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ABSTRACT KEYWORDS

The hotel industry is currently starting to implement artificial intelligence (Al) technology that provides guests artificial intelligence hotel,
the unique opportunity to try the new technology during their stay. This offers a different strategy in increasing experiential value,
guest satisfaction and revisit intention. Therefore, this study has selected the first Al hotel in Seoul, utilizing a type of companion,
questionnaire that was distributed to hotel guests who stayed there. Guests reported the value of guest satisfaction customer satisfaction,
and revisit intention was affected by the experiential value, such as consumer return on investment, aesthetic, revisit intention
playfulness, service excellence. The study indicates that the type of companion that the guests stayed with at the
hotel is an important factor in their overall evaluation of guest satisfaction and revisit intention. The aim of the
research, therefore, is to provide basic resources for package planning and marketing strategy. The hotel industty A CCEPTANCE INFO.
is trying to implement Al technology to enhance standard service because hotels need competitive power and
differentiated status than others. The research results indicate that there is statistical significance between 2021.02.01. A4l &=
aesthetic and playfulness, varying on the type of guest’s companion. The study also confirms that the experiential 2021.02.23. 1% +8= &=
value is statistically significant to the guest satisfaction and that the types of companions differently influenced 2021.02.25. 2% #82 &+
the experiential value, guest satisfaction, and revisit intention. Finally, concerning marketing and development 2021.02.26. 25 8= &+
initiatives, the results of this study can help hotels that want to introduce AI services and different strategies to  2021.02.26. 215 JIH 8

i O] OIHAI| jm
manage customer experiences. 301 A HAMNE
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47 A8 S B3t /1Al Hlo] L 7|9k (cyber—physical systems) 382 QIAAMH|AQ] o] FRE|E= Hagitlol] HEY]
7] AEsigler, ARAcR SEQOME Al 7lee HERN AHIAE AlFSAL Stk B3] S| Al 7Ie =Y MZAIHI(uE
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Al2"ES ERIstl o, d2lutt(Alibaba) 7F &A1l 73S 3 € Z2to] F(Fly Zoo)& ¢HRIAS
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27182 Y= Zlow Wonny Ao Yol} ARReS Aot 7HE oln|StHMathwick et al, 2001).

1

7 gEe aulAte] Waet 870 o5 g JIthE FEabt 1 ol Wl wHEo] MRtH(Kandampully &
Suhartanto, 2000). &, 317} W5 37jo] Yk AHE = *11:'1—7} 7Ich o4 F53 74 Aol Fof o|=g A5,
Ma)zo] tiEt FHETE AISEES ok Al oulRth(ABA 5, 2000). T3 17 WEL AR XFe wlgT 1
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27 st AP ojote] v ol FIQlel A X9t tiE 271 Se) 27 WSS mAe) o] AR nlA
Al ojmole fofet FFE vt FEETHOliver, 1993). 5, 174 REo] &
o
= “

Jo

=
Y 150] orl Bwo] Walel 7o owo] ke
vlxjr, BRIl A S s Ein|, ApgE olmet 77 ol Zlo] WxiE TAVE Qlrkal & 4 SlrhololE 5, 2003),
T7lo] WS ARl 7ol T5-9(1998)E BHAY] Sl AnEl PSS vitoR WYAS T R oJ=Q) APYE
= A7ISR 2L FEsleiTt T BE AHlA a1 v, o o] Aol Tk Aol MrlA0] 37 B
o] o]i=0] AleZol] ARl R mzITka AFEIGIT(o4g, 1997). olol 2 Aol Al S| 37 1=
sloi 44 Tleg Be A4 Yo Uk ApREel AHAQl JBe nx: o e s

7V 4 Al 39 A9 24 WES APE oJmo] FHHA FFL U1 Aol

2. W5l 244 49 L ZAET

1) B4 7]

2 Q7oA A 7HIE Al 292 BRFORR 7IEAOR JhE 4 9l HFWE ohje Al Y 28 /1% 5 A2
7140l AT Al FBS B8 Aok dd U oAAQl Be 2asts doR Holsleltt AEA 79 2gle
MYAT 2 A3} Y ATEH] Y] 9fste] BEA K, Al 74, Alw] 7H, A 7 5 4709 e9low
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Ol DALY QEILAT 2021 H23H M2 (SH862)

BRI, Yot A8H 7X19] ZHF5S Holbrook(1994)9] 7F 2720k Mathwick et al. (2001)] &7 ZH=T:
9 7814 - AAF012)9 AToIN BEH TR Fuslo] £ A7) B W 4l 7 SHIRS G8H
7B 65, AnlA 7B 5%, AN 7B 52, AEla 7K 48T 5 & 08F0R 2Esiglon, 7 23 Foshe

ol wt ‘A agA] ot ~ e 2 o Likert 54 =S &83t] A3

d
Bl

2 AgelMe] 1A 52 THElof o] o] FEIISI Al 5HEE on7t Hof ZtiE MulAE 5T P
£ WA vk == Agolsigitt. 1A o] §E2 AT g Aat H AEAl Filsty] fIstod
TUdgRlo® Moo, ZFE-2 Namkung & Jang(2007)2] A7+2H Han & Ryu(2009)9] 7ol &8H SAHPES
A 0] SHA = 7 B Foske aFoll wet s 2EA] ok ~ e Iy 9

B 709 AT Jut S| ARS Folo] B Selo] Tt 4P BRI FAHO= olopy] o 23 o}
P Huot o] 23 FHo) MHIAS Th ol e =2 Aofslgirt YR oEo] YEe HwAT 1%
A3t 9 A7) RE] gistel BAL0R Agstelon, SHFRE HTEH005), 171H - AUH (2019)9] Aol
89 24YES Puslo] F 4702 BRI AT oJmo] SAYEL 7 B30 Bl sl wet W 134

S = S T o d

2 A7 Al E 25 MHIAE 283 T Bx ZAHo| e AT 2ATCRE HAsiginh weiA B Ao 5Ae
9/3517] fisto] Al Wl 21 AB|AE =3 M9 Nod B4 FRoR 2E0Iqith Neg2 A Ul KA Al 7171&
Soto] SAWE AHIAE AlFsha Jlew, Al 771§ Bt 59 £7], YA AR W 29 AH gl AAM U ojHUE
T 7150] 7Fssto] F57bollA Helgt MH|IAE AlFskar ik E=3F COVID-19 AFERR Qlsto] 17l &S 2ot AAsliof
Sh= A Agsto]l 2R AMu|AE 83 AAMHIAE AlFstal Qlty E5] ok W A AlRtol] 7o) Qs EES
2R Z8oto] migdean tiuzSol ozt 1749 & Fhashs HtiH AMulaE AlFstaL it 2AF 717 20209
07¥ 24¥9%E 08Y 199714 Fgsiglon, A5 £ 24 7IRE & B & AF0RR-S s apllA ARl 54 Adrgsto]
s7j0] A AR FBoll 7|Yeks WS MBI, ARAE F 26088 HlEslo] 25028 Bl5lglon], BAR 7
9 U AR 2HE AR & 48RS BEI] AZEAS AT
2) 4 WY

B A3 AZEAML Stata 16,0 Z2 1S EEsilon, A7Hde HAASH] At B4 B o 2ok A, 2
Aol S5 FE29 JIGLEAIHY EAE Tiefslr] floto] HI=RAZ AAlsiitt B/, S7835e] A=l/d=t egA A%<
flsto] &4 QQIEA W Cronbach's a A4S 283t A=VIRAES AAISIITE A, BRI §ol o Al 3¢ 4
7¥219] H AolE 7HAgst7] Ysto] dY ELHEA (one-way ANOVA)S AAISHAoH, Scheffe] AFEZHS AlAJeto] Aot
7k AJolE RIS UMl Al o€ F3A 7iA7F a8 1S W AR Qo] njx|= FF WAE 7] fisto] thERlHEA
< AT Yozt o] BAlIA BRIAF §ol w2 A Aolg Telsh] flste] S 71, BE, AR, At B
TR §ol| mhet ERsto] tEIARA S 712 AAsIGlH:
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o

SHIF RE01 LE A3 X5 D0 et ZA JXIF 124 2HE X WEE A0l OiXl=

%0
0

0Q
0%

V. A5 24

[ |

. BRo| ATEANE 54
Aol EE39t BEO| JIFEASHY EAL & D} Atk AHL YA 10798 (43.50%), 934 139(56.50%) 2 ©34Jo]
2 20th7t 140 (56.68%) -2 7H #=A Uehskor, 822 thsh £40] 1708(68.83%)°] 71
319& UrEP:b:k AE2 9005 Y~3005F ¥ 7o) 919H(36.99%) 0 7P =2 Ao = ehton] AT ojyo] Ao
=okom AF APL ML 126 (50.81%), 7] 778 (31.05%) o2 FEQ] 3l ojAto] 4~=Hoj|

K
b

OWJ TH 71 L¢°L SRR 559] AR, 71 557 (22.18%), FE- 2678(10.48%), 1Q1 11178(44.76%), X7 569
(22.58%) 0.2 AR1t F3P3k FEO| H|go] B2 Fo= L}E}Uﬂ:} ZukRl 95 % 7lE3 BEo| HEE= 7|2o theat
2t 7159 A9 Rt AE BHelole W 7IEeR ERSIolen, HEE AUE BRIHA] 2 &1 ¥Rl a4
FRE LRI, T 5AE FA E 2L 220888, 71%)_i 7V wokom, s 271 1R1]1 F2ol 1278 (51.21%)
o2 7} w2 Fo= e

<E D BEQ A35A%HY E4

Hae TE H=(8) | vl1&(%) Wy 5 H=(d) | H&(%)
A L5 107 43,50 A% o Dl:%i 195 78.63
o3 139 56.50 71 53 21.37

20th 140 56.68 Sk 18 7.26

30tH 84 34.01 A H s 220 88,71

ik 40tH 16 648 | F& B o[HlE 4] 1}¥] 5 2.02
50Th 6 2.43 Hl2YA 2 81

60TH 1 .40 71ek 3 1.21

E 43 17.41 Mg 126 50.81

. oiek st 13 5.26 EiF 8 3.23
h e &9 170 68.83 o7 1 40
oigkd Ae U &4 21 8.50 o 5 2.02

2009+ o]st 53 21.54 - MK 14 5.65

2007H ~ 3005t 91 36.99 BF 4 1.61

e 3007Hd ~ 4005t 35 14.23 771 77 31.05
- 4009M9 ~ 5009+ 19 772 7| 4 161
50091 ~ 6009HY 15 6.10 A=t 6 2.42

6005+ o4 33 13.41 3% 3 121

7+ 55 22.18 10 127 51.21

94 93 27 26 10.48 SN 291 94 37.90
AAg 111 44.76 32 23 9.27

Z 56 22.58 4%1 o) 4 1.61

Al S€ o] &n7o] AHA 7kx] 4 1 TS - AR o] EldAlS AMstr] okl g QRIBEAME AAISIIT
g QRIE AL A7t 317 BRI Varimax WS A-8st3em, QQ1AAEF 500 ©14;, Eigen Value 1.000 ©]44R1 291&
=

H
o g3 TRUS Aok KMOGo! 9582 Leht Hest ELo2 Uehtow|, Bartlett] 734

(©)2021 Journal of Hospitality & Tourism Studies
79



AX A3} x*=9429.809(p<.01) 2 T

A 742, AE|A 7H] S 47)9] Q%o &
86.522%= UEton, 7+ =74
Yo7t 2785l A4 74 9151l Cronbach's

Mg o

H
*T‘}\]' 2 0w

FLG B

et

.951, AmlA 712 954, Ajn] 7FA] 948,

HZG| DHAFAT 2021 H23H M2 (S

HB862)

o] ohd Fo2 Uehgrt
2] g

MHl2 742 957, 27

940 oPgoE ViERT UE Apol ShEgie S At

<E 2> A=t B5EAd A

.
2’
ANstoich AR A 584 71

% 952, AL 9= 958% HE QR19] A== A7t

== 247 17H9] 8Rlo]
DEMNO

o

7HE B84 7HA, AlE 71,
FEEIQUTE A4 8”10
.741~.938% LJERSITH

894 S A C EV VE a

Al 3¢ 0|84 2 WE 549 ou|E EofFr 7|osigS 641 | 741
Al 39 o]g2 HES 3] B Wt 7HA7t e 734 | .836

) Al SN 288 AIZh} k3o avkge] 77t ANS 6% | 871

a84 7| - e o 4626 | 16523 | .951
Al TEIO] AIREL Y 77IEL ol8shaL AT Wi’ TS Ejdosiy 668 | .837
Al 3¢ 0|88 U &9 AS FINIIEA 2% 618 | 790
Al 39 0|84 FvtHo g ur=st 652 | .845
Al SEIL SHlo] MRIAS sl 53t £97] Y ggo] AlsE 655 | .850
SHlo] Al 28 1 7PEL TSt AES HoFe 691 | .849

A 714 Al SEoM9 AYL Fostie 682 | .839 | 3787 | 13524 | .954
Al SEoM 9] AP AAgT AuE F9S 680 | .884
Al SRM9] HPog 7]Ho] HEEgle 627 | .857
Al 3RS Aohe 59t A%43 22 o2 A5S 492 5 S 815 | .873
Al 2EE o]&dt= B¢ AR 7k & B 852 | .907

] 7HA] Al T8 A Il BlojuA RIS 833 | .885 | 4682 | 16.723 | .948
Al 3EE o] g3t= EQF SHlo] ofy] Al HEsHA =S 623 | 770
Al 3E8F o]8sl= A I AARICEE EA%S 7 & U 642 | .828
Al 30| Qhl - FH - Mu]A - BojadLe HAHo|x ELH0IRS 758 | .874
Al 3€9] QhY - HE - Mu]A - HOjAlA o] &2 HelsH 755 | .877

ME|A 743 T ° e R 4147 | 14809 | 957
Al TE19] QhYf - FE - Mu|A - BOAE L 9451903 813 | .916
Al SEI9] Qh| - M - Mu]A - BojAlEe] S48 Wgsta el 815 | .89
Al 3¢ o] &2 =53 oIS 697 | 912
Al 3€ o]&2 EHS ou|7t FS 667 | .938

o7 g oo em e 2059 | 7.353 | 952
Al 3¢ 0|82 ddti2 59 509 | .835
Al 3¢ 0|82 TEAZYS 579 | .868
23 Al IS A o] &3t AS 777 | .904
Al TS T2 AlEEA FHEAY 783 | .904

ALE o= e s 4925 | 17590 | 968
Al 3EE TE ARISA FAHAcE TIAY 802 | .929
Al SE9| 27kl MulA A ZA] ThA] o] &3 B Alg 789 | 913

KMO=.958, Bartlett®] T84 A4: x?=9429.809(p<.01, df=378), & BEAHE: 86522%

FA QAR C: 38A, EV: 284 VE: B4 A%, a: Cronbach’s a.

3. 977 A

D B3 30 e a1 39 uAle] A9H T HE 2ol 2 A

=R G0 W2 AYA 71x 9] ot Aol AA A= <E I At AA Az MuolA ZHA(F=2.83, p<05), Au]

80
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7EA(F=3.88, p<OD7F THHAF foll w2t SAA SR fofdt Bt Aol7t e A& Ueihth A, 71 12 B&
A= AT
Scheffe®] AFe-77 ZAxt, FR(M=3.969, SD=.732), 2I7:(M=4.100, SD=.814), 7F&(M=4.290, SD=.711)& X%}
o] Auld 7R ZA A1Zsigien, 191(M=3909, SD=.883)< &HI%H T2 th& ol vlsto] Anl3 7kxE 9A
AZfske Ao UEgTE dobrh 25t (M=3.950, SD=.940)2 7F5(M=4.065, SD=.763)& &XIet He2 ] 7HAE
A AZeigiom, FR(M=3376, SD=.873)2} A1(M=3801, SD=.921)= B4Rt A tE Ftol| Hlsto] Ajn] 7Hx&
YA Aske Zo= UERT

—4-|-‘

<E 3 TUWA {3l we A 7k B Aol

7t5(a) H2(b) aA(e) A7(d)
W (n=55) (n=26) (n=111) (n=56) P fgi;‘;g
M SD M SD M SD M SD
2EA 714 4.233 667 3.865 710 3.950 .869 4.071 .844 1.93
Aol 71 4.290 71 3.969 732 3.909 .883 4100 814 2.83" c<b,da
|| 7HA] 4.065 763 3.376 873 3.801 1921 3.950 .940 3.88" b,c<d,a
AH]2 7HA] 4.250 .680 3.961 .950 3.972 821 4116 797 1.68

“p<05, "p<01

Al 3 379) 7@ 7H7E A W] nlxe % WAS A Sistol the BlTIEAS AAsIgh A e
Sfstel mE EES BEolo] HARAL ANSIoN], FA FYo] WE Aol AR A FiA Sl e HeHL
BRst] T Sl7IRAS Sbo Asidon Ak <& Het Pk H7mye) By 7% Ad, BE B39 Ryl
RU4FE Ol BAHCR RofshA Uehgom, MuEe 627~ 8592 Lhedr)

@ 7t 2-1 HZ: Al =€ 379] 284 ket 37 wH5o| 4 oA

Al 38 31740] 584 7}x|9} 1A A IAE AT A, B=.438(t=6182, p<ODE BAHOR Folgt F72Ql
FFg A oz vEidh wEbA, 7 2-12 A=l

Uo7t FHERL §3dol] whe JFF %74% AR ZAn, BRel Fadt oS AlQgt 7}—%(13 403, p<01), AJA(B=.470,
p<0D), F+(B=.429, p<01)t BT o] A7 a&A 7A7F 1A §HEo]] FHAQ] FS vAls Ao et

@ 714 2-2 % Al 5° ARES
Al 59 zu Au iAo 3 ko) 9F WAE A A B=.203(t=2.904, p<ODE FAHOR Refet 57841
= q

ol B0 Sl W S PAE 4T 2 715 (B=236, p<10) B9 Aol AT A1 A7 2 el
FHAY IS A Ao Uehtom, sl Wael 9F WAL BAHOR folsh ghe ZloE skt

O
o)

® 7Md 2-39) A% Al 29 379) A FRlek A wse] 4 A

Al 58 379] ] 7bek 1A BHSe] 9% A AT Ak B=178(t=3154, p<ODZ FAROR Golat FAHA
IHFS nA ZoE UrhgT webA, 74 2-32 ApeEgict

ok 5414 §30] T 9% BAS AR A PR BUT UG A 15 (8=.337, p<01), BUA(B=179,
p<10), AF(B=.188, p<10)9 FHF o] A2 An] /A7t A M=o FHH FFS vIAE RO ek
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@ M 2-49) 2% AL B A9 Au|A FRAg A o] da A
Al 58 0] Al Zh)et 3 Bise] 35 TS Ae A B=005(t=1739, p<10)E BAAOE fofst T
g Ul 2o Uehih mebd, 7Md 2-4% ARt

% E‘.
W, BHAF 530l mhE I TAE AHE 2y 2E Ao 245 Mu|A 7EA7E A ghSel] §oJ3t J7kS njA]A]
A= AoRE e
<E O BFA A% 1A wFo| FF #A
sgua w93 HFE35 AL FF3 AL ; A BAE
B SE B VIF 1/VIF
A A 452 .073 438 6.182" 4.202 237
7H& 446 140 403 3.184™ 3.144 .318
284 714 2 .624 .368 556 1.693 8.770 114
Ql 444 107 470 4.120™ 3715 .269
Z 490 153 429 3.194™ 6.579 152
A e .205 .070 .203 2.904™ 4.089 244
7H& 247 145 238 1.700° 3.842 .260
AuA 7EA] R .065 .290 .060 .225 5.796 173
el .163 .108 175 1.502 3.897 257
Z 254 154 215 1.649 6.181 152
A A 165 .052 178 3.154™ 2.688 372
7t .327 113 .337 2.883™ 2.685 372
Am] 744 e .094 177 .103 534 3.074 .325
Ql 159 .090 179 1.763° 2.951 .339
T .193 .097 .188 1.974° 3.327 .301
A A .099 .056 .095 1.739" 2.500 .399
7+ -.035 147 -.032 -.243 3.582 279
AH]A 7HA] FE 199 132 .238 1511 2.020 .495
]l .025 .087 .025 .294 2.172 .460
Z 183 121 152 1.506 3.711 .269
3 29 =8 $AY
R Adj-R? F
A A .709 705 184.44™
T 744 723 36,35
By 741 .692 1507
Skl 627 613 44.66™
Z .859 .848 78.10™

"p<10, “p<05, Tp<0l
3) B 4ol me A1 58 we] ARH SAE AR olwel vXE 9%
Al B9 31709) Z8A FH7E AR owo] nlX)s 43 BAZ A Slste] thE SAEAL AAIstelct 7 4
Sfste] mE BES BEofo] HARHL ANSoN], FHA FYo] WE Aol AR A FiA Kol wE HeHe
RRI] £ SRS o ANsislon Aok (L 5ot ULk ANl By Ay A, E 2ol Fle
R915% 01014 BAHOR Rofsh Uehgon, M¥ae 520~ 8372 e
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SHIF QY0 2 91ZXs S0l TSt IR I 12 OIS % M2 olS0f OIXls 2%
<E 5 Z¥A 7HAe AYE =] FF A
Egua 94 93 HEE3 AlS BEE AS ; A BAF
B SE B VIF 1/VIF
A R 240 075 .252 3.190™ 4,202 238
7+ .249 .149 271 1671 3.144 318
a4 714 2 .580 .390 491 1.485 8.770 114
Skl 175 110 .200 1.591 3.715 .269
AT .345 147 .327 2.351" 6.579 152
A A .308 .073 .329 4.215™ 4.089 .245
7+ 114 155 132 736 3.842 .260
Sl R .023 .307 .020 .078 5.796 173
el .342 110 116 3.085™ 3.897 .257
AT .388 147 .355 2.629" 6.181 162
A e .058 .054 .068 1.079 2.688 372
7M=& 120 1120 150 1.000 2.685 372
Am] 7HA] HE -.051 .188 -.053 -.272 3.074 .325
Ql .096 .092 116 1.038 2.951 .339
T .007 .093 .007 .078 3.327 .301
A A 213 .058 .222 3.637 2.500 .400
7+ .258 156 .285 1.648 3.582 279
AH2 714 FE 417 .140 AT4 2.984™ 2.020 495
Sl .081 .089 .087 912 2.172 460
AT 310 116 278 2.657" 3711 .269
. uy BA%
R Adj-R? F
A A .637 631 106.69™
7T .580 546 17.29™
By 737 687 14.76™
el .546 529 31.88"™
2 .849 .837 7175
“p<.05, “p<.01
@ 7Hd 3-1 A3 Al =9 a79] 284 7ix|et APSE =9 T A

_LAQ

Al 39 370] 284 7Hlet APYE olmo] JF BAS AYY ﬂ, 8
A IS A o etk web, 14 3-12 Ajels

Uo7} Subat S0l e ojg A Aui A 07(B=.327, p<05>szr Skl el 2|2 587 77} AR
ool FH FaFES TAE Zoz UEton] Umxl Wuol % Wik EAMCR golsiA ge Zoz ueit

252(t=3.190, p<OD) 2 EAHCR Solat

(o)

@ 7Vd 3-2 #%: Al 39 A9 Al 7pIs AR ool §F B
AL 2 43 A At AYE el 3F B A B pp0(e=a2ls, pUODS TR ol

A QP nlAe Ao it weh, 7M 3-2= AEIRT

ol B4t ol W 4% BAZ AdE At AR1(B= 116, pc0l), ATF(B= 355 p<10)9t 5T Aol 2|73t
Al 717 2 WSl 2HHR) GRS plAe Aoz Uehdon! 7kt Buo] xge] o WA BAHCR SolsiA|
(o]
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r

® 7Md 3-39) % Al 3 349 Ajn] 7ok AR ol=o] A A

Al 39 379) o] mlszr A olmo| ek BAS AT Ak B=068(t=1079, p>0DE FAHCR oI5|
ore Ao Uehgrh 2 7M 3-32 71Eigit ot E8iA o] T R TAGIME mE gl 2|75t Aju] 7k}
A o] ot dake TlAA g Rz et

o)

@ 7V 3-49] A= Al € 379] Au|A 7Hx|eF AR ojwo] st A

Al 38 979] AMu]A 7Ex|o} AMFR olwo] dgF WAS AXS Aul B=.222(t=3637, p<01)2 EAFCR o3l
FAAQl FFFES njA= Ao Uepdtt uleba, 7H 3-4= xjeEict

Uo} S8kt 930] whe o33k #AIS AR Az BB (3= 474, p< 01), ATL(B=.278, p<05)et T3 o] |77t
AH]A 7E7E AR ool ARl e viAlE AeR UEew, 7t /1j1e] Ao JF WAls SAACE FofsHA]

4 Al & 3he] 34 pigo] A ool mA= R

I

001

&,
fol
i)
K
=~
1o
K
N
=}
AN
S
2
&
]
£
é

rr
Y

)
m{m

A% 0}71 HOM ‘:‘r? 94—‘.’1—‘?‘— K3 7“/\]0]—9&1:]-_ 7 ARG

do
gk
Q
o
i
=3
;
o
ok
%
gk
3 4
E
i)
T
%
(0]
>,
>
gk
)
lo
H oo

i=]
< B3t ﬂu} SmRel gy 4 2 BE 296l ol

ity
i)

BRalo] T Sl7EA S F7hHoR AAjsigion
FAACE folsHA Uehdon, A 679~ .802% Yehgch
Al 28 370) A YHEat AR o)) 4 P kAt B=849(t=25250, p<Ol) 2 FAHCR Holgt 574
Fo et whs, 7Md 4 A=t Yoyl BHEAL §3o] e 33 WAS AWE 23 1B
=824, p<01), BR(B=.828, p<0D), AU(B=.830, p<O1), F7(B=.828, p<OD) BT BE ehe] 37 Yo] AP
o] 3 FFE vAE Ho= veith

i ojt ot
r]I
>
:10
oﬁk
_EL
il
_>,£
o
il
i1k
_‘E
_>;L
ot
rE "
_);l_‘
3
O.u_4
=2
R=)
gl
M
p
o

o

i

Y,

oX, FlO
ol

<E 6> 1A TSI AFE o= 4T A

sgua Sulx} 93 B EE3} AL ®33 AS ; IA BAF

B SE B VIF 1/VTF

A e 784 .031 .849 25.259™ 1.00 1.00

7 .685 .064 .824 1.592"™ 1.00 1.00

A g HE 870 120 .828 7.242 1.00 1.00

]l 767 .049 .830 15.549™ 1.00 1.00

T 828 .055 .895 14.812 1.00 1.00

594 39 =2 3%
R Adj-R? F

A A 721 720 638.02""
7+ 679 673 112.18™
27 686 673 52.457
Q! .689 .686 241.76™
2 802 .798 219.40™
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V.2 E
n7je) A% awlo] tiE S77 ATl et avlRie Aula] Aol eltton AulAg Tl e AYE
e itk ol 59 7 AL9lE A=

Qlel FArHE A2 T2 A=) theto] AH]A7L ¥EgSIglom, AHRte] o¢
HslsllaS sttt 71& 7|4 tiRES wATke]l A 2 (customer
o, olo] thet BEISH J3E GAdoh|= oot TR 4 1 fAIE 2I5h
T =S 25 4 F shdolw, aat 71Het PAIE Polrke agol]l AFsto] Yt sHANE nA Selo] Algchs 553
AMHIAE o] &tHA A FAAR] BFE S5 el aiet o] 73 3 (customer experience management)©l|
izt 80| tiFEloigith o], MZAITIS] “E&(flex)’ oF 22 AlZ0]9] 537 T URE AMED I A9E A4
o]-&9] FEE sl 71740l o & |ads AFshe Aol SAsIATHeleldd, 2020. 07. 20). &, £92 90| FdS
sk Ao2E APHIL oldeBg A4 SEHT FAo] f4okar ApEskE A Algsto] o] AZshk: A3
A =017 913 o] 27 Q. olo] wet TEES oA APESRE AT B0 Mula FA e Sl
71%0] E85 AHIAE AT =QJokar itk E5] 2¥l o]8o] 7]& &Hke] EAold= o] EPgE o] AR V1&g
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