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B d7Ee dig @§35A40] Avty Mu|AEF, Mujartx g GATZ] oo JFe
uxE7te] o FERH @AE AFsn ol HAFHeE HIFMUH. AREL
AgAqe FAETR EQE it FAUSE AR ¥MFES R HAASGG.
8AE8Y Ay, uy/Z{nA, ZAE, e FF/9A, nSAYARlE, HAM,
Fd89 67 82lo] =&EH Ut
C digtmel 4639 stMozRE S£IJP AZE Lisrel 8.38 ol&sd EAMHAUC,
AFEN A, 9937 AMAEL OgH 2. AR, TEAE aQlo] AA Mul2F A
A9 F9A g me Aoz veidd. 4, e &F5/9A ado] HwrH
AulaFEdd A F9F HFgE e AoE Yeiwo. AA, I{FYAujx
f9lo] Awky Mu2FAdd A9 #9493 FFE vAE Aoz JEHWY, IR,
2/ ado]l AWH Ap2Fdd HH)Y F9H d¥E YA Aoz
velbgo, g, dAnkd Mulag o] Xzkg Auj2sbAe] AH(+)o foFd dge
e Aoz Yehgt, gAA, A9E Mulagdo] gTrRed F(H)9 fo9H JF§FL
vae Aoz Jeigoh, dFH, e AuartAst 8RS H(H)e foF dEge
oAE Ao deidt, ol#d £ A7 AAg: @A EALIY FATE o FA
Aolr Hurd Mpj2FFFH A6 27EA7 siAgEE doeE AL 9niste Hold.
A7 v g N @l F AALE D vl Aol AAFHAG.
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1. A&

H2 daxFo]l  FIA FA AAM C F8R FA o2 AEHEAAN dFe
lAYAAL AEstn 2 FAFHA wtg Adsn U AFolvh(o]87] 1998).
2002458 7]Zo® e Aesua s G4 Fro dg Fgo] Brke AMEL dig
#70] AMA @Hoz wWaHE AL 9vlsy, ojd wa d¥ dgEL WA
Z A9 (total quality management)2 MEE =U3E Ut (Schwartzman 1995; Simpson
and Siguaw 2000). @M IE&AMula spggtd oz o Fdigte FiaEol IUdE dYdnE
A Atojy] tiatEo] 2718 Folgte AR go I s Z{AF Wi
Ao AR o NL&HA RAolet: & E JHEdA B,

ojo} mat zt WEtEe FMEC EFYLE I HHAsn AYstn FHIEI B
A 2L £ A HoH, HAPATFTAFTEL Fohd AJA FE AP AP
MNEZALE 889, du$gAd 13 4, SRR, n5d%n FTAL FE AU
AAnAcE MY o5 thy HEZAE Tl diFHggFo] o|FH o]FoAu
=sle BAST Atk TG AJA Aol olA @ duwae] 4], FoE &
2 JAAIES AME oFoAm Uvk. FF AW ARUGEH 494 HiTE
gAFAAGL v ddg guz Jelvdn o,

webd olgt T AW FAEL vHAYAAN sBHoZ Arign dE U 2BAES
Ze gUs ZoA o SANE(EA Uiz EE A¥A2FEEEAA dE, 494 e
Heastes?” o gE BAY 54§ JEAVNE dEAFME A DEALT, oG
2AE #2357 4T =AY Mde Yo hFAFAME o] FojA 1 Q. & EW
QA gems dotd ¢ uARY’ ¢ dAstn FAFANE A AR AFEn Jed,
olg} e A9 HE W AAE dFA PN FAol NA#HP W} 6% Fold
HAgo|th.

1 oot AlFnAel $@Ade] #xol A4 WR A ARESH oY €AY
855 283t 2 olfE Uu JddM AFnAL Frited =& vlgo] J|EnAe
Fr3i=d o vfur} 58 ool Evte dAFAFA & 4 At (Rosenberg and
Czepiel 1984). o|R& 71& AR} 7IgolA o9& 7HAGFY] WEo] B0l AT
@7 solN g F8F RABFY Foez AdAHn YoE AE Vg, o)A
BANA Wato] 7EnAQA AFAES WFA77 AT "L BANALY BHAN
ol2old £ 92 Aotk & titto] ATFPEL VEAUGH duFPYPENA Aol
U™ gigte 2ASE2 FAY, dtdd JAFHEE T 4 AL ot =
2253 #ARdy UshRAr|ge] Jg FodE d¥gE vid & Jdeon, g
olAlE 9} e dEAEMY d8e FYPT F AL Aok,

ety disto] ZEnAA ATAEL UFAIY] AT g B AL %A
seste ulg Zasith. ol AulA @70 nAYY} B, agn FHHA A=
&2 ulx7| wFo|t} (Baker 1987; Bitner 1992). & TAHEL Ao}l iz QU=
hete] @740 W AP S8t distel di@ HEY oluA FHE FAEY AT
gEolu ¢ Fo sBFol g AAFL . an digel AAFA mAHolY
THEE FPEF FAF P53 GAEARE @, a2z dEe didde HAS
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oA g B3t wiAE Ao Ao QoM apEE 2902 BEY F UL Ao}, H2
Nt &gl didtel digh 498 Frt A, (H)eFdgdes Hrt Fe digEo]
&t aojy o] B3 AL FL dojg,

HZ FUo ZRvARE A FA A (market orientation)d JHEdE =UT
o] 47](1998)9F UP#(1995)e] Ao A digtelA] HAEa Je AAH FA e (ToM:
total quality management) 7Hdel UL olaid VAUAE AAstE Hold, T3 wAgs
ol thA(1997)2 TQMS] JNdE& diEy Ho/aEHAAHd ALY dFdugey FFE
FRAI7 e el Yt AFseny, odd, ZIsd, VAY, YAE(1998)L
et gueto] FAFHoE olFolXr] T WAL AANAY. oHTF AFEY
AR S digte] SAAEHA =¥L G Eo] diFd ddty 7= 7hH, Mu2FEA,
o, a1 FATY dE 2 fgFd FAAA J8¢ e Aot #FH ddF
(2000)2 7R Adet @BAsS gy AFAFAHG AAAY HFEFPol
FEE vIde d7EHE AANEY ditte gAWFo] Aot FRF JtE REHeE
AAsn Yk, 2322 B dFE ddte] @§HFEHo] Aed A, MuA2FA, FAVE,
aga FAE Au g g A estE dFstaz g,

2. o3 W3 A7IHdY =2

2.1 D=

LAGEE dd ZFAA mlg FoF YA Ha k. O olfE =
ZA7]7] FaxE ZAEZRE GAE F Ul dEod. ¥ Aq7A diste nAL
FFA7be] dig F& AEA @€ F jlu. durdes oty uALE g
Az ste g4 Agdez aed 5 ok, 2y digde] EER &
IAYGL vl¢ thgsltl. Barnes(1993)= e EEIGEL WHEEHEAH(internal
target groups)¥ 9|85 H{ FAh(external target groups) &8 FEEHEH), olEo] A
nAe] FEE st HLsH AAY A4E G4, SRR, ¥, 15, FA FY
ol E¥EHT, Fadde diggdAgz, dqadgegate] {r, n%sda w4l
dutdF, diFolAl, 7147, AL, A4, GATYE Fol xeEd. gk diEe
Aalel XA FrAstE #JEn 159 C dEte v & UwEALD £ A HFES
stA G ETE FAMSI o} F}

o9} o] HT digto] zale] mAo] FFAT} Aata st (student
satisfaction)olgl= Ho& A18&A ¥ AL 2¥AEg $Hoz 3z 188
HEAPgozN  dEgAIFeA  AAdS Bl AALHE AAE] Hg
A A 4] (market orientation) H 178X & 4J(customer orientation)®] LT ekl & 4§
Akl g7 1998). zEm oY@ AFes digm{o] FYEY JiedH ¥y, a8n
AEAE Fdo g HAPE Fitd WA FEA droid JIdE st disty
AAE F= AHE7ER 9 BiEE 231K (Ford, Joseph, and Joseph 1999).

s
P
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weld gte ATEE e gRsH AFNEL gigel YTHE ¥l 9 8o
2ol sjof s=stol BAE 7HAA H o) Betz, Klingensmith, and Henne(1970) 2} R
go)r] tfetAuHE  HEA(College Student Satisfaction Questionnaire; CSSQE
At on, o] HEME BE AFAEd N FADH 74 o]85UH(Baghhan
1981; DeVore and Handal 1981; Lindsey 1981; Ripple 1983: Taha 1984; Polcyn 1986; Simth
1987). old@ ATFEe] old [AVEE A A HEME AAEHF FEES
ygez 1 A7 Foldtd.

Liu and Jung(1980)& <173 &) ¥ (humanistic benefits), F8&% Abil(critical thinking),
dzimAl, dr7HY Sg IFd: 2&F Hde FAFAAEH, oEd HEME
getlurE e 2RsA ggton, BwEe A Fdo| nHA %, FEI ZA &
Agx ge Aoz JebWT.

agn BEEe wERE 2Ry 48 IFEc FHHAsY, oF dTEE
zqo] TA ®mao] RAsstelE  o]f(Calvert 1969), EloA A EaE
2A5A=7, 22 2% ol 23 AEsH(Pace 1972, 1974) Fo B HAoloh.

g1 olald SANEeds FuRF(EE dE)Fd @A dE LFIATE
AYS Q=0 Chadwick and Ward(1987)E W& Eiste dMES d¥ez ddu g
Hrsted AHEE A9 o2 AANHAG. 28 1D AUE e U QoA T
744, 2) W4 Axe AsAge] A, 3) A{uE, 4) A ARAHF =&, 5
AQzAL gojd sAHAREAe AN, 6) AEH Ao Hh, ) A{HHY
g A4, 8) NAAtse Bk, 9) ARARFUANA 7i¢ F9 9/ L& AMsT
golel 1%, ®ee AEY 4549 F, AFARUANA Ne, 23R AT
59 GAFUREAN] aFA £ 57 zdo] ElldA A9 dung HHFES FHEY
oo oM G%e uHNgE AU AFF)E UFHAENE ol 85to
A A 8HE o}

q23 olBEL A4S Fol ¥ Frvt 28F olHE A, dFREL AFES &
QojA 7bg vl go] Bol Ex 8% Frul F9 dHuolt. B4, FPES m{d AT
BEL 29 ¥ 3 Hd9 HAsFE B 94X HdA Ex FA T N
g 3g vlxr] gEolgtn s Th(p.236).

2.2 ABj27tX

v AR AF AN Hujasixie] @l tFd dFEo]l ¥Pso] fth(Bolton and
Drew 1991a; Dodds et al. 1991; Heskett et al. 1990: Sheth et al. 1991; Zeitham! 1988).
a2 olgE ZHANY AFol AFHoz, ArFoz Y FYSHE VHAEF HF7
wWZolth (Woodruff 1997). AHla7bAE Mul2FAd aARF o oM N2
M2y AFHZ Y= Adez Mularigel AYEFEE Eol7l HAMAM=
Aul 27t Az AACH e ESHAN BE AFAEC N HFHoE AT
92 9oh(el; Cronin et al. 1997; Javalgi and Moberg 1997; ol&, % 1999).
MHu| 27 x e AuAr7E 858= Bo(benefits)B Hl&(costs)d F 7HA FHAA
2xg= Aoz, AuAEAvel wF/Avidzg AAITIIEG fgo-u&, &L
rEel/u &, o @AM wEo oy AgAfolrt, F, 2uAVE BWsE
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Mul2Fdole gr=Al Ao ¥l & (cost)o] EAST, 2uAEL #YR ug&
dHl(trade-off)dt] WFH/BLHE =7tk ot oA So AMuAEA Euzxz
ol thg vl go] WUF & Ay, AvixE UFIA &g + Ao, 2#HY AAE N%H,
AR A, ZAF, 283 AEA 84 Fol U AdE TEE7IE ot (Holbrook 1994;
Sweeney and Soutar 2001).

2.3 Uis §HEA

ate] FHEA B AFEL F2 FPYE9] UFHE FAsE 20 U ATl
AZHded, olEg AFEY F¥E HAyrd ogy 2o Ax, Az
3 #H(per formance) 7} WFol Fg& vixe A2 Yelvn o (Bean and Bradley 1986;
Liuand Jung 1980). Bean and Bradley(1986) = & #$, &3 $%, a4, 23 ojajg,
AL AR, BWu4d, GE5E, naAgdE T 8/ Agdo]l wFd nAE oge
A= dxdg, dFEFH B, A4, AIAY 5& A9 woz, HEFH
A Fe F(-)9 Wgoz FoHed JFgE vIAdn A,

EA, 2ol Axt us ool 43zgo] FA4E9 HFrlo e vAE Aeg Jeiym
At} (Marks 2000). Pate(1990)%& Zojel A mSole] AFFatgo] FGARE Ho <l
(08 YL vPdE AFATFE AANEYLeY, Tinto(1987) mF9 GAE}9
45240 REL GYE EUEFE FETUE d7ERE AA SR

d mgeo o] AL ugvt dvhv FAAPAH (student-oriented) B Bl AEEL
st gt Btz %E ¢ 4 dEd (Simpson and Siguaw 2000), ol#] 3 sl
ZdejEnl, AAHEIY Z1E, #9E, G439 Wg Fo] xgdT. a8y asd g
SAEY gl ddte AFEL FAHQ wE & Bojm gl Aol

AR, G dig Y5 TEAYAu27t FPDE= AYedeg AAHD
Atk 53 HAL AF FHEL AT HAY £ BB Mula Adele] 9o FAS9
ot Muj2FEF A & g vAE A2 453 Ut (Engelland, Workman, and
Singh 2000). wigto] A& Hyol UL ZHEv: AL dUgte] FHWEL A1F9
AEAY FAEYeE "EE AE 2 EFH(ends)E dm UtE AL usiy,
AGPsen ofder /R, FE, AAAIY FAHLESZ U] HAAFHo=w
EAMY 7] A% 8oz sag £ g,

UA, Ho Mela Beld @70 aAw¢EHE AAYste gojets dFE0] AAHI
ded, A& v Zo] dgus g Mulaz FITE o AFSHN AAHE
ANE AFRUL FHEY BEL AAE 2ol @ £ UL Aol

ol ATEL BE AMul2 uiAHEC] AHulAntAIRE Ast=d oM AE, 714,
£, % 59 gFd¢ #HEL A B 2 gHo) nANF, YLy 1A
Mujzd X &g nelstA £3A Aztd Aolth(Baker 1987; Binter 1992). Ajv]2
93 @7 Jd e nAEL Ay o Fol, Mulx AP I S
FAHor QYL vAE FEL AFEA =& 7] "HEol(o] &4 1994), ojw
Mulz Pl ggeld 2977 AFE 2 ARG FuiAAY v & 4L v,
AR, " ojuA] FAo AHHoz JF¥L vF £ U}

Bitner(1992)= ZZAAEo] 7|9 84 oA AMul2g 48817 Qo] Mulx 7|9
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A @74 v Fo¢ 4¥99¢ 22 ddan FANAG. F, AMbls BYF §39
g d4¢e Fujsr] dol DABA AMu|a2FHold FETMHA dE FrRFH GME
Az AHolh(Shostack 1977). ol HolA EA @4 ARH dAEA
Z3-5}0](Rapport 1982), 7199 olvix g} mAd] g EAHE AFUANA st A
482 ujch(Bitner 1992). HE9 E3H AL 53| 54, #H2EF, AEMHZ,
o8, A2uid, 2z #HY FAAH AXovAY FulgFd dFgE vAE 842
v} @lth(Baker 1987; Bitner 1986; Booms and Bitner 1982; Kotler 1973; Shostack 1977;
Upah and Fulton 1985; Zeithaml, Parasuraman, and Berry 1985).

S AETEHL vhEA(Milliman 1982, 1986), AEH7H(Bitner 1986; Rapport 1982;
Wheatiey and Chiu 1977), 18] %FZ(Bitner 1990; Harrell, Hutt, and Anderson 1980)¢l
4gg nXE Aoz vy AE 2 Mujz F5% FAENA F4T BHAE Ha
ek, FWeME AFE, HGE, FLEL(1999), FFF(1996), olF-At H-9-H(1998)
Zo] oA HEGHo] 2uHAEe Mul2FFD, uAWNEF, Ayudx d AE&FH,
AFAL o 4FE e 77 ol Foi A,

T Aul2@Ae) tiF A7 FXonA FHAME ATFHUAY. FEoW| A9 FAHL
gtAEuit) 2o, o8 59, Lindquist(1974)= AE, Mule, 34, 3 A4, HASF,
22, AXEYY), FA¥NF, A F 99 971 A4Y, Doyle and Fenwick(1974)E AEF,
713, F4, 28k, 99 570 A9, Bearden(1977)2 7}4, ¥, 74, 247, #4,
Z A4, 2499339 7 Y, 23T Ghosh(1990)= A, AF, HIZTES7,
AMBIA, 744, Fm;, AW, wejEA TP g EE AANEHUY
A¥oju|E AuA7L AXE BesE ARAH dArt HIE &9, Avxe] PFH
o 2AA d4&-¢ e Ao vehdtn o,

o] 4w o] ATEATY AXouAo WY ATFES AsERY, XA o
ATEL FHaY, gAuL, AFAH 22 F& AMNEL Jdov], AXou|Xd FAL
AZEL 7&9 AFXFAHAAM JdFF 2UEL EFHAM M3 AX F9 aAYE
EFAY Aoz Avasl XA dEld BrtE AV g FAsed & vAE
SA(cues)B & £ Uk, dE o, Teas and Agarwal (2000)2 A AFEAY
AW, Bd=g, stFo] NZ4g FFo 4FE vAgn . ey B AFoME
7% AEBANA ALLE @Hols §o§ AEsh WEAHA FHiME FxEF T
A¥oluRo] thg AFAAN AAE 2UAEE Fxdd diFd@FdE FAHGE QUEER
AA B2 gt

a8ln FEPH, HAFoulx, EHH 4 Fol #dE AFEELE FIMEA,
Qe EAE SHAE dgtol g MulaFF, JHA, BF, FH AFYUANE, AYEY=E
Zo] go JgL & F Yoz ojd diyd @Y FAol Fuirt dastn
Azrdct, §8 gREAEAL FAUF APHA gL & TE AT £ dFdAME
A Mu2FAY Mul2rixe miAdEE F3od FATFA dF¥E vIdz
AR, M B AFE ol MPAFESE A2 9 dgH e d7d e
45t

H1: oigte] B4 EAL GAS] AW AuxFd A4 9%& v Aol
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2.4 AA Aul2FFF ME]|27HA

Bolton and Drew(1991b) & AFH F4 229 Mul2EF A3 7iAd digd GaAH/IZY &
AAse] DAEL duwtHoz Mu|2E A, £33, 7MY o2 FHrRida 9o,
4ol 7ol #FoHA 4FE Furs AFEHE AAIRY. olRALE EFAol A
Agste Qdolgts AE YHFE AOF, Zeithaml(1988)9 F AL WA s= Ao},
E3 AdE 7MAE Fol B jugFed F8F FFE v HoM o1 FaAol
FolAla Jon, HZ EFA nAYUE ko @A AoA 7t Y I diFg @7}
g3 k.

Lee and Ulgado(1997)& Au|AHEo]l AMH| 27X & wslcd loiA Mulagdo] F&=
FAY A&7 o Mu2E 53] 98 s b8 £3Y ELLY FHEHYE
ol gt FAEAT. olEL AHlAIIAIL “ Jdie} AMulAA el @ A Zzhe]
ol(F, AMul=FH)” o obg “ nl&IH ARLA” o AgHME FAHE £ gdn
Btk ol &vzZE Aztd Mu|AEAN 6| §/A0er0 AHE B Mu2AE
) ztatA @k BE Aot

@, Cronin et al.(1997)& MH|2F A7 v] 88 Edi2 g An6ja drA2AAA 29
Muj 27318 FrhgoEM Awzte] Foloke g MdEEE FYANY £ d:
FReta, Mul2FHol &5 E Mul2rtA s}t golziges ATARE AAEGY. agn
Smith et al.(1992)2 FAL A6/t AEH MU= Y5 o ¢ oz HXE
TAEE g0t AT EF Gale(1994)2 A FolAe] Xztd AL TATLR 4
43%e Fodu ddd. o8 HYITE EdiE B dFdME g e e
AR

H2: Autd xulAZEge] e o] 242, Au|27AE Sold Ro|u}.
2.5 AH| A7 A 9 SHYDE

Woodside, Frey, and Daly(1989)% AA 23347 #d&d LHAE UFH/EUF
BHE YA 8dddE 2 &Y A A¥REC] FA He HY 1 AAMBET olle}
HAE 47] A% &P FA=HS JAPD F4F- vjg4y ¥4z EFgEde AL
2 &g v ok, ofd uldted olghAl, G (1999)L JIAE “ HEFE Z1Fd o
g5ae AZE 39 AHan 2 oAdsstn AuzrbArzt AR Mdysie
Hrdg A4F5Ho2 AANY. weps 7Hx7F nARES 33 #AE Hdn B oF
2t} Fornell et al. (1996)2 Azte 7t & ¥y nAgEo] FdHagloz AAsa,
Aztd Mg AREFEEY IFANY A, JHEARE aANFA XTPAIE AP
L Ao, 714, A REEE 3 ZAie v E JMEIEE HEYda g, a2
T3 4 FAH JHAE ol4de A& AL A5F A4iAde zolg FAGNEE
#l& ke Lancaster (1971)8] F3& A&3dld, 1, AR AFF Muj2E wasts
FEE gdn i),

747 DAGF] AL wActE FHLE -G BYA 2Y (value-percept

CHE} BAR0| MUl MHIAEE, Mul2vixiet SHoiEo) Dixl= Hg 83



disparity model; VPDM)& AIAl% Westbrook and Reilly (1983)¢] A-FolA & & Q.
VPDMo| A &= ®HE/BukEo] Atge) 7bx) (EE &7, ", wi)e} vjud o' iy, 3F,
T A% dd Az £ A gsEiA obriHEE AR Wwger Bu v WA
FH -7 2L FLFE, $3HA Hb (WHF)HE A Hy, 9l B¢ FAEAHY
7t (B92)E 34 ®de Aolth. Woodruff (1997)F ol#d F3e& THE 39
A7 A% (customer value hierarchy)® AA & TR 7} nAREF] 733 J§L
nAE golgdm YT, nANAAFAME utFAY 7EA (desired value)7t
A4S Y% 2He Aud FAHoN, EAE AY - &4, S48 2H=
FHE Aoz ANH: ot DBEL AT JAEsA HE ole g nAAF
metd AMEAEE FYE &4, $449%9 Adde BHAAM HrEy, 1 AR AeH
nrEo] YAHL A ®ul: Aolth. Westbrook and Reilly (1983)¢) d+& &A= &
Woodruff (1997)8] F3L Zd& 7IX9 FdsiA & 2AAdd, old dig IA=
71e]-A #-urE 9] BAIE A% Churchill and Suprenant (1982), Woodruff et al. (1991)¢]
ATEE AAEtR .
uets B dFoME ol APATFES EUR Od&H e A7UMEE dAWH.

H3: Mul2sbsiol gig Aztol §44%, FAVEL Fobd Aol
2.6 Avtd MulA2EFF Y GARIE

7bd 29 30 ABE AMNYE, LAEL Aol AEF JAFH LA He <¢F9
Auj 28 AMdd Mu2XE =73 oo wet wERE A "Ed. 2y
Mul2gABed A9 fdate g oldstd old] RET 2§ YAz 1A
wEg + = Hul2g 44, ATHES BAsE HolZ 2 (Brown et al. 1993), TAo|
B ¥ EF9 Mulag veud UEE e AW, Mul=FAe adE Fa9
239 npRItA R FHHo 7] o) AMu2FHY ANE FF UddVIE WE oHY.
a8y H29 Be AT Mu2EFE 149 wEE A FHH
¢+t (Anderson, Fornell, and Lehman 1994; Cronin and Taylor 1992; Parasuraman, Zeithaml, and
Berry 1988; Reidenbach and Sandifer-Smallwood 1990; Spreng and Mackoy 1996; Woodside, Frey
and Daly 1989; 45, A, ©187] 1998; o1&, FAZ, o]87] 1999, oIy, g 1999).
ueA] o 2L Mg 43

Ha: Aubd MulAa2ZE Ao g o] g&5E, SYUNHL Fold Aog,
3. ZAHEA
3.1 9729
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Agd d77Hdo met & d7EFE dehld <ad >3 2. <ad & dge
A5l FBE Mul2FD Az L& vAY, 2 AF ME|L7pAgG FYUE
dge uvAde Ao, adu AHAAE FA AAE dHLFF GEUFo|
golA e, A71A Au27pAE Aul2EA5 GATF AfoldA R EE dvs AL
guigtt. a1 dFEFEL4L FaAd, aF/dERE, du REFAEMEE, 7g
A F 3A 40 FELE Yo AAERey 2ARHE Tk A2 2Rl =&
7Hsdol ez sfAFIHE S AR AdTH(x).

WP Rg’

LERE
24/ 133
CESEPIPS
7\ erara

<Y 1> d47EY

3.2 REAA

2 AFAEL Aed ATFHAE 5937 Hdtd oo AFHELS JdFude=
AARPY. gar B d3e 2lde chgigdtm AgE 7,118%oln, AT EHE
g@A3l7] st stxd, said, geTRdE, shadE A vl go ge JdgHes
BEL 38l FES FAsGen, HEXA Al ZAA A95E 2AY] Hog
At thh 2R E 3t F 660FE wHEIAY.

AER FAHL dA Fgdstae] A3 43hd F- ot FAYEF B AFAEY EQ
o3t Au|HERAE AAGsAct. 28a A E duHAEANE AGHVES Yo Tz
MEZALE AAst A2 dehd ZARTS dEGHANA AHE AGES 2839 2
AEAE A3t

AEZAIE A48 48hd T oft FAEL WHYSR #Edld HEANE WE,
38t At HEXE F 528% & IFEA(I5E 80%) o T $Hol EALT
MER 6585 A 93la 46358 BAlo] o] &3}3ich,

3.3 ¥ig9 =33 A9

3.3.1 & 8454

thst FAEANL tuvtEs A 8E A3 93 Higher Education Research
Institute(1989), Ford, Joseph, and Joseph (1999)ol A A}-£ %) &Y E B AXNET B

ATE Hdd T 2 did AFPEFHe EEFH £ g FYsd] I du|zAl
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olste] MAsgct.

W §AEAL stdso] YAAEE &) A dtn ¢ F SHEY ANH AuiaFF,
AU A7 A9} AR Zo] 4ag ud Folgdm AZE UFEZ F 247 Aol hstd
A a4 BEoE 2AsYTY. UA, daAL/87 BT ZAAAAE, =AT AE/ 3,
AN, A&EAA, TRWAZ, 7154, aRSFFL F 7 5, 25 R ATAE FES
25 ZoUg, 25 A9 "HE, 2F g diFd BAE, mF FFH FIA,
AZHE, RAFHE, TIHE F 7] FE, dige afALMuE RELS w9
AulA, 2AYe] dEHe, 28, FGF, RAFAE T 54 ¥5, 7 FEL gy
9, ks B, AGrE Vdx, HPEHAAR AF, Fole] BF F 5 FEL= F
2474 dEoj},

AR Yee dE 59, S8 dgte A4 Add distd o wlg BRI - He
BEHTH(5)" 9o Zol Bx, $HAY F&H HrtE 53 AR Ao YEHHES 8.

3.3.2 Aty MulaFF

AwrE Mul2EZ 2 Lee, Lee, and Yoo (2000)9] QoA A4 3/} FEE B8
AR Y&e S uistel AubA Hu2Fde ¢ o Foi(1) - Wf w5, 3W
ATHD) - W EBa” ¢ A vhgo £ FEHD - WS vhEol EHE)" & 2ol
23, $929 84 /& 53 JE Fol YehRES 3.

3.3.3 Auj27tA

MulA7a) 242 9% §ESS Babin, Darden, and Griffin(1994)°] MA@ £33 714
HEE EUE &9 olg], #4(1999)0] MEd FF F 3/ 5L o833t Babin,
Darden, and Griffin(1994)9] QAFAME F2 2ujaley FE ¥ FHE 5, 1
Hul28 "ESs7] 98 A" wEEZUe HAFor mHA %oy, o4,
299(1999)& AH| ¥4 SHE E& W42 FFANZAG. 3 FEL AEFD T5F o
3, 2232¢ nd Ad 7K, ARG FE2F v EAF Fold. MuaiAE
ZA18b7) e AEFAL ¢ 98 WM e Muiae ABY FI5F o4oE We
EFE A7 ok AF a8 Ry - g 2K 9 Fo]l 7H HEES
£489A.

3.3.4 AT H

B AFAE Lee, Lee, and Yoo (2000)2] 7oA A& &5 F 44 §5& Ao
ggaa. AR Yge vE 9 dse MEgd B didtd “ F3 wFHEA
FETH) - WS¢ DERICG)” , 8 gy Muxd dg ue AL “ ule
BEREGHL) - g B=Sc5)” , e 98 gty Auizdl izt ¢ ol YA
Azrgch(1) - oS FA4 AZEG)” , v S8 dighe] Mulzd it AnkHe=
“ oje gkEEx GETH1) - W9 TEHICHSG)” o Zol B, AL FHH HIME
54 Ax Ao el =F 5.

86 UIVAEYNY A4 18



4. ¥AM3 d3

4.1 9wd 54

2 HEd $EE $HASY Uty EAHE SRz AnEd HEd §$9d d4FE
£ 463902  A1FERs 1289, AEeyrt 1449,  A3FHFEsE 1129,
AT ARy 79902 Yepgd. a2ln F3EAE Adstn dEEe @Al
3469, o8Alo] 1139, stddEE 13hdo] 1139, 28hdo] 11249, 38de] 1169, 48hd o]
11690jYct. @&FEHEE  FIo] 2527, ofzte] 211¥oldlen, HAIAHL
AL1E eI 22,84, A2FIREIL 23,74, AFERIL 23,14, AE- ALS)ERI)L 21842
pebs}.

4.2 88N} AHE A

tgg2og A U FAEAH, Nul2FL, AMuartAeg ARy UHx g
st QAEAT ANIERHE  AAAC. aiEAe AR o
FQRRAL AAPoed, MEE ML Cronbach's a @& ] 833t}

A, ot GHEAHSO P SLABASE AT BF, <F oA} Zo] 6719 220]

sagln. Aladde | BEFUAE, DR’ mFe SgRYs
CAEAE . 4R ERAS . RABAR . C waRs W AAsel
© me/REHRT 2, A2edddE (AR AM L A&, ANAA

CEAE AE/AE SR 9 7 AR B&AE” adeE FHs
agn A3ade C gAs 8%, C AGANE Jlox’, C HYEE BEAT
CFolE &%, C oigt 9’ d5s AAH g 8F/AAT &, A48l

cEAd Aulx’ . aAd gF¥Ag’ O RASAR Wk AAH
“ BEAYAMH 2" golez B[S, =W AS8Ade "’Url’—“l% C7)EAE
W7t AAS “ HAE” 8, AegddE T FF, ZJEFWIE A7t

HAEo]  Fgdr’ U0l HaG. Al 8 3AA A HEEE g MFEd
H3ld BHEFA L A A7E W52 gd" ¢ oy, He A4S AT EE H
Gy SunMdd gL nE FoWssE FAEde Aoz Y gy
g5/9x" 8oz st

gl Q9 AWEe Amrd, A1ed9 xg/mEHA  alo]  15.233%,
A2891e AgAAMd o] 10.984%, A3L<USl shle] BE/9A Qo] 10.922%,
49019 WA GMHA Qo] 8.733%, A58 HWolAlM Q<lo] 8.266%, A68.91<
#9482 89l9] 6.82082 VeI HA Ay 60,9648 vepgrl, wEbA me/uwzaA
899 d9gol 7MY w2 AL ¢ F UG

8 TZ2E 89S dig ANIEE BAF dy, <® 24 HE b Zo
Cronbach's o g2 #189¢ BF/A{FH Qo] 870, A28 IEAY 2lo] 745,
A38N el FE/99x 8<o] .749, A48 EAYABA Q9lo] | 743,

e} BAMHO| MU MU|AEF, MBlA7|XI2} SHURHR DIXs Y 87



A5 A WYAM 8o 630, MERAY FUYL &o] 6022 veht YwHom
NAER MM 27HE 718 6 o4 RO UEht 25 E4o] 0§35

<E 2> dig §F 5 g 82
a9 a912 £313 .
RFEZHx .793 - -
REFgRE 771 - -
e dHEAE 712 - -
HEHE .701 -
HEFRAY 691 -
REAZHE .526 -
BYIE .429 -
o4 Al - .665
A A - .648
AN A - .615
EAT A/ - .613 -
AL I X ] - .584 - -
%48 g/F - - 788 -
2 HALS] JlA R - .700 - -

A3 e 4

4 295 836 o gk
- 870

2

1 ] |r£

1
!
i

.745

[ IR S S |
[
H

t
t i 1 1 1

.749

HAAwva(r AF - .602
ot &% -
o 93 - .481
AP M) - - - .763 -
2 dFAY
RAFAZ
e

AL L - 617 -

553 - - .852 .602
s - - - - - .636

A5 (%) 15.233 10.984 10.922 8.733 8.266 6.820

3 249E(%) 26.217 37.139 45.872 54,140 60.960

adwd PO menw glon gma W ses

i i 1

.743

[ D I

.565 - -
- .630

[
1
=
@
&

[ S T A |
[ S B |

agjs Aukd AquA2EF, Aqu|asb) 9 GARESE TS ¥EEd OiE adEME
<¥ >3 o] AABgT. BA Az, dwkd Mu2EF a9 adFHARS 701
- 91301000, aqlel Ay 82.451 (82.4510)E A et zelm Au|273
899 adAAFE 739 - .854 2909 AHHIL 65.521 (65.521%)F ELC
vlxigto 2 SATE glo] did LAAAGRES 668 - 860, 2A9] HPHL 65.315
(65.315%)2 vERY} zb @909 HAgy 8Q4d9EE FF Mo s e
B =)

g8 zZ} Q99 AZE & Cronbach's o FL AWrH Mul2FZFHo] 893,
Mu| A7k 7} 730, ATl 81302 UEh) FF B o] &3}
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<E 3> MulAFA, Auja7pA e} TS g a8 A ¥4

293 ool HHY(% HE-A A a g
A Mul2g3 2.474 82,451 .893
e FE-wg .913 .798
B E-1¢ FEY .917 .806
AH vlgo) GE-uf vl & 701 .765
bl 7hA] 1.966 65.521 - .730
A8 55T o 713 .854 615
T8¢ 2@ AY 1A .831 .581
AEF FEF N A .739 474
s 2.613 65.315 .813
o dEdgo] g oF ,668 .487
A 2of o B WG P .836 .684
A s 2ol thdte -8 .853 .686
AN Mu)xo & AT .860 697

4.3 ZBBAEA

Aol ol8d 7 ATEAENS FUBAE LotE FH, <E polM9 go| 7F
ATEAENY FaBAE (D) BAE AL de RAog Jrigoy, Auxstg
THE 8l BAE ¢ *e ez Yedd.

<B 4 7 A7GHE T BE, BEUX, FuaA9Y

Mean  SD 1 2 3 4 5 6 7 8
1. Mu2¥3 2.51 .75 1.000

2. MujartA] 2.78 .80 .4571.000

3. gAnE 2.75 .72 552 ,5341.000

4. ZF/AEH3 2.69 .74 345 157 .1901.000

5. A A 2.44 .66 .373 .170 .206 .5251.000

6. BN E/AX 2.4 .70 .360 .164 .198 .512 .5001.000

7. REAPMEIA 2,49 79 344 157 190 .534 .463 .5411.000

8. WA 2.47 .85 .219 100 .121 .452 .514 .424 .4281.000
9. Y8 3.23 .98 .131 .060 .072 .381 .273 .294 .343 280

EE Z8ATE p<.019.
4.4 A7 HF

4.4.1 475y ¥4

e B354 dd 2AEHAN TH/R{HY, TLAH, i ¥F/9K 89,
REAPMEIE, AN, £98 89 F 67 2] EEHYCDZ o WFES
¥R s Mul2FF, Au2siAeg SAUE dAPugEte FzrYe

EMEA. o718 7 A7EAES FASE EH X (indicators)7} WUE BWolx B4 4

CHE BABHO| TR Mu|AEF, MulATIXI2H SA4HE0) 0)XE P8 89



g ZAst LAY 4 A7) WEA A HFEH GUdFE FHPAE o] &3
a2 2R B Ade s Ade] ddgEes SAHHUE B¢ ¢¥E FH0
Ao B5EE2EZ Kenny(1979), Williams and Podsakoff(1989) ol Atd
1-A 2 % (composite reliability)el L& 383t A EZEA(path analysis)&
AANBAT.

a8 AMul2Edd vlxe =&" 6719 o @FFHE UFFUAHE FFEI
5l g ALME AANG B3, FAFA(tolerence) .587 - .866, VIFE 1.168 -
1.7058 712 &9 10 77e Ao yehy AzEMdE Fa7 )l Aoz vebgr.
AZEN 47, x 2= 47.401, d.f = 12, p = .000, GFI = .978, AGFI = .916, RMSR = .0438,
NFI = .964, CFI = 9728 2t+ <aq 29 & F2EYo] =&HU}.

(2.294)

392! 352
(11.028) (8.839)

134° Hury a4
(2.520) Aul2=FEn ) o @3
HYAM v 2 9.638)
(¢3N] «
o2 . A2A%F (&)
BN -1073) - a) p<.001, b) p<.01, ¢) p<.05
& | AN 9H BA
HA: vRod @A
-033
U8 S (-1122)
[t

<2y 2> FA2EN 2

4.4.2 @749 AF € =9

e gAEA, Ay Mu2FR, Ak, aRla g49Fe 723 @A
pdg 298 HYsid, <8 59 2o

Az, g #AEARC FHEY AzZd AwrAE Mu|2Fd gL vA AolTdE HIL
AZsQo. A& uieh Zol U FAEA0 nF/ISHAF, uUSAMH, Tl

90 YOIAYAE M4 13



235/92 29,

< 5> g §AEAo

WEAPAMul2, HANE, Y8 F9 7] 8902 EHonz
ol 8AE F oW F alo] HrtH Mul2F P Az JFE vixEstE AHRd

—

Ay A AFd,

Mul&7kA 9 sHERkEd) A A3

A A 273 LE LS #a3
A¥as
24/ nE A .154(2.294)° .072(2.265)°
AEA Y .237(3.819)° .111(3.688)°
9| .172(2.875)° .081(2.818)"
A& YA E & .134(2.520)° .063(2.481)°
HolA 4 .042(-1.073) -.020(-1.070)
+d8 -.033(-1.122) -.015(-1.108)
Ay .392(11.028)* .330(9.638)° .469(14.213)°
Aju} 2743 .352(8.839)" .352(8.839)°
LA
/TR .061(2.246)°
&A1 .093(3.609)"
shuj 9l .067(2.782)°
e SRR L P .053(2.457)¢
Hejr g -.016(-1.068)
FAE -.013(-1.116)
AgE (R )
Anky .206
A 8] 2 7hx] .208
A g .405
IS X 2=47.401, d.f = 12, p = .000, GFI = .978, AGFI = .916, RMSR = .0438,

NFL = 964 CFl = 972
a) p<.001, b) p<.01, c) p<.05

4 23, Ay Mu2FFdd PAE uf/as&03ge] A2AsE 154, 13 2.204
(p<.05), THAAY AH=2AFE 237, t@2 3.819 (p<.001), TFulg FHF/HAA9
ARZAFE (172, tBL 2.875 (p<.01), 283 REAYMu2 ARASE (134, t#e
2.520 (p<.05)E A(H)9 H9F Jgg vA= FoE vexgoy, HAANAEHY $HEE
oA Jgg vAA ge Aoz g

Ard MulzFFo] AMu|xvtAd FFE 0d Folzke H2E& HFE A,
AZAFE 392, t#L 11.0282 F(H)Y §98 AL vAE Aoz el (p<.001).
o]g]g d = Bolton and Drew(1991b), Zeithaml(1988), Lee and Ulgado(1997), Cronin et
al.(1997) Smith et al.(1992), Gale(1994) To A& ¥ F47 AXd+= Aol

Al 27ka17 AT Qg wd Felets H3E AFE A, FAEAFE (352,
tEe 8.8392 A4 oA FJIg vixe Aoz vEiwth (p<.001). olgd AZEe
Woodside, Frey, and Daly(1989)9] 57, o]8t4], 21%(1999)9] A7 A3 Holo},

ANtA MulxFAo dig A zho] AINtFd HFE vld zojgls H4E BN A,

THEt BZEHO| FUHY MU|AEE, Mu|ATHI2t SHdeiEol Dixls I8 91



AZAFE .330, tgho] 9.6382 A1) Fo4H & viAE A2 YR (p<.00D).
ojg g ATE AulaF o] LAUEL FddE AT E(A; FE5S. ZAED. o-§7] 1998,
olatal  AAY, ol&7] 1999, o|82], P4 1999; Anderson, Fornell, and Lehman 1994; Cronin
and Taylor 1992; Parasuraman, Zeitham!, and Berry 1988; Reidenbach and Sandifer-Smallwood
1990; Spreng and Mackoy 1996; Woodside, Frey and Daly 1989)3} ¥ X)3}& Zolt}.

4.4.3 AN FAEA}] B

tet @AEY0] GAE Mularise HAREN NN FHERE BASAG. Y
AT, <B oM go] Mujxrtxe] agy/A{HA (F2ASF = 061, tah =2.246, p <.
05), REAAL (F2A4 = .093, tak = 3.609, p < .01), 9] BF/AA 29 (A=2AF
= 067, tgt =2.782, p< .01), AEXPYMu|2 (FA2AF = .053, tgk =2.457, p< .05)%o]
Ao wgoz FAAHA FFE vAE Aoz YERT.

a3 2EFHE AHE A, <FE 5N Fo] FAUF ¥ RABAEAY F
DE/AEBA (A2ASF = .072, tg =2.265, p<. 056), A{AE (ARAF = 111, tg =
3.688, p < .001), stie] VF/HA 82 (BEAF = .081, t3k = 2.813, p < .01,
AR QMU A (A2AF = 063, tgk = 2.481, p < .05)%o] H(H)Y WPoz AJIYF
i Aoz Jepgr},

5. 4 &

2 a7E gty #354T g4 UwExS #AA N ADH MuxFdn
Auj 277t s e g dokn B3 ol ATYENENY F2A BAE EAdA o
BAE BFEHYUT. olE HAstd ATAEL U FHFAHLE 20 UFE AN
SAEANE AN AF, IF/ZERY, AL, G BF/HAA, L&A PMEL,
WA, 8 8 67 U FAEHE =250

olo weh AWA Mul2FF, Mularkx, aln fANF e FEEILE BHY
Ao dg 2% AAEE O 2o

AR, 649 digt FASY F OASAE, JUY #F/AA, aF/agHA,
AEA P2 8o o2 AW MuAFED AZd P& TlAc FLAJLR
delton, 1 A Mul2rixel gANEE Fole 8YeE YEwH. aIALLS
24, AgAA, =Ag AE/Z6, AdAd, nusRd § odF 839
#+¥ 4 (tangibles) 22 Fdoll Aioz dad AMdEoIn. mpr ofHT AdEl
st g wEY 9 FE oz R FATNF A4 FFe Ud 5 dde
A& AAEHE Zolg.

shilel 8F/9AE AQAE JldE, HAWE AEAT, Fold 8%, A4H ¥F,
gt 94X Sol TP WFE FASHC digho]l ARt drhy sy, FAE
Aol B3t doh} B BAEL 23 J=uprt diste] EFD A 4% S e RE
YetuiFn o, B¢ S fAna gL sEAM ade AHEH 858 23 A

92 UANYAE mH4H 12



dte 7te digtgrbd 4EE vigeE AE ¢ 7 Ad. ¥E g A= FAHEYY
Ak Mul2Fd, MujavtA g AN ERd L vAE ez Yeikt, A 2+,
FPEL dst Age & o, digte A4AE T& 2deg nddn o gete] YAt
FAUF gL v ¥z F4Ide A & F U

AF/AEHRL AeFdHE, F4lg, dP|AE, AFHE, AAHIHA,
FATHE, AGFHE Fo B AF2 FAHH WA (intrinsic) W& 3 Eoleztn
@ £ Ao, 2y Aek MuaFdd dg J¥HL A4, el 85/,
EEAPM L0 Hjst] Aoz ogf Aoz uvehy 2 APy ditte us ¢
AE&HAYol FHEY JiFEEd vXA Rie Aoz AZEr. wd dig Mulxg
ALz Q7S ¥ F dE 25 Fo € G0 A HE Fol i A Aol
dojor & Aojt. d& &YW, AFEY FoY u{WYPRt:s EEN 49 34,
S5l Fodste FEFYY AY T G9EF AFHol MEsolop & Aoz Rmd,
Eg HZ dFH de AMEY 9IFE AFTE AFE £ de 719 AFol
FATEL Y T AdE AL APEFT A4

2EAYAE2E A Y YA B Au20 &Y Axe] FAY PAHFAER
wAgEe o] i wEAY MulaFdol FwH Mu2FFE FAAE FaP
sgolgts RAE n|dg. E=F RAFAES 2L ZEYAPAT] 8§84 oy
AUl 2FE G7td 4L vIAE Aoz vey dAENA dIe HF¥FEE ¢ + AE
71819 A Fo] asitte AL v,

A, ATF A Mul2FA, MulAZEXCL FoH QY& vX e, Auj2stx0)
WAGEE st Aoz Yeigt. ot 2 A FYTFo| Yigte] FHEHOE AP
ArE AMu|2F A A FEE Foy MuAIbxE wfEsE @ A9 o
ot RS duigte Aot o]AL AAUFIF WAPASE APste AFHR: )o)
Ak Mul2FdL 206 (20.6%), AMulA7FAE .208(20.8%)0lY @A EA o)
FRRF]  wAE F¥Hol AAH  Mu2FFR MulasiXE uAR §4e
gl .405(40.50)Q RoA & F Aok, BEF F2AF Y AAx AwA Mu|2FHo
9 qgTFd F& d¥IHRT AN AnjzEFo] Au2sNE FIANFE 9
GANF vAE Gl tE At AL ANHFR Y. @dSA g oHAEE
g0l Aol fum gl st diHA AwH Mul2EFFZE A AZEEA
$EFol AHsdE AAE }EF Mol ok oF i dEmAEHE SAdE0)
Agdhe TFFA vl 55 €] BuE AE =7EF s ol Hasih.

€ 89, ¥ AN g mFLY FAFHA Ane dre &5, PFE AN
28 AEF AT dgAde HAE, dBE RBY U A2 TR Ay
Fol "gsdign & 4 Qo

H 2 A7E 9% 22 AN g oA A #y Axdg AFsEo,

AA, A o] AR xFYex B F YRol mEAM Arze s}
A&Hoz FHo ol gr}, dE EW, AFH AFAYE, &4, ENBY Fu3
TE HEAA A2 5 5 A9, 28 ol AHY HAUFGdE & AFol 285D
ARG ANN $AEHNE A H¥Holok ¥ Aoy PG G Fol
AREE L Fot T FRIE FUEE WSE nHE 5 Y& Aol

4, gk sle] g% Fsieh fAd g Hded REHRE FaArE x=Fo
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H2H oz olRojAol gt} B3 2 AF9 gl Aguige A4 Zol A HALH G
A2H 434 (d; TFEY AAANEE Fo F)ol & A FYS digd
g 2AZAL Eota Rolt, wdd AFEY NHGAsEF FdE 2¥ ot dedH,
HZ 7 gstolA TFEH7 A ZFEL] AGAE HAEFE AHBAEESYGN 2HAA
FrAste AL L o7t 2 £ 4o 283 Y9 fuvign JIdAETe] AR s
EG #Adol diF 7189 AFxHE HIFHo2 ojFojol & Folg. EF FYEY
43 @50 dF AFHA AYL T A3dAA A i A WFEE
ol 28 a9loz gy Aoz woEd. EF ¥ oAEHEL T Fo] Ao
= digte] Ao doie AYd 29Ee =X ¢EE 8] st 2wz
Aok €87 AY WA $3A 22E st Hol Basitn AHdd.

As, RAPE Muj2 @ RN F FAE o Z{ME= FEE wol7] A
FAYS viele Afo] Yagd Ao ekt olF 93 IAYEL dYoR e
SAFAHA C WRAHA M &K o] "Wasditn Azgd. 1y mnAdEe
FAZAN Mul2nSe FARUE o] FYEL AT LAXNYH Aug =S
e AFAGAA(d; ol47) 1998)% =AY Muj2xPA E3t (Lytle, Hom, and Mokwa
1998; Lee, Park, and Yoo 1999)¢] A &o] $AEojol g},

s, QS BETE Fol7] 4 A& 2 oA Agol Hasitin g,
= @5E9 ooy Zoutyd A(d; FAAAE FRle EEA T, FRIAU
o= ZrelmAle] Ad(d; Atelw 73el), wHAdl uig wAZY Fu, A ¥HAEE
Zd A717] 9% OGS AFYYE AL Fol 4oy Aoz Azdd.

B A= AXEA, 293 @743 Hxojuxd #HE AYATEEL 2A=2 Y
SS9 digtel g Aty MuAEAd vjXe dE¥@Fade] FAULE FHohla,
Mu|a7tx et AT ojuF JFL vAE HE FRHLEZ FMI old di@
AAMEE AAEIRTEE 3 o 9rt Yo

a8y B dF7E o2 e §ARE AAn gen old wt uidel ATYEgE
AAER g go.

AR, B d7= U] FEUESE dFgRes dAso AAFo AT dnisrt
@t Holth. metA ¥ dATFME AIYE TEd U dehFE@dA, 294
2)5 giste] YA (FEF, Agdshd wet B dye ARyt oEA eAETE
HlRdT & 9ast d& Holof,

E4, da@AEdd g FHLAEN Ui 2o FAE AEAGC] AYHoF T
Aolgh, B aAFE: 7129 A¥x @A, B4y 87, FXov|A Fo BHE HYPATES
2Az s @A ELY 24EL ANSAEY, FFY ATFdME FRH G
BEE O|BEEL ZAZ 3o UTFAEANLE FAINE 84E O B HAHY
A77} olFolzol & HRoeg HAY. 4 W, AF/AZFHAAFL ARH dAd &
o8 wad WAA S (intrinsic cues) B ¢ Jon, 1 o]g9 Qs AAH
@A (extrinsic cues)Z B F 7] wWEolg.

vixigto g HANEL FAPEo tuE tatd id B (effect) T 74 AFUA A,
A7 e, APy gl A A, ERYPF 3o SAE vy Fujeize] FFE 72
F gled, B dFdAe od dg A7st APHA gdcke Holt. utM FgF
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