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(71)

(8) (20)
(11) (14) (18)

(Daft,2001:267)

(6)
(Zeithaml et al.,1996; Chang,2006)
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-(Daft,20001:267)
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- ( ) (2007)

.34 .
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(KL)
(CKO)
.(Cuyyings&Worley,2005:500)

(3)

(Gatvin,1998:68) .

.(127: 2009 )
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-3
.(38: 2009 )
.(Mcshane&Glinow,2000,20)
96 :2009 )
(Mcshane&Glinow,2000,21)
-1
-2
-3

.(Daft & Noe,2001:527)

.(Greengard,1998:95)
:(Fahei&Delong,2000:114)
-1
-2

-3
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.(Coakes,2003:3)

(5)

(98 :2005

(100:2005

)

)

(Earl,1998:50)

(Marquardt)
=
(Coakes)
-1
-2
-3
-4
-5
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.(Chang,2006:255)
(External Customer) (Relational Customer)

.(43:2005 )

.(105-104 :2005 )

(308 :2005 )

(30 :2001 )
.(Chatzkel,2000 :10) * :

.(Thomke & Hippel,2008:79-80)
(Kaplan & Norton,1996:32)

( )
) (Edvinsson & Malone,1997:34)
(Chang,2006:256) (
(Duffy,2000:11)
(Mattsson,1999:56)
(109 : 2005 ) ( )
(Chang)
( ) (Intention of customers to stay)

(Intention to acquire new members)
(Intention to make add-on purchase)
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(Chang,2006)
(Chen etal.,2004 :199)
: (239 :2008 )
/ / -1

© )

( ; ) (2008)
329 ; -

(336 :12008 ) (Customer Equity)
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( ) -1
.0.8001 = -
.0.7667 = -
.0.9121 = -
.0.7996 = -
.0.8811 = -
.0.8599 = _
0.8502 = ( ) -2
( )
.(Allyn etal,2006:45) (0.75)
( ) -1
(1)
(3.8) 1)
(4) (0.24) (0.28)
(4.2) ( )
) (51) (0.18) (0.82)
(3.6) ...
(0.28) (1.01)
4)
(0.18)
( ) (Likert) (4.2)~(3.6)
(2.9) (1)
(10) (0.27) (0.82)
)
) (0.21) (0.77) (3.4)
( )
(0.28) (0.66) (2.4)
(10 6)
(0.21)

( ) (Likert) (3.4) -(2.9)
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(1)
(14) (0.25) (0.65) 3.1)
( )
(15) (0.26) (0.96) (3.7)
(0.76) (2.9) (
.(0.22)
(0.17) (11)
(Likert) (3.4)-(2.2)
) ()
(3.2) (1)
.(0.26) (1.32)
) (17)
(3.5) (
) 4) (0.20) (0.54)
(2.6) (
.(0.35) (0.81)
.(0.20) (17)
(3.2)-(2.6)
( ) (Likert)
(2.8) (1)
.(0.31) (0.81)
) (22)
(0.53) 3) (
) (23) (0.18)
(2) (
.(0.46) (0.99)
.(0.18) (22)
(3)-(2.8)
(Likert)

( )
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(3.4) 1)
.(0.23) (0.87)
) (27)
(0.65) (4.4) (
) (30) (0.12)
(0.99) 2.7) (
(0.21)
(27)
(0.12)
O
(n=71)
028 | 1.01 | 36 1
0.19 | 0.70 | 3.9 2
022 | 072 | 4 3
0.18 | 0.82 | 42 4
024 | 0.85 | 3.6 5
024 | 082 | 38
021 | 064 | 3 6
035 | 092 | 2.6 7
031 | 1.03 | 33 8
0.28 | 0.66 | 24 9
021 | 077 | 3.4 10
027 | 080 | 29
0.17 | 0.79 | 3.01 1
024 | 053 | 32 ) 12
028 | 082 | 34 13
0.26 | 096 | 37 14
022 | 076 | 2.9 15
025 | 065 | 3.1
025 | 063 | 2.8 16
020 | 054 | 35 17
029 | 094 | 32 18 |
024 069 3 19 |
035 | 081 | 2.6 20
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026 | 132 | 32
|
033 079 2.4 20
039  1.02 2.6 21
018 | 053 | 3 2 |
0.46 099 2 23
022 073 22 24
031 | 081 | 28
024 | 1.01 | 42 |. 26
012 | 065 | 4.4 . 27
028 | 0.81 | 31 : 28
032] 095 | 3 29
021] 096 | 2.7 ) 30
023 | 087 | 34
026 | 0.87 | 3.2
:( ) 2
- (2)
(2.6) 2)
(0.29) (0.72)
( ) (1)
3) (0.22) (0.74) (3.3)
(2.2) ( )
(0.29) (0.63)
(0.15) (2)

(3.3)-(2.2)
( ) ()  (Likert)
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(2)
(n=71)
0.22 074 | 3.3 A
0.15 0.44 3 .2
0.29 0.63 | 2.2 3
0.40 0.89 2.2 4
0.45 1.03 | 23 (R) 5
0.21 0.56 2.6 .6
0.29 0.72 2.6
(person) (3) -
(5%) (0.414)
) (1%)
(5%) (0.614,735)
(0.451)
)
(5% 1%) (0.214,349)
(0.326)
3)
(n=71)
0.451* 0.326% 0.349* | 0.214* | 0.735** | 0.614** | 0.414*
0/01 ** 5% *
(f) (t) (4)
(R)
)
(
(4)
(n=71)
B=0.353 | B=0.150 | B=0.155 | B=0.19 | B=0314 | B=0.4.63 B=0.376
t=2.54% =0.920 t=0.912 t=1.10 t=2.49+ =3.11%* t=2.61*
f=5.12% =2.65 f=2.61 f=3.11 1=4.93* 1=6.24%* f=5.26*
R>=65% R*=40% R*=70% R>=55% R>=59% R>=59% R*>=57%

%1 ** 5%



. 531y 301 0y Jle oy 5 A 23,uL05) o)

oW ol il 3 oY1 3l pllail o 3kl il




S5 T g e 5 Rpnda) 33,1505 )

59
G2 Gl Qb 3 gu'v\ el pllail o 3L il
Jekall
- ( ) (2007) 1
( ) (2005) 2
' ' - 3
4 ( )
4 2001
) (2005) 4
( :
" (2004) 5
" ) (2004) - ) .6
) (200) 7
.(8) (28)
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(
" (2005) ' 9
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