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A Study on Interaction of Cause and Effect among Personal Involvement, Satisfaction,
Trust, Switching Cost and Loyalty Regarding Casual Dining Restaurant
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Abstract

This study was conducted to provide basic data and insight into behaviors that result in increased continuous sales and
competitiveness. This was done by examining the effect of personal involvement on customer satisfaction and trust, the
effect of customer satisfaction on switching cost and loyalty, the effect of trust on switching cost and loyalty and by analyzing
the indirect effect of trust and loyalty to personal involvement on switching cost and loyalty of the patrons of casual dining
restaurants. In order to achieve the goals of the study, a hypothesis and structural equation were proposed based on
preceding research and the proposed model was analyzed using LISREL 8.30 to prove the hypothesis and better understand
the interactions between the cause and effect. The results were as follows: Six proposed hypothesis were chosen and the
indirect effect was verified. In other words, customers’ personal involvement was shown to have an effect on trust and
devotion and satisfaction influenced switching cost and loyalty. Trust had an effect on switching cost and loyalty and by
analyzing the indirect effect the customers’ personal involvement was shown to affect the switching cost and loyalty through
satisfaction and trust. The result of this analysis provides clues to better understand the eating-out behavior of customers and
proves that personal involvement, satisfaction, trust, switching cost and loyalty are directly and indirectly related.
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<Table 1> General characteristics of the subjects

Variables Frequency Percent (%)
male 160 54.1
Gender female 136 45.9
total 296
Marital married 163 44.6
s;‘;j single 131 55.4
total 294
20+ 86 29.2
30+ 114 38.6
Age 40+ 65 22.0
50+ 30 10.2
total 295
student 6 2.1
house wife 35 12.0
. employee 142 48.6
Occupation professional 90 30.8
self-employed 19 6.5
total 292
under ¥1,000,000 12 42
¥1,000,000-2,000,000 89 30.8
I ¥2,000,000~3,000,000 79 27.3
(l\/‘[lcggllf) ¥3,000,000-4,000,000 46 15.9
oY) %4,000,000-5,000,000 36 12,5
over ¥5,000,000 27 9.3
total 289
highschool 26 8.8
. college 117 39.5
Ed%cilt;on bachelor 102 34.5
ot master 21 17.2
total 266 100.0
3 Sol8 QCIEA (CEAYS A ATpolet, FH21E o]
9] AL y?=8 69(p=.47), df=9, GFI=.99, AGFI=.98,

RMR=,015, CFI=1,00, NFI= 992 Z}Z} el

e B¢ AYEm Age A ’=110.77(p=.00),
df=20, GFI=_91, AGFI=_84, RMR= .027, CFI= 93,
NFI= 912 Uehgon, Algl y?=3 88(p=.57), df=5,
GFI=,99, AGFI=,98, RMR=,008, CFI=1,00, NFI=99%
77k el

E AZHE0] AP A4 7=22.47(p=.00), df=2,
GFI=,96, AGFI=_81, RMR=_.041, CFI=,92, NFI=_92%
Ueton], FAEe] A9 x’=39.65(p=,00), df=9,
GFI=,96, AGFI =90, RMR=,022, CFI=,96, NFI= 94%
Upebst, meba Bheleeliale] et HRES Eatol
o 4 Qo] BE HEl AN E 7o) BAY @

AFEE AU Gl FOE vehgrh

3. SEedo| &}

(Table 4= BE ZAHE| JRE FAlo| Leiet =
Qo] Auolct o A A4 (modification
index)7} 4.08 $75He HEGES AAS G (Table
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<Table 2> Result of exploratory factor analysis

Variables

Exploratory factor analysis (EFA)

Initial value Final value Eigen value Variance Cronbah a

Personal involvement
-I’m interested in foods.
-1 think that where to eat is very important.

-I’m very interested in restaurants. 10 6 3.36 56.1 .84
-I enjoy eating out.
-Restaurants must show my personality.
-I’'m very careful about choosing the right restaurant.
Satisfaction
-I’m satisfied with facilities and appliances of the restaurant.
-%:m sat?sﬁed with the err}ployee’s service. 5 5 2.94 58.9 o
-I’m satisfied with the price.
-I’m satisfied with the convenience and concerns provided.
-I’m generally satisfied with the restaurant.
Trust
-I trust this restaurant.
-1 believe that this restaurant is honest.
-1 think this restaurant is sincere.
-I’m satisfied with the decision coming to this restaurant. 8 8 4.83 60.4 91
-I’ve become attached to this restaurant.
-1 feel friendly with this restaurant.
-1 love this restaurant.
-This restaurant completely meets the needs of mine.
Switching cost
-It will need a great deal of time and effort to change to other restaurants.
-If I go to another restaurant, it will be unfamiliar and inconvenient.
-If I go to another restaurant, it is probable that new one is not better than old 4 2.21 55.2 73
one.
-If I go to another restaurant, there will not be special advantages(discount,
coupon, etc.) any more.
Loyalty
-I would tell others the good points of this restaurant.
-I would recommend this restaurant to others.
-I’ll actively announce the strong points of this restaurant.
-I’ll continue to come to this restaurant. 6 6 3.50 58.3 .85
-I would come to this restaurant rather than others if the foods and services
have no difference.
-I’m willing to spend additional time and money to come to this restaurant
again.
<Table 3> Result of confirmatory factor analysis
. Confirmatory factor analysis (CFA)
Variables 5
% df p GFI AGFI RMR CFI NFI
Personal involvement 8.69 9 47 .99 98 .015 1.00 99
Satisfaction 110.77 20 .00 91 .84 .027 93 91
Trust 3.88 5 .57 .99 .98 .008 1.00 .99
Switching cost 22.47 2 .00 .96 .81 .041 92 92
Loyalty 39.65 9 .00 96 90 022 96 94

LA E 4 3%o], SAHREL ¢’=229.01(p=.00),
df=142, RMR=,02, GFI=,93, AGFI=,90, CFI=,96°2%
5 AR EE AYIL = AeRE FHrbE 4 glon,
Cronbach o ZHofA HEE( 75)1 FAE(T1)E 23
ot /A= = AR AREE AU e AR U
ElLH(.82~.86), H= AAFAHA7F A= o5kt

E ZF AAAS9] 95% 7 2] (two standard—error

interval estimate)7} Hg7H g7t AL 12 238t
A ARE mofsiglnt, 1 Aat, ojudt kAol it
THFPAE 12 ZsHA] o= A o2 UEyT), (Table
4ol AAE Aaket 7o Ji1F o= Tk, AlE], A
g, FA=LY FAAMNETEY AAEAlelA 0,27,
0.31, 0.02, 0.329] 4HHAE B FAH SR {28t
ot
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<Table 4> Measurement model result

Inter-Construct Correlations

Variables Mean S.D
1 2 3 4 5

1. Personal involvement 1.00
2. Satisfaction 27 1.00
3. Trust B1** 94** 1.00
4. Switching cost .02* 57K 46** 1.00
5. Loyalty 32%* Jx* 67** S59%* 1.00
Cronbach o .81 .82 .86 75 71

Goodness of fit statistics

%*=229.01(p=0.00), d.f.=142, RMR=0.024, GFI=0.93, AGFI=0.90, CFI=0.96

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

<Table 5> Expected LISREL result of proposed model

Path(Hvpothesi Total effects Indirect effects
ath(Hypothesis) Path coefficient t-value Path coefficient t-value
Personal involvement — Satisfaction (H1) 0.22 3.43
Personal involvement — Trust (H2) 0.22 3.47
Satisfaction — Switching cost (H3) 0.23 2.56
Satisfaction — Loyalty (H4) 0.37 4.19
Trust — Switching cost (H5) 0.30 3.18
Trust — Loyalty (H6) 0.45 4.77
Personal involvement — Switching cost 0.12 3.02
Personal involvement — Loyalty 0.18 3.71
(Satisfaction) 0.95
(Trust) 0.95
*(Switching cost) 0.85
*(Loyalty) 0.65

Goodness of fit statistics

x*=96.22 (p=0.00), d.f.=31, RMR=0.05, GFI=0.94 , AGFI=0.90, CFI=0.90

<Figure 2> Proposed model

E RS Al dghlg, Amete] A dRe] A
WA A 0.94, 0.57, 0.729] JHAAE L, A=
= g S5 HNETR] AdEA oA 0,46,
0,679 APPAE BA o, Hehulge FAE} 0,599
ARG ol BE Ao feolsiolrh. HEha 24
M) geige EAsks AoR ekt 4 grt,

4, AFRYO| Iyt 4l JpMol B
(1) dAzde] H7p
(Figure 2)+= 2 A4 A2t 7HEA= 1A AQkw
d2 ] R4 mdo] /il 2PRE Ko glo

’

(Table 5)% LISRELS 283 F2udo] 4% Aijo]
of. AQkmEe FNA o R Mt FOR Uergrh’=
96.22(p=.00), df=31, RMR=,05, GFI=,94, AGFI=.90,
CFI=,90). &} faduizo] of3) W] 95%, 4127} 95%,
Ak go] 85%, FAEI} 65%2 AYEE AR Uepy
ot ZEa AaTA & 42 9Eo], B AToA A
o 7He 95% AlFTTION BAK R fofat Jog
e,

=

K

(2) 7Hde] AT %
LISRELS 289t 72 do] 579%] Aol wp2 7
AT TS 2 WAE S Bl (Table 5)<F Lt
A, HIOH 12 1A ool wh5o] JFAE
utetshy] §igk A=, 1A e} gl wjAl= 4
A= 0.22(6= 3.43)2 B(+)9] = vIR= AoR
et Hi2 A =0, o= A9l 4ol sk 24,

[e]
8
Ao TRk olnio], Ao that B, A ol
@

=3
o) Z718. SA1H o8 Al MAEH, LAH M| Fol
79 E0) JlolA B hEo] 29H e vjAE A

< oujgirial g 4= Ik,
ol Ho%r) AHRNES PPl mX= FFRS
8Hl A9t (Kwak & Kim 1997; Yi & Lee 2006; Seo & Joo
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20061 AT-ATSE LB 0P, E ol st AR
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Aol tigt ol e, Ak o' SAFo] aZofA] & 5
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A QA o= Aot WSS STHAZIHA 7199 7
Aool2 T2 sl Fas SEHoR QIAHN 5%
ou:] ool AlZFPAL AT FAHAl Autz 285}
A E=Y(Kang & Cho 2006; Kim & Jeon 2006), 0]+
AEe] ofux] W Holwsk Al AR JS
Fh= A7 (Lee & Joo 2005; Moon 2008)2} 7HQ14 Q1 7H
o] ol ol GaFS ZrH= AT (Choi & 20079 fAt
3 Aakg wen,

uebA Y AEGS o] &t An|AbEe] HAEG ] tigt
SAA A HAERY ARl = 71 (Yoon
& Cho 2005), HI|2 31o] g AEZ | st 714 &
AR E O] Ash= Al Wk 121 11 A E FAJo] H
B4 9P T A0 HNT 5 Ut

A, H3OME 3)e Wt AEE] ST sjot
5b7] 915t Ao, 179 giFo] Heh|gof FFFS vlX]
= AEATE 0.23(t=2.56)= B (+)2] FF= A= A
o2 Ueht H3= A=l o= AA B 7]9] ks,
SAFA AR T X E27HA S Tk, Hoet B
of gt vk, AnkAQl SAH Y] WHEE 5] W] gt
He gAES A3 A] Tl A7k} 2o rﬂg,_ YArE
T A% Al Zsshar Hekst o] 82 flE A, AR A
gk Al BHE ZAF e 4] o2 o ke % B, dAE
o Agk A SR FEe W] 2Rt 5ol Hghhlgol 5

!

o

N

A5 o] Aol ALY M| &
o I:]—Olraﬂ— HE} Alad vg 52
:,I;‘G]—o]—_‘:_ ]:I]_Q.oﬂ T,H?)‘ 7 E 1250] ?ST-_’E_ Z%ﬁ}-?%]_rle 71—/\
3 € ZolH (Jones 5 2002; Kim & Byun 2006; Kim
2008), AAZ0] A7tE Mg g0 H&4E EUHT=
A+ (Lam 5 2004; Lee 5 2005; Park & Jung 2005)S
SR Ak Ueitt

e ARl A g, FURe) A1 Sl
3l Adlz o] uEo _,jﬂo] r,]-E' gﬂ/\g o7 o]ELO_ Hl—;q
shal Pl AET e F4 Aoy A 5o TS T
o= Fast aglojet & 4= itk

WA, HACOME 4= w5 S FFHAE oelst
7] QI3 Ao =, 119 ukEo| & RS 1) 2] =
2A4= 0.37(t=4.19)2 B (+)9 03?%}‘5 Hj2= A0E
eht Ha oA ARt

olelet A AR et wA] AuHe S
3HH P, A2, 2N 2L HEA FAE
(Oliver 1999)9} x|&:2] ¢l o] R-0)%], AHIE Z9] =7 =
Ao 384 FFS v|Hth= AT (Fornell 5 1996;
Heskett 5 1994)2 A A|5}= Ao & et}

uebs] sjgefe| AESe] MUk Ql NS HAES
of thgt Azl =g ol FFe vxltkaL & 4= 3le
™ (Cho & Park 1999; Lee & Kim 2003), ©]|&|¢t Ej=%]
Q) HEATE BEA FAEe] GRS vH AHA 0§
a7k 7pectal 8 2 9rk(Kim 2002; Lam S 2004;
Kim & Byun 2006),

T, H5(71HE 5)= Al=E]ef HehH]|8-9] J3FaA
°fs}7] HUP Aoz, A7} Aghhlgo] Jaka
EA4= 0.30(t=3.18)& A (+)9] I A= A
B H5 A A[AEglon, H6(7ME 6)2 4l=|et
o] FFBAE wefstr] St Ao=, AF7F FAAE
S VA= AEA G 0.45(t=4.TNE HF(+)8] JF=
A= Ao= UEht HeE AA| =T},

olg3t Atz AlZ|e} Hen|-g 9 FAAES FFA=
AEsh= &9 Se4ldat 7S EgekaL sHbAte] of
gt o]EE RHFste FEY et A2 Aedsol FF= Tl
Ztk= A3} (Morgan & Hunt 1994; Park & Jung 2005;
Chung & Lee 2007)2} AetA oA Aol o5&
o Aolekz Waoln, Aol it 584 7ol ZA
sto] 2p4l9] F oS st Aleld Adeolat a4
AL BAS TSt AT= ARRA S408 7019
TFujdso] FFS Frie= 23 (Lee 5 2005; Chung
2008; Son & Joo 2008)2} dx|s}%c},

webA] AlEs AR Stoid AALLAE ol Aol ot
2 U153 ESIL, AARE HRAE /| ZTe) §AE T

dststa mAolEe Haskshs ol upAY Heke] o

I(Kim 2009), 317

_4

EFJ
o 2% b
bu r

?z)f, F o
H 2 oot &

é
of Hl

=)



HIAEZO] TS AHIXIO| JHOIA O{=ef BHE 2|,

3to]H (An & Choi 2006; Kim 2008), o|g]3l HAEZHQ)
AFZolup AMHIAS AFTE ARpAle] Al LABle] 11
A sl0] A3 AEstAY ARSI s A om 5
Hsted= A0l FAEe FFS Frhe Aolth

(3) 7wt

APaIE 53 7HIHSl olo], B AtolAs Wt
o] 7 aYtE HESIYCH (Table 5)0A & 4= 3l%0],
N1A TAET}F AeHH]go Fodt aIE vX]= AL &
4= Qo (FEAE=0.12, t=3,02), FAE 9A] 714
Ao FFS W= SR YEGTHAHRA4=0.18,
t=3.71). ol&ke] A= Q3| HAEF | gt 14 2] 79l
A o= I AFE iR she] A8t FAE
of 7HgH o R JIFS At & 4= 9l

V. 29 9l A%

2 AFoM= Hde] HAERS o] 85te 4BAE
Aom Q1A oot whEat AlZlof viR]= G, v
o] Agh|-§} FA = vA= T, AF7F A8} 5
o] GS vA]= QA HAEHS o= &
Wlzke] Feld welwsl ARl gt FAEe] mlAL 714
a3 efsiol, A470e) o) 2712 A9 S
2 9% 7122 ATl B4E S

olelet ATRAS DA |91) MBATE B
) g ARt FAJ0] 748 HHSIIL, LISREL
8,30 T2 olgste] AGket A mae] B4
& At 7 212 Azl HaS AEEen, &
Hvks ket .

2 A9 FANE R AQ1A ol W, 41, ZghH]
&, SAEY B QlEA Aut HeH]|E(.73)S A<
gk 2= flo] 800l Holal qlof WA dido] A=
Aow yehgom, ZF 7ig 7t g1 9RlEAe] Axte
UL AYPEE Yeho] e HEe TRRIA] 29l
T25 AYIL = Aos Yt

T SAEYO] HrhE 93t AFE BT s7fHE
s AR AFE( 71~,.86)E 50, 714 Hojwo}
T, AlE], AehH]E, Sk FAAEe] A
ofJAxE ZF AAASGS 95% F+7FEA X (two standard—
error interval estimate)’} A7 E7FY] AFAASZ) 12
EgHol) ol A WATAE UZHU.

AQlet TG mH] HHS Agele] 2 2919] Q)
Aol g A A, Ak ool 1wl
Wejion, Rt UZH%c

NEE Ane et 2,

Jh 18 Q1A TolER} W] RS Tetsl] )
AR, AeIA Tolsr} me] (1)) G vlAE

ror

HIE, S4=9| QuktA A5 503

Opy

Ao tepton], 714 o= 7jol% Tojwel Alzlo] o
WAE setely] g3t Aoz, ARlE Polws} Ao 4
(+)2] e vlA= Ao e,

14 32 nkET} Ashlee] JFWAS ksl 9t
Aom 1A o] AeH|go] FRE vAE Ao 1
Efgton], 7pd 4wl 24we] JFusAS sletsly]
ot Ao, M| gHEo] FAw] B (+)9) 3 v
= o2 ept 71 4 9A] A=

714 5 A=l Ashulee] JFWAS Ttoksly] SRt
Ao, A7l Ashlo] 42 P vAE Ao
Uepton], 714 62 Alzlel 3R] JTHAS Thete}
7] gt Ao, Alelw F4wel A (+)2) L 1= A
o= Uepith,

o3 7P aTe) BAS Fa aulxe] Aol wolw
£ 0T} A=E dlE sl Qg 8T SR Je
I Aow setEodrt, ofiye] B4 ATSL dime

ol mlae] AlE Polwel wE A=) W)
L 2ARE A7 e 7MeR awol glonl, 94
HlRe] WES ofaslnd] Fa BAE AEel .

2 o) Avkg BYje AAEE AXsh oheat 2,

), 2ulApe] ARl ProlEl wE, Alzlo] 2HH<l
Jape vlA= Ao et waba sl et u
23} =S 27H0717) SelAe LA st Alxjo]
go] g71o] ohd 17 AARle) 2A8T e wAHT
Q= ZR M FAE] WRAE AZE 5 9ok, E o
Hos no] Yaree] st Aely THe] BFEe
AHl2 AHOlH 12T A4 el £Y9e] olgo] %
A B olajst B9le] w7 AgFAe) A4 st
oha wekE), wheba w2jo] dl Al etk 1Al B
e 50] AZeke Y9l HHET AR Qle) HAE
2ol gt 12 FAES 27444 F Holtt,

S, nANED A 88} 24w YHHe
GFE WAL QaRA HAEG AHAS o]gsle 1A
So] olghe vl 1ASE A& o §7K7)7] SIaA

d

B o o

4

flo o

L IARET} AEE ol thh Azke] Base AV
& 4 it

EREE!
Ao WAk, 5, dawdgo] 1A AN Projwo|
dig 8 7E50R Qs A% s A=t B4, ol
2 QI3 FEE A8 7190 ol el Hekos 1
o FHEES £ 4 9l ol & 4= et

Aol = 7]910] A4 @l uet

2]
g dero chaba Aoloh, tha] wabd AIRS Awst )
o] F4A, A, A2l B2

Oy [y o
Hﬂ
ol
1o
ol
o
=2
rir
kl
&
il



504 BWBEAREFCLEEE Vol 24, No. 5(2009)

o, U F=A4 Aeolls oEgAE HEHEE W
g = A5 QR YAEHS T Y2 YrEG

A L A

T2y AE7HA] AERE Bef o] & A7 AlEshe Al
AFOlE Etekal & Aate 2 7 ARE 7L Q)
o, &5 AFE SRt Al v Z

AT ARGE EAHE AEA S g HAER
= °ol8dhe AAEE I wiell 24 Ak HAE
3Edhs oL &
oJct,

T 2 Aol FEE acldl Q1A woj=, vk, Al
g, dehnlg, FH=e A7l FHsial 2 Hol 4
HHM A7= FHE @AolER, BY|F R S5l
© At /5 S ¢ Qlrk. mEbA % Atellae
54 dEEdS AR ARl whE FEE ] At
o= A7Eo.

als
52
2
(A
WJ
Sk
2
N
pass
filo
o0

5 o]glo] HAATOIH AN TRt WS 253
2 AFshuA sk GF APYFE AAskA S
n Ynes

An US, Choi DC. 2006. A Study on relationship between relational
benefits and customer loyalty in online shopping mall: focus
on the mediating role of customer value, trust, switching
costs. Daehan J. Business, 19(4):1461-1483

Anderson EW, Sullivan MW. 1993. The antecedents and
consequence of customer satisfaction for the firm. J.
Marketing Science, 12(2):125-143

Berry LL. 1995. Relationship marketing of service growing internet,
emerging perspective. J. Marketing Science, 23(4):236-245.

Bolfing CB, Woodruff RB. 1988. Effect of situational involvement on
customer, ues of satisfaction/dissatisfaction Process. J.
Consumer Satisfaction, 1(1):16-24

Burnham TA, Frels JK, Mahajan V. 2003. Consumer switching costs:
a typology, antecedents and consequence. ]J. Marketing
Science, 31(2):109-126

Cha YB, Cho GM, Yoon MY, Lee SR. 2001. The impact of the
corporate participation in sports sponsorship and customer
involvement on the advertising effect. Korean J. Sport
Management, 6(2):117-132

Cho KH, Park BK. 1999. An empirical study of the effects of the
switching barrier and customer satisfaction on store loyalty. J.
Korean Academic Society Business Administration,
28(1):127-149

Cho SH, Kang HS, Jeon US. 20006. Research of the influence of

affect factors which recognized by hotel fitness center users in
seoul on the behavioral factors according to the involvement.
J. Korean Tourism Management, 21(2):257-275

Choi Y], Yoo J, Kim BS. 2007. The causal relationship among
relationship marketing implement factors, satisfaction, trust,
switching costs, and customer loyalty in commercial sport
centers. Korean J. Sport Management, 12(4):115-136

Chung EK, Choi Y]. 2004. The relationship between consumers’
participation, services satisfaction and clients’ loyalty of
indoor swimming pools: focused on the control effects of
participation. The J. Research Institute of Korean Education,
19(1):81-100

Chung HY. 2008. Effects of supplementary benefits on cost
switching recognition and customers’ loyalty: a Case of
Family Restaurant Customers in Korea. ]. Foodservice
Management, 11(3):2008

Chung NH, Lee KC. 2007. The determinants of customer
satisfaction and repurchase intention in the Bricks & Clicks
bookstore: trust transfer, switching costs, and personal
attitude. Korean Management Review, 36(1):183-204

Cronin JJ, Taylor SA. 1992. Measuring service quality: a
reexamination and extension. J. Marketing, 56(3):55-68

Dimanche E Haviz ME, Howard DR. 1991. Consumer
involvement profile(IP) sale in the context of selected
recreational and touristic activities. J. Leisure Research,
23(1):51-66

Fornell C, Johnson MD, Anderson EW, Cha J, Bryant BE. 1996.
The american customer satisfaction index: nature, purpose,
findings. J. Marketing, 60(4):7-18

Fornell C. 1992. A national customer satisfaction barometer: the
swedish experience. J. Marketing, 56(1):6-21

Han JW, Kwon HI, Pyun DY. 2007. The relationship between
skiers' destination image and revisit intention: the
moderating role of involvement. Korean J]. Sport
Management, 12(4):89-99

Han KG, Cho JL. 2004. An effect of brand awareness and
involvement upon choice of product quality. J. Korean
Society for Quality Management, 32(1):102-112

Heskett JL, Gary W], Sasser WE, Leonard AS. 1994. Putting the
service profit chain to work. Harvard Business Review,
72(2):164-174

Jackson BB. 1985. Winning and keeping industrial consumers: the
dynamics of customer relationship. Lexington Book. pp 23-
29

Jones MA, Mothersbaugh DL, Beatty SE. 2002. Why customers
stay: measuring the underlying dimensions of services
switching costs and managing their differential strategic
outcomes. J. Business Research, 55(6):441-450

Kang HS, Cho SH. 2006. An effect of fitness center users

involvement on leisure attitude. J. Hospitality and Tourism



HIAEZO] TS AHIXIO| JHOIA O{=ef BHE 2|,

Studies, 21(2):16-26

Kim CM. 2002. An empirical study on the determinants of service
loyalty. ]. Korean Marketing Management, 7(2):87-115

Kim HR. 2008. A study on service quality, customer satisfaction,
brand recognized and switching cost of customer loyalty in
hotel restaurant. J. Korean Tourism Management,
23(2):259-281

Kim JA, Jang JA, Lee JR. 2007. An analysis of consumption behavior
according to apparel brand types and product involvement. J.
Korean Design Forum Society, 13(3):1-9

Kim SB, Byun CG. 2006. A study on the effects of switching costs
on the customer loyalty. J. Korean Service Management
Society, 7(2):235-255

Kim SH, Jeon JA. 2006. A study of effect of customers” involvement
on hotel food & beverage brand extensions. J. Korean
Tourism Sciences, 30(2):339-361

Kim YT. 2009. Relation between the switching costs and corporate
image. International J. Contents, 9(1):293-303

Kim, JH, Choi SR. 2008. The influence of the logistics service
quality on logistics value, customer satisfaction, and long-
term orientation: focused on the convenience stores of seoul
and incheon area. J. Korean logistics Research Association,
18(4):35-64

Kwak DK, Kim KD. 1997. Effect of involvement on the consumer
satisfaction formation process. The Korean-Japanese J.
Economics & Management Studies, 13(1):1-30

Kwak DK, Park JS. 2001. A study on relationship between fairness
and relationship quality. Chung-ang Management Review,
28(1):131-160

Lam SY, Shankar MK, Murthy EB. 2004. Consumer value,
satisfaction, loyalty and switching costs: an illustration from a
business to business service context. J. Academy of
Marketing Science, 32(3):293-311

Lee JR, Yoon NS, Kim MS, Lee YK. 2005. The impact of a
company’s relationship efforts on relationship quality,
switching cost and consumer loyalty in internet shopping
malls. J. KECRA, 6(4):49-70

Lee ]S, Kim EK. 2003. The relationship among image, guests’
satisfaction, and brand loyalty of family restaurant. J. Korean
Tourism and Leisure, 15(2):99-118

Lee MR, Joo HS. 2005. The effects of the image, perceived service
quality, involvement and perceived value on the customer
satisfaction and customer loyalty in convention. J. Korean
Tourism and Leisure, 17(2):61-78

Lee YS, Shin HJ. 2008. An exploratory study on the suppliers’
strategy for developing long-term relationship with buyers. J.
Korean Management Science Review, 33(4):13-30

Lee YW. 2007. The effects of consumer’s perceived risks and product
involvement on the evaluation of information channels:

focused on online shopping. Korean ]. Journalism &

riot

HIE, S4=9| QuktA A+ 505

Opy

Communication Studies, 51(2):426-452

Moon Y]. 2008. E-loyalty in the B2C context: the effects of web site
factors via e-Satisfaction, trust and the moderating role of
switching costs. Dachan ]. Business, 21(2):587-614

Morgan MR, Hunt SD. 1994. The commitment-trust theory of
relationship marketing. The J. Marketing, 58(July):20-38

Oh HH, Ryu DY. 2006. Influence of perceived justices on
relationship quality and consumers’ voluntary behaviors for
sport center customers. Korean J. Physical Education,
45(1):403-413

Oliver RL. 1999. Whence Customer Loyalty. J. Marketing,
63(Special Issue):33-44

Parasuraman A, Zeithaml VA, Berry, LL. 1988. SERVQUAL: a
multiple-item scale for measuring consumer perception of
service quality. ]. Retailing, 64(spring):12-40.

Park CH, Ahn TK, Im YJ. 2007. Research: A study on the
construction model for brand equity of the travel agency
with tourist involvement. J. Korean Tourism Management,
21(4):189-207

Park EA, Kwon KT. 2008. A study on the influence of extension
brand attitude towards individual customer’s perceived
fitness and involvement: focused on foodservice industry. J.
Korean Corporation Management Association, 15(3):245-
261

Park SB, Jung SH. 2005. An empirical study on the effects of the
trust and switching cost on on-line game loyalty. J. Korean E-
Business Studies, 6(3):21-42

Ping RA. 1994. Does satisfaction moderate the association between
alternative attractiveness and exit intention in marketing
channel. J. Academy of Marketing Science, 22(4):364-371

Reichheld FE Sasser WE. 1990. Zero defection: quality come to
service. Harvard Business Review, 68(5):105-111

Seo DG, Joo HS. 2008. Impacts of LOHAS image and involvement
to customer satisfaction and loyalty perceived by hotel
restaurant customers. ]. Korean Tourism Management,
23(1):399-420

Son HJ, Joo HS. 2008. The effects of hotel customer perceived value,
customer satisfaction and switching costs on behavioral
intention. J. Hospitality and Tourism Studies, 30(1):116-
129

Yi Y], Lee SJ. 2006. Determinants of customers' information
engagement and the moderating effect of involvement.
Korean J. Marketing, 8(3):13-40

Yoon TH, Cho YB. 2005. The moderating effect of involvement
situations on the importance of brand personality and non-
personality attributes: the case of restaurants. J. Korean
Tourism and Leisure, 7(4):261-279

2000 82 1Y Mi==F<4, 92 78 +E==84. 92 218 =

Y=, 98 2

e
=>|=|
1=



