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ABSTRACT

The systematic understanding of a satisfied customer creation on the internet site is very important.
Especially, this study focus on the customer satisfaction of community site and form hypotheses and test it.
results are as follows;

Community and contents were significantly and positively related to satisfaction. Also, satisfaction had effect
on behavior intention. Surprisingly, convenience and design had no effect on satisfaction. I guess it reflect the

internet environment of current.

1. A9 A7 2 A757

WWW(World Wide Web)o] 34:3) 443 2 L= olHg FARE FE3U A SHE Al
AHEol QWS AMgEla Ytk WWWwel 54 °lE7h EFA Ale|E(community site)o]™ HEARY
solEa Jez AAAY AFH AAgel AERFE A& iy Fo.
Ao} vk Aotk 2gEZ AHY ARRAEL ol R&9 AllEE 53] Uil <177t
o' EmjolRo] WEHT 1 o) &3 o= A E2H, JEHL vHAR JAA 719 g
Hiks & EQ 278 Eof thls zzte) whdcoh *(kr.netvalue.com)®] 2001d 29 o] w2 o}
mel EA AJES) e ojd a&pET glu oF AN ARUAIE F 87 IAFAIER 2
A&EE gtk olyd HL Qe =UA BN AT AV1E7H wel H2 71& ARFUE AL

fo rle

RA B2U2 FA7¢ Zohrt dok O|EQ! B AFUACN, vim<e o]2]ell ISP(Intemnet
* A3 AR R E Aedln AU AT Hely A}- =E-4 200 7.0 7.

Q3 AR AFHAYEAG F AALgtE ;2001 7. 18



906 WRAFEHEEKERE W®IGE 2001 7, Vol

Service Provider)d#|Q1 Hzl¢k, vp$-re 1gln %
g B4 AElA QAR R, shE B2l FE
ARFYE AERZ FYE 7iEgtar Joh3l.

FURARA A ARUE AblEZF 718 B YA
o QIEM mHAR AT F ole) & F =EE
53 dejolt. dHA] HlzY2a Rdo] AN
4slEla, A< wet olE geFor s
AZHo R HAFde dve Faditta Erth nabA
£ =EL AFUE AREE 7SR dith

HEL apAE ATl g Bol dFEHARL, A
3 W 3 AASote] BAR 2 FEE Wl
71 A5HoIn 71EAQ] WHEolARE 2L Ui
(RIE YAt E)yg A7 mole =3 714 3%
HpEta B Aol Ed wEG o] 8Ae YAt
O|EE AFEA =W, £BAIE] B A7
g fEE 5 33, 53 WolEd TG 140
Ale FHEAAE AFAs e v YAelE
of EXEG ol EQIET oflzt F9o A
IAE GA TET. web nADVHERS A
7 AAE AAHSE ok AL ¢ T
2. AAZ Al FAFNAN wEde 1 FEE
olgdl= o] olddzto] FaFr 1AL UEA]T)
T 205 AR FY=A AATHI6]

£ AFe el A3dT 3 AR A8E
v 2 FARUE Al|EAY] Al W&ol Mad
o} AFAFE Fof olF AT FAE EAE
o, ARUE A|E SGAA A AaEE Al

2304 Fk

2. ol 24 w7

21 77El /g 9] 2 7113 9ene] 384

ARUA sl 87 Aty 2
otk e ARET BAL worlt &7E oFY
ASE A% ARAAL L2391 B3I A% R
o WsE AL A3 Pk

Bolo] oA, “7H3EA(Vinual Commities)
t AU 44 A3 294 458
25 AYA QA oz ¥ FF 2%

fr &
o

o,

%

. 2., No. 7, July

S Hole AREY JvoE AHY"E £ Uk e
A AEEEAL AEE AEE Aol of. Al
S=Elgl /MFESA|off-line virtual communities)=
I ZolAlZogRE ZAsgrH14]. McDonough
(199N ZrpARlEe] T2 =7l A1 i <o
&AM OE e HlgEsE oBA 3F 2
£& HA=AE g

AFEHE EF  AFUA o] A(computer-mediated
communications CMC)= AAA 22l Aul-g] 228
7Vd 3FA A= FEE JhssHA stk A
7 AFUA Y, 3 JHYe AzxE M IF
A FAEE] O Ul e BAEER oo M
AZHolL AAAAL Pdolxe] AL 7H53H
34tk )AL Frh(top-down), ¥ o] T(one-to-
many)?] W& AFUANA HZE FHA FAHLE
7te] A&g 21 4 e =R FEAY 2
A AEEEAE BHsHA T Fok

a9 AFYE A4 71dAGAA oF grE
ZEE7P HlzYZ A THEEEAe S8 U
714 7P EAE B FAYES BEE FRSn
ATE AL, o Yot BAH] AHE 3k
McDongough(1997)¢] w2y 7MESAE ¥RUA
FAE& F7HIA, AR TALE A, AEE
HzUy2 71818 fEojdln, aAdERS AFE &
Aed, A2E H2UX 713 FE2SHAX BE 7}
BEFEAE A B3, BFolY AEARY =2H
A G NZE 14 {9 F Utk B2F 289
7HIEEAE Akl sl FAAHCE AFTHA ¥A
9 71E A 83 FERE ATFLEA LA
Folut AMulzd thg Aede Eolal8l AF Ale]
Ed tgt fEEGsites sticky)E E2Ith AMEEL T
LPESN HEA =Hi U2 AolER T AT Eof
24 FrH10]

Marathe(1999) =% 7|BFA AREIS] F84
£ AFIEEd, AFUEE I AL 71X (value) &
Az, 719 ARUEZRE 719738 Yd Had
FERE F5 4 jlon, o8AEe Al &3
ARUEE &33tes AES 7N, AAAdAE
AYAEe 9¥E gk g



2.2 3RS A fele]

7t H2ldn nARE

Eavls &30 BE Wl wHesA 9
WA oI LAY £ AN kFBEAY
Ae wiAE 23 BUS

AR A, kskd 2
231 offeringS =3 Zo) 4EF 317 ot
AH|AEe AL W g o] Fgles AES
Fojgct 35S ®3 slElnE] A¥xy 28l Hx
of o8 Ed(emy FAY & ATk oA 2w
A 4% N7 gaolle BT E-DEe FH
#H Azko A usichie].

o]2}3t =gl UEYl &PEA Byt ope} B
BAES ATALS EdET ARUE Afo]Ed
= upzzbA] o Flelrk

L. FRUEI DARHE

AR enle ¥5) 2AL Bs) skl
AyFos wyse AExAL drisE], AR
) APISE fE 242 /1 ge) 55 ol
of A&Hoz R 4509 FUAFE T
G52 wopze. AllEal ABHE AN, A
Al BAY A Be 38 Aa3be] ol
nEE FAST ol PR ¥
o).

2 A7E AR AlEES
FUE7) B 71 248 Agusda B

£

Ch CIXfoln} DHOLE

ARUE AlelEol tigh RS HEAZE 29

87) Aol z7)ghdd) wet 2R u} FEDOERUES
oz wald 7iw A Aotk ezl Fwt A
glo] mA% AFHoE A dRse Fo B o

PAE FA EAUETL Ao|EY EAMYS
A Rt YRR @& § I0E). oM™
%&ﬁ} £ onjAlE AfolE fARIH g
T YAl HEAEL 5 ARIEAX AEE
wa3, ggos £AFT & AeAE s T3t
A ARG uiE AR 4 ARgAEe] Hge) v
ARSI Al B3 Fasith AR At
971 o W) =28s Ov o 152

Hgst

rlr it

ARUE Alo|E uAgHSo] #F A7 907

Aol ARSL, 2AgH A, A AT
e FlojAE ol#id At 8AE BERITHI).

2l ZAsixol TAElE
@7 s ARUE Alole

30,
o
=
L
2
=
% o

A, Ao UL E F

@ e st vz 3ge] dike NHzE
AFshs Rolck AU Al 24T AFUEE ¥
At Hod el BEASe] g AdxE
AZehor oAl FEAY ST RE FAHE A4

At E Ao A FH a/l Zo4E OE A
A= @o| Yt Forrester Research(1999)0)A] 4]
g QB AR ZAMS) wEw gk RS fiatol
ES oA wEske olfe AWt AR
B3EATIE 1 AfolEV) AEdhe $53 Huxgn

Sstglom6], YAelE Bzt Aol Evans and
King(1999)2 TH=E F8% %‘71—&;& Horon,
g2E UEd WFM 84EE 1HE o, 289
g4 FRe 7MY Fastthar SATHIL

3 Szymanski and Hise(2000)2] Q7oA E (A

FRRIL PHEe] A 4FE viAlE Ao e
g, Adxe Woe AR WelET We v
AdlzE 9EL o] AHolzw o & 4 gtk

of, DH0IED o

WEd] 3 N)E2ATE AuEY aAREE A7
i oz 2 PYme] o IFE iXe Ao
YERGT{17], {111

“Qlelulidde] AHEARIA FHQARI0] IA

=

[Xe 9% B3 A77ehe wielM 7:1741-’?—(1999)
T AREdo]l uAwEd A+ dFE Az, 2
ArkEo] AT BRRIFM FH(+)o] FES
A ATHI.

N

u]%z

o
=

Hi 04ekED EHdE

ZA4d) thate] B3 nAL A diste ©
zsln od 73t Bk FAle) digte] FAne
2 gol Ja FAle} AEe) gt 5Ho = B8Rl
oA ojo}r} SKortler and Armstrong 1999). B}
D3t AlolES] B HL Aol Eod] th3ed]
gololA vz olorE &ty £33y & A

Hulxgl 717

E-IRAS I 4]



008 EEPTEEEHEEE R 2001 7, Vol 2, No. 7, July

olt}. 18]a ojepze FEAZHC FA(word of mouth)
& Au| 2o tig 249 HrleA Fadd, o=
AJH]2:9] 73 d(intangible nature)®)E o] TH8].

3. A48y sMAALA
o)l ol2d REE AR ARUE A)E

w3e] 2329 Aol U BEe FAHST
20 B HEE WS,

(32 1] H3aE
{Fig 1] Hypothesized Model

Hl : AJo]E o]&A] A3t AAEFE Apo|Ed]
g BHEL FUH Aol

H2 : AllE BEA] ARUE FE0] Eohn A
AY5E AlolEd @ VEL F71E Rolok

H3 : APJE dzile] dis] 33z AAErE
APl Ed tig B2 F71E Aot

H4 : Apo]EMe) Avlzo] ths] FHHoE A4S
£ AolEd] B VL F/HE Aol

HS : Alo|2o] s BEE5E P E(AYRIE)
T 371 Rtk

H6 : AlolEd] i3] 9&ET-E ERPTS #L4Y

ot

4, ZAEA

zdg AFFo2 HFH] A8l LERAE 24
gtk AN ERRE AU E ARlEE dA o83t

7 glE 2002 ST ol ARUY Ael=g 7
3 mo] olfshe @ZBolgkn Wusly) WEolth
22ze zAe st 2 @Az B
FEZZHE olgded, ot - AEAY A
Haags g4 oz st

2001 6€ SYRE 6€ 11Y71A] % 20059 A
£Ag WEaa A% Hrsigen, PN 9
1988 A2 HFACE 18179 YL A7E
Aol 413tk

Aol gt AL gt 2ol Atk

AR HIde RPN HHAA Aol
£ olgsied) BeFE dvisie Aoz AllEd]
A RARE dedl drhd Hejsta A&tE 57
B TH2].

ARUE) o ZHe Ao|Esh HEA Aure
AEIFE T F Y=E T FEE 3=,
FAHoe £33, ANY AL 2 A
$o) wEA 457 LRE ENFE TR 24
shsick

tale) g 24 3719 Qe ElolA] Hrt
28 AR Ehtp//www.elirekypublic)?t  ZhE
Qo0)e} BEIFES FHE FARAEH, AL
YAIE ol8Ah Lale AolEdl g A7 of
goe, A5, Bekdclan, 4] A849) A
2 2339k

Adlzo] U =HL Evans and King(1999),
Szymanski and Hise(2000), Z&]2 At} 3(2000)8] =
AR FHoE AP, AFHE FEY o
F3, 84, A3, ool eR S ATh

ApolEof tigh AMubAQl RIEL LA A Yyt
Aoz ol ol 27X WSHEUFS HE(16]
9} EAS7E V. A% (Spreng, MacKenzie and
Olshavsky 1996)2 =73}t

YAlES WES o187 APIE BE F B
o2 2 ATNE PSAAEAEID} BT
< 2R3 P e dYIEoR AR gx
7t deAE ESAHYUL, BHPEL Raymond and
McClure(2001)2] HEEFE J3dol] 2A AN
A e, BIEE FHAREENA ol
sl AFAHoE G AT LAY Al
TEANA WYL BleAE FAEsiAth

Lo

o
o

nr

=

[>
i



254 24

1 e E4

o od 2 -E fun
oo & oo
lo g g
fE2WT
il (]
S o, 10 HI L
o m <2 l:l-;
b < r
4T = i
m)% of, OE
N ]
o 95
Tat e
T s
+ z
=
- o
=

ol
D
il
rlo
2
et
o
ro,
o
P
tlo
ofN
o
ox
ol
>
2
oo
g
hul

i
oZ,
)
ok
32
o

5.2 EAET AN A

£ M e *—5’:2?} o AFHE ¢
Cronbachs aAlFE ’5}9&1 o Ax RE FANd
o W%} FEa AOE U =
2ol g 4859 Hz9 affd 5392 WA
BT AEgE dojzmele 1¥A gES AAT
43 6792 Uehtor, ARUEC BE 4829 o
2814), TARIG] U3 4812 9) agh(732), Ao
e 6359 agh(.715), WL g 23E9] aft
(677), EBYFol thet 2359 agh(646) =4}
Al glo] Hlud gL A4E& FrR3I|
SAEWL A4S $58 A S35 o
A gQAs] A8 KR1EHE dAEAAL 4 4
258 A9 TN Bkl dRde on
sk

1
L
o

L

o

AFUE AlolE nATE| #F A7 909

5.3 977H33A

<H 1> BEEQ [i8t MBS0l CISgHEA Zt
<Table 1> Results of Multiple Regression : The
Antecedents of Satisfaction

F B | EEERRAE| @ pat
ERA 128 1.380 170
HSLIE| 184 2.176 031
DAl 027 0.293 770
FE=x 195 2173 032
ZEHHR) 104
Adjusted R2 078
Fgt 3.925

“AlolE ol g Heslthn ALYLE Alo|Ed
i WS F71E Rolthreke ML SAAT
7} 1282 deht x, WEEAAS dlE tBA%
o] 1.3800]x felFol .1700]17] MEd] 5%Fol5
TAM AFBAE 7RIt 7ML AHEA Yok

ol fEjutete] Y HF&EHAS YT AR
gt 2 d7ole Heldg %MH %OIAUr A
9 £52 ESH39ed, HT B Ags] 2
EEALE AEgo R HWWEWOIEA £82l
o024 HEERE aA Fash *Mow =
Ao g HAlth 5 ARFUE Alo]EZ Hédre
atol7t A g Aoz Azbgrh

“ApolE WA ARUYE

L 7

Zo] EoT A7

g4E Al g vEe UM Rojnkree
(7H)E oA He nke}l 2ol A=A
“AtelE TizRle] thE] FAAZ AAYFE A}

o|Ed] it wkES ZUl8t Ao|thrghs (73S
SIAAS7E 0272 Ve, ANEEAASRN e ¢
A 29302 wj$- vy ool 7700]7] o

2o 5%HYSFoN APPAE JMATE JHHe
A2 2P
ATEAHZ B W) FFT AIE 9ARIe AS

ARIEE WES ARA L oUAE AoE A
€ REAT ©Ee] Jdgeglere arkAl FaX
o L

“*}01_@1191 Bd2e) Ul 33He2 AREes
2718 Rolthrere (M
2 et ARsAAse] B t

==



910 HEIFEEEKEEE HEE "2001. 7, Vol

FAF] 2.7130]1 frofgEe] 032017 HE 5%
FredFEadA d3aAs 7Rcke 7Hde A9EA
o Az Adart R A& delole
g2 f83kn gAn Beusin BEPRY Alole
Z 3zt 2 olFojiuy EASE I AEd

WS o2 yestt

<H 2> A0 (S O=0) slEA it
<Table 2> Results of Regression : The Antecedent of

Behavior intention

2 B EZSSH Al g} pet

o= 386 5.124 000
2R 149
Adjusted R2 143
Fgt 26251

“AtolEol did BEETFE FAdE(ATEAR)
£ 2718 Aeltkraks (MSE Eeld B kst
2ol AU

<H 3> SHAS0 (et 0=ECl 2N Zilt
<Table 3> Results of Regression : The Antecedent of
Complain Behavior

7 2 HESBHA= gt pék

o 081 781 437
ZHH+R2) 007
Adjusted R2 - 004
Fat 611

“Nolzol sl DEHUSE $HYFL YT A
otk ehe (H6Ee AYHA BT Aol g
¢ PEASE BUF ARo) AVIGE FuAg
Sl olop] A S9N R AFHoz
E=aA g A0 vepit

. 2., No. 7, July

6. 48

AZATE vgoz @ B I3 A 2
de AR oy 2o

A, AolE #sl(navigation)o] HejAdo] AT
of @Fe wA Folgkn sMEE HASFAAT I
FAZE 4FEA Edtth v AdEyl BES B
W HZ 2A&EFAY 8RN FEG Sk 94
B OgE3le WEASLS YA)E g EHe
A ge AR AZEd. uA =g 1y
AHE-E AR o= Am 3T A F
& AAApolEREY 3 oju|R] FEALHS P
Ao wognh
A, ARUE Al|EAA 9] sz v}
83 AL AFUEE WAL AOJE 4x)
2

o

Bl JHEEEA 75 5% 8T w2
IAFA =8dfel Aok ole MYAT 2 4%
ARAQA AZEANXN FT YA

AR, AplE Rl sl FRHoZ A
Z Alo|E tig 9EL U1 Aolgln e A
AT, 2 AVE 4FHA gdsith d7EAds
gzle] AHT sjA WEAEel 9Esle Ao
ofdg HAFT AM YAOJE TRl o= Ax
EF3), AR ok 53] dAlY FdFAEE
A=A gz #Hojoka HlsstA gt
© Ao] BERA AAYH W2FE Fopn we
3 B A|EEO] A YRS Eshent
aATEY] ARl RA TRRIY FoAL A
g9 & = ok

dA, Adze $E9 FoAPHFAS
o} oz BE ARAT F ZHE ARAYL AsdA
9] F43 A A|E faRIE FL/FAT F
KT} 228 AL AloJENM AT FEIL T
Haa &3] HulolE Hi {-8stn g g
ety BEARE AF3= Al|ER ATl & 9
Fojz{ok gt

oA, 952 AR gz FFE vXe e
2 Uebddh AR 9xks UEAY THEL B
AEHA B A= F UL AEH) &A=
ZAAN 02 A AC|EWo XS] &%, BINZ FI =
28 WAYAMA oo FHE Aolth.

rr oX

2

e ofy



2 a79 FAH v
2o,

A, B ATe ARUE A|ES wE89E ¥
3| 3A} o}%lx HAHQ] A7EHe] dggoe] @
Holrh

54, v d7oME AFUEC Bt 23&
T ATE Bast A oA, ARUEG Aol
JEE, TF, FASUGe] FA(Bamatt 1998)E <
T8 Har} A& Rolth

AR, W& BHPEIH BAVE dSHA F}

] ]2 °q:rL°ﬂ Me TE 371 39 Y
A7s) B et g Aotk

AP ANE O

d
s

* FAE

(11 AT, “Qede] ArAvz F2850e) 1A
wEe] wxe A B/E A7 nANEAY
A, A1HE, 15, 1999,

2] AAE, “ANefdl wAR A2F A Alo]E R
8900 #F A" AU HAEY =&, 2000.

[3]1 gtelz, RIEUll7Ie] =, 2000, hitp://guide.lycos.co.kaf

[4] olelrlzY, HAg ol7]Felst ARFYE], 2000.
10, http:/fwww.i-biznet.com

(5] obolulzdl, 2213 AFYE A71E F2 A
A], 2001.3, http:/fwww.i-biznet.com

(6] oldF, “ANeAdl &BE o]&xte] AEYF 2AF

[del A A %‘”EH HRARERY] =1, 2000

ol IER, ARHE AlE A3 ¥4 3

7}4], 2000.10, http://korea.internet.com

[8] Christopher Barnatt,
Financial Services-on-line Business
Potentials and Strategic Choice,” International Journal
of Bank Marketing, Vol. 16/4, 161-169, 1998.

[9] Evans, E. King,
"Business-to-Business Marketing and the World

67}

~4

“Virtual Communities and

Jeolr R. and Vanessa
Wide Web: Plannning, Managing, and Assessing
Web Sites,” Industrial Marketing Management,
Vol. 28, 343-358, 1999.

{10} Joseph Conthrel and Ruth L. Williams, "On-line

{11]

f12]

{13}

{14}

[15]

(16]

AAFHE AllE AT AL A7 91l

Communities: Helping Them

Form and Grow,” Journal of Knowledge
Management, Vol. 3(1), 54-60, 1999.

Joseph Cronin, JR., Michael K. Brady and G.
Tomas M. Hult, “Assessing the

Effects

Satisfaction on Consumer Behavioral Intentions

of Quality, Value, and Customer

in Service Environments,” Journal of Retailing,

Vol. 76 (2), 193-218, 2000.

Kotler, P. and Armstrong, G., Principle of

Marketing, Prentice-Hall International, Inc, 1999.
Marathe, Community  Online,”

Durlacher Research Ltd, 1999.

McDonough, M., Frequently Asked Questions:

"Creating

Virtual Communities, internal paper prepared for
virtual community hosts at the Thomson Virtual
Communities Laboratory, 1997.

Raymond and  McClure, “Recognizing
Cross-cultural Differences in Consumer
Complaint  Behavior and Intentions: An

Empirical Examination,” Journal of Consumer
Marketing, Vol. 18(1), 54-74, 2001.

Szymanski, David M. and Richard T. Hise,
"E-Satisfaction: An Initial Examination,” Journal
of Retailing, Vol. 76 (3), 309-322, 2000.

Tayor, Steven A. and Thomas L. Baker, "An
Assessment of the Relationship Between Service
Quality and Customer Satisfaction in the
Formation of Consumers’ Purchase Intentions,”
Journal of Retailing, Vol 70 (2), 163-178, 1994.



912 BEPAFEEEHEEE HCE "2001. 7, Vol. 2, No. 7, July

1997 oioista A 24

1999 gt P srai XD

20019 8¢ Jdoistn FFE
HALA 8

2000 ~ @ ot E RS <l
Ejin Ay gt AYFAL

TR A, 23S
%

19813 opFtjEta  AAF Y
et

198519 7t AAYEE T
(X4h

19963 t)+7tE sty MISA
(AP

1983~ @t RRONE
AFEAEAG o

HdEol : AR, MEY, EC




