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25E& 93 AMOS 405 ©]&3t4%
om 914 aQRAe AN B
942 ARyt ATANE T4
Su 9 FETHY ANPUE =
37 99 AFES B A
7l&£2.2 GFI, AGFI, NFI, CFI, RMSEA
2 o8t FNH aRY =4
23] CFAZ ¥+ <3 5>, <i% 6>
3 o] ehgth mA S M
24wy RPE A5E Aund

x*=51.69(d.t=13, p=0.000), GFI=0.957,
AGFI=0.907, NFI=0.946,
RMSEA=0.058% e, #i: A7

Extracted)2 7Ndoll oisl] A x7F A
g Ade A 2715 e A
o2 7+ Jhde AVEZ} 06 ol go=
et o2 SA A9 gl E
% (Composite Reliability)e] 2E
T 07 ooz AlFAdo] AAHHL,
oz UAHSTY CFAZZE
<3 6> o], AT SAHRY
o] BeheAa7} 4 2=306.18(df=155, p=0.000),
GFI=08%, AGFI=0.8%6, NFI=0947, CFI=0967,
RVSEA-00T0S. 2 YEFLY & A< 8}
I HREA O wg- vhS e A}
=

HolFa gtk AT B

of Wz VAFTARE AYstae =
g T fsFo g 3alE g S WSSl Y E441F =(Composite
th gk Al daiAE pgre] B Reliability) 9] #t= 07 ol4o= 714 2
F 005 olst® FostA yE, H o< skl oA A= AlFAY Bl
FTERAS A7 S & F Aol BAZE Sl Aog Algdnk
Jth. F=EE BE T (Average Variance
<E 2> MHFo] EMMNM QO0lFEY
P = factor Cronbach’s Eigen -
¥ SRS
W Eae loading Alpha value At
Bl 913
Ao A B2 8830 .886 3.041 43.448
B4 828
B3 804
B6 833
] o] A B5 152 635 1.760 63.595
B7 .659




<E 3> LMEH o BN Q024N
B G b | Al | e | eAwa
C9 917
C7 895
573 C10 857 950 4512 22.558
C8 854
C6 821
C2 902
C1 865
3 C5 862 949 4.350 44310
C4 847
C3 807
E4 838
E2 801
A= El 800 973 3.943 64.027
E5 79
E3 787
C12 879
Cl4 838
27 cl1 815 915 3.912 83.588
C13 789
Cl15 187
<E 4> FHMY ZF S22 24
310 H] 1o AR 473 7]
1o 1
Hletel oo 1
2943 | o %oy 1
P Gom | 00 | (o8 !
7] 0,475 0.27 5 0.5055 -0.12x 1
(0.08) (0.06) (0.11) (0.07)
= 042555 0.27 35 0.59s5 ~0.65% 0525k
oo (0.10) (0.08) (0.14) 0.12) (0.11)
© p<0.05, *x @ p<0.01, *+x @ p<0.001
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<3 5> 2Mu{ gl =lolx QOolFE4
W 2= S : Std Composite
SR g=r | Estimate | oqtimate SE CR AVE Reliability
b4 1.000 0.779
o b3 0.979 0.699 0.076 12.941
2 674 891
U R T 0856 | 0070 | 16568 | OO 089
bl 1.148 0.932 0.064 17.832
b7 1.000 0.820
b6 1.120 0.909 0.180 6.227
H] ¢ o] 0.670 0.855
b5 0.812 0.705 0.133 6.091
Fit: X2:51.69(d.f:13, p=0.000), GFI=0.957, AGFI=0.907, NFI=0.946, CFI=0.958,
RMSEA-0.058
< 6> WMHEH Lol SolX QolEY
W5 | 3% | Estimate | oy | SE CR | AVE | Gomoste
cl 1.000 0.868
c2 1.068 0.927 0.037 29.243
A c3 0918 0.843 0.047 19.670 | 0.785 0.948
c4 0.945 0.903 0.042 22477
ch 0.860 0.889 0.040 21.722
c6 1.000 0.868
c7 1.183 0.907 0.051 23.216
B2 c8 1.154 0.889 0.052 22.285 | 0.795 0.814
c9 1.103 0.917 0.046 24.142
cl0 1.139 0.878 0.052 21.979
cll 1.000 0.827
cl2 1.147 0.829 0.052 22.207
317 cl3 1.075 0.813 0.068 15.840 | 0.666 0.703
cl4 0.885 0.787 0.065 13.613
clb 0.955 0.826 0.060 15.805
el 1.000 0.960
e2 1.177 0.964 0.027 43.281
FAE e3 0.930 0.913 0.028 32.701 0.882 0.889
ed 1.076 0.931 0.030 35.794
ed 1.130 0.928 0.032 35.197
Fit: X2:395.18(d.f:155, p=0.000), GFI=0.894, AGFI=0.856, NFI=0.947, CFI=0.967,
RMSEA=0.070
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<E 7> AT (= Zhe| B Ao st Ad Z 3t
714
7+ AR Estimate | Std estimate SE CR D 2 %J
iy
dol->=4 0.972 0.734 0.111 8750 | 0.000 | 1€
Aoj—>HA -0.439 -0.405 0.090 -4.899 | 0.000 A
A1 A o] —317] 0.881 0.910 0.101 8.711 0.000 A &
= vl A o] —FH 0.663 0.284 0.214 3.095 0.002 A &
H Ao -84 -0.356 -0.186 0.179 -1.986 | 0.047 A &
H| A o]—37] 0.993 0.581 0.217 4584 0.000 A 8
TA->TAAE 0.336 0.336 0.045 7.499 0.000 A €
72 | RA-FAE -0.619 -0.507 0.052 | -11.968 | 0.000 A
- A= 0.334 0.244 0.064 5.201 0.000 A &

Fit: x*=591.674(d.f=254, p=0.000), GFI=0.884, AGFI=0.827,

RMSEA=0.065

NFI=0.932, CFI=0.960,

<E 8> YERd HEep o] o] = Abolel Abol7b gllar o= <l
A AFYAel A HdojH AR 7HAd3E A E A ekl
Aol Z3E Hus) 2 A o
<¥ 8> FFuUAHolde Hea Xtolof st AY Az
model y? df (& yDtest D
7] B e 591.674 254
olojysu o} >34 591.767 255 0.092 0.761
Q1ojvsh] 1o} >8] 591.732 255 0.058 0.810
Adojvsr] Aol ->317] 591.802 255 0.128 0.721
7MA4E <E 9>, <F 10>°] YE HagEzke] Al dolA FJa A
wowkel o] ujel Ao wep oA ol Hdt 1 A Ao AFY
oA AFUAelde]l A W (T Aol de A A 3 (FAHA 7A,
AA 24, FAA ZA, #7Del A A4 A ) or s AR
T2HE B A=A Gotr 7] 9l E) of ztol7t AT =F, Aol ARY
Bags sHoE Myggdol =& Aol dujd £47He] FS A
@3 AlFgde] =& JHS FE3A 37t e Ao®E ueylth =g
o agla T o digh AREA Aol AFyA el de] oigh iy
S wgo @ (2xe] HAES Ed 7} d £ FaAg 529 74 A



307

3k

wl do)d A

o] =

dr Ko T T r =
~ < X X T T
T o u@mﬁmﬁm @M i | |F | (T T Ar " o o
_ NX B w|® | TR |R|I® I o
il N o "go T
- o1 O ™
=) = s
— . = = — —
B =l o « - = B o o J
T o | Bl L]zl LB I R B W LR
= Al Q x| % 1 X
Mo U Bis| 2 RUf = 5|58 Toorw
= = K o 2|8 = K4 < 0| | 5 = 2 0 ® R
o X K < || < = g I PogE
4 = _ 4 < | < | < N oo = of
. - A pE M
X Y X0 e o qﬂ
Ep ht a )
e w loolos|os| o _ w |ololo|o T O !
T WX A @ | S |B|B|B|B 2T oy I
_ =T X x = T VX w ¥
6y = [EX 5
A No oy N i 0| | @] do pE B2 =
7 - EEJSES ) 2 5(8|3 CHE S GG N
T % o 1ol - 1BE=]S = o |6 || R oo B T
= R ef o o o I I
zl
e Ry
i} - | - 1) oY AR —
GICNCICHN ) I AT R BRI Moo
% E T | O gl & — | ol gialgl 8 - Fo R
= 2% d2a] BSIElE e | =] |S|S2| ¢ 2 g T x
R L B ER : X Iaf
SN E W[ 4 T i - T %
o %o o o M T T o QOl~|cy * D__A o
B2 o | zown sy fse] Bsy K LA S| ~ p
o e K N S RE] I S | @ =1 B i
- op M s = 2= TIele| = ol ke
CHTRGEE-  - I  d  cs S L E
R = 3 s m 9 g F
T b & ¥ A wolw| x| = S
WP o ) 3[R 2 T | o || wy ok 2 o U
my = [ 3o ) o] BNk % o 4r o
=i I U 4 E ST I . Al oy
T ¥ 2ttt g A T . G
oA N S g VR glelele| € 0 ® o
™ 0 Llo|E|T| < Slalwle| € 07 Ly m_moT i
ol ™ = |55 A ol B i ) Y gl n A
™ T d o . 1P : s
* * W 1. YOM \._ml

X3

Ll

R

A, AR 70l Aol

3]

A



eI AEAT AR A%

308

Al M A

O
A

)

5]

<

1513
=

213

FyAeldo =

00

ol
00
Bo

ol

o)
o

1

gl

8

A

2}

4

o
AfU 7ol dT o)

Ao

o|
TR
o
o
o

—

0

|

o
o
Nfo

H Aol A

A, Qo)A

FegH-E 2ozt vEpA kgt

L
L

Ay A, w9

el kA=

gl

}E}

o 2y

2= 0o
T A

o}
=

A4 <ol

2 -9)

0101 B

¢

il
i
M

To

ZHA ¥= A H(Martin & Gentry,

=

o
a

she] AfIA Aol A

<

A7t et oe e

1997) i

g]

|

[e]

Bk 2

o
=

<0

Y
N
T

)

—

O

4
el
BE

el

B

2k A]
= 1

o Boln AlgHom v

B!
e

7A
)

F(Salovey

o
Br

)
N

o7
o

i
I~

)

Eis

& Rodin, 1984)¢1 A}3]# Hlnz <l

T oUe we opga, AR

—_
o

el

# ¥ (social comparison jealousy)®= ¢l

o)
N

il

a1

—

o
ToH
£

ol
Gl
X

pd

(32

ol
M

A, AH 7ol

=
=

st

oL
o

3

o=

il

%

4 v
CERECETRRE
o] 7] rar}

E

o]
3=

SIS
=]

9
A=A FEATI

o] of

e

Al
S|

B

o]

Zolth. vAA,

S ESERE

L
R

=
=

_g]

=

AF-AH oz g

AHow Yl

<13
=

00

et
2
=T

B!
A
B
ol

B

o

)

He= =

ki3

ol o

e} o

o

ol
_r
o
2

el

pzel

el

o
TR

#l



309

3k

T
T
aze)

X
27

oj

g A

&

3}

Tk

1k

]

[e]

=
=

SEEE

17}

°]

—

A

o

o
o
pla!

oy
©

—_

0

Tl M=

ofuet o4

ol

;00

o}, kA

A

ol

]
v

RLS

HH

o

il

kel
e

EEEL

B

ol 7t

o

3

oo
ol

2ol

R

9l

e

A, ay

3]

A

7N
3Fal A

S

oF
)
;Ir‘_yl
7o

il

o
B
KH

o]

x
A4r

ol /3 s}

Aol 2}

che

H
Nfo

gl
o

il00

U

}_

S

A A
i

k]
pal

EET b

=
j=}

4

1
.

Aol A

_El

1o°

E

.l

7ol A

b(‘)]:

i

o o
v

lzxﬂ,

A

sl

—

N

]
nE
of

o
o}

M
fvzel

X
Nr

el
T
00
o
N
%0
o)
70
4r
o

H
[=1
)

"

W

B
e

—

O

o
B
gl

o

No

aul g7l wheh Abold elt). thAl

ﬁo
B
o)
KR

—_—

0
=

o

wr
00
o

BN

=

]
A
KH
e
al 7}



310 A9 ARAT A3RH A2

]
ki
Ao
ror

—

o>
[>
X,

}3]. (2005) A 1)

R
=
>
ol
e
=i
e

e
KS)

2w
2
2
=
re.
2
2
Y

ok
re
R TN

N
o
o
ofy
o>
o
fru
B~
e
2
%

(]

4 ° o

, 16(2), 111-146.
5. (2007). Alv]=

oy
oz

2
o

0,
9
N

K

=

IR
2

=~

el

o
2o
o

XN o
rlr
of
oft
o}‘_,

A %

-+, 18(1), 97-131.
3]. (1994). Ethnography
Zegayelel  #st
A, 74

FERESIEE

1

o
B
=
2

off
2

i

o3
BN
oy
oi

%
1
[o

=23

E

i,

o e
T, 5(2), 45-62.

Babin, B., Darden, R. W. &
Griffin, Mitch. (1994). Work

and/ or Fun: Measuring Hedonic

2
o
2o
-

a4

&gl Y o

o
O
ox

off
N
O

and Utilitarian Shopping Value.
Journal of Consumer Research,

20(March), 644-656.

. Belch, E. G., & Belch, A. Michael.

(2004). Advertising and Promotion
. An Integrated Marketing Communi—

cations Perspective (6rd ed.). New
York: McGraw-Hill.

. Bitner, J. M., Booms, H. B, &
Tetreault, S., M, (1990). The
Service  Encounter Diagnosing
Favorable and Unfavorable

10.

11.

12.

Incidents. Journal of Marketing,
54(1), 71-84.

Blackwell, D. R., Miniard, W. P, &
Engel, F. J. (2001). Consumer
Behavior (9rd ed.). South-Western:
Thomson.

Burgoon, K. J, Thomas, B, &
Michael, P. (1990).  Nonverbal
Behaviors, Persuasion, and Credibility.
Human  Communication  Research,

17(Fall), 140-169.

. Crosby, A. Lawrence, Kenneth R.

Evans, and Deborah Cowles(1990),
"Relationship Quality in Services
Selling: An Interpersonal Influence
Perspective,” Journal of Marketing,
54(7), 68-81.

Coulter, S. K., & Coulter, A. R.
(2002). Determinants of Trust in
A Service Provider: The
Moderating Role of Length of
Relationship. Journal of  Service
Marketing, 16(1), 35-50.

Darian, C. J, Wiman, R. A, &
Tucci, A. L. (2005). Retail
Patronage Intention: The Relative
Importance of Perceived Prices and
Salesperson  Service  Attributes.
Journal of Retailing and Consumer
Service, 12, 15-23.

Dick, A. S., & Basu, K. (1994).
Loyalty: Toward

Customer an

Integrated Conceptual Framework.



a7z Aol Aol AxuAeldel 24

] a]-ﬁﬂ—q_ sl

1 O A=}

el

SR = PA = 9T

13.

14.

15.

16.

17.

18.

19.

Journal of the
Marketing Science, 22(2), 99-113.

Donovan, J. R, & Rossiter, R. J.
(1982). An

Environmental

Academy  of

Store  Atmosphere:
Psychology  App—
roach. Journal of Retailing, 58
(Spring), 34-57.

Friedman, H. H., & Friedman, L.
(1979). Endorser Effectiveness by
Product Type. of Ad-
vertising Research, 19(10), 63-71.
James, W. (1890). The Principles
of Psychology (2rd.). New York:
Holt.

Jandt, F. E. (1998).
communication. Thousand Oak,
CA: Sage Publication.

Klopf, D. W., & Park M. S.
(1982).
cation. Seoul: Han Shin Publishing
Co.

Mano, H., & Oliver, L. R. (1993).
Assessing the Dimensionality and

of The

Evaluation,

Journal

Intercultural

Cross—-Cultural Communi-

Structure Consumption

Experience: Feeling,
Satisfaction.  Journal  of

Research, 20(3), 451-

and
Consumer
466.

Martin, C. M,, & Gentry, W. J.
(1997). Stuck in the Model Trap:
The Effects of Beautiful Model in
Ads on Female Pre-Adolescents

and  Adolescents.  Journal of

20.

21.

22.

23.

24.

25.

26.

Advertising, 26(2).

Mehrabian, A., & Russell, A. ].
(1974). An Approach to Environ-
mental Psychology. Cambridge,
MA : MIT Press.

Oliver, R. L. (1980). A Cognitive
Model of the
Consequences of Decisions. Journal

17(11),

Antecedents and
of Marketing Research,
460-469.

Oliver, R.

Consumer

L.(1999).
Loyalty.
Marketing, 63(Special Issue), 33-
44,

Salovey, P., & Rodin, ]J.

Some

Whence

Journal  of

(1984).
Antecedents and Conse—
quences of  Social-Comparison

Jealousy. Journal of Personality

and Social Psychology, 47(4),
780-792.
Schwarz, N. & Clore, L. G

(1983). Mood, Misattribution, and
Judgments of Well-Being: Infor—
mative and Directive Functions of
Affective  States.  Journal  of
Personality and Social Psychology,

45(3), 513-523.

Sundaram, D. S. & Webster,
Cynthia(2000). The Role of
Nonverbal Communication in

Journal of
Services Marketing, 14(5), 378-391.
Swan, E. ], Fredrick, I. T. &

Service Encounters.



312 AN ARAT A3RH A2

21.

28.

29.

Silva, W. D. (1985). How Indu-
strial Salespeople Gain Customer
Trust. Industrial Marketing Mana-
gement, 14(3), 203-211.

Swinyard, W. T. (1993). The
Effects of Mood, Involvement, and

Quality of Store Experience on

Shopping Intention. Journal of
Consumer Research, 20
(September), 271-280.

Verbeke, W. (1997). Individual
Differences in Emotional contagion
of Salespersons: Its Effect on
Performance and Burnout. Psy-
chology and Marketing, 14(6),
617-636.

Westbrook, R. A. & Oliver, R.

30.

31.

(1991). The

Consumer Emotion Patterns and

Dimensionality  of

Consumer Satisfaction. Journal of
Consumer Research, 18(6), 84-91.
Wilson, J. E., & Sherrell, L. D.
(1993). Effects In
Communication
Research: A Meta-Analysis of
Effect the
Academy of Marketing Science,
21(2), 101-111.

Yoo, C. J, Pak, J H, &
Maclnnis, J. D. (1998). The Effects
of  Store

Source
and Persuasion

Size.  Journal of

Characteristics  and
In-Store Emotional Experiences on
Store Attitudes.

Business Research, 42(3), 253-263.

Journal of



27 RRoAe AR Aol A wgt A FAEe WA= 9P 313

Abstract

The Effects of Communication on Emotional Responses and

Store Loyalty at Customer Contact
- Focusing on the Moderating Effects of Salesperson’s Attributes -

Kim, Sook-Hee * Kim, Yong-Ho"

This study analyzed differences in the effects of communication with
salesperson’s on customer’'s emotional responses and store loyalty at
customer contact focusing on the moderating effects of salesperson’s
attribute. This study recognized the need for expanding the results of the
prior researches to widen the understanding of communication, emotional
responses, and store loyalty. This study tried to, first, examine the effects of
communication between customers and salespersons on emotional responses
and store loyalty at customer contact; second, determine the effects of
reliability and attractiveness, which are attributes of salespersons, as
moderating variables; third, examine relative influences of verbal and
nonverbal communication on emotional responses and store loyalty. The
results mainly showed, first, that communication significantly affected
emotional responses and also had significant effects on arousal as well as
positive and negative emotion, contrary to prior researches; second, that
emotional responses significantly affected store loyalty; third, there was no
difference in influences on emotional responses between verbal and nonverbal
communication; fourth, the effects of communication on emotional responses
depended on attributes of salespersons, demonstrating interactive effects
between communication and attributes of salespersons. This study intended
to provide theoretical expansion over relations between variables including

the dimension of communication beyond empirical reconfirmation of prior

#  Adjunct Professor, Dept. of Distribution Management, Catholic University of Pusan,
biyoun91 @hanmail.net
w% Professor, Dept. of Business Administration, Catholic University of Pusan, yhkim@cup.ac.kr
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researches. In addition, a strategic scheme was presented to manage positive

relations with customers at customer contact.

Key Words: Communication, Emotional responses, Store loyalty, Salesperson’s

attribute



