gk Fhio] wek 860 119 11456 <001

- o] AHAMIEI= 20| Uspr] £& o|ct: 753 - - -
2o e | O AAMIERE ARl T ool 763 073 12242 <001
eeee o] ZAMEI B3 2leiile: wefsic) 740 075 11867 <001

A o] ZAdAAIEE k2 744 74‘&‘41@51 Hoh 2 o] £ AE ik 738 - - -
Algfeh 42 903 | o] ZMKAIERE ARe] 713lE AR QAEla, 11 7@2 - 2hgslct 727 090 11571 <001
P A e A S Y S L S 1= Rl 1 R H*Ol I = 725 100 1153 <001

wA o] AHAMIE 73t A=7he F= sijolck m - - -
AR Al | o] AuAAIERs SAIHQl A °“Al~ F=r 7% 089 11178 <001
=4 o] ZIHKAIEl = 112 SPAleL AHIAE Algsick 658 088 9879 <001

w9 o] AMAMER= M2e- Ur2lE H&3 }ﬂ} e2ick 712 - - -
AR/ o] ZAulAAlEl= Sgxow 71%14 OJ5LE TRtk 744 091 11376 <.001
34 2l o] ZAMAMIElE 7HeE 4SRRI Hoﬂ S} g0)o] Frate RloFS<IT) 807 097 12230 <001

o] ZMIHAIER: Tk ZlkIElR= Tk 2paAe] itk 807 - - -
g B84 | o] ZuAIER: T2 AuldAlE] Haitof Hls) FHofuhck 829 064 1483 <001
o] ZAAEl= o2 AuldAlEILk: T 53R Aldth 818 064 14628 <001

L T2 ARIEo] 9] { ‘EE ol g3l ﬂ%@ Zolck 763 - - -
el = o] ZuldAlE]e] & & thE ARSI & Aotk 876 078 15799 <001
= o] ZIAIELS o2 A}E*%ﬂﬂl gt 940 078 16626 <001

5 S.E.(Standardized Error)=3<38}8 22 CR.(Critical Ratio)=t value, P: F94F

2E Qolof gt 7/JEAIZ = (CR: composite reliability)= 7]&2] .7 o]Ao & Uelyta 7k Q&
AFEZ(AVE: average variance extracted) X527} 71&2] 55 Abs|ste] nE LA E 9 =& Al
Z Aol R EQItHHair et al, 2010). THHEFF =] 7= Fornell & Larcker(1981)7} A|ot3t |
whel AN ZF Ao Algel 48 FANE Y AVE ghEch 22 e ekl o AAg 7k &
Yot BEE & oduh <& 4o AAT R 2o] DF 209 ATAL AF S A9Ishy AVEGO]
A AlFEY w2 4 UEtdo] e ot SR QInh A o] Al gl AVEZLS e

oo
o,

EO_>|:
ruEJz:J‘r
o2 o oM
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Q09 AVE CR 1) ) 3) 4) 5) (6) (7) )
MAFYA 1A 501 859 1.00

@uA_T7 A5 o4 | 8w (fgg) 100

BT A9 s | s | DI 0

(iilz;fg%; ﬂoif R ngé) <:§g?) (2% 100

OB AmH/RAEA Ad | 50| %67 <2g> g?) <:53§;596> <:£§> @;%) 100

DA 554 669 | %0 (:;1%23) ég; <§)§> <i:z>;§> <:;F7)?> <i§ge73> 100
74 W e o om o am kO

Note. 2% <t FaAFS AF #e vehd

B ok WSl = FANE S shtE IhaeRt Aok A9A o2 HY x 2

HelEs S35t Hﬁﬂ g 5 vk 42T ﬂwuﬂlowﬂ 8739 Arel A2 A

do] &3t 2yat 2ejd EoéA x PHSEEFS [Fo5HA Afol& UERlH: ofof #

5|2/t A A el disljA+= Anderson & Gerb1ng(1988 o] Aokat & Ay 7+ AT

e E‘o—% Hlushs e F6 Ao Byol ¥ U Aoz HigEo] F 7

o] el = %E} %L**o% =1
Al

2

3
tol = e
FaEo gigt 7d Al E] E(composite reliability Values) 7 oA
Mgk ¢l Zes wyEo] 4 Aol R E i

ot 0°"

g
15]

2 Aol AR mEel AVNE 7F ALY 7HES AASH HO}O% T2 A B (SEM:
structural equation modeling) H410] A=t BEAZAT By AJE 4= x 2=560.817 (df=239, p<.001),

x 2/df=2.347, CFI=919, IFI=.920, TLI=.906% 7] k] 9 & 438t o n], RMSEA= 0328 7] kel .08
ojgt2 UEh AFPr=E TEAFT AN 7F QA of gk HAg- <E 5>of ATt 719 Af
YACAS 714 A= 45k 5719 89l HFoA 93-S vFL, 71 849 88lE 7k 37 &9
o] AZtH HEAY FFE A= ALE YEyTh FAFCR, 7Y WS A% 8 7k ‘Alg
o 4 9l A o= FFE ALY a9lo] 7Y ARUAlolAeRRE 7MY F TS Wom(FEA =934,

- ‘

Q9lo
Aol 714 7t

3l
CR=10.065), #|Z+%
Q

= 0350% ZL Ao ypeEpgtHA 24 42=572, CR=2.918). 181} 7]
o] WAl A Qo F ‘IARFA(AHREASG=-030, CR=-138)1} ‘A3 &A/3AA (AR A 4=-222,
CR=-1.367"2 A2d =540 ol 9

4 e vAA s AR YElth ek A7 5542 7
e Vg Hlili(%‘iﬁ]/\ 220, CR=2.679), 710,;4 ARUA o] Ho] LA HHH oz 73t o =

oo rlo
tlo
N
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lw

SHFEES
ojFct F ;S'jr 7} x}o]}l;ao Aok

% 7} i thAnderson & Gerbing, 1988).
A A = et Al oFRL g 1) vl A F R F 2 7}011}%
£ 98kt &,

2ol

g azlellold §71E 7Hl A7HRE

ZIHMMIE|S| ZIFLIAIOIM, BN, SEM, Xz 7t 2 g7
3. Z¥Ea1 A
<¥ 5> FZUYAMDY EAZD
1+ BEAS CR(t) 7Vt

Hia: 719 AfrUAlld — 8/8_1 A3 732 8198+ 7}AA] )

Hib: 719 AfuAlelA — B 2 A9 904 95w 7HAA]A]

Hic: 719 AFUACIA — WA= 4= gl Ao 73t S|AL 934 10.065 7HAAA]

Hid: 7190 AFuAleId — B AR ARlA &4 953 9,687+ 7HAAA]

Hie: 719 7471471101/@ — B AR A 967 10088 | 7kdAA

Ha: BA_TANFY — AztH 554 -030 -138 7V 712t

b WAL S A9 — A% 554 20 2276+ P

Hoe: g4 Alg)eh 4= Qi A4 0R 45t Al — 22k 554 572 2918 7R 2]

H2d: g/ Al A 2 — 22 554 AT8 2701 7122

H2e W ALSlR/8734 A9l — Azkel 24 222 ~L.367 ks

3 x)7ks] EE4 — ;sz 220 2679+ 7177
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Consideration on the Resident Participation of the Geopark Concept
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Fukami,Satoshi

ABSTRACT

Geotourism is a new form of tourism, and the potential of constructing a geopark was
examined with respect to a small-sized community facing with aging and
depopulation the Mishima village in Kagoshima Prefecture, Japan. Among the
associate members of the Japanese Geoparks Network aiming at the authorization of
geoparks, only the Mishima village consists of 1slands as of September 2013.

Qualitative action research by a hearing investigation was conducted to collect views
about the Mishima village geopark concept from Mishima village office staft and

Satsuma lojima residents.

Key words : > 7 /v— 2 (Geopark). > 7 > — ! X 4 (Geotourism). F#alBE % #ig o< )
(Sustainable Regional Development). = &% 7 /v— 2 #7 (Mishima-mura Geopark
Project). 1% FEZU8(Resident Participation)
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Changing Patternsin the Social Characteristics of Foreign Visitorsto Unzen
during the 1920s and 1930s

8 EIE - RWRE” - EEAWT

Jung, Okhee - Maruyama, Motoshi - Sato, Daisuke

ABSTRACT

Unzen, a hill station, was founded on Kyushu Island in the 1870s by Westerners of Nagasaki City. In the early 20"
century, a number of foreign summer visitors stayed at Unzen; they played an important role in the inter-settlement
trade in East Asia. This study investigates the changing patterns in the attributions of foreign visitors and the
positioning of Unzen in the summer resorts of East Asia in light of Chinese social conditions and exchange
fluctuations. The data on visitor characteristics, such as occupations, residential areas, and nationalities, were
collected from register books of the Unzen Hotel, a representative international tourist hotel.

During the 1920s to 1930s, the number of summer visitors to Unzen increased, influenced by yen rates and the
risks of living in Shanghai in a time of civil war, riots, and the spread of cholera. With this increase, many public
employees and engineers visited Unzen, and the class of visitors broadened to a certain extent. In addition, Unzen
invited many foreign visitors in order to make it as the most famous summer resort in the western part of Japan. By
raising its competitiveness as a hill station, bustling Unzen thus promoted the formation of neighboring satellite
summer resorts.

Key words @ YAkl  stations), =BG register book), #F& W& (exchange

fluctuation), Y¥FE 2= F}l(evacuation to Japan), =%(Unzen)

I. A &
L A A =4
AA ol dolA FA BEH AFS IFEAIY QoA Fo} H S 9t}
AdEE71 o AEskA B A=A Aol 19 A7), FEIEAY
sldetopitsS watate], 1S F&5e slo 7]lgth(Mitchell, 1972). o] %, Q& F=0]
A 5ol 93k ¥ 2100m 9 AlF-2HSimla)ol JFAAS Ee3 A A AHS
271A T, o]Ao] Hill Station o]t EHXE ZYIAMR Ao FAlHo]
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HAtHKanwar, 1990). Hill Station &, 3l@Adel 7|52 FQ3A o|&sle Ho=,
AFAH, WAFESE SHsI= A ]

AF-eHSimla)e] BAE QAEZAe] SAES FAAAL, o F ARV Ao
wel Aok, MERS SdobAole] TUANARZ HHor], ARAE Aol 1A A s}

A Zk2)o] P4 ¥ A tH(Spencer and Thomas 1948; BE& 1950).

Spencer and Thomas(1948)e] 2t dXo|= Ford ALoA HAXE FFAILS
A ndAAgE deld BAe HelE der] f3 FEoRA 9 ]
FRHAT L =siglar, ole Ze AYPIAMAE FEES AP 299 A A (quasi-hii
stations)8tal &R TH(FgdE, 2009). ©]x#, Hill Stations °li= °] AAZF 7HA &= 7]l
AoNA Aolgt Fado] By, FHle Al i A7 A= e S
FEdtal AlsEn AL, Frjle]l AYAIAMAE FIA AT RS v,
TR = LAF AAE BXow 3 AL FAC, 1FE wEEs
=] A] o] Aol 7] ekl

Ao A= 2, AN FUHE E7)= Y=, FRE AAdY ey g
ZHE 24 e g AR AAA o tHE S, 1991). 412 o]k 1 YdF XA F9
shifoltt,

WA (R @ Alvpeleh & FE)ee] 9 Ashs SA(EMW)S, HX A (1868-1912)9
WrkAbz] ko] AREkstel]  we, W AR 2R A A HXE Ao ®E =elol
grol=7]  AZReE A ety Ale] ff=le]  wFAowAM  FHS=E AL

&

1870(M = 3Hdo=z w=Eol HAw 7 Ol

A AT =clo]l LAS WEEA HAvk 1843 | olHAA 5
ZAGR)E AMdse FIGEo FHRaL, olojA m|H, ZTgA EdLy o
FUATEE e 2AE 1A4seit

1923 o= AXHpro] oat UrAlz|-AE A zst Adgel wiE Urkalg) e}
Adl= a2 ylo]l Mulojglo @ A7kl wrE WA, 3= Alg|AF 9]=tolo]
gl zp 2A F At %?ﬂ% 9]zol A A glo]A 1930 du Zulo] WA
AT, 1930 Ad] F7]o HolEwWA HIdHdA A 2 Aol v Z?r T°ﬂ

A BEsh e B3 ANRAY BorFel wid, ale :

Mo
rﬁ
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0
N
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2
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M o 2 o
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A
Hee FAomE, B ATE 1920 WelA 1930 del AA A eAe By
garel AFd AARe] WHE A, LA FA At BAS FESHE AL
mHoz £ o 7o A 1920 W-1930 doel QoI Awe] FAuBe] SIS
selsl 2ad ARst @ Ao AZHET. dusiw, dEy ndddAE §9@
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Importance of the storyteller in the study guide tour of

the Great East Japan Earthquake disaster area

B KT

Gan Sakiko,Ph.D.

ABSTRACT

The purpose of this studly is to describe the importance of the storyteller
guide in study tour on the basis of previous studlies that analyzed the activities
of the storyteller to perform the tradition of the Great Hanshin-Awaji

Earthquake, visit the Great East Japan Earthquake disaster area.
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ABSTRACT
The purpose of this paper is to investigate the two points. Is an arrangement of views o
n CSR is one and the other one is a study of universal and special CSR of the hotel co
mpany. In this paper, first, after being based on a variety of issues related to existing CS
R, we examine the concept of CSR in a new point of view that is different from the conc
ept of existing. And, in the social trend is said to be CSR era recently, CSR in the hotel
business, from that industry of the general of the other (companies) and Where the differ

ence Iis where the same, that is, the special really the attempt to consider the universal.
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Operating Repository-based Online Journal as a Way of Social
Contribution of Universities: The first year accomplishment of
JIRCL

HEEIURS N -R=2ADEFSv—FIVEEAULARZOHREMOHD

Suzuki Koshiro

EnARSEEED
BIARF AN FED - HEHIR
Associate Professor, University of Toyama
Abstract

Significant improvement in processing speed of computers and facilitation of high-speed
internet access has subverted the presence of academic publishing system based on paper. Although
the rapid growth of open access e-journals played an important role in replacing the previous
system through their lightweight peer-review policy which enables to shorten the length of peer
review period and to gather manuscripts interdisciplinary (mega-journals), their author billing
system called Article Processing Charges widens the economic disparity - rich get richer and the
poor get poorer (Matthew effect) - in the science field. In this paper, we introduce our attempt to
issue and maintain a repository-based e-journal, JIRCL: Journal for Interdisciplinary Research on
Community Life. By utilizing the institutional repository as an e-space to store data as well as a
tool to publish journals, JIRCL accomplished a totally free-of-charge-publication. By selecting
professionals from the university faculty as editorial board members, JIRCL enables to cover a
broad field of studies like mega-journals do. Even the issue of Matthew effect in e-journal
publications is too wide and deep for a regional national university to deal with, we believe that

JIRCL will provide one way of scholarly and economic equality in electronic publication.
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I gUsic

{r2—%v FRBEHBD 1994 FICRMBFED2T 4 —T >+ "—F v K (Stevan
Harnad ) hi3#1f5 tHhR ) T8 #2EE ( The Subversive Proposal ) ;AR L Th 5. $FF b6 &
5 E20EDEB DEIC &1z 3 (Okerson and O’Donnell 1995 ) ,

ZhETCOFMEREMFAETCOBRIGEENEE L Ty, BF0EH - wET
BICMZ T, XKEDHMMEAL ZDRBEEXZIEENMABNATAIRTH >, BEIR
ERCD>bREOBD. §EhbMBOGE (AIRREA, HIREEER ) 2EHO®EY
—N—DHRETRBETBZC T, BRIGEONERILEBRT LD TH - 12,

21 HIRICA-TI Y Ea— 2 LEEENNREBHICMEL., 1 > 2— 4y bDBER
EheRlts e, HOBTEBEREGRERET LD L 4> T, HEAERIRL
LTI > TEEFMBERHEIRY 27 0BV HEREN SIS 3 otc, ChIABECA
HahtcEFYVr—F W, FTEA—T 27212 (UTF OA) Pr—F L DZEREHE
FZORMHEHTHY. ZNhS50ASy—FLDOHTH, X FVr—F L EMRENEZE
BRI zEEEHREE. TFICFMERDS VA ERECEZ22h B, AV y—F W

HARBEIMRE D (21372020 F 123 0% DEHXIF OA L L B ¢ BT AELBRhTWA,
AP v —FILVDEEE. Hic aFWMORROBEH AR & RBUARBHICA LS £
= AT, FWMHEHRY 2T LIC0WO2hDESEELEIZSLTVWA, RIWXIE. FICAHY
Y= T VOEEREFNABVT 3REEMELIS>Z T, Z0RKREERKL TELUXFEH
2013 FCAIFILILEBFY v—F L THIESEEFFHR, 0EET T L ERBNL. ERMARKR—
FERILBREEALOREERSL . BF0SEZCHITBZELEBENET S,

O x#F¥+—F+VDRE
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1. OAY v —F W EXTT v —F VL

AimICABETC, THIEEFPRR AT OEREIERTZ LTREREITENE . FW
BEHROBFHMED CAELRMBFRICOVTEIMERL Th X1z 0,

XA y—FVOEBEOERICE, i e L TEMBOEFIL., OA 1Ehih 3 ( Bjork
2011) , OAS x—F VDIV —VIF 1994 F N, T)y FEY—FE 2L TR SN ?
oy #REFED#EEET 7 0 ) £ EBRFREE ( Florida Entomologist ) 5 & & h. 1998 & (C
FEEVEFRE P YYBEFZENERTETF Y v+ — + L THYIEFSEE ( New Journal of
Physics ) ;& FlIITd 24 &, £ L TEABMEFRDOFSICLEZEFY v —F VHRA—X
LR U fo ( =4R 2007 ) , KEKAI%E OA ¥ v — F L D HRIE T % % BioMed Central HAIZE
TH3DE. Zhhshdm2 FEED 2000 F, KR E X HY v —F W HRIETH 3 PloS
( Public Library of Science ) hl, L— 7 MEOBIK DT TER% LTz D133 2001 £ C
EThofc, FIoCOBEE, Jo— Ry REAZRICFOo—n~NY FICER-THRD
N, BELY>O0—FDA > 77N BMINTEHE L — L T3 (Bittlingmayer and
Hazlett 2002 ) ,

BATIHE. 1986 FILRERRRFZOXMIERL > 2 — & BERICEE L LFWERL > 2 —
D EIRFTEFEBRY—E 2 (D5 D NACSIS-CAT ) L & » T. SAFREE N T 3F 1M
MEOMBIRRCOWTOREREIERIhTELN A—T 270+ 2BHDSHC
o7, MEBEBRFOAREOE TEMNHROBEF7—H 4 JMLICET 3 EFFKELEHR/H
Eant (BEh 2004, BE 2005) ., zoiER, 2E0HRTEE cHRERE) £+
) EBLLIBREOME - BERR (ZWHICHRRI ARG, LB, FAHE
E)DBFIENED 5N e et c. BELFERFARMC &2 57— 2 X—2MJAIRO, D 1E
Bk T, HEEEEERT L - OA XEADIRER Y — ¥ 2 WEE S5 hiz,

—H. BADOA Y v—FLIED0WTIE., VY FAZREENEELTVWA4—T 07
2423 v—7F VB (DOAJ) & . Bowker it hiFIiT9 2 ZXTIITHEXR BEENR & AR
oTWwadedhTwa (=1, 2007),

Laakso et al. (2011 ) IC &k B &, 2009 FO—FMICHES hiz OA DOZFM R X (F#Y
191,000 A& ICZE L. BEES 34,769 IC £ -1z, 2000 FLUFICHITE Wiz OA Y v+ —F L&D
THEUERL, ZPWERAED 35%EKEC LES 18%ThH -1z, HRR ZFMHX T — &
N—2fEs & C LI BRUOERGEF, £OoL8WEI N TWA (Solomon et al. 2013;
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Bjork and Solomon 2012 ) ,

fzt2L. S0El 3. 2% OAEZFTFDZC E2EERFOHRL WERFELHFE. £9
F.YEFEr L. BARBEROESTFNAED TS, by Yy - O &2—ISI T—8~—
2 (22005 £ 5 2010 F 12 h[F THRERE Wiz 107,052 DX %E 14 0 ICH 3. Fhlo
HEEREHH L - Gargouri et al. (2012) OFARIC LB &, REMEL D ZEFR (42~
53% ) ML, RELEDSLHLEMARDPEFE 8~ 4%DEBEULNE L. AXBERESR
KT 13~20%LnEH T Eh> T,

BAMFEDZ &, MEH. BRe 0>t EMENEZZERANEL & (VEBIEILH 5 F M
KRELE., ZEROMRENE B EEBZ., £BESFHE L TOFRAUPEEEH > TH
HETLOX%H8- T3, 46HF,. YEFPEFIZ0RETHAS S5, OA Yvr—7F
ViF., SO &S5 AR\ LFCRAMELAS VN, EBE. CS5ULEEHTOOA Y v—F 0

EREHEIFEL . 2006 Fh 5 2010 FFTo 5 FETEMEFZOEERG CHRS h
EARBIXDSE0AY v—F U N 3BEEEH Uz Kurataetal. (2013 ) K &3 &,
SFETZDIEEREF263% M5 502% F TRML TV,

2. XH Y v —F L EFAH

OAVr—FTILEZDEETTIOENICEIL TS 2ICHEIEL 2 =4R (2007 ) (L& 3
ELOA Yry—F W E()FERECBIREROMBIC L3 TE2EHME, 2)FEXZIA
W FREEMRE QORBRERCEENEANEANEZEIRT A A, TY YRR @)
—EHEBEEMME, OBFROSEME CKHTES, XKFOREY KU b)Y EFE
ALT. THEDNBEBERNFD I7 X > N —TEPhICEHRT A S TARGER
(MDBEEETFTNEWSZEILLEAS, —H. PloS ONE CREREhZ3AHV v—F (&
EEABEMER2L. ZOBATAHA—T 0702 2LERBRT 3284 TRt T
hb, EEETCAXHRFROMREDOS G, DR TOFMMEEIC T & A EBIRS
i, LhlL., FMERREERNICIT T ETT— A IS 2 0ICF. #EMH
Z0EE - EEEAsHERAETL 5T, FREFCORBESEN ST 3RE T,
CEIREEONRT AREENFRNOTFTHET. EABFLICHSEFREEE> TWA,
BHELELVEBECZOREBEAAIEIE2BET TG, VED2DEZHELTEBICE>TH
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BlEld. BRUTE(RLEND S,

AHTr—F VIOV TR. §TICZDARAKRM L BRI TH 3 PloS @ F1T7E PloS ONE
EENHIFLAZA (2012) Lo THLWRENZShTWAD T, #7565 5ICED.
CCTRHRIKCHELZoMEARRLT.,

PLoS 3. ZDRICA—T 701257 5% 2HREGR T, TREBEIEGHE,
EieE DEEEIES (Net Author Fee Revenue ) TEE & h T3, RAt0EHEGF. PloS
Biology ( IF 2012=12.690 ) . PloS Medicine ( IF 2012=15.253) [cRTX & h 3 EHFIREX D
OA v —F VW ThHN. ChsFBEEALSE L, ChitHL., B X FY »—F 0
Plos ONE (3. 114 70% 87 0 #RIRZFK T, APC ( Article Processing Charges: & 3t AR 1 T#% )
t 1,350 Ry & EBLMCIZ shTwb, oo VYo hEMEWEIC, 4 2 1N2
72720 2—hlh 4 8iEeamnel. REOHRICFSLTVWS., COk®. PLoS
ONE (& 2006 & &I FILLBE, 2007 1214 1,231 3R, 2010 £ EH T Hh—F T 6,784 K.
2012 (2 (323,468 3R (M 65/ B ) L 0FMAHmN E/H T IERLBF I r—F A&
BEU .

PloS ONE #fl(C, X # ¥ v —F (22 THIER U f= Frantsvag (2011 ) (3 Z D 4E% .
()o@ ch 0. BBEERNLNC L. QEFEEE"FHRECAMNBERI L &
ZUSANICERIEL, BTl ERICEZR. SELBMIME2EROZEGN ST
CET, BRABEOERAEER L. Q) FERICEALESHERETL. & VWERRMY
ERELTVWACE. D3FAICATWS, Blciintc e b9, ARBIC - TRLEEL
DEFE)THD. BEHR~ZEFTOT 0L 2nEE Y, HFEVMEROHNEZ(FTIC
FEREEETE 3l e h. RRUENERINZIEF - BFE - EMFL L UEET 2ET
ROMRBETILXTFIN, APV r—FTVOSHEEERL L TELORAEVE W
THA5,

3AHY v —F L ADIRER

202F 98, BMAWVEEOT TERREZT TCEL APV r—F VL. Bs5{®
TAXHZEROAREN SFH 5 hicIREER & RN, Psychological Inquiry 55 (C18E & h
fz ( Mudditt and Hogg 2012 ) , F& 53, BF132z27—Y 3  CRO)F - 2RIk
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B, QFMEITHEDEE. OBRRADKGENET 2+ 20HHFE, DERC LIRS
MREED 4 2hiH D, xF Vv —F NV EIDS55Q)FTRERTEXTE. GECBEL TR
BFMEET IR 4 EFRLELCEBEREN GV E LTz, $1AREBL L TOBED
EHUEALTBHEFEOESERILETHY. A HFPr—FVDBERFISLEka3az
T—yar EBEETAARUENSZE LI, S5LCEKSEG. EFPr—FVORERICH
> TR MFEOBEBHRPLENELZEZZ L. OA v —F VDR TEHEAT Y v —F I 1F
ZEREHE Lo TWA ., HRAPEBEMEBIETE LA VEL TERELOBOEE
EZHRTBZ)V2IDNHB L ETERHLTVAS,

®osnEREG. BEROIRDVDH T AV r—FNICAEIF Shic. BARE/ M, S O BHRE
NDERPTHIRTIEICET S, CAAKRSDERD S 651 Dhld. Binfield (2011)
CE>TTFORMEINTNWARLDT., ZOHEMOZEIAMICED ah s TEMBORMEKL
TW3, ULhLEES . HFLHAERNOAREICE > T, HoDEBOFC B TE
ZrHERENEFINhTVEEEZL S,

I BEEAE-1WR

2012F 68, XBMEARTRKFHRERITT 5V 220K, XKFDEAAUUBEED T FX
1% KXFEERTLDERES SCED, ")V H—F - 2=n"—3 7 1 DFERE, £ TCOC
( Center of Community ) #EH L &> T, HABLDERESZS S5 ICEDAEBLER
TW3, "MARNDBIE T 00 L, I GEIEERCHL 41 EAED 162N, TRy
TUNVARIA 7075 4 (WPL) JCE8EMABDI8EMN. HREY — KT 3XF
BROMEES 53 EAED 255 AN, TEFEBCLIEBRHFES /RN— 3 Y HLla
(COL 12#lpmop ) DHEEE, (2 (3 84 BB 162 BANES &3 —H. HEEE - &
LD E B ARFDOTR, TlR. BMEZEXRCHTL 19 BHBRD 23 EHO FTERZLL ME
tand. a0 553 FTEEFNBEED LD L LV 2055 ( XBHFERE
2013 ) ,
0B3F4BCEFLICAMADBILLOIHDOBERET 7V 3 AKREhic, ChIIESF
BOMREDALRERANRMEL TWAC L EMERL. Z0REBECAMILIESE2T 5
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WA 5,
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105 RREHMEREEE D FTE Jeffrey Beall 2. (DiRE - HIRERE 7. Q)EEH AMH
B2, 206 DIEEN S A MBOBEERE LA THAPOEDLL WEWHEY 2+ &
ERLL. ZiEEBS L TWA (Beall 2012), LA L. RBATCHRWBEDFHFMCOWTHE
BEFzvoELTNSERBTREV Ay b UT I3V —DIREIAREEZERD H
VX215 LICRBEFNTEST. ARBEAOE# -HEILZHERSNTVS, BF
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Abstract:

This paper discusses the idea of informal learning environments for use in the tourism
industry, in particular, the use of augmented reality and especially augmented reality
mobile applications. These digitally enhanced tools become interactive guides using
GPS and motion data on mobile devices and allows travelers to become acclimated to
geographical areas in a way that allows for personal exploration and unique
experiences. As an example of this technology's use in rural tourism, an augmented
reality game generation application is presented, discussed, and analyzed. Using this
example, ideas of how these tools can be integrated into a larger marketing strategy
are explored. Lastly, the paper examines how these tools could evolve in the near
future and their possible implications for tourism.

Keywords: Informal Learning Environments, Augmented Reality, Tourism, Digital
Learning Aids, Mobile Applications

A recording of this presentation can be found along with research notes at http.//erichawkinson.com
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Informal Learning Environments in Tourism: Augmented Reality

Introduction

Informal Learning, when we learn in a non-formal setting, is tied to tourism in many ways.
Exploring a new area is learning in itself, and we instinctively look for information about our
new surroundings. Travelers often look to museumes, art galleries, and nature parks to find
out more information about the culture and history of an area. These locations house a
variety of informal learning environments where visitors can explore what interests them
and engage in exhibits that capture their attention. Augmented reality has been used in
these settings in the past to illustrate ideas and enhance the world around participants for
learning and enjoyment. (Hawkinson, 2013) In recent years in great part due to
advancements in mobile technologies we are seeing use of augmented reality come more
into the main stream as processing power in smartphones increase. Augmented reality
incorporates the world around the user and thus lends itself to applications related to
tourism and navigation. In this paper | will explore past use in augmented reality in tourism,
introduce concepts of augmented reality in the tourism context and compare types of
augmented reality and their application in tourism promotion and informal learning
environments.

Defining Augmented Reality

Augmented reality (AR) takes elements from the real-world environment and augments or
enhances them in some way. Because some aspect of the physical world around you must
be incorporated in order to be classified as AR a sensor or sensors must be employed to take
in information about the surrounding area. This could be in the form of location coordinates
using a GPS sensor or possibly using information taken in by a camera. That information is
then processed and displayed in some way. AR is sometimes mistaken with virtual reality
(VR) where there is no requirement to use elements from the real world and creates a
completely new synthetic environment. Augmented reality (AR) is a live direct or indirect
view of a physical, real-world environment whose elements are augmented (or
supplemented) by computer-generated sensory input such as sound, video, graphics or GPS
data. (“Augmented reality,” 2014).

Types of Augmented Reality

There are many different ways to classify the many types of augmented reality. They can be
separated by function, hardware and software requirements, sensors used and type of real
world information used to augment. For example, one way to classify augmented reality is
into real time versus recorded video augmentation. Another might be to separate user point
of view and non-user point of view. Since augmented reality is dependent on using some
external information | have created a classification table based on how that information is
processed for enhancement.
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Especially in mobile devices, there are a variety of sensors and information that can be drawn
upon to create an augmented reality environment. They can include the following:

e (Camera sensors

e GPSreceivers

e Motion accelerometers

e Position tracking

All of these are available in most smartphones and can be used by themselves or in
combination with other instruments. First, | created three main categories that separate how
information is consumed to be augmented from the real world. This is important for tourism
applications because it dictates between functions such as navigation versus object
recognition. The three categories include camera tracking, non-camera tracking and a
combination of camera and non-camera tracking. Camera tracking uses a camera sensor
such as a camera on a phone or a webcam on a laptop. The device then uses algorithms to
extrapolate objects, shapes, movement and even faces from the real world. Next, tracking
without using a camera and includes using motion and positioning sensors such as GPS. This
allows information to be presented only if present in a particular area and is critical when
used in area guides on mobile devices. Both of these categories can be further broken down
according to if the data being used is in real time and from the point of view of the user. The
last category uses any combination or camera and non-camera tracking sensors.

Camera Tracking Non-Camera Tracking Combination
Marker tracking | Non-marker GPS data Motion and Camera and
tracking position non-camera
tracking sensors used
together
Real time Recorded Real time Recorded Real time
First person Other viewpoint | Personal Remote or Recorded
view tracking collective Personal
tracking tracking
Remote or
collective
tracking.

Table 1. Types of Augmented Reality in Tourism
Past use of Augmented Reality in Tourism

A great majority of the mobile software and applications that use augmented reality are
related to travel and tourism. This has been for two main reasons, one is that the act of travel
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is essentially an interaction with a new real-world environment and augmented reality in
essence is the same activity. The second how the commercial nature of both destination
promotion and multimedia development combined interests and quickly sought to develop
viable applications for AR in travel. Some of the earliest well known uses of AR is in
commercial and military aircraft cockpits with a heads up display (HUD) where information
on location, airspeed and altitude are overlayed onto a flightdeck window. Most
applications in AR for travel are based on navigation and interactive area guides. They
mostly use GPS data to give the user their position and display information about nearby
points of interest.

There are also several studies done on the use of AR for tourism promotion and travel. Some
of these studies are looking at some very interesting uses of AR above and beyond simple
navigation and informational guides. Because AR can utilize information from past users and
locals there are many useful ways that these technologies can connect tourists to an area
and the local history, culture and people. Using AR tourists can get a better idea of how
locals live by experiencing the area threw their eyes and words as they travel. (Fritz et. al
2005).

Visitors can also use AR enhanced devices and media to add historical information on to
what or where they are exploring. Imagine you could hold up your phone and look at a
building you standing in front of as it looked twenty, fifty, or even a hundred years as it was
before. (Vlahakis et. al 2001) Perhaps you are taking a tour of the Coliseum in Rome and sit
down to watch gladiator fight as they once did in the actual spot a spectator might have
long ago.

Museums have used this technology to allow visitors to access to areas of sensitive or in-
hospitable areas via AR application. Parts of a tomb that have been closed of to visitors can
be walked through or experienced as if they were there. Or perhaps use AR to look through
parts of wall or rock that don’t allow the average person access to.

Navigation

The most common use of AR today is for navigation. Using the various sensors on a mobile
device and accessing information available on the internet, AR can display real time
information relevant to where the user is or what they are looking at and if they are not in
the correct place it can guide there as if you had a local person telling you the way. Many of
these applications use a combination of position gyros and GPS sensors in a mobile device to
detect where the user is and what direction he or she is facing. The application then takes
information from the internet which could be the location of businesses or points or scenic
interest.
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One of the leading location-based AR mobile applications is known as Wikitude. It was first
publish in October of 2008 and it displays information from public sources of information
from the internet such as Wikipedia or Foursquare in mobile camera view.

Figure 1. Wikipedia camera guide using Wikipedia data of Fukuchiyama, Japan

The above figure is a demonstration of how most applications of this type work.
They display nearby locations over information take in by the camera and overlay
relative position and distance.

Social Integration

The next evolution in this technology is adding relevant information from not only popular
nearby location but information from those connected to the user via social media. So not
only can the user be shown and guided to areas of interest they can know where their
friends have been and where they have rated places highly for visitation. This incorporates
electronic word-of-mouth (eWOM) into AR application and is being shown as an important
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part of any tourism marketing package. Word-of-mouth consumer to consumer
communication has proven to be more trusted and effective than normal advertising
mediums (Katz & Lararfeld, 1955). Negative word-of-mouth from dissatisfied customers can
have devastating effects (Richins, 1983). Social networks and other mediums on the internet
are allowing people to extend traditional word-of-mouth to larger audiences over greater
distances (Hennig-Thurau et al., 2004). This use of the internet as a tool to spread
C2C(consumer to consumer) communication is now known as eWOM.

There are an increasing number of avenues for eWOM in social media. This movement of
social interaction on the internet is a direct effect from the Web 2.0. Web 2.0 is the
democratization of content creation on the internet and has become a collaborative medium
rather than just a place to post static information. Consumer review sites and other social
media content related to travel and tourism is sometimes referred to as Travel 2.0 (Xiang &
Gretzel, 2010). These avenues for Travel 2.0 can include any media related to travel or
tourism transmitted publicly on the web and encourages user interaction.

Augmented Reality as the 8th Mass Medium

There have been 7 mass mediums in human history that have contributed to the
advancement of information dissemination. How information is disseminated has had big
ramifications for tourism promotion. Those mass mediums started with books and print and
end with mobile technologies in the last 10 years. There is some argument that augmented
reality is the next mass medium and it will become ubiquitous in our everyday lives in the
next decades. The time scale between the adoptions of the mass mediums have shrunk with
each new advancement. There is only roughly 10-15 years between the introduction and
wide scale adoption of internet and mobile technologies. By this pattern we are already due
for the next mass medium and | will argue that it is augmented and virtual reality.

Travel Gaming

Mobile and social gaming has been growing in popularity as the use of mobile technologies
have become more widely used. Augmented reality has also took to gaming as well, the
latest in gaming consoles such as the Microsoft: Xbox One and the Sony: PS4 employ
sophisticated cameras and software that track the player’s physical movement and add
gameplay elements. Gaming has also crossed over into the travel world in a variety of games
that use mobile technologies and augmented reality software.

One of the most popular travel applications for the iOS platform which is used by all Apple
products including iPhones and iPads is called Geocaching. This is a social game that plays a
lot like a game of hide-and-seek on a large scale and the players are using their mobile
devices using GPS to place and find containers called “geocaches”. Itis usually a logbook of
people who have found the geocache and the user locates it using their mobile device and
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adds their name to the log. When added to tourist destinations these caches can add a fun
and interesting way for visitors to explore and learn the area.

Another popular AR game platform that is popular in the education and informal learning
environment fields is Aris. Aris in an open-source platform that allows users to create quests,
tours and interactive adventures. The users then use their GPS enabled mobile device to
play the game. These game are varied and have many applications in destination travel.
Imagine instead of a tour you are given a story and character role to play and must find
landmarks and people in the area to complete your quest. These games are not possible
without AR technologies and their popularity is growing.

Future Research

Augmented reality (AR) and virtual reality (VR) are not very new technologies. Jetliners have
been using AR in heads-up-displays to allow pilots to overlay information on to the
windshield such as altitude, pitch, speed, and distance to target. They have been in use for
about 40 years. Overlaying images using external information onto a live environment takes
a considerable amount of processing power. There was room for that on a big jumbo jet but
not really made for the classroom or training room. Now there AR processing chips
specifically designed for this task just as graphic processors are made to compute and
display virtual environments. Not only are these chips getting smaller, faster and cheaper,
but we are starting to see a whole new array of products that integrate mobile technologies
into our clothes and on our bodies. They are known as wearables and they include things
like smart watches to heads up displays like Google Glass that are expected to become
prevalent starting this year.

AR and Future Tends in tourism promotion

Mobile is already changing how we design learning is big ways. Now learning can be just-in-
time like efficient factory operational logistics. It can be tailored to fit where you are, what
your friends are doing and it’s given in bite size pieces so we can consume between the
goings on in our day. AR is going to exaggerate that in many ways and drive the learning
process even further in and past the direction we see in mobile learning today.

| see three major trends that this next mass medium will transform

. Area/Game/Content centered versus visitor/group centered
. Content versus process

. Automation

Conclusions

While it is still unclear whether augmented reality will be the next mass medium. It is already
clear that this technology will have deep and long lasting impacts on how travelers interact
with new surroundings and learn about their chosen destination. As our mobile devices start
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to move from our pockets and onto our bodies such as on our glasses and in our watches it
will become more important to the tourism marketer to be able to tailor promotional
materials to utilize these technologies. There also will be more opportunities to gather and
curate user generated content for use in eWOM inclusive marketing strategies as these
technologies move forward.

521



2014 M 31zt (AHerzsd stz =4

1
>
o
Tob

b

References

Augmented reality. (2014, April 18). Wikipedia. Retrieved, from
http://en.wikipedia.org/wiki/Augmented reality

Boekaerts, M., & Minnaert, A. (1999). Self-regulation with respect to informal learning.
International Journal of Educational Research, 31(6),

Byrne, M. (n.d.). Tourist Information Kiosks in the City of Windhoek.

Dabbagh, N., & Kitsantas, A. (2012). Personal Learning Environments, social media, and self-
regulated learning: A natural formula for connecting formal and informal learning. The
Internet and Higher Education, 15(1), 3-8.

Dale, C. (2006). | Like Your Style: The Learning Approaches of Leisure, Tourism and Hospitality
Students Studying Generic Modules. The Journal of Hospitality Leisure Sport and Tourism, 5(2),
48-58.

Fernandez, H., & Ed, B. (n.d.). Tourism, Heritage and Informal Learning: (Emotions and
Education) Informal Learning: (Emotions and Education).

Fesenmaier, D. R., Xiang, Z., Pan, B., & Law, R. (2010). A Framework of Search Engine Use for
Travel Planning. Journal of Travel Research. Vol.50 No.6, 2010. pp. 587-601.

Fogg, B., & lizawa, D. Online persuasion in facebook and mixi: A cross-cultural comparison.
Persuasive Technology. 2008. pp. 35-46.

Fong, J., & Burton, S. A cross-cultural comparison of electronic word-of-mouth and country-
of-origin effects. Journal of Business Research, Vol.61 No.3, 2008. pp. 233-242.

Fritz, F., Susperregui, A., & Linaza, M. T. (2005). Enhancing cultural tourism experiences with
augmented reality technologies. In The 6th International Symposium on Virtual Reality,
Archaeology and Cultural Heritage VAST (pp. 1-6).

, The Japan Foundation for International Tourism Annual Journal, 20(1), 41-48.

Hawkinson, E. (2013). Social Media for International Inbound Tourism in Japan: A Research
Model for Finding Effective eWOM Mediums

Hawkinson, E. (2013). Informal learning environments in tourism: Interactive panoramas. 7th
Annual Academic Conference by Tourism of Northeast Asia, 7(1), 103-108.

Huang, C.R.,, Chen, C. S, & Chung, P. C. (2005). Tangible photorealistic virtual museum.
Computer Graphics and Applications, IEEE, 25(1), 15-17.

522



Informal Learning Environments in Tourism: Augmented Reality

Jones, A. C,, Scanlon, E., & Clough, G. (2013). Mobile learning: Two case studies of supporting
inquiry learning in informal and semiformal settings. Computers & Education, 61, 21-32.
doi:10.1016/j.compedu.2012.08.008

Lin, A. C. H,, Fernandez, W. D., & Gregor, S. (2012). Understanding web enjoyment
experiences and informal learning: A study in a museum context. Decision Support Systems,
53(4), 846-858.

Livingstone, D. W. (2001). Adults' informal learning: Definitions, findings, gaps and future
research.

Mason, R., & Rennie, F. (2007). Using Web 2.0 for learning in the community. The Internet and
higher education, 10(3), 196-203.

Pearce, P. L., & Foster, F. (2007). A “university of travel”: Backpacker learning. Tourism
Management, 28(5), 1285-1298.

Scanlon, E., Jones, A. C,, & Waycott, J. (2005). Mobile technologies: prospects for their use in
learning in informal science settings. Journal of Interactive Media in Education, 2005(2).

Schianetz, K., Kavanagh, L., & Lockington, D. (2007). The learning tourism destination: The
potential of a learning organisation approach for improving the sustainability of tourism
destinations. Tourism Management, 28(6), 1485-1496.

Vlahakis, V., Karigiannis, J., Tsotros, M., Gounaris, M., Almeida, L., Stricker, D., ... & loannidis, N. (2001,
November). Archeoguide: first results of an augmented reality, mobile computing system in cultural
heritage sites. In Virtual Reality, Archeology, and Cultural Heritage (pp. 131-140).

523



2014 31Xt (AhEH=

fol

Nz
]
o

9'I_
o
i
N
1ok
S
i}
Tob

Q]
=

A 20084 59 249
QlE 714 20094 49 249
QEZNA 20094d 10Y 312
A 20104 49 302
A 20114 11Y 59
A 20124 59 192
ej_l A 20139 6Y 12

Hr e

4E - 4E

(o3t “237e} Gehet g,
HI22(A R ])
£ wele] 38 ARAE 7] 40 B5A] Fol, Bao| w7 ARE F 5 otk
EESELS)
s 9 o
Uobrh S-elutet sheharelidel ojubxate BHow it

© Mele A3s BAS LA Aol 8] AU St
savgele, B, 29, QAo BE SHadTe} WE
At BT S - A ,7J 42 A4

71} E3)9] EAdIA o] Hast A
M5x(sHH wg)
H Hole A& Zolsle AU QstathAele] nRE SRSt S sts|o] ofsle] E Holo =

)
e
1o
oM.
z
s
o
oft

sb71 9istel WRF weli 1 &Ael wekA ofshs
A7z (0l2lo] XZ)
Bl Aoxd] o3 BAMAS ST QoI Sl AFAE oo FHOR s, 4

Aol A 1 ti7ke] YRS FEAE 4= Qlck E3F & Wl RAAR]oR AFEle oo 5

524



I
»
tlo
<
ox
ol
o,
o
il
é
o
o
kd
rir
4

Aol AFEH WA weistel Res AEe shA ok

A2 3 4

HM8Zx(2lHel xt#)
=29 e v A4S 7 ARA Zelo] Ay F A dEsial o] AR A
olrtEl o] SelE ¥ Y R HAR s, Ao, B, V|Hsder FEJ:
1 g

@ wEstmol Aol i
At

i

A&l

S7) el SR HoptE S st gl wel
@ S elel A SoharlEisoke] AAfolAbe] AL o]t A
@ =elol A ATFiete Hestn Sjirelma o] FAsks A
@ 7Nt olipBle A oloh EEF Ao

et sl A

2. (B olAtBloA AT S
3. (7132 Y) 249 7|HIHIE FEEE oy %l‘ik‘%iﬂﬂ B YEr di#At
HMO=(3|H])
2 {9 gnje dEn], Aodd], A, 7Es | ® s, 3PS A 13] ofAfSloA ATt
2% s GRES Stk ok 4slde PAsuE ¢RE 4 9l

e 59 oFE Aok
1 23]9] A 9 A foFe] &4
2. F3] 9 oAk 9] AYAE} o]
3. 3] 9 A REFY gi
H11=E(gl&el #al)
3| A0z oFE FAHsHA olFst= A e 2 dAgE 7HTh
1. 392 T3 & Foto] 239 &9 o HeE Mk
2. 3 WQlo] AlFste 4] - A H F 4F dE¥E
3. A3 AAHE 2 A ik Rt 23lof 7RQlRt
oAl A=, A&7l EQT Y oAHAAH
Hi12x (3|l EE|)
3 de A GEINE AET 2N A4 2ET 4= Utk
H13Z=(3| el )
O &3]9] 3|Po A ©3]|9] WHe] 7|5k Aol thstol= o|al3|Q] oAE AX ZAFE 4 9tk
@39 3o 23]9 FHof ujEl= P9 E= Poll<t H*Mﬂ &4E A= FRE 5HA
U A1029] ofFE o|35kA] ofu3h Aol tistol= o|ALE]Y] oAS AA 3] AW - AH Fo A
AE & 4 Qloh

Ao @ BeE A,
dol A5 e Aee o 2o

filo
A
R
H -
ot
v

Fl[‘

525



2014 HMI31xt (AhSt=ZSdetdsts| =7 st&ths]

x1|14x(§|%°| x2RR Y 52)
2 19 UORA 2ol NS A%
o 711 Fore] s o] o3 oAl HAnAE 3R

SRR 81 19
$E)3 3091 o|W(E7I R 191 .
OlAF 15091 o] k(@7 1 % A olAbs EHSHA Seth)

D 33 $ARAE olAh8lo) oAS AH £319 FUL W, PAHE Fol) N AETTh
@ st AR 8o wale Aol WARH dRyE 22 ool slelof Fith @ Bakke] Ao

H17Z(0lA2E ZHA)
D olits Aol A7 $iEg.
@ ok olAElE FAIstel olAkalel o RS
®471FelAE £ WMo At 2912 AT S B gele) Fueaes dEsta 3
AZ Ak

HM18=(U&Q| sHie)

Aelo] The 72 1o 1ol Aok WS T el F3Y AL AH AYT 4 Yrh
L2 MY Sao) slss B3]
2. U] BA - FARY EX AAT 2P
3.8 W2le] YRE elets W)
H1oZ(E M0 Agtat 74)
L ZH9AEE Foo] ] ggol B FARIRS FHFE 4TL Wt
2. 29Ul B4, A7) B 24 19, A7) 24 19, ol AEw 2499 59
2 =3, 49 99l o= s, agol $UF A Aol Ak
3424 21999 A4L A10£9) 94 FEE ANUOR, B SAGU/L Aehol4 o
AT AU e BRAABASE AU o4 B ol Ausith olAtelst mekshs
3] glo]ojo} gt
4 NEH FUNUS WEAG, SHEEF YEAS e, chuldte] olAlEt MEH ol WS F

526



3] 4919 3

find

A

A9

=
e

LIS JENAR

)

I
il

o

99 A&
9]

=

S
%

71)

ot o)

48

A

ol
_zT.c

o

~
ol

=

19)

-
T

3

of oJAtg]elE &

d A SAAE A =

L
.

ol

ol
ol
ol

Ki

(

20

% sie.

1

T
=

o]
=

Bk,

o ohe, 23 o)A A

7l YR zhol7|zko.2

tof 12

o

@ KA ¢

b, %3] 9 o|xale] elgo] Wk,

)

3}
=

o

1 YE

&}ar

e

El

ojfy

slof 1
0]

3

L
fu

.

sgozne 99
=S

-

L

Hell ol As]
REEESEREL

b olal3]

L o
L

3 ®

=

o

L

fu

)

T

h S

°

2

i
=

Fod

°

b1 9

I

=

=

CEE k!

@ oA olAkElo

4. A3z Al

el

I
—_
o

e
ol

ol el

o
T

Ny

e =

=
S

el 2l

°

o o] ¢

5}

@ A12%

o

wj
Ak

= ot 9

(

23

4+

-

;OE
=
_ZT

~O

o 2o
A mo

o

=]
o

2 FE

=

[

ojeb A

=

o

3]
shv, %47

3
Ho= 43
527

&

A 47

o] Rmojdr|gozil 3
| SAAE FHA

= e
o= o

=

o

H24
@37



2014 HMI31xt (AhSt=ZSdetdsts| =7 st&ths]
@F3 £¥S Aol Y oA - WA - FL 5
E-mail 2 Z stofof sit}.

D%3E 24 709 oj4ke] H3g
@%3)9) oAAL o] FHelE T2 HAUA AHow ¢
MA AR Aol A AZstolof gt

xl26(Z30| 7]5)

F3)e theo ARke oA,

S ARSI 3 0] el W At
walo] ajak @ Aol B ALY
Zl2Are] AR B HET o] 29
At W A el
REEEE

B 23

0]

0]
o v

N kR

A SR o A3

al
=

RI27Z(0IAtEI9] 74) olAEl 8%,
H[28=(0|AlE|e] AZ!

237 9 ol AE FA

g7)5ke] 37

FHOR AYSI FHIY Fuse] Yo AT
29

Ut % ek ol

04717 4w

DolAslt: Bge] Washn AT W, B AHolAt 130l4e] o] BAS ANT] £UL
27w 3ol Ay
@olEY £Me BFe] H - AN - BE 5 At} HUAA 108HAH BA EE

ol
=

E-mail2 7+ o]A}
M29E(MHZAZL)

ZALlA| B A tolok B

@ 372 olAtg]o] FoJd ARt T AulRk AR B IEE 8sts ARt dstols ol ARe
g2 = ek o] Aol RS 1 AE A7) ofAglo] Hiiskojof gtk
@AIFe AHA Agte] thsto] A o]Ab IpukRTE o] Ag]e] ROJF AL adte ol IS
olof watof gltt.

H3ox(2[2¥ES)
@ o]AtS]= AfHolat ko] Aoz Ajostal EAolx I Yo r oAtk it THR
T Aeole oFel 24T
@olA3]e] fAdEe Adez YT 4 QUvh ot 1dold A&SEAL AV sfelEEAl Al
A Ae AFpolA ALt

HM31=(52 2AZNHAR)
ool thE Z4m e 19 sfgste wolle 2 Ao FAsHA etk

528



Lol 42 2 shelel glo] AHlel B A 92T o)
2. B2 W ARY S5 Bl AT BARE AGORA FAH B

L ARz Bat A
ARiAle] gl Bt Ak
AL - AR ] Aol B ALY

Aol B A

Apargieo] B A

F3ol BT 2] 2y

FINA AL Y

Aol Ao ofstel 1 Ao] &k A
Al e AT Aol Bt ARG
BN T
LAY AE

FHRIY A

¥ ® =Nk wDb

DR > o= o

Rlfoh o

Mol e

1o 1o 1o

oz N
n&f
O
)
oo
2

ol

i)

1o

o
N
o
re
toh
1o
o
of
o
ofy
fo
QL
O
kl
1o
o
©
-z
1o
P‘L
rir
>
o

A 67 At 3A

HM33=(Mtel &) 2319 Ak tha3h 2ol 7|2t HEAite R gt
L 7|22 olAtgloA ZIEA LR AT Afitom g
2. REANE 71EAAE ol9fY] AR Jith
H34=(7|2MM M2 S
D& A9 7|2AE wie - Fol - A - ¥ Ee HEE A
el

shof e,
HI36Z(xtela
2 ylo] BAANGS gste] AVIRAL stk F wolt oliale AL AH FIY sAL @

ofof k.

529



2014 31Xt (AhEH=

fol

Nz
]
o
1ok
o
i
-l
1ok
S
i}
Tob

H37x(HdsH| o M
BB Hol el %*gﬂﬂl%%% el 2 AL AYsts AE dReR sy, VMg Ao &
sko] oAb 9] o AL %
H38Z(Z|AIAE)
H ool AT uid 3Y 195 24 28Y 74 & 3ich
HI39Z (0l AHH M)
= RO MY - AlE dlAR v SAAE WA 1LH7EA] HASE] o|ALE] Y] AS AX T3

2 W2 Wl AAE FRAFN AAME AAste] olxtRle] 9E2E AA T ede Folok

HMa1 = (2| AIZAD

HAke SAHARE o 19 o4 AAlsteiof &
Ma2z(stz| MGt 24)

« e dEet e flste] dlite] WHedelA steld e Adste AelAl Al H

a3 A
3% 5 e

o

D=1
T= A

ATE AR RA

HI43Z(A22)
D 8e] AAZ ol Bae] ARE Helsh] Slstel AT Fut.
@ A AR 1% Bad 4UL E 4 ek
@ AETAL o|AEle] oS A Bl mg
@AY 27 U eodo] T AR o439 AL AN WER

o
o
£

AgA 2 A

X
= ‘ﬂ‘ﬂol ’BH*%PF—’XP o ol FoolM A 38 201438 WYoR oJFste EoASE

@ ¥ o1 ket ule] S 519 AL A Bk AN B el SAE

e WAt & o ojAbelel SejolA o BASS 329 200149

i
ox
o
fu
lo
i)
<
O

530



Xl46

10 oJufe]

ool =

T

9
hd

w

N
plo

59

a4

1

o,

tof e

3

HQlo] R A49z Uil Al5229] g+ <

2

s

tojof %

S

=

el A Al

o
[¢]

ShA S

)

op
wjp

)
plo

N
Po

HE)

=l
3]

Ma7z=(

—_

ol

o] Ao A=A

ofny

H1ZE(AIZ

tof Bt

)

=X o Fu AW BA

=
N0

Ki

q

(

A2

ol

A

L 7)) o

=

Ma=(

) o] A Alsze] 7

=

H5=(EEz

=2l

Hex(ZExte 7|19

531



