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ABSTRACT

These days, the influence of social media is becoming more powerful. Many companies are trying to
build long-term relationships with customers by implementing social CRM, which combines social
media and CRM technologies. In particular, customized advertising is considered one of the most active
social CRM strategies. This study focused on Instagram feed-customized sales promotion advertising
strategies to verify how perceived personalization and perceived usefulness affect the attitude toward
social CRM and the intention to remain relationships and reveal the moderating effects of consumer’s
perception of CRM and social CRM frequency in the influence between perceived personalization and
perceived usefulness on the attitude toward social CRM.

This study collected data by surveying 220 Instagram users in their 20s and 30s and analyzed the data
using a structural equation model, hierarchical regression analysis, and ANOVA analysis. The results
showed perceived personalization showed a nonsignificant effect on the attitude toward social CRM,
while perceived usefulness had a positive influence. Also, the attitude toward social CRM had a positive
effect on the intention to remain relationships. Moreover, both the moderating effects of consumers’
perception of CRM and social CRM frequency were nonsignificant. In addition, according to the results
of analyzing the difference in the attitude toward social CRM according to social CRM frequency, we
found that the one-time frequency group showed the most positive attitude toward social CRM. This
study focused on customized advertising strategies among social CRM strategies, emphasizes the need to
explore social CRM strategies from a customer’s point of view for the successful outcome of social
CRM, and suggests future directions for social CRM strategies.
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B ESS L Fazs

Komiak and Benbasat(2006)
[U=zZ=z2oM 2ot 0|&Z&(2014); O|FIY - LEER1(2015);
Sfistil CHdstke AT Li and Huang(2016); Kim et al.(2018);
Zksht, 0Fyo|(2020)

Davis(1989): Venkatesh, and Davis(2000)

CIAEITR I|= SEEY MY===22M &} = . olam .
2tz S2A A ol odm Ol si=E =22 SEAIAIZ] 2 ?:Ig_i_o:!Tﬂ(2011)r
AiE el Tgﬁ.z',;l:;%ﬁ ‘EEEFE;E'E T 0[MZEI(2016); Kim et al.(2018):
pe TR e e 28It OFE0|(2020), BiAPE, ZAKEL ZiF(2015)
- 71gio] =] Hol= 2H[Rfef B2 & - _
CRIVol chet aufxie] otaf | 718 CRM EEC S0IE alxiel AR, 94(2005)

Kim et al.(2012)
oz, Zs|28(2001)
OIAEIT IS 9HEE MUxZzoM 2f20t, &E(2013)

24 CRM ¢l Df‘éh"_ S0l 71 Calder and Sternthal (1980)
°T = McDonald(1995)
Leckenby and Kishi(1982); 2+s5=(1999);
ghals, AT (2015)
54 = d=oM S QAETY = -
- s = = Mackenzie and Lutz(1989)
o CHst E HEY Ml==20M 2o Cfst 5 o =
< CRIVIO ot el A e et s ASTE, 27, HHE2018)
QIAEITZ 08X} QIAEITRH I=E &Y Reynolds and Beatty(1999),
THAIRIEL = MU=Z2oM 2ol gai=ol MIE 4 Garbarino and Johnson(1999)
AMEIAE XEXOR2 AMSSIIA She ol QIz{2H2012)
(% 2) 588=
M S3g= Sl
OIAE}TIE mE SHES MUxZzoM ZTs L) ZeR sk MEE NZsict Komiak and Benbasat(2006)
— - - O|M&E(2014):
x|zt QIAEITRY I|= SIEY MY==Z2aM = | SEstE 20E Mssict O|FIH - LEEQI(2015);
ZHel=t SIAEITY TE WEY Mxzeod Zut Ul 27 X FDE MBS} Li and Huang(2016):
— - - — Kim et al.(2018);
QIAEITRY Tl SHEY MA==Z22M L= Lo Ao SHFE 21E MEsict ¥t} OF&D|(2020)
QIAEIDR T gEEY M==ZzoM s Lol f8tt HEE MSTict Davis(1989);
QIAEITR I|= UEH MxzaoM Zne HES AP Dot HEE MZstu glct | Venkatesh, and Davis(2000)
|24l SIAEITY D= ShEE AMUxZ=nd ¥us Upt Bedd JEE gt B a0l
EER SOPH= ARIH, ZFIN Bige ZofFEct oW ’

e = = Kim et al.(2018);
O|AEITEH W= OkEs{ Alol= N 7= MERHOZ Lio|AH| S5l AHZFSIC) 2t} 0k™0o((2020),
= I'j-:l _LL|_ =&a3 '”E-—E._ &= MERe = |'O“ '” Tl_g'ol' I'—l— (=nuk=) |’ E-IA‘IXS, _7.:_7_8‘3_", ?:!2;—,0_1(2015)

_ CRM2| 2= w3sict
CRMo| Chst

Kti[xte| OlA] CRM2 12 oi5g 2{8 2ot AMER, UsZ(2005)
e = 21

Kim et al.(2012)
R, HaHE(2001)
gk20}, 2R(2013)

24 CRM Calder and Sternthal(1980)
e 15l/33|/5%|2 &&F l\/IcDonaId((1995))
— Krugman(1972
Leckenby and Kishi(1982);
2FS=(1999);

S1AS, 2IHTR(2015)

OIAEITE = SHEY MU=Z2aM 2o sZto| Zic} .
_/.\_AE:CRI\/IOH "ol AE|7E D= U Mol=mZ=od L= ofSo| =cf l\/Ia;ckenae Snd Lut;z(1989)
Cist B = — = L Ml Rl HMZE(2018)
QIAEITR IE 9HEY M=Z=2o M giis E0}
L= QIAEIDE IE SHEY Me==22M ZT1o| HAEE X|EAoZ 0|88 Ao|ct Reynolds and Beatty(1999),
TARISL = Li= oIAEITEY m|= 9y Me=Z=20M 2o =2 XjFolg Zio|ct Garbarino and Johnson(1999)
L= QIAEITR I= 3RS Me==Z==22M Zo| H=E EeloflA| F&E Zdolct xH2H(2012)
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Ao 7 AFE APt
CRM2 117y ol Z 31 AlAIE 7, AA7F a4
e MH A Ald=z2 A Ak g e Agt

= Xﬂ%'—é]“i o] Jga}
o] gt e APHsE Ad=IEZRAS ATt
AL nAFte] A7|AQ A #EE A A<
FEo= Hrpeti(EeHE, 1421 2010, Chandra
and Aashish 2021). 7192 2435 A3t Ad=
xR A AEs S CRME B3 714 291, <]
HE 55 Zgste] nAze] AAE A = vt
(Ko et al. 2008). MdzZa2rHde vAY HiE
A7) Yete] AFE L Ap| 2o Bt 7S ek
A1 viAE Ze|d e el kst AR 7E e
2 Ao 4= 2tk(Brassington and Pettitt 2000).
HL=ZZ A0 AR AE Avfgte g

fr

(¢}

Ex= AE 2

A AEE 14 4 2 71E ] Tl FeE S

o Adzzary 7w i olum wE %ﬂH
YEs ltﬁﬁ}% 2AtH(Verma and Jain 2014).
17} CRM MR 913 F83 ARFY7Aold ez
7oA Adzra2ns Fue g8 CRM=
sl GdstA ARgE 3 dom (o] fAl 2001) 7]
o2 271913 hyper-personalization) 7} 7Fs3l
AWA FRel By Adz=Izerd Fart AIFH o
2853 th(Lee et al. 2021). t}43 CRM 71&
= B3l 53 QISR dolHE We g mAe]
Yzl A3 Ald=zewd Fus sk A
Mol 2IEIE AT ]E Zloll & E=go] 2 5 2
(Verma and Jain, 2014) xz7e] Fuf s, 71
52 Tkt tlolHE 7Rt 2 Ald=Zen s Fus

wEA7)E AL &34 wARE Psal au

e
[o
=z M

=
e

i

2 CRMIME AF4o 25w slom o) 4
Avdnit]o] o] 8xlEA dlE Hil=e] IR EE =0
- FA

Bl gk solAQl H=E Feo2A &
! CRM dehe 7488 & eh(E8s, 427 2010,
Malthouse et al. 2013). H3F QIAEfaloxe] =X
2R AXEE &4 CRME] 53E & shQl QJI2El
H ol8AEe] s FuiiFe A A7E B8 2
MR 9)\11}(Coelho et al. 2016). wepr] &
xEla#ol ] AREEE &4 CRM A 5 29l
HE 5 FRE AlFshs dxe1dl g= g3

AI=zZ2 e FuE FAoZ AFE Pt

l‘h‘

oft  WE
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Y Adzz2 ey Fao] Yve JPATFE 7|
2 34 7l At &, As9(2001)9] &
ToANE B3 == NIEE 13], 23], 43], 83]&2 &
slo] 1eF Tt S7HERE 50wt Eolrls IRlst
Fom "ol oF(2013)9] AFelrE Bl =E o
IS A =F xS AHAS "] fsl
13], 43], 832 FEste] AFE dsiqirt. v,
Calder®} Sternthal(1980), McDonald(1995) &
1 = 1239 BHE gl 39408 ZUts)
£ W, 4-63] =E3Alddle B "ot as A
oIt ¢, Krugman(1972)+ 33l =52 34
33] o)do] Hojol EE R

o2 7oz HAe] PaeBIgo|

Bl oF 90%7F 3315 FaL e FENE
= ARstaL slow fejuvete] Badi@te] Z-gelle
°F 63.5%7} FaEI Hrkeh wjAFaEEe] Aol

9ol 33] vHES Favie® AHITHLeckenby and
Kishi 1982; W4 1999; uhdd, dRiTt 2015). ©]
= 2Rl FuFas 93 Fao] vEE3SE 3
3lgle] ARA o R QIFE = ulE o]t

uehd 2 AFE 28 CRME WEE 1 =9
FERIER QA== 338 Vo= 13, 33, h3l=
Asigion AEdidelA 54 Ball=e] FUat Q1
B3 ge g2 Adzzewnd Pad 13)/33)/5

.

2 wE 279 BRel] ARS Adssic:

B AT M A5 el 2AnHe] F Qe

e 7P el AHgehe RS 20, 30t <

T= 2I=(%)
o = 108(49.5)
oM 110(50.5)
ofziry 20cH 112(51.4)
30CH 106(48.6)
(% 4) E=2| QAEIOH o8 He
T= 2I=(%)
12 13| ofak(oie) 153(70.2)
T 4~63] 23(10.6)
QIAEITR o8 HIE F 1~33] 29(13.3)
& 3~43] 7(3.2)
2 1~23] 6(2.8)
30& o2t 94(43.1)
302~ 1Az} ojgt 78(35.8)
SIF Ho QIAEIOH H& AlZE TARF~1AIZE 30 ojgt 23(10.6)
TAIZE 302~2AI2F ojat 13(6.0)
2A12F ol 10(4.6)
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2Bl o 84 i e® AR Wit AEA
= Z 220 NA vl om AsiA] ek Al 2
F2 A3 218%-2] AEAIE 7o ® FARA S A
kit

w A7) AEA EEe] JATEATE 54e 247
Aytel] wzw F 21879 SHA T HAk= 1087
(49.5%), 2= 11078(50.5)%°1™ -S=Ake] Hd
AR 29.3641% 20t SHA= 112%(51.4)%, 30
o} SHA= 10678 (48.6%) ©|tt.

B AR ARE A FEe] Bl o] & 3
2 A3 At mpEw

18] ol’g % w2 o] §ah

(el

A2ER1F o] 8RIEE 19
S 153%(70.2%) &2
7V Botem Umz] 657(29.8%)9) SHEAK] o4

HEE 3 1~33](294, 13.3%), F 4~63](23%
] 3~43](79, 3.2%), B 1~23|(6%, 2.8%)
w3 SRk ShF it e
2 HE AR B4 A7) 30% mIRH94%, 43.1%)
ol 7P =& &H= 7153 em 30&~ 1R PIRK(78
8, 35.8%), 1A17t~1A13t 30% v|9H(23%, 10.6%),
1AIZE 30%~2A12F w|wk(13%, 6.0%), 2A1ZF o)

=

3 SPSS 22.0& &8sl A= 245 Al
o]& Bl WA dWIdE vERl= Cronbach's alpha
e Q?lff}ﬁ’i

AF= Azl wp=s ARE-3F H459] Cronbach's
alpha& 347@ 81004 Hol 92202 YERT
Nunnally®} Bernstein(1994)¢]] wt2H Cronbach’s
alpha #to] 70014 wj A1=2|=r} oo gHHh
wEbA] Aol A AHgE M4ELS 25 Cronbach's

alpha gt 70013z A2 5= Sl= AL FRlsisinh

w
1ol
o
it
0]
ro

I
i
Q)
M
Z
P
0
e
il
=

I
i3

HSol710 A AR A
Me TR 36kt st
© FEES Fgsta AP S =A GRlsk]
flsted AMOS 22.02 283t} gela a9l £
Al g8t

14 QA (CFA) 2 232 B8s &85
a5 74 B =(construct validity) & H53t=

WRHoR, A7AkEe] o|Eer ST JdES
HAE B ¢ U= wl = &8 Hu and
Bentler 1999). FAIA o= FlolAlF A AHre

(confirmatory factor analysis, CFA)<

ﬂlﬂ

o)

2. dE= g g3l QA5 UG BP0l Y Aue 5
XS Ao 2 JkdsleA] YJERATH Browne 1993).
B ATE ATEY A3 W 9T B APl 2ol AU Urhie At tikew, AT
AR FEEC] AREEA Hg A5 S § Sl W= TLI, CFI, RMSEA7Z} 2&e] AgAde 1
(F By Al2|T EAMZn}
= 2% Cronbach’s alpha

x[2t=l THolsf 4 918

xz=E 7y 4 .892

CRMo| CHEt AKX} olA 3 .810

2~ CRMol| Cfst Ef= 3 922

TR 3 .893

re

AERI3Y AfO|M| A4 CRM § TIE U5% MUXZRRY 19| 4atof o

In

o
o2 olxE Qolof ot
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(% 6) CFA 2AZ4nt

Variable Indicator Estimates t-value SMC AVE CR
1 1 751
_ 2 1.059 16.646 .730
X|Z+=l 7Hols} .736 918
3 1.09 17.604 775
4 1999 15.769 .687
1 1 655
2 1.07 14.192 .680
xzE 7y .678 .894
3 1.028 13.171 612
4 1.116 15.463 .765
— 1 1 662
CRMo| chst
2H[Rte] olA] 2 1.047 9.545 443 .608 .821
3 1.327 12.274 .818
\ } 1 1 812
AN S
Rl e 2 1.059 20,623 826 797 922
3 971 18.596 753
1 1 762
TAXIE = 2 974 17.397 .798 .739 .895
3 .873 14.923 .658
SMC: Squared Multiple Correlation
CR: Composite Reliability
x? (df) = 184.376(109)
P=0.000
CFl = .975
TLI=.969
RMSEA=.056
Note. *p<.05,*p <.01,***p(.001.
ot A YepdthaL & 5 Utk TLISE CFIe| 7 #eltt, B3I =(CR)+= .7 ©] e
90 o]4<l W RMSEA®] 745 08olslel W] & w8 2 shusldvin Bud - otk B A7 A1ed
olgla & 4 glom T3 RMSEAE 10010 4% TEO HFAE = =3 2 BE
ol 2ol EAIZ} e Aoz st = It Brown HAgo] BAE = olfo F=ohe
1993; Hu and Bentler 1999:; Rigdon 1996). &<l Aoz vehhon =y < QlIs}
A a/lede] Aol wam, TLI=.969, CFI=.975, At theo & P iaEg(AVE) = 549 A7,
I2]3 RMSEA=.056L22 23o] AdlsiA YeEliT] RE HEE] A A H 3k Z23A] &
weba 2 AollA] 83t W55 el EAI7E e IR 5 3 B} Pe= &
gleg sholsle] Qlsisic
FH o B A= B3R (Composite Reliability) oEo] & d4e 9 7 7)ol <
9} HHEAEZZHAVE) = ER1sISit}. BehilZ| = (CR) A FoWSg 719 S Lol gith Pearson A%
WAEA S 7o R & A77h AR Wigese] Wit

= ASE S Hrks] Aste] AR Hatiats
[e)

ZH(AVE) 2 WHEF & H7keh7] ffsie] 28H=
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=N e FEZHRL 2 3 4 5
1.X12HE 7Helst 2.998 .925 817 515" .680*** 564"
2. X2t wEy 2.831 .907 1 567 789" T127

3.CRM ¢l 3.008 770 1 .664*** Rolslo
4.CRM BT 2.685 .928 1 .708***
5. 2ZAX|IEo| = 2.471 .874 1

Note. N=218."p(.05,""p<.01,"**p<.001.

(1998)l] w=H W5 i A A7t .80017d<]
73-7olle 3414 (multicollinearity) w4171 2 g
7Fe7dol vt dudAl £4 23 AHgE WdgE A
ole] WA= ERRI A4 JiQlstet A4 #7844
= Al9fslaL 25 80 ootz s deArt gl A
o7 Hylon F8 WS R frelas (.001
FollA BAACRE e’ A (+)e] FRAAE A=
e &lsiiet

=

4. JIdA

0l

X2 JHelstel X|2tE 7E40| 248 CRMO| CHE
Ei= & ZHAIXISCI=0 O|Xl= &

A A2 ARlske} X2 8] &4 CRM

o tigk Bl wAlE Y 1,2)3 &8 CRMel
et B =7t BARIS = (7 3)ll iRl e AT
371 $l8le] AMOS 22.002 F2UH A RS A3}
e, mizh el frelde F-~Eef (bootstrapping)
RS 28sie] Aol

7] Alee ERAIGlBR AR EE Holx
710l FEdH e AR R Age] 225 A
o] Fodes A T ol WlETY] feld=
Hoh gy ow A o e ARl stk (Muthén
and Muthén 2017). F2=Ef W2 Alse] £
£ AAdste] g adte] 95% A=+
Interval)& &<loks WHolth. =, 95%¢°] Al=73t
o 0°] 23R &= 75, IFEHE FenlsHl 02
t2ug FAXCR fFelsiral

AN

_4

ZHConfidence

<_u_ 8> 74§‘='A-| 74;1}

Z2 (1) Al 2k S.E C.R Pz
X2l 7Helst — &M CRMo| CHst EH=(F4d 1) -.256 .165 -1.650 21
X|2HE 784 — 2~M CRMO| Cist Ei=(7Hd 2) 1.076™* .165 6.510 .000
24 CRMoO]| CHet B — ZEAIX|IZL|T (T4 3) 197 .061 12.984 .000

HEEE

X2(df)=151.891(73), p=.000
CFI=.971,TLI=.963,RMSEA=.071

Note.*p<.05,"p(.01,"*p(.001.

(% 9 opHEnt 24420
22K A== 2k S.E Pz 95% =727t
|2z 7HelEt — 24 CRMO]| st BT — ZHAIXISe= -.204 178 .221 (-.565,.115)
AzE 784 — 24 CRMO|| st B — ZHAXISe= .868"" 77 .010 (.5652,1.182)

Note.*p<.05,"*p<.01,""p (.001.
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(B=-.256, p=.121) A7 H&4< &4 CRMel
g el folek A (+)9] d3
ERATHB=1.076, p<.001). 28] &4 CRMel i
& Hert PAIA GO we| WA= JERS BAACE
g AL RIEITHB=.797, p(.001). o]=4 7}
A 18 7174 en M 2,38 AAEH A

T3t wiyl T BAATe| w2w 2|2k siQlst &
X&) o)) vX)E gk Bl o] A8 CRMel o
o Bz vl ke 95% AlE| Tk Sk - 565,
1lzke 1152 02 ¥akel= Aoz Jeh HB=-.204,
= 221) EAR R golgx] & Aoz et
WA 2|74 fr-grdo] ARG e n|RE d5F B
o lof 24 CRMell thet Bi=e] wi &3} 25 2=
95% 1= 73] slekghe 5520w, Ad3ake 1.182
= AlE 73t 02 E3A %ot i &I SAIA S
2 frof gk AS FRleth(B=.858, p(.01).

OO‘
r_h.’
N
A
<

X

o>“

CRMOoi| CHSt
B ATE CRMO i 2v1Ape] Qaje) g aas ¢

AH[XIQ| QlAlo| =E St

olH7] 935l SPSS 22.0% Agdle] =
1), M (232), a8]al Jaaes P(E%S)% 2}

Al Fishe AAH Axjel we 2dane A3}

Vel A9 folsitt B ¢ o B B A3eE

T30 ZAE Helsta o A
S e8] a7 flste] AR WEd tigte] Ha &
A3} (Mean-centering) & A183}tH Raudenbush
2004) .

Az H1st, 224 58793 CRMell thigh 4H]=}
o] Q12)e] FoAg g3 A Aol w=w A2
847 CRMell thgh &mjzte] 12je] 2 CRMel
& o] Palehs A EIE BT AR CE frelst
A vepgont, A 717k 7K 19] Az} Fdst
A A7k iQ1EE 24 CRMell tigh Bj=el njx&
AHEI= BAH R FoJstA] ksl wek A7
AAske}l CRMoY tigt Am|zte] 1] 5 2-8-F 2}
(B=-.041, p=.620) ¢} A7} F-8/d7 CRMe] thgt
An|zke] Ql4]e] A58 g3H(B=.042, p=.606)%
B fofslA] 92 AL ERlsislon ol24 71 4-1,

4-2%= 7124= 0T}

(FE 10> CRMo|| Cst 2d[Xte| olalol A= FAMAD}
HE 231 232 233
A 2.685(.039)*** 2.685(.036)*** 2.684(.040)***
X2t 7Helst .108(.072) .059(.066) .062(.067)
xzE 7ed T17(.074) .576(.070)*** .573(.071)***
CRMo| CHSE 2H|Xte| Q14 .379(.056)*** .373(.057)***
X|Z+=l 7iolaixCRMO]| CHEE AH|XEe| 914 -.041(.083)
|2+l S2MxCRMO]| CHet AH|XIe| 014 .042(.081)
R2 .626 .693 .693
R2uis}zt 626" .066™** .000™**
Fat 180.001*** 160.681""* 95.693***

Note. N=218. *p(.05,"p(.01,"*p(.001.
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(11> 28 CRM ¢l

HEnl(Sg B xjzkE Telsh

45 H =g g =gt PN A= F(p) HEolEMFE
+xE 2y 79.143 5 15.829 20.246(.000)*** 323
g 1398.197 1 1398.197 1788.365(.000)*** 894
x[zt=l Fholst 49503 2 24.751 31.658(.000)*** 230
24 CRM
ORI, e 30.561 1 30561 39.089(.000) 156
it Sz ;S%F:,\”Aﬂiz 597 2 299 382(.683) 004
o 165.748 212 782
A 1680.000 218
2=l 8| 244.891 217

Note.*p .05, p{.01,"*p{.001.

(E 12) &4 CRM ®lz9

THEN(SY we K2E K2Y)

5% vr =% wr e, AR BEAE F(p) SRR
+xE oY 91.116 5 18.223 25.123(.000)*** 372
= 1420.966 1 1420.966 1958.997(.000)** 902
x|z fey 54.957 2 27.479 37.883(.000)*** 263
24 CRM
s GV e 42,533 1 42,533 58.637(.000) 217
CHSH EH= 7l5| S2M
;fLE: SRV ae 433 2 217 299(.742) 003
@it 163.775 212 725
A 1680.000 218
= 3| 244.891 217
Note.*p {.06,"p(.01,"*p{.001.
AM CRM HI=o| =& &1} FolsiA] Al e 7 5-1, 5-2& 71404
2 A= A 7RQ18te} x| 2bd f-8-4do] 24 CRM =, AoAe 8= EAeA] 2o x| 7+E sQlst
o tigt ej=e] vx= Ggkl] o] A4 CRM H1%=2] (F=31.658, p<.001), Azd 84 (F=37.883,
ZAFINE A3 sk A2k i) A2t p<.001)3} &4 CRM HI=(F=39.089, p<.001,
SAE B 7o R HHY 2 Huy) v H F=58.637, p<.001)9] AHayqt Attt et
o g BRelgion My AFE sWe g A4 CRM ERa

FHFoZE scheffefd S

A Aol w274
(F=.382, p=.683), A7}
(F=.299, p=.742) e %

o

| AEfT2H

r

AolM2] 24 CRM 5 TIE 9159

r

B
[e]

Matof of

o

S OXl= 2000 2t A7 CRMO| TS AH|XIO| OlAlmt A4 CRM ¥

7t 24

_=;=_
B AN Azt Al

Nolgteh Azke fgdel &
CRMs]| thgh eliee] w71 dakelo] tigh 24 CRM

Wwe] 2dEIe BAHCR felsh Weg B
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(E 13) &4 CRM ®I=(15/35]/63])

et 74 o Blm

(i

() == ) 2= iAol (1-J) EERF RerE - _95% o i .
58t Alst
1 3 .6920* 14146 .000 .3433 1.0407
5 1.1440* 14146 .000 7953 1.4927
3 1 -.6920" 14146 .000 -1.0407 -.3433
5 4521 .14097 .007 .1045 .7996
5 1 -1.1440* 14146 .000 -1.4927 -.7953
3 -.4521* .14097 .007 -.7996 -.1045
Z£ v &4 CRMo]| ohist B, Note.*p < .05,**p < .01, p (.001.
ol YA AHEIE RAFE Folskdeh, B AT 2Ekae) A olgdel A % WS ISl
= olglgt AHEHNE A A ET] fJste] A Tha 753k 4719 123 A2 7iRIsE 448 CRM

Toll 22eket 24 CRM W= Al ke 24 CRM
o theh Biieol] thet Bt zle] A&t
A Ao w2W, A ko] it xfol= AL
= frolgk 2o Yeuith(p (.05). FAA SR 13]
o] Bito] 7P wom 53] el o] 7}
=0] BAFCRE felsisitt. ol 13] =& 2319
71 321 28 CRMel| gt

R

B Al

Ta= =2

9

A

R
¥

ofN
Ru)
S e )

ny
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1

o thgh =R F3Fe vxe ARl o] =& W
EAY Ths R FEEE S Utk v AT
= ZiRIst A2 842 viviele] Bliel] Fds
A2E 53R HSong et al. 2021, Bleier
and Eisenbeiss 2015, H9<%, A3l 49 2018).
olgfgt A+ Avf= # AelA A2HE 784
H stel A4 CRMe gt Hix Ale]E
HyEmA 2hged S AARRIG, B2gh 2|7k B
g3} Zdu|t]o] gk B s} 7HQ1stet
B gz wifgs ASe AFE VIR A7
A 9l st gk AHRke] BTt AR
uelE 4= AH(De Keyzer et al. 2015). ©
=]

7RQ1srt 24 CRMO gt Bl== w75k

RS
]
o] 2}

[e)
i=1

[e]

2~ 0]
T
3T
=

g 2t

n=

F8A4Jo] &4 CRMe| that ejxzo] 1]

ErHom feold Aow Yeht 714 2
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AR =S HelS onjgitt. tiEo] A4 #-84
o] 24 CRMel Wizt Bl=S mj7lsle] BAIX]L] w0l
nXE G ek FAKCE frelg Ao R vERkitt

A, 24 CRMel tig Bl =rt #ARA & o 3%
29l &S n & Hoz vElzion 7 3L A|A]g
Ak, ©1& Ajzen(1991)2] AlgaFo| e 7]Wrsid
AFE L AEx, B3 Tl digk FHA B 9 wke
o] Al PForE B HII AYPAT
o g8z Axfolt},

iR, 224 Qlske} A7k f-82do] A8 CRMe
gk B zmol] BlAl= dgel 2lo] CRMel gt 4v)jke]
2] 2HFgI= BAHCRE FofskA] ¥ BoRE
Bt 71 4-1, 4-2% 71230 <33 d¥k= CRM
o tigk anjzle] <14zt A8 CRMe gt Bl=s =
Aole T=e] MR Qs vepd e FE8E 5
o AR F 23 Ate]o] A Bl Hdsto]
=4 7Fs/de] vt wpA] o] R g F5 AT
M T SHEFE AHEsle] St S| eg 7
otk

oA, 22be JiQIske 212k f-878¢] 48 CRM
o it Bl mIA|= dal] o] &4 CRM H1E9]
ZHF el sl HEe Ao 2w 28 CRM W=
(12]/33]/53)) o] AEI= BAHCRE folslA] oba
S FRlsiglen 7K 5-1, 528 7149t FA1A
o= Aurm A7t siistel A7k F-847 A
CRM ¥1%(13]/33%]/53]) 7} 22 CRMel thet e
1A= AR &= BAA SR Folek v X2k el
C AZHE 897 &4 CRM HIEe] J52hg §Y
o2 felakA] oAl Vet ols & AT
4 CRM RI=E 4&H|RE] Q1A o) 7|ikele] S
ATz A2E NIEe} AA Wiwele] zfol7} EAld 4

7] Wzl 5 Aol AA el 14E N=S

d

ac)
H

fr
%

=

X
;
ro

re

AEPI2 AlOA{9] AM CRM ¥ I|E gAY MUZZ2BN 29|

In
oXx

ol L DXL 2000

5% 3ejsle] Zgeke S| Bt JE% WS nel
= 4 = Holth(Krishna 1991, A&t 2012). F
o2 CRM Wl=e] Al [9el B old NG
Aol mi= A9 k0] BE Aol AR Fel
A ekl PAA0R 18] Aeke] Hirel 4 &
om] 53] Fete] Fite] /b Bhge] BAHOR FeolF

B d7e 2Ushl s e &8 CRM A<

B
iz
S
=
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R
O
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g
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2
2
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tj&o] CRMell gk aHxpe] Q143 24 CRM Rl
7} 24 CRMell thgk Bi=el BAIRISe =] n]x|&
J3s gttt CRMeOl theth Amjxke] Q127 A
RM ¥Hl=e] 2dgvl= BAFCRE folahA] sk
o]5o] &4 CRMel| that Bj=el v]x A
AR fefsilon Al =& Hurte] atate] 7}
SAM R felaladr]el olelet ARE B3 =EWE
o wh &4 CRMel| tidt Bi=r} Seid-& skl
. olge A7 A3= CRM| gk 41 2
24 CRM H1=e] Jgfeof tieh x[&4Q0 &) da
e AR 2w 7Ped e g5 Are] W
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i3k Bizell BAH R folak A (+)2] dFE S At 3. stAIA

s 24 CRMell tie Bl=s BAR S = 5414

o2 folgt F(+)9 JIES YRS AT £ A7 S-S vt 2t

2748 fr82d0] BARELz nRE FHA dTF A, 2 AT E 28 CRM WNEE Z3s7] 9]
HS 24 CRMe tigh eir} iz wsisint. glo] Hg AFES 7wker A8 CRM HI=ES 223}

o] 71de] ol xElE ¥E wEE Ad=za A Sl 18] 38 53 w2 xge] Ao Besl &
2 AR A egAEel Y THES f8dtn v wmd W HEE Sgedd. o 2 azd 94
T Q=S Al Ao] Fdh QrEla o) eAE

o

= =S Aeshs 2010z g% AT 248 CRM
AAl A A7l EE&AQN FH H2o] IhsdiEE o] JEE Sgske v o] 94 eEEs gE
=2A7)E Zlo] HeghE ANt & e A ST AL B Aol adhs
HEo] £ Ao CRMel that AH|zle] <12} AR &,
24 CRM ®I=7} 224 CRMel| gk Bi=el] wx|= 4] B4, & dFere AHrkEe] 23 &8 CRM
HEaH= 2Rleit}. ole G349 24 CRM A NES ARgslo] 28 CRM HIEe] &35 AZ3Ih
fJal CRMell gk &Hjzke] Q1417 24 CRM ¥lIES T Q1A RlEe} AA| Wiwe] g3} 2ol HE A
R 2o Fegds AR FEd A 2 23 155Utk Krishna 1991). &35 dTolA]
2 CRM Hlxo] w2 248 CRMel| thgt el=r} B4 = 2HREEe] @ éoF 24 CRM H1=&} AA| s
Ao folgt 2Jo|7}t glom 18] & Zlo] /1 F T aejshe ke " 4 9le slojrh
29l 24 CRMe| tidt Hi=E Eddoy)= 3e & A, B AFee d7rd 9 /e AFe] 9
sl ole Fae] FENEE 33eks 712 S 34 20, 30tH QIZ<ERTH o]8x} 2202 WFeR
A AR B ke dys 2dndol 87 RS AEgsith. 1y Al JsEla#Ee 10
oA o]l gxFEe] Fal & HEE thE wiAelAe] E] 40t)7kA] EisiAl ARgsle Avdnit]ojon (47
I 8 HEel Aot S Holge Aot =, 2021) QAXE}I# o] €} = 1099S Sulsiglon
Zdnit]o] o] gxalE5o] 7j]le] *}ZiOJ IRt <lAst F2H9 e o]F A AA 2n|te] o] Exe &
= Aol 2Avtle] Aea A o AlgEE Bt 71t A& gRlg 4= glrh(o 1 15 2021). w5
Y Fuo] W =55 UE Ao HhE wEE A= Bt oieket AEEd ot & 2ES O
o 05 FH 0= QAskE A oudth(x7]E, o] Fog ATE AYsle] Hrh w2 HEAES dEE
73], 4538 2005, FAA 2009; HAA, 25 A= Blojtt,
2018). wehA el 3= B9 Ba ZI9E F U, £ AT 71E APATEo] A8 =4
2 o]Fed = e HAHO RIS EEdlo] o|& 7] TS 7o 2 A JFPsIginh. ey Adnir]o]
Hho 2 QI el FE ukEd P31 HEgs FHske € 71Ee] 2Rl AN AgAoln] FE AFAe}
Aol BeAgs AFAoR ALt FEALe] ZBAE AEolAE FRte|th(odd, 3,

ol/d<E, o1 2013). wek 7| 2de SHEYo
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