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FA tig A77k APsn gent, Zukd SNSe| ARSA g S Aiitid F Eofe]

ATE w5 mHgE Eolth o] PAR|EY Mu|AaEd T AHY niAR I HHE e
ATFEFS] ARG 7]Qdte Salt) SRR Rt A7k A4 aE]m FRke] Al okS ukx] o
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Asste A Aol SASA, 27K B dedTete] AR S 7. AA, 7]
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d SNSO| MH|ZFA thit 14 e] Apol7t EAE ATl ©lE HEeE 3 7|99

Zekel SNS shAY R tha ARA A AA s el
II. °IEX "8

1. SNSY g & 99

S 7] AR ES D, QuFE SoR JidstEe A4 vESA AMuEs
(Social Network Service)t= TAMrict Fol7h AolslA|nt «d@d o] TA o o] = AlES
of AAwolgks Ao TAL u, A7k Al Pz ANE BAZH Az (elational
concept of man)o| A3t AH3lE AFs] AZAY o] 2(Social Network Theory)oll 7]ZgHcha

T AR - BT, 2008; 1A, 2004).

A}ﬂ AAwold ALE| AL EC] dAZAH0] e BAYLS oulsiy ol B3 BAY
u %L A9l P97t FL G AAT| EAlste TIEE FALEY 94, &8, P9 TH B2
FS m|AtE o] 2olthA AN, 2011). Haythomnthwaite(1996)E ©|#3h Al3]2] AZdwe

l

2
AAETE A resources)e] W3S E3dl| o] Fol AW, P hEAQ w3k 2pgo] Frem A
Wala gk = A4 YEYI HEASNS)E 523 Y EYI ZAsts TALEDR o
okt AR} Tel22 mtel| roam ATNE FEsn wak YIRS Aol Ak
A2 A ot eakol AuAgka B 4 9

Boyd and Ellison(2007)2 ¥& 7|Wko 2 k= SNSE A olgde] 3l
e Al2~E]l Yol A 378 (public)o] At ¥FE7H 2 9] (semi-public) 7101 Z2HS AHIES
stel, B ARgAE el 54 AE AT E Tes AYa ltka el
9 YA AE T g PFe ARUACldE Thes st ol 2= 9l
2% wdel, wa 5o udgd FH=E st sRFeEA o H45240lu 5EA9
B wE 7hestA dllF e Alo] L5 NS 8 7159l Slo]th

A2E - HFFQO0IE SNS 7le= Al FHER TR |52 SNS9| V5=
Y7I9ke] SNsoF Zrtd SNSE FReisied], R A, AHeAETke] w7 7] 8l
Al AlLE fele] ZHlx Ak B MIESS &8 T= 78] SNSe| 8
71eeR Austion, dA A AH 7o) ARAR 912 8BS FA, 2

&
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1. fag FIE 3o

1) SNS9 AH|~ BE

AME| 2 FA(service quality)o] & dH e FRHEE HAolga & F= °i B, &H|A}
B9 ol 4jHn AdE s FHAQA Gt oH e ARk F %, 1995), Yub oz 4w
7} A Zbek Mu 0] F4-2 ARl ko] e g Qlo] HTHCronin and Tayor 1991).
2 AFoM = SNSet #¥e M AT (Zhou, Li and Liu, 2010; EA 5, 2011; o]A¢
T, 2011; A2Y-54F 2012, A 5, 2012)014 SNS<] %%E‘ﬁ oz AW PJHEHF
Z (Information Quality)¥} A] 2~®l13&2 (System Quality)= A7H42 L8313t
BEEATN A 2"EFAE AF3AQ ZEA SRR S 93] 7Y F88 T UM 24EA
(DeLone and McLean, 2003), A HEdo|gk Alxvlo] HAlsl= FHe 22 muld SNSE
3l ATHe FEY FedT &A1 #gle HE AFE ulat, Alx~wlEFA o]
¢ AEE x*dé}l: AlzElo] s o R N S A&, 2l LR S o8
ZYPEL S5 ou|sti(Delone and Mclean, 1992; Nelson and Todd, 2005; Wixom and Todd,
2005). "W]Z\— FAL AFE = AH|2dd] Av|ape] 2| 7ol A% ¥ th(Parasuraman et al., 1988).
b 2 AFoME AMEAREC] EHY SNS AME F QIX|gE AR EAD AlAE] FHE B
Hhd SNSO| AH| 2~ FA R A olaih

J_l

o & Abge] Adiate] AEARl HAE FAL A&7 e 9
gdto g %ol ™(Moorman et al, 1992;

Morgan and Hunt 1994), ©]2]3t GAAEZE BAlM 2] BYL A Hoz A4H 4]
TAE 2710 FoAtele] BAE A&stud ste vlE on|she 484 EY(affective
commitment), T3 Lol BAE olgFo 2N TAHE= v Eo 2 Q) HAE FASH L 3§t
© A4 A=E oulsle AlAHA E<%](Calculative Commitment), 12|12 {3} AAE 4]
sl e =AA o Fd 7123 AelAQl ofze oulstE FHA E<%(normative commitment)

o2 FEANAHBA, 7] 2010; H], FYE, o] YT 2010; Wiener, 1982; Allen and
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Meyer 1996; Gruen et al., 2000)

= AT FYste Y2 227 #ATL ofd EHETE AMESte AREARY] A%
o tg =1 oJmgt}. Csikszentmihalyi and Csikszentmihalyi(1988),& =%1< £% 2%
AAor Fodd o Fogz2prh =le goleta Aoletn loem ol 54 Ao gt
A& 0] wke 7retk 28, A}7]2] 24 (self-consciousness)e] 34, 2H7]7}3kself-reinforcement)
5 1= E3dtta Ansta AchHoffman and Novak, 1996). =3 E9]& ALgAle] 5
g3l =Aox e ¥3 Hro ulel A3 7| % 2CH(Finneran and Zhang, 2005). s&°] =7
Fetepd doj Ak AR A= 1 Al el v A Feld Aol W E AR

o THA 7wl = AF AHEAE 2 Al diE ulg- SRR & Ao
T AV BT Gobi AbgAbe 5% sl diel
12 BEA 2, ARIANE B i, 2
o, oA o] & FolA el AHEAES] Aol Fad FFS AE aQler AH
g, AAE A%, dAE FAME 28, JEY 5 7Y A 374, VRS, ©
SAIZE Sl 93] A Eth(Koufaris, 2002 Wang et al., 2007 ; Chen et al., 2008; Guo and
Klein, 2009; Guo and Poole, 2009). wbr E Ao Erld SNS AFEA[7F Q1A= Al

n, E%, ATE, v AR EE eder Aot

p

3) 38&

4 E(loyalty) & THSE(satisfaction) 2] 7| @3 253 P o AleEE A$E 9oy 1
ArtEoldt nA e @9k 7ltho] F-8& AREA, FEI AH| 29 ATy e Alg]
Aol A&EE HHE ouetH, =T SHHA= ] el Zhe of2toly 5o <l HiE,

=]

]
ag3 BHEA Fojor =8 oulslE Ao HiAltd thak 2ALE, AR~ gE AR
;4 )

2 ufRe ek FAE 5 thdstA HEHD oK) &, 1999; Enis and Paul, 1970)

eyl Ageldel DAFHEE 4B Al Wl 2@ F190) AAEES Ao
AN AU A e AN BN A1 A el AEAH o=
eqlalge] Wal Ao el A gl A7l ool AT Wre] Agh g w5 v

S ol mAjolgo] A LAEl7] wjFo|th(Reichheld and Schefer, 2000). ¥ A= =
£ | 895, A&AQ o] 8714, ERIAIY F4 =&

Fed wge 237 Hok e 2

o
D)
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ok
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B 1) 4259 719 & Hao AN Fo|
A Hao| ZAA H9| MHALRE
K Tt SNSof| 98] Al F=E AHRe A | Zhou, Li and Liu(2010), Delone and Mclean(1992),
=4 g4, AEAA Fre AF IEA 5(011), o]AY) 5(2011);
Azdl | ARE Hddeles Euld SNS9 A]2E | Nelson and Todd(2005), Wixom and Todd(2005),
=4 A % A28 - 84%(2012), WA 5(2012)
o ke SNSO| AFEA] AF&AF7} $1A]8} | Koufaris(2002), Wang et al, (2007), Chen et al,
=H = 724 (2008), Guo and Klein(2009), Guo and Poole(2009)
kil 2k SNSAR|A A FAbol]l thak of L | o] E1(1999), Enis and Paul(1970), Dick and
ZAE | 394 g5, BEA o]g 9gr & Basu(1994)
2. ASYL e 47
¥ A7e 2HlY NS AHEAEe BY B B SEd e Jee pRew, 4 e
o] Q4ele =yl sNsel ARFAT Au~ED AolE FHele Aol HAolT. wA
A7 /e e o, 209 WFET AYE AL Tz BEolA B =Rl
ATEY L <O 1> 2
M1 BT AR 3 me el =kl sNse| FRELC] vlg 914 ol
7} A& Aot
M2 BT AR $Ed we Wud meled sNse| AlzgEdd g A4 #
°o|7} 9& Ao|th.

—Hf2! SNSC] MH|A =&

S0 B=0
m=Eas

-guEy

—AIARIER
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2] (Hierarchical cluster analysis)= AA|sto] o
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= A7E dd FHE EEES 54 <X 2>9 Anh SEAe JE2 dEsHEa ¥
2338 FolA ASA 192 A st FA7E 125%(53.9%), AIA7HOTHE6,10%) = EA4F &5
A7 25 O B Ao depdth £ A7 s 2rkd SNSE P Bel AHEE A
o= dAgEE dER AT wiiel ZyTe] AF o 2000t SNS AR
HoRe AnEES ol&d FHEo] 197HE4S0%E UF-Ee AAE, E}—é’,—ii
PC(13.70%), 71EF TE7|(1.70%) &2 JYEbsth AntEEY 7Ef ThE7|o] A1eS ueld
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w, 25 SHAY] 85% o]t Eutd 7|7]E o] &ate] SNSE AHESta Sl &

2HL S o] g3k 1Y SNS HE3IFE 103 o] o] 1087 (46.8%)S A8 AL, T2 15
3] AHE2H29.6%), 5~103](17.20%), 13] ©]3H6.40%)°] w=2o& YEhsth niAgto s, mutd
SNS F ARgEA L ARYUAo|Mo] 192%(824%)E HEES Al m, AH]2 o] &S ¢
g JEHYSH AFTARE RIS 47 900%9 640%5 AA|Ste] oFH7HA] SNSE

vl JuESe $EE BEda dAE B¢ AL ¢ £ U9tk

(B 2> 229 §Y

HEX 7 oI HIE
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SNS H&HHy PC 32 13.70%
7IEtd7|(|, Hes) 4 1.70%

13] o] 3} 15 6.40%
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ABSTRACT

The study on the social network service quality of companies in
Mobile Environment
—focusing on the difference of recognition depending on the level

of commitment and loyalty-

Sang-Hyuck, Kim* - Jae-Hoon,Yang**

The purpose of this study is examining the differences of mobile SNS’s service quality, which
consists data quality and system quality, among the groups that are classified by commitment and
customer loyalty. For the experimental analysis, the frequency analysis was performed for general
characteristics of sample. The variables were selected by factor analysis that also prove the
validity of variables. The value of Cronbach’s alpha was calculated to check the reliability of
variables. In addition, the group was determined by the both hierarchical and hierarchical cluster
analysis, then ANOVA was performed to test the hypotheses that there are differences of mobile
SNS’s service quality, among the groups that are classified by commitment and customer loyalty.

The results of this study support that there are differences among the groups toward mobile
SNS’s service quality and also shows the more commitment and loyalty group is the higher
recognition of mobile SNS’s service quality. Thus, the companies have to realize that mobile SNS
is very important key factor to success in rapidly changing business environment. In conclusion,
the companies implement different customized strategy for the different group and develop the
contents and the applications to maximize the commitment and loyalty of for the mobile SNS

users.

Key Words : Mobile SNS, Service quality, Commitment, Loyalty

* Department of Hotel and Tourism Management, Kyun-Ssung University
** School of Economics, Finance and Logistics, Kyung-Sung University





