wER ALge] GYate Hohel mAE 9 Y

=
L

A

=)
s

4471 2008. 04. 26
241 2008. 06. 03

xEZ AHgo] YA Bl HAE
~Au|2F AR TAVEL ESE ol-

The Effects of the Salesperson’s Evaluation of Using
Notebook Computer

- The Mediating Role of Service Justices and Customer Satisfaction -

A g 4(Jeon, Ta-Sik)* - Z A H(Kim, Sang-Cheol)**

= =HH:H ~-
re
_r
ol

T AT 71987 ] uAgs} Holrte ARl d9itdel =EE ARgol Aulag
ut aARES v AR Slo] GPARIR 7 ol FIkE Tl diel ATskslv o
AT A, dAA G mEEAES AU el s viAle AR vEiy =
A, MR 2g7d FolM A s daahsed/de A A %

Fohe AR SN 2 de At sHA %= T Zigi i“ﬂﬂ‘}i
ok AA, nANES GG Hrld] Ja RNE

B AE AR AR FIE VA BT Rl JEM Astel
Hio], YA mEL AMG2 AulAag g3 atES Fell AR el Fel gt
oéfs

F2 7 Aow e,

FAlo] 1 wERRFE, AuaTPY, LADE JYALR}

* BERANE Ad A tsjeon@dongnam.ac kr), (H 14 A}
¥ Fad el w (kimsc@yuhan.ackr), (A1 A 2}



100 g =937 . 26E A15 2008 64]

[. A&

FHskE FYsAe ARolEe HAg
w=lof] o] A vk olefdk FAW
slol| A o] Zahe 7192 ARl o
HollA e ol 2z} JPEL A4
A Aobd7] §fsll o] Z|hale AlEH
A 25 AFataat wEstka )ik, vt

i
1
ol
=
>
=

o
Agagelx dyste 9
il

7 EAER Qe

>
é‘ N
2 52
£owm R
o 2 2
J?irﬂimh&“é%ﬁ

gy BN
e T

=2
S
N,
R
s
2
N
filo
Zo
:oé
ko
o

4=

o
4
AN 12
ol
_O‘LA
R
go
R
o
&
=
b
1B
o

~

sl S eSO Bde]
43 DAL A dAXE Age]
AR =

HAY & B4 2 5 HE
ga3 o+ U FHr7]o
Ay /& d72E 99, I
EXo] gay= Arel it
x o)

335
R
TEXRY

4R oy

e H{o

i)

dutx oz uAFe] u|RUAdA wE
55 AMEskA] e JAAlE 3ol A
2 Flgea AxE 2 a7 A
F3 s gt v a7
LELES A3l JEE Adeld dgd

2 9 Adethe A% 222 QA5

.

e

E dgaaEe AurHem A7 veg
Ao wERS TSR F) o)A
we JAEe) uag tihiz Aol
A wEES ALgsla 9ot wER A}
Bo] QAtgel Breh o| A}
sleAlo] gl obd A7 w7} A
g Agol}

=4, 1g 997 o] 1AL AR o
b Agdle 143 U AR
a7 = ol BN wAeA AR



ot
—
=
=t

wEH AHgo] FYAA Hobol TR E 93

A= AMNlaE I e A 5 T AR AAEgeled, 1999). =3 4
838 dojr}, wEpA] B AFE AMATH F 52 A4 dijdA 5 v g5 F
Aa aANES Ed dgrle] ER LA A2 E F8sHA o8 5 A el
AHgol A HUbE Eolwd ERE Fa, AFE o4 I 5 T8 FHE
7 & ¢ JeAE e AAlell - AlFelErhH(Ginzberg, 19810 King

and Rodriguez, 1978: Reymond, 1985).
. o] 2R wjA @ 71844 ﬂj"‘*"ﬁ 327180 BERes wga
ged 5 e Al 23t veRd
A HJHrlee] 282 Alg] BE Hof A 3 Aolel AT Aol spbE
o &= vAL e rge AeA (Crawford, 1992), Q5FA=}e] tat 2ol
Feo = Avtet M2 2esta v} V) molA A BTHGueutal =, 1984).
il

zo] 719 e AFA ez px B 7o nAE At Vh%ﬁiﬂ
2 X3 9 Aol dnkAolgiont A 2 FFHEE MR Jlow aAEIHe]
7o) BAA 0 AgHWA ARz AL Hd e IHAEY FuUle E82
& Ao JAlRE ARV AFE 24,8 L IFE0l F 9 ARHACa &
Al S, FA4F Al28l (paperless system) o Aurle 48 5 aAsde] A Al
o= W3l =9} olglsl Wale Ax 7 g5 He wERe €42 1y A}
4 2H& FEIH(flat organization) &= o d9 AR Aol TR 22 A
Walsl e o= dde sl Jde 2 Q1 o] 5-& WA 4 3rh(Johnson and
Edy

o=
- =
olu} &ol| ] Az & Whitehorn, 1997).

7 7dde & YRS 3} o A, 4B dolH 24E ol 1

HHAES 98 E ofolgle nia e o 78 olFoo] 1A AxR HY A

Solgt & < gl Fol s AT F gl wEkd Ve
EES ARG S Jeaidse @ Eal e o] Al ofEsed 2

o 2o g A v 2= QA €9 ot 7-5-Ho} Aok A& (closing rate)o] ¥
3 @A 32l (meeting) Z A aB3h 4 ofxlt. =4, Aol duArdol Zme
A7F o xEEA & 4 oA =gk olale = A& HolE 4 slth(halo-effect). ©]
LEHO &g uMdi Az guzm T 2 Aok g Aol digh 413 (trust)
AT ¥ olle AF I8 QA F ootk A, Mwlse] de) g ol
Aga ] 213 olgy & 4 9= Azl ol Als siAlse o] FolEe]
Ay 2o tiet A e 58 5 9tk A fAEo] FTolbRith UlA, dAARL]
22 749 237 onA telw 2 AFe] FdHI AY PRl el 7
T8g 1 5], 2] AxA ol W gHe] FAEC] Nddate] ndA &
= O gL ate 25 & S vk olg ARl =% olEE(turnover) o] Hopzith,
g mELY &8-2 Hu 33 V9 4 oMY HHrlEENe RES &8 1



102 g =939 . 26E A15 2008 64]

AER stodF M2 v FHsla HAe
A AHe=S F=sh Alefolthe Az
olojA|aL vt =& olHd Il A
e U e deHy ne 343
WS WA 5 AAIEHA 2 Aot

\ .

FholA e EL &8 ol

SEATE 71 WellAe] FE7E &80l
A AAE FHAH R Rt A
MM T FoE Ao}, mgt A uy
0] 82 uAF|| Aol tizte} BT
&g 2N F o THE A s
AAZE 7] @} w3 Puree] g4
A N&dtom e AFE F7}
AlZ1eH(Luo, 2002: Reichheld and Schefter,
2000).

o| A7 dhArY] HET= &2 I

49 Buglge] ol Agae] 7 FUA ]
He fudel moz HelF AnAc)
$8% @ 5 YES VE FAE Pt
BuNE F ¥ A7 Uge] s wEy
gl #at 71E Be A9 gl ey

Y ER AN H=T) it it f9
Bk oF(+) 9] FABAE 7R L S ol
ATE vl rvkolzE 5, 2004), = 9Y
Aol EE ALg-L uAFle] oAlAhE9

A& ¥AFoE 1o e Auls
e dIE T USE ¢ T Ak

web GUrtde] mES ARSI Au| 2
B4 W M vhEE o] Al
A g,

Hl. dgrtgel wES Ag-e Afu)s

B8l B (+)e] 9= & Aok

Hla J9Atde] mER ARG 2t
870 A (+) 2l dF& = Aotk

Hib. g A gle] =ER AlMge 45
83 B+l dFE = A
°Jtt.

Hlc. 99192 =B Ag-2 )
T8l B (+)2] dBE = Aol

A 7IdES TS A9 A
T EER A itk aATES 9
= Auje dslE Fofof sl wyE
Auls Al AAA oA 8| A B
skl WAFAE Adalof vk, AT
zo

2 uE
I PO R
&

=
-
Ee) il AR A A

Goodwin® Ross(1992) 7} A®] 2 2 sfjol]
WE AHls B350 thet ATl I A
Nads =Y9abr] AZgE ol Ml 35
o FH Az el g vheket Aot e
o] ooz gtow wet FHAd-L uAE
vl B2 AV Sle AR Aol
A] :

L S =
Goodwin¥} Ross(1992) = &8, A&t
Mz, HlaER ol o] A& o
1357119] Au| 2 s &2 37k 3
A 2l R, A, dea
£EE 7122 aANEIe] BAE A
vl e 719E E83td AT 24
? AL AR AL AnA

U I T1. O o= =
A7t FAAY W WESEe o B U
1, el WEel o 2 FIE v



ER Ago] 949

Wirtze} Mattila(2004) & #|2~E#H o] &
g iger HalggAd(wZah)aE dak

ox
ox
by
Ly
L
Y
M
o
o
_11>i
op
0O

o
ox
>
=
&

¥R o oM & ool R

5 &

gt mol e e mE vy A7
4, 9, AR 9 Al nHe o
F& H 718 Ruyter®t Wetzels(2000)2] A
FAT, dubr o FajFPAd Ax
35 gl Aulzs F4

cA#Eel w2

4rﬂ

ook

Hoffman#} Kelley (2000) = A¥]A 23
Aol Wi kS nR|a yHES Fufe

A&, AlF a8a AL e foldt

H2, Au] 274 nARtEel] 3 (+) 2

H2a. Axl23 A aaarEo] A (+)9]
Jeke = Aolv}

H2b. 35283342 aa9Ed 3
()9 93 = Aol

Tz A (+)9

A aAYEL e v FE AL
2 fdshe AFgoln] el o
A= Bgelmel s Fes F7] vl

o FaF BUAR ol

3 A e AReE A BAT 17
Apele] BAEAC|GtD Hgkeh ofo] whe}
ATASE BAFAL AE 9 DEoz 7
B olF WerET vldlel 0 PET
o TAE AulE Ax), A e} BEe e
FEAGeZe o8 JFE MA & Ao
= dehgt Avksow Agel ve

78]t i A g
geleltin & 4 otk
7 Ee gel glrke
W g% P olws

A o ok olZle A W] o 7]



104 s=3g8d2. 68 A15 [2008d 64]

A FAAH sl S A Alzte R
Hryeta gokar A 4 gl

3 Spreng 5(1995) -2 AukAle] wrEL
A FAH ATl el AEs] Fag)
J3E nA =Y ojget Ax, uATEL
FAAR FH AFUA|AE o)Fel YA
T A Bk F A T AR A 0
Ao ARE Ztt= Flo|t)l & YEL
A Bkl o] |y B2 54A
7ol 71sol "k AE AAlska vk
3 Garbarino® Johnson(1999), Weun %
(2004)8] AelM= j¥E A, ada &
A7 wAR-ge] A HF3 A9 A

AT AT Bl frol 8 FGE ]
Avke Al e e gt
A el A9, sdS ddow AT

]

3 F-21H2003), A-LF(2002), QA=
ooz & 2149 (2001) 9] AF Bl =E
o= Ko B =4 M= 0 RS R ) S L
o2 Uehte A T AT
w9} BEAo] k= AL A=How
A& 9ok mdl d321 (2004) 2] AT
Ae vEY AF aga BYE AR A
Az AR adm FHe wjr) HeE

AT AR @ st wdel 293
A FEo] F2F Bl dig 384
o] FAL =olArli: AL W)

ojA7 tF-He ﬁ?a—% E'l-i‘-ﬂr Al
aga BYo
= W59 334 7A oeln XH?DH Atel
o Qu#AZ} EAfels AL KRS 3

s

-

t}, vkEolgh= W4yt 22 A AT
nf e FEAA7L forsitE AL

Az e AgArLel dig Bl 29
Jere vtz AL et oebd 3

A st Jarel Bl o At
ek o] AAle

H3, 2ATES AYAE 3

o] Y= & Ao

7kl g (+)

2

JAADL o] S8 /19E oEs=
ZAlele 24T B9 (meeting) A AHA19]
71l 717l AT 3 cels vl o

OH ﬂ%m%}—? /\/\‘—E OE_:]l ] 'é,u_o]-ﬂ— 5= X}
Alo] ekggl AEdl gt A= Aofgitt
b xpalel mAEe] A Qe &

-

(needs) ¢} 23 AES F=FAATL 1
Aol Folof st A E
AdslEozn ANERFEH ] ’\]ﬂgr s
& ook & H 87t h(Liu and Leach,
2001), o1AR uAze] 71dES AAE 74
stal A7 = 588 o] JdPAR el
ATH Boles et al,, 2000), 22=}e] #A =
Slall dgARd o] ZhFojol & A FllA
FH 2o Fas e Fio] 284 &
w3 loltt(Park and Holloway, 2003;
Robinson et al, 2002). & zE2 533}
e Sorele ks 7o R Bl HK
H A-gA g ele aNEY &7 8
o 443 &  Uv Y E
= A Foh
webs] FhAt el A8 A E F
eix A AA L B e ¢ glom
o U2 AaE gHEo] ¥ 4 gtk (Porter et
al,, 2003: Sujan, Weitz, and Kumar, 1994).
ol g A2 A el= 1A °]3H§
FH i3t dF 89, A3 Adge
Oﬂgj/\}sz o] 7}1?}?__3_14. 3o zﬂx}u]—og_ o)
A2 AR E A2 E HogHa] AdEa)



g7}l 1

<

CR)

o)}, welA o

Atel e ALes QiAW o

i

la= s My P

& 2

7

it

Ak

[e]
-

o

Aot} witf g Jgrkdoe] EES

o] =EL ARG A

s

H4., FGA

AT S-S AAZE F(chart) 2 A

o) gk
7} v Eo] AlF

Al A =w 1 A

Z3} A2
4=k

W
el

7+

!

o] E AFeA AA|

[e]

=~
-

IR

9|

| o

3

o

Bj¥
_—

=)

2l 1) dAF=23

(1

Ao A~ zAM

PP

H4

vEY A4S AE

M o

xr Eﬁ
i X

"
&

Fo X

Q7] Wl o} o1

H R

Bl sy Ax

e

g7 LebeA)

I s Hrhe

9|

o o

ol
3

j—

v

o
7

+

ol
~

o)
el

0}
Bj¥
_—

o

¢+
BN

ol

BN

= 71EATAN FR

o

skt 1 o]

=
=

A



- A6 A1z 2008 6€Y]

2) A24A%

2 apel A= 4
e ol AR,
= 2006 9H20UFE 30€7t

T

(AT N
—_—

z

I o

—.~
é i

e ons

A
ﬂé’—gi G219 o] &

LU
o
&
1‘_&_Qo[ﬂr§9.[‘

TE %—o‘} de JJr Eof= on) A
A5 Adste] o) zAkE AATESIT
M) 24} ARAE B ALS s gy 2 58
A, NS, A Hot sog st B o A&-E
Ak o¥] ARz 2006 109 1595E 20 Apg Mul~zAA 1
DA AAEglen, SEAAGA AF I} = grfleln) o] W
=279 IAES eR 4B 2 = qe) aEx) g
2. ok o 53 eAE A
AulEAtM FRE A2 AHE 24 wgo 24 gREL
& Boted o] AP TAE] AAE Y 3 giale] 239 9
dlod ARGES $4 wAgo ) MEY 7o Bad] g AT}
Lo AFAAE 7|t ne d4E Wy walel v},
st Hohgt =g akict
Ugow B e Agst prdd D RES AL
AR d9e A e 9L EdA ES AR =
olsstel 1Ee] B AFel o Ig oM EAEiAl ek

Ant 4E 5007 & TJVE}E.E o x sATE LEX ALE
A1 20061 108 22928 119497 2 ot} xERo]
A 1499l AH AHABHA BAE HolF the
FAPH2 A EA] é‘v‘f“?ﬁ% A3 2. B §Ex], 4L v
w, Az d3lE B AR A3 E &+ H= Qg@sn o4 )7
A WESAY E-mail 52 Fax. @ 4% 4 59 543 3



5 A1go] JArg bl Hx

T JEAT =TE ARSREAl 1 %
22 549k Aol Y AMge 99
Abdol FUEAE Gske U Ageke
ERN AZEgolE ¥338)al, o] el
AR A HRE HofF EJH el A

=2 dEa AL Bae)
AN A Al g B AR 2R E =
Ao}, 1% Ao EAA 2= HE
2 PAHeRE (DxES Age A%
ARG Fo) (2)wES Age Fi4
A A, =g Al
]

rlr

A Q) =ER

(4) 28-S AFg3 X 9le]

A AETZHYA], lji.uﬂ:g_
=), & a5l 1 A
el 7 HH]
1 TJW

e

JZi
2
oo
S
A
of. IR
2 do off pe ul el
41 o o o

o|fl

[o
HU
o
!
ﬁL
£l
o1>:,
fol
_11>i
ofo
o}l
ox
oX
-
ol

>
el

Axeze ()9 e &
z27% (2) ZALAYA X}ﬁi%ﬂ T @l
2 (3)EH oz FHstn
(D378 Aul=s A AeAt A4 (6)

TR ME=E A8 A28l (633
& R AR (N3FT AR Qe
v 8)4 F A wrge] @7t (9)
T AE B2 =E5Y (1009 AA
A Wl ddE S8l 2 (DFAAZE
I o thet T (12) W] 2=2 34

ot (13)AE HPsd dig 234
(14)3ezt Hyge| 244 (15)A2E A
H)zol 344 5 1570 dEE Abgele] &
3k

ﬁ?"ﬂ/ﬂ% o] o

o® A0l
ds=s '5‘}‘:‘ RnE 94‘31?_‘3}. Oliver and
;Luﬂrﬂ A E, Au] 2~
7Ith e} o 30
] QIAH = A7t
Aukzl o 2 o) ghr),

1

Y

o

i)

i

o

i
S
m\ru

o ol.m

f
re
=2
R
fr
ol
e

>
>,
(e
)
2

k

ol
:
>
=

o= Aol
AL Maxhamll1(1998), Crosby (1990),
Oliver and Swan(1989) 52| <75 wl&glo
2 A A gk FHAR ] A
3 Au) 29 st oJAAlde o)
g ZdFEE, AWrAQl Gkl et
TErE Aot FAHeRE ()YE
FAAZ v e w, FFARA L] Au) 20
AR B 2)FFCRE & uf, A¥|aAlF
o] Wk (3) AW 22 AlFo] 7Y EA%
(4) 71T gE Aju) 220 “gﬁ*]ﬁ <= (57t
W2 Ay 2o AR W o Sl
57 YHAE xR 4313

L,

=
&,

tlo

4) LA H7t

B AP dgardel ks A



108 s =931 . 26E A15 2008 64]

ek Al wERS Ao R
el Aol QIAEH] o= mae] Wy
=2 Aot FARCR (DI

Lo

AR (VR A& ASAZ WUl HAe

=
J5 O)AFAEE = 7K &

5% 59 PR HEa e

SPSS for Windows 12,034 %41+
H2algo 2 AMOS 505 AH&3ksitt

>

(14.6%), 30M~3947} 1397 (42.3%), 40
A ~494 7} 989 (29.8%), 504 o]0l 19
(60%)% AAEta Uk 53 7| Ex=
23978 (72.9%) 2.2 n|& tld=ke] 207t |
= HlEolu] HE o
HH Wy AdEe o
I FAl Al g as FTelE e
do] wold & dgo

HY 71E H]go] =

oJt},

v

i)

gt By 2 By 1 1189 (36.0%), A
& o)ito] 2104 (64.0%) 0.2 B-EH o]

¥ o

o

>

Qs 24
2 AT
2 Cronbach’s
(Internal Consistency Reliahility) & =%
gt gz gl A (Confirmatory
Factor Analysis; CFA)S 3] 238% &
Qo] 74 Jdg drht HeelA At

I QEVFE A ugit

33!

_c‘>(_t'
i)
A
ox,
o
iy

B
i
1o
2
L)

3

SR RAAT wENAE, Aua
4, AADE JY M5

AAIEG T (GE 204 B3] Cronbach’s
a e =ESAE 0311, MuaEEAd
0,931, A= 0904, FLARAH 7 0.893
ToR UERth =EE ARl AlFErh
tha w2 Zloz uehgont, dnkdow
Cronbach’s a %ol 0.7 o]ol# 4lg o] <l
etk Ag 22 o SHYE 25 Al
Aol 1 =Tt

ek o, et o2 Cronbach’s a &
o] 0.7 ool Al o] dFdTh= A=
2w SHEE 2T AlFAdo] A H



= Al AN THEE

N

S8 AMOS #45 AAlekaart (14

A7l

N e r{r

rE

AAE 7 ES AMOS
=& A5 Azoty, agA K
?;53){

a3 QFEAE vlie Y

453

wEE Abgo] 9PAt Hotel mAlE g 109
yUR] 37 AEEA k)

T 2 23 FEE RMR=0.030,
GFI=0945, AGFI=0916, NFI=0934,
CFI=0965, RMSEA=0056, z*=1402,
p=00002 velt A¥bAl 4 7]EA

((RMR£0.05, GF120.9, AGFI209, NFI2
09, CFI1209, RMSEAZ0.05, & &4
= ulghg], p2005: =%, 2005) 2 FE3
o 24 FEEL] <A AAE A7
T 3 o R dokEc)

e, AMOSE o] &3t AF7Hd& A

z ¥ T = g = T A H]
Mg ! 166 50.6%
< ° 44 162 49.4%
204 ]t 24 73%

204 ~294] 48 14.6%

o 3041 ~394] 139 42.3%
40X ~494] 98 29.8%

504 o4 19 6.0%

nsoo NE 239 72.9%
- uE 89 271%
uZola} 118 36.0%

5 = ARZ 86 26.2%
o s 107 32.6%
3l E oA 17 52%

100+ mwt 1 03%

1009H~200%5F w]wk 153 46.6%

A~ = 2009+ ~3005+ w7 53 16.2%
3005k ~400%+ w2 59 18.0%

4003+ o] A 62 18.9%

= o 49 84 25.6%
_ vl 244 74.4%

S8 A3 wEg
JAAA o] S
(HA)3} 2427 o]

= 7Hd (H2a),

2 7ol

AT

Rk
o e

AT

A B EE R

=

7]

]

=

wAREG FeE v otk sk
(H2b)S A28 oA 574e] a71adel
RE golg Aow FARAT. AT
AN 87} Aol g AF A= (E 4



110 g7 - A6 A1E 2008 64]

o Felaksd shkn A dvhe s FHdlEth 949
AR, 7dlaolA 7 ek vlel o] o4 Aol w EEALSA =7} G A8 Al
ARl R EEASH == A Adel & H(+)e] 93 b= 7Hllbe A2AS
(H)e s F= Aoz Vet (AER 2924, ®FEAF 0772, t=3.788 (p<0.01) &
A4 2665, ETeak 0705, t=3.780, et e E Q) o)A i) xE
p0.01). &, YE O] L EES AM&ElA 5 ARgo] Ao R sloda AHile] oAE
AT AAdsta RS AFeE, 24 o AAdta dAe ol e AW
PHrtol AAAo| . FHEA FHalE g 4 Qlvka gdditls Aot
(% 2) &= Feleel#M Znt
24 avme | BTAR | EES | mEeR | 2l CRAOIE 8%
W= Teen estimate | 224+ | SE CR. 29l | Cronbach’s a
if; e 1.273 0.275 0422 3016 5 0811
A28 A 1.150 0.757 0.095 12,052
g;‘g iﬁf 0.804 0.755 0.064 12,506 15 0931
Rl RS 1.034 0.665 0.091 11.331
fé whE 1.026 0.879 0.054 19155 4 0.904
%:jﬁ% A L E 7t 1.004 0.756 0074 13481 6 0.893

RMR=0.030, GFI=0.945, AGFI=0916, NFI=0.934, CF1=0.965, RMSEA =0.056, z?= 140.2, p=0.000

(&% 3) Y5 7ho| d2taiEy
TESAES ME[ASTHH oZarE ARG}
TESAE 1
Me|ASEd 0.231%* 1
oZarE 0.215** 0.637* 1
AAARET| 0.226™* 0.533** 0.571* 1
** p<0.01

p0.01& el A=t ol JaAd
| REES AMgsld ud# oriEE
) Ew w2 2pAlo] ExE A7k
o ¥Wlal &l vl ko] Ay Hg

sitha Azkele Aol

[«

==
=
al



wEE Abgo] 9YAe Hohe) A g 1

(38 2) A7 7HKde| AMOS =4Z3}

Ay AZAA

) 0064
N L)

: golaagt

iy
rlo
N
N
o
lo
=
ok

()= tgh e A9, A

=4, Ak dol ARt (+) 9] w7 Ak Aol
Jegs Frhe JMd2ae ﬁiﬁ] -0.054, AR, DARYE] JHAMAE 7ol H (+)
EF9x} 0246, t=-0.219(p<0.01) = Vel o J3e Trh= M3 ARAS 0422,
71275 i) o] AL JHAId Eo] A=A o] EF9xF 0,084, t=5.048(p<0.01) 2 A==
32 Fg AALE drol MM AE AFgi) At S AL wiFo] AW FFE A
A= nNEL] ThEde gk FA T 9 G GAol il F3 A ez e
S on)3it}, dasg-gado] nREo = A& g 4 Uk

(el dFE Fohe 7Hdobe ARAS YA, =ESASE 7 GUAIE e
-0133, T2 0113, t=-1172(p<0.01) & HAo® A(+)e JFE ke 7l

fr _12{

e} 71 ZEE Tk = JdAkd o] el A ABAT 1085, EFFoxt 0424, t=
A et w7 d A e} &) 2.558(p<0.01) & Vet 7125 Qek ol =

Hale Bgolgle AHEol zte SA% Ard o] EEE Algath= A xAke
ZEx} A o] gt HrVF A4 E7] wFEolgtn 2 ANEL J9rE S Fore o 2 A
Azbel o) Z ) BalglAdo] uRkEe] 7 o= Azhelx] vl Aolu] 1 xpA| K

(+)2] ogz‘%k% Ul e AsAS s e Ay Adal grEolghs i

01261 t=5.074(p<0.01) & £ Bl a5 Ayt detd o UgE e
= dPAre] Aol e n) gk,

X B ojgt ﬂ%& o ﬂﬂow@

—



A9 1mERAHgol

AH] 2 “Jﬂrf’—ﬁu ojgt= Wi HFE
&3l °ﬂ?3/\}*1 H7tol m|x|= Gl el
a3}, 3 71E AT olEH A
E ugo R HAFEAE B9 voi 22
ARE EE3Sth A, d9Ae] xE

BAbgol Al 34 HR 4B

Frhs QnbgAE Bsant B4, An)
A2A Zo|A AxEZAANE AEReF

3
2 NS FHA s nAA
= Aer gy By e 1
e

AnFo] FHH FHe Fi o
Hoie A, 2ARET LA Hohel

o] A= FHH R Fen|go] ElH
A, J@Arde] mER Alg gl
A7tk HHA AFEA T YERIR
ohth, e} 7|dEe e o ue o

£

¢

82

HETs el & o HEeln AdsA o
N HEE e kER gt
=A Bad a1y o,
old A 2 a7 99 =B
8 Abgol M| 23T A, At
A7l WA G AFH] BAE
Bl Assteths HellA] gzl oos
e 4 Qrh w3 B Ao Ave 4%
Hozw =go] @ Aow JgEy
%?ﬁ%lé%ﬁﬂ@ﬂ%ﬂ%ﬂ%ﬁ+
A, nAemfEe] P LRt o
5t 731@1: e FAo] =83k Ao of
gt me] Fol& Fas Q12sh=A
i vhetzt 1o wE uo)g

i

(& 4) 71dof thigt 4 21

ZEPES EELR 7|24]
£ T
= Estimate S.E C.R.(t#t =
TESASEE
> e 2,665+ 0.705 3780 7Mdla
EEARNT
i.—*g;’,;gg_;g A 2.924%% 0.772 3788 7Md1b
TESASEE
I 2,647 0.703 3764 Mle
BRIy ;
. R -0.054 0246 -0.219 7Vd2a
REZEEI R ;
, o -0.133 0113 -1172 7Vd2b
SofEHA e ;
R 1.323 0261 5074 7M2e
e 0,422+ 0,084 5.048 713
P IJUAREIL ' ' ' -
TESASEE
> oloiArelE 1.085 0424 2.558 7Mad

R P0.01



= AZ gigt HAo® Jgatde At
EC] g HAG sl WAt thet
23k 71EE AAlEok stk 24, YA
of T3t LEE AMG-2 uAdA £ 3
71§28 ¢ glths Rojuh & mER
ARl BRI NEE A= F Slojof
st A YGAGel M Ego] E e HHE
A&H o AFalorit e JgA
Al FBAR HIVE gt Aol o= 4
Ardo] wEL 88 & o FAHoR
efjof & olmlsln, 13lo] I vk

S Swdln u
(tool) 2 &85

= - 1=
1, _‘I_E:'-T

o= F8dlohe olt) o)A H
B geabdol 244 BtE
ol o] WEE o] W A2
FARL 7Rele] EA7E ofdm 7]
olmA| ehie AAgr

_E

=

pin'd
L
—_>‘4—"4
X o o lo o Ao

o ol Aok FiT. o]elat gaol el A
9w Fgo) wAls FHA wgo

2 al Q12dlok .
wES AHgo] FYAsl 2

2 AT
Zholl mR) & Gkl thel 2n) e A=
AA B YA AT TR 2 YE A
AE v},

AA, AA AHdFE ez ASE
AAlekAl Zeksit S = ]

o 8 g
0]
=

Mo =
K-
I, ofo
9
o

uAE 7} old, mekd vlae] A

| 5o} At A g 4
9719 g ol gdoan A4
J3o) 1ok & Aolt}, whEhA
T HAA ANG BAZ 383

off
He
%
N

2 orQ R o
-
N
N
(e}

Iy 0% lo gfy S RIoo%h Y ¥ 2 g B owx o 3o

AAR L wdt A7 HyEs]
A=A el wlgje] nE ¢Fo] ¥
AAslok & Holr}, mgk Al A
o] obd At mzle] Ak
AT o) o] FFA 2HE =5
9L Aoz 7yt

- ==

SRR |

2LZ(2002). “BFEA} AH| 2 5H-S Ed A
HAFA L Al #e A5 A

shal BRALSEe] =

=37 (2005), SPSS/AMOS| o]k A3 ZALE
A28 dolE 4 ¥ Bl
A @A E9AL

Hi=E (1999), “miAlR ArAx~de] AEa9l
9 Aate)] B3 Az A e
T A28A, A1E, pp.255-275.

21493 (2001), “2]A A Mu]2 3 EAl 2 ES
=3 AAvAY dEd dAgEa

st =

H213(2003), “SEAH] A A
AR 1 &3 AEdista vhalsk
=i,

o|F 2](2003), “mERL] Algo] drlele] AN

HELo| vx= @3 ¢ Communication

ub



114 g =939 . 268 A1s 20089 64]

Model& -85t A2 2471, eh=7dddnsh
3], EAEk=TE].

ZEFA(2007), "ARI|E &89 G A
A2 3 o] kg nA = g
e, ASA, A1, pp5-22.

AE L (2000), A 2=35]E0] AR 359
Lol mAE g o] we A4 AT
Shul WAL=

SHRI(2004), "2 ER9] AH e
frAok ol PAE gk dAA 2
o] wiAle EaE FHoR” nAR
#eE|d, A9AE ANZE, p4o.

Boles, James S, Julie T. Johnson and Hiram C.
Barksdale Jr.(2000), “How  Salespeople
Build Quality Relationship: A Replication
and Extension,” Journal of Business
Research, 48, 75-81.

Crawford, A B, Jr.(1992), “Corporate electronic

mail- a communication intensive applicator

™
it
2
S
k1
=)

of information techndogy”, MIS quarterly
Vol6(3), ppl-14.

Crosby, L. A, K R Evans, and D.

Cowels(1990). “Relationship Quality in Services
Selling:  An
Perspective.” Journal of Marketing, Vol.
54(July), pp.68-8l.

Garbarino, E., and Johnson, M. S$(1999), “The

different roles of satisfaction, trust, and

Interpersonal  Influence

commitment in customer relationships”,
Journal of Marketing, Vol63, no.2,
pp.70-87.

Ginzberg, M, J(1981). “Key recurrent issues in
the MIS implementation process”, MIS
quarterly, pp.47-59.

Goodwin, C. and Ivan Ross(1992), ‘Consumer
Responses to Service Failures: Influence
of Procedural and Interactional Faimess

of  Business

Perception,”  Journal

Research, Vol. 25, pp.149-163.

Gueutal, H. G, N. Surprenant and K.

Bubeck(1984), “Effectively utilizing computer-aided
design technology: the role of individual
difference variables”, proceedings of the
fifth international conference on information
systems, December, pp.21-30.

Hoffman, K. D. and S. W. Kelley(2000), “Perceived
Justice Needs and Recovery Evaluation:
A Contingency Approach,” FEuropean
Journal of Marketing, Vol. 34. No. 3/4,
pp.418-432.

Johnson, D. and Whitehorn, M.(1997), “Justifying
the use of portable computer technology
by the salesforce of a large insurance
company”, The service industries journal,
Val, 17(3), pp.507-527.

King, W. R. and J. . Rodriguez(1978), “Evaluating
Management information systems”, MIS
quarterly, Va2(3), pp43-51.

Liu, Annie H and, Mark P. Leach(2001), “Developing
Loyal Custorers with a Value-Adding Sales
Force: Examining Customer Satisfaction and
the Perceived Credibility of Consultative
Salespeople,” Journal of Personal Selling
and Sales Management, 21(2), pp.147-
156.

Luo, X (2002), “Trust Production and Privacy
Concerns of the Intemet: A Framework
Based on Relationship Marketing and Social
Exchange Theory”, Industrial Marketing
Management, Vol.3l, No.2, pp.11-118.

Maxham 1L J. G.(2001), “Service Recovery's
Influence on Consumer Satisfaction Positive
Word-of-Mouth, and Purchase Intention,”
Journal of Business Research, Vol
54(Novermber), pp.11-24.

Oliver, R. L. and J. E. Swan(1989), “Equity and



wER ALge] Jgate Wohel mAE g 115

[}

Disconfirmation Perceptions as Influences
of Merchantand product Satisfaction,”
Journal of Consumer Research, Vol
16(December), pp.372-383.

Park, E. J. and B. Holloway(2003), “Adaptive Selling
Behavior: An Empirical Examination of
Leaming Orientation, Sales Performance,
and Job Satisfaction,” Journal of Personal
Selling and Sales Management, 23(3),
Pp.239-251.

Porter, Stephen S., Joshua L. Wiener and Gary L.
Frankwick(2003), “The Moderating Effect
of Selling Situation on the Adaptive
Selling  Strategy-Selling  Effectiveness
Relationship,”
Research, 56, 275-281.

Raymond, 1.(1985). “Organizational characteristics
and MIS success in the context of small
business”, MIS quarterly Vol 9(1), pp.
37-52.

Reichheld, F. F. and P. Schefter (2000), ‘E-
Loyalty: Your Secret Weapon on the

Journal of Business

Web”, Harvard Business Review, July,
pp. 105-113.

Robinson, L., G. E. Marshall, W. C. Moncrief and
F. G. Lassk(2002), “Toward a Shortened
Measure of Adaptive Selling,” Journal of
Personal Selling and Sales Management,
111-118.

Ruyter, K. D. and. Wetzels M. (2000), “Customer
Equity Considerations in Service Recovery:
A Cross-Industry Perspective,” International
Joumnal of Service Industry Management,
Vol.11(1), pp. 100-102.

Spreng, R. A, G. D. Harrell, and R. D.

Mackoy(199%5) “Service  Recovery:  Impact on
Satisfaction and Infention,” Journal of
Services Marketing, Vol. 9(1), pp15-23.

Sujan, H, Barton A. Weitz and Nirmalya
Kumar(1994), “Learning  Orientation,
Working Smart, and Effective Selling,”
Journal of Marketing, 53(July), pp.39-
52.

Weun, S. G, Beatty, S. E., and Jones.

M. A.(2004), “Impact of service failure severity
on service recovery evaluations and
post-recovery relationships”, Journal of
service Marketing, 18(2) :pp.133-146.

Wirtz, J., and Mattila, A S, (2004), “Consumer
Response  to  Compensation, Speed of
Recovery and Apdlogy after a Service
Failure, International Jourmnal of Service
Industry Management, 15(2) :pp.150-166.



116 g7 - A6l A& 20083 64]

Abstract

The Effects of the Salesperson’s Evaluation of Using
Notebook Computer

- The Mediating Role of Service Justices and Customer Satisfaction -

Jeon, Ta-Sik* - Kim, Sang—-Cheol **

This research is focused on the effects of salesperson’s evaluation of using the
notebook computer., From analysis of the resulting data, using the notebook computer are
increased the quality of salesperson’s service-justice, Salesperson’s distributive-justice affects
to positive the customer satisfaction. But procedural justice and interactional justice cannot
affect to positive the customer satisfaction. Maybe, I think that the reason will be a feature
of Insurance goods. And customer satisfaction affects to positive the salesperson’s
evaluation. But, only using the notebook computer cannot affect to positive the salesperson’s
evaluation, According to the result, using the notebook computer of salesperson affects to
positive the salesperson’s evaluation mediate of the service justice and customer satisfaction.
There are limitations on generalization due to the results based on only insurance industry,

but this study will be a useful exploratory step before designing a future survey.

Keywords : Notebook Computer, Service-justice, Customer satisfaction, Salesperson’s

evaluation
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