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A}H]/\gq Ok;ﬁo] AR} a7
2 Qo] AjH] 2o EH?E} T2
Ao Fujste PFe ovldh=
AR e °L°}it AE BA+HAE QJOPT: A1
2 7199 " Fa3 AL Ha o A s

71l 259 317*’1 o] & (customer defection
rate) S 5% T FFAA % Fol Yol 25%lA
85%7MA e & FEEAE & F vz st
(Reichheld and Sasser, 1990). ey @& 1
A7|Ao R FAEE AL uf$ A= doju}

2 %
9E 24Y5E 7199 B AR} 2] BEo]

)

o ZIdAE B aAE BEAIOE A dIE
i, 2o g Qe ¥ A gk FAE 4 gle
Hiolth

A2 ST QoA Bolgh L fAF FAE
(spurlous loyalty)ell &3t Aolth. fAF FAE
T A FAAT) S M2 Al At Bal=o
EH M 294 "HEe /AL YA Lo wHEH

ol Foff P52 Hol= 1AL 9v|dh(Dick and
Basu, 1994). M| z|-gAkel] tiate] E5H2 o]of
718 = BHEA Q1

A= ”—XH sta 9leke AoltH(Bove and Johnson,

AL P5A
FARAT 9l Ao] ot fAF FAH A Eo]
Ak 97) WEL Aoltkel A, 9871, 2001

R AH| 2 g A EW?_P TR AL
=2 alld Arjze] dig 34 dse IR A
37| = gt (Ngobo, 2017). X574 tE-E<] A
H[ 2 FAE AFoA B=e 5] dXste 114
o SAE #H AT LLstA o] Foizl v,
Y E o| T AAEA AH|2=E HeE 7FsA
o] 3= frAlEAd = (spurious loyalty) ol &3 A
FEg ARolth(obe, 283, 2006:
olfAl, 2F¥71, 2001: Chacon and Mason, 2011;
Ngobo, 2017: Nguyen et al., 2014).
APATE T3l & o] Ar|2e AFo H]st
Tr/‘} ATt s HAE F dEe 58
T (o], FF71, 2001). A, AMH]|AE A
HV\«] g AAE A@shaA AAAH =2 H7t
ap7] witoll A@FAo] AR Fx, LH|AL
B7pE FHAQ 4] At o2fd AH| 2o &
e SHAR stolg AH| 2~ 49| HIFE o EA
o EH 2B e AH| 20 s olsed

) 7EA] A AMu|A2AEE 5] et A S R
3hE Yolo] "t} 4, MujAE 1 Al o
Mol Zojgto 7 Qlsto] AH| 2 A|FAlet dhH WA

& WAL B DA A2 ARAE wRA
23] Hek, W oheh Al MR mebi e
20] A AAE A2 PN Az 7

F7F 871 Wil anAge] wle Ade At
(Hh2F, 94, 2002b). o] & Au] 2] £

H| 2} 9JA} AAA] A 0 7 2F2g]o] A
= A= GA A 1A
Ao R e HoA wEFuE A&ste 4%
< A2 4 3th(Bove and Johnson, 2009).
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2004; Bove and Johnson, 2009). 2Rd% &
Fota AF7kA e Aul A FAE AFES FE A
o AL SRS OFAY AFT el A
o} o] #AA Fujut F84 Fuf PFo Ee
2 HIToZN A A A A HA S o
T AFES v 758 Aot (o] fAl, 871,
2001; Bove and Johnson, 2009).
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Dick and Basu(1994)= %2 o3 A

FollA A vk vE
loyalty), 582 Bl=tte] A€
ZX % (latent loyalty), 282
T FEts Yelle Zdees A
oAb EA T (spurious loyalty
TFujYE EFoA B A whES e ]

=
oft E
R
ox,

L
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=
M %3 F A0 AHx 7]
A

 FAT=E FYHAY F
Ao wretiy g AT A3 (Oliver, 1999;
Ak €, 2004) 9 tg 2 AH S A g
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z oA Uepd GAF A AR 24

EFE AR 3 wpd e s Be A2 A

t}. @410}(2009) = Dick and Basu(1994)
T
A

AMul 2 Hetu o] 5= Aol ofeha #7443ttt

A F7H4] Dick and Basu(1994)9] $A4= 3
e el AsA e AT dFES 2
B e AR O A3t dolde & g Aot
Nguyen et al.(2014)& ¥4&9 5= W
o7 HAE A 23 A3 AR H] 3=
F8o] F2 BFHYJL, A FAE FFS Fu

Z 9r7t gl AoZ YEsi e, Bandyopadh
and Martell(2007)& A EA = dfgt Hdx
A AR 471K TR FES WAHoR

=

WA 4 YT #H 2o EEE Ngobo(2017) 9]

AN LmfdAl M e A g5E el Fel e
Hdolel & ot FAE K3 ARG oY
H] 34, A B4, g 9] 37k 3ol W
AHJL A AL DHEA Fokoh, v
Bove and Johnson(2009)°] 1|4 AR A5 dId
o7 MU~ FALE frde AR AR A2 F
AL} A2 719 F 7}7\1 ol tgk A FA

o

25
BolA] 4714 £ FAE 24S BasG,
Q.

H=
A & °W71(2001) ng Au 29} g AE
MH| 25t s e SAnAT FHEE
AL S §8E dAs Y, gy 248
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AE} vwslel Ao BT 2 54E 7}
Ax ) e f4 B MESA A2

% 9es G5 4 Arhel R,

A 29 B8 A (intangibility) & 2% 71E o9
I %}Ei’ﬁ 2H| 2SO /‘131*3 Bt F2

X,

%‘é‘oﬂ EH gt Y7HE AR skA] xskA et g
AL EAl 2H|EE B 224 (inseparability)
O R Qlste] AB|AZE Mu] 2 B o Frofsh=
A57F B2, Muls Algaket By #A7E 94
e 457 Boh ARl2e A4 5 Qe 3 oA
o] 7k 7hA e a7t B v g nA o

b AH 27t T Ao g A 28 T 5 9L
]?”* heterogeneity) < 743 STt & A]
THHolgaL strjete A & Au| 2Tt A
¥omz auagel A AAAAL
g 4= glgh(ahe Agg, 2002b). ©]
"1 H| 20 A|F3} FHEE 173 SHELS o
JAAA] g o Ag- 5101 AB| 2] &
BFANE GA Auj = gL oA Ks)
& el 8] WisHA dA 2 )
73 ¢, 2004).

Lovelock(1983)9] AH]2 &7 AA
F3 FEo] =S
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§ S0zl HLp=7}?: TS ZHUAT FAH SH U249 Ro| 24
v ma A zg ARAQ Bl 2A A & WgE e 5 gon 13 3 gl &
o Aulz A9S] ATE FRAAT B2 AFF vk Bkl AAY 2(2004)% 2R BAE
Aol o Fad0, o3 AUz Y AAE A 09 BARIS FHEY AL A2 nE o
A AN 2E WAk Ao Bk Y 29Ed 1w don dgn

oYL ofrjEa s FAAQ o] sivta o
AT Zeithamal, 1981). Aol 2oJshd 4]
Aol HAETE E=3 AlFolH A 29| ofuj RS A

o2 g 379 ofelgel 9T A5 HE 2
Aol @ AT Bol 299 % govl, B

Ao BLAT WAT A A ] it
A7 g Aojdtha sk th(Fazio and Zanna,
1981: Smith and Swinyard, 1982). wz}x A
H] A~ oﬂ}q“‘_ 3_/_7140] ;(]710 = %‘_O/Ho] =1, 73
HEHo] =& AR AIS;E

3T

A F7A L] AU~ A E] B3 APAE A
55 23 2w, 245 A 2 FATA o B
osle T2 4] W AHua B M)A AlF
A soln, AMH| 29 Fe 54 Wkt A
v 2 A FAbe] et et Aeld fogs ovlshe
94 FUANE FAHAES] Az 23 2 4 3t
(FAY, 2002 Y37, 2010: 2ol 2005 %
3y, A%, 1999: Chaudhuri and Holbrook,
2001). &A AF3T vle} o] fAF FAEE HE

F23 ARE GBIl ohle e
o 5o B Wege] B v 9L vl
A AREE av)Ael AEgelT we 214
ERBEREE EEEIEEE]

235} §4 34

of A9l G nAe Aoz WE}‘»&D}( A,
2002; 238, Az1< 1999; Cronin and Taylor,
1992). 3} M| 20 el SRR AAHT
= gubEel Hs) o= g vl 4 ZAE Tt
Yetdar ek(ERAol, 2009: Jones and Sasser,
1995: Reichheld, 1993). Kasper(1998)& o<
gk v 21 1777} ] BEY S = Esta
FEAS e JEE JHH I, 46%9 AHAELS

it
FEA ek EntSelle Btsta ool AEA

A

g
£ A ¥oda st Ag TSt HEL F
AEE 9t dFAoA|ut e nAo] BE 3
AaAo] B AL ot dOlD}(AHaway et

al., 2003). oJ¢k &2 A+ 753}%—0—

o, 0% ol A2 FHE BHAEA A
® ThE W] Basel &g elvlgtHEel,
2005).
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2005). olgfg Algl= AAY B dsAgor
HE 431 (Ravald and Gronroos, 1996), £
ARt AA B E e AR Holol gty ot
tH(Curran et al., 1998). &B|AEE AH| A9
g S 08 Qlato] A7 A thg &gkl =
oluf o] whE3l 4] AL Al YHo]
4 9t (Elena and José Luis, 2001). gh<uio}
8F(2005)& AF 2 Ho] A7 e LA
L 2 HER A4y7] ojfria st
g} 0}(2005) & THEo] &M A} 4o
ol H7tE BT ¢ 7] Wl AH
o dg& vzt et
T o]0 FAE WAE
TEA g o 7ol xﬂ/\]ﬁ */F A tHFornell,
1992). Bendapudi and Berry (1997)+ 7]&2
Aeado] wEe 75 o289 A4 S7HE A
gt st & Al AP eR Hds
nhEst 249 °4—r7} Eo4sl7] wol
& A &S o] AA AAsH ﬂ‘ﬂ ol 7
Mol tigt o4 F7HE olojA Al HEH
=1 Ui Ae oz 285 545}
999). Morgan and Dev(1994)L
= T8 ol & sy
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2.3.2 94 FLAI} AH| 2 A1F Y gk
AB| 2 Algael 2H AR PAE e
2 o 2 (social attachment)& A4 2 7] 2}
2} 7he] BAZ A= 228 90l B &
(Belk, 1988; Fournier, 1998). Oliver (1997
= folzte) A" Ee Hale = 7|94 4
g FAEEY T Fasitta ola 3
oA o] =)ol JIFAAE 537 "]
£ 757 wEolga 3}3‘5\‘4 "Jju
H 29 7o} ofm| 2| of AfH] 2~
tol e 3t dAds = ] A E 2=
= 9ujgth(Uagzl, 2009). = iﬂ]x}ﬂ AE] 2
1}9}% NS =7A =™ A AA = 7}
A A o] g i 49 25
e 94 3 AV EoAlE
, 2005). o]FA &HAp7L AB| 2 A
Az 485 2 W o] A
Az 349 JEgE nHta
Y (Doney and Cannon, 1997). B2 A%}
< dujd B AH 2 At 349 Alge
o thet 4lE et £ Apol7t AT A= A
om it Aol AR|A-FH At
227|147k #Aof vlste] o A3t
ojvbr 1 AAE 2B|A-7IA7EY AAE Hold
o1 39 tH(Doney and Cannon, 1997: Dorsch
et al., 1998; Swan et al., 1999). 53] M|~
A B dF oldd o R Q] AMu|A Al
Akl gk A F7F E6] Fastn, ]G gk A
o 34 Jake nFItka AtHA ], A3,
2012).
3 Dube and Shoemaker(2000)& A2
A8 PFs olellety] Helre AHlAbe AH 2 A
FAREE] A LRlel tigk Aol asitta sk%l
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Y| ot ZEE S0 RAF S410240] Rjo| &4

o o) AR Het 2ol anlAe A2 AlgA
sjel A7k avlAs) 7)g7ke] BAlel Mol A,

A2 A 227} 719S W AL EF 2A0Y07)
PAHAE Bl 7)o BgAQl S nx|A

#tH(Bove and Johnson 2009; Guenzi and
Pelloni, 2004; Reynolds and Arnold, 2000).
w2k Burnham et al.(2003)2 g8 &
Adow HAA BAEAR G dFeta glem,
ol MR WAE B3 Sl AfH|2 AT 7t
o A== TLA i (bonds) 7t A== A3
A A4 45 ofvlett(Klemperer, 1995).
ZH|AFE ] o2 A Edo] dod Ao sy
A BHES e A AHlA dEs 28T

= | stn, olejgt JHQ1A #AS &
AB G- A 2= A FARete] AT A o] B AfH| 2
oA M3 &E AYsle Fag Fiol 2 & gl
o}, whebA] AH 2 Al F AR thg Q1A FLATE =
| FRDFE AfH| 2 Ao i s =4 A

7k} Beh(u3d, 2009).

r

X,

H3: 94 BQAE Az Aeo) 344 98<
v Rolr}

HA: 94 S9N E A8ue] 294 9 v)
3 Aeln,

2.3.3 HH= A2 HEd FHE
WA SR04 2 W) FHEA e aAe

ZA71AE A 1Y 7hsAdol ELDI](Ganesan 1994),

Sk AlF o} BYE Beltkn 3?915}(Garbar1no and
Johnson, 1999). 42 714 = #AIE Aot
2k et AEA &t & 4+ 9lem (Moorman
et al., 1992), 3% Bal =} Au|2 7] tig

nA ARH B Aed dRez ¥ 4 g
2 5

(Gundalach et al., 1995). &<
AEE A8 98 3 (Morga
1994), o]g3 A E294S 2 o
A FAERE e Morgan and

£ AEE 29 A 4gH0ln
A

H5: MH| = AF e B S450 S84 9F

< 1A Aot

2.3.4 8393 Y4 4=

n and Hunt,
AT E HE
Hunt(1994)

T8 JIFE

Jones and Sasser(1995)& TEHoz el
A7k e 2ol FAHEE Al de FEA
gon ZAAPAR FidEe A Ao uA
o] gl Asfof sh= o] 2UESQ AgHgeo] uA-
71978 BA O A AQ dIFH R Aggiria
FAsAT. & WEES Au A A% PFE JAA
Ao=EH A o] Ao FHH &S sA

1
%’i‘ﬂr(Bendapudl and B
ol 93 PA5=

L
244 PE?UH 53%

_>|i_l
YO
1%
lo
M

& 74 %4
erry, 1997).
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Hodn B3 9l o (Fournier, 1998; Iwasaki and
Havitz, 1998), Oliver(1993)< Al @419 H=
2 ZAER AAA, A, A FAHAEE AA
A Qe FAETE FET AAERT. & HE

T7h WA datA o g ARl Elofof o]apA o R
SAEZF JEH (34, &5, 2010),

S|
6@ hl o 71

HEd 457} 354 2420 43S AT
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Qg 1) A2y

o] dula o 7 Tﬂ—o] o]B. }\1\:1] ‘ﬁ
FAAE SRS W] BT 5 e A
MAE AFes Agdad s Aga7
o Slalwl HE Aulai Aulze] B AAS
CEEREEPE PR PEREEE PLES
£3, AHlsd ARE FolAt AFEE A

NEow BAgow dste e Bt 79
49 28 TC1EF 994, 20020). oF1
%ﬂ wlu FAE R a2 31

Nﬂ%}ﬂ =4 H HlMﬂ

_O,oﬁ,

=
2

A, ?}72?7], 2001). AgAFAN = ‘Terl "1‘3]*‘
£ o422 Dick and Basu(1994)7} $4=<] 4
7 73 e A5do® A5 43 41
T8 THER FiE o 549 3}7} °)x‘“)r(Bove
and Johnson, 2009). wehA & ol &

=

ARF FAAT fAF AT z_u %

o

=

ofk
r

o,
oX,



A5

H0240| L= ZEE EHUAL FAH SH029| Mol 24

WS Ao A Al ddeislo
T AH 2 FolA = 71 viEtR=F 23 EA
ojm] AH|ate] Folmr} Erha FYE = dof g
ME| A5 AFdde R A3 ekett

3.2.2 A59 3

2 A7 AaFH S gste] A=l AFshe= 20
Al o3 B E gt e E 2Rl ARERANE st
ek HZ 374 ool gof W&
3t Ado] Sle AHAE U skl oH, 364%
= B SEete] Ao R AEAE
|Aste HEH o2 351571 B4 ol AFEE T
SHARY AFEATH S-S v 2t 4
< W27t 18.8%, AL 81.2% % FEAL, &
%2 20007} 13.4%, 30th7} 23%, 40W07} 49%,
50ti7F 15% 2 FAHJT. 2E odF& 1| &0
28.4%, 71&°] 78.3%, 71e}7} 0.3%= /3=t
497 F42 2009H wlgko] 32.8%, 2007H ~
4009 m¥ro] 34.8%, 400%H]~6007H 1|Hto]
20.2%, 6009 ©14e] 10%2 FA =AUt &2
& 158w $H oldl 1.1%, nsdtun =9 18.8%,
thelw Aet 2 =9 67.8%, ek A 2 =
12.3%=2 789yt 19L& HFF 2 74
24.8%, 24 6.6%, A9#HA 5.1%, A7l
2 19.1%, A2 19.4%, oo Aw =3 17.7%,
%47 0.9%, B1&84 1.1%, 3 5.4%= 74
ATk SHARE FEH AH 2] o] BE AR
e = 30~40t) 189 A9 74l 7] &£

o] b A sk,

A 225 o] &

2L

of Agegen, UAE 58 AE ALedld o
gBo Z4sde Auls BEe do] v g
s FAYE Bal 2k AAA, F3u
2 <03k (Oliver, 1997), dle] v]-&A1] 2 o
ol B 1% A, do] 4 o §AY et B2

A, o] AFd] gk Mukzle] nkEo 7 2459 th

HEE

)

(uhe3, A9E, 2002a; 233, dAE, 1999).
DA FLAl Ao} o|n| x|} M2 A FAe] o]
A7F dAete] Azl dis) dAE =7 A E
ZE A& sk (U3, 2010), o] Hateld
gkl Azto] dAete P, dAHE e H =,

T, FF7He dig Als A
S8ttt (A, 20100 4
S8k 2005). AR A AlEe RERksta ok A
HAE A3 e gk 2| Ak 7]y
£ 9|n]3}H (Sirdeshmukh et al., 2002), &°]
AFell gk AA1A Ak o] Al=Ql 2R, A,
AT A 2449 ARl aA S 93 Ao
tiate] SA ekl th (4ol 2005: Elena and José
Luis, 2001). 787d1& 719 glof 4Fate] Az
£ Hdsty WAste M2 oo 2A A
A, AR, AR A 38 S oJnsk (Jones et al.,

2000), B& &of Aoz uHre A tef a3t

< wle AT} A 3414, =84 SHAA
B2 vl go] AR st =2 S
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Why Do Loyal Customers Leave?:
Investigating the Differences between True Loyalty and
Spurious Loyalty

Jang, Young-Yong* - Han, Sang-Lin™* - Kim, Kihyung***
Abstract

While service loyalty has been always an important result of customer satisfaction, nowadays,
the concept of spurious loyalty attracts many marketers™ attention. Spurious loyalty means the
repetition of patronage with a relative low attitude to the service provider or brand. Previous
researches mostly focused on true loyalty which customer attitude is led to repeated patronage.
However, there is still a lack of research on spurious loyalty that can switch service at any time
after purchase.

Service with high levels of customization is mostly heterogeneous, and the importance of
customer perception on service quality is becoming bigger. Therefore, the spurious loyalty
phenomenon should be regarded as a customer decision making formed through other paths
rather than interpreted as habitual purchase by inertia.

In this study, based on previous researches, we established a research model with service
satisfaction, personal identification, service trust, and switching barriers as determinants of
service loyalty. We also examined how the causal relationship between these variables differs
among truly loyal and spuriously loyal customers.

The results of this study are as follows. First, there are spuriously loyal customers who make
repeated purchases with a relatively low attitude. Second, the loyalty forming process of
spuriously loyal customers is differing from truly loyal customers.

Especially, for truly loyal customers, attitudinal loyalty path is significant to behavioral

loyalty. On the other hand, for spuriously loyal customers, the path through switching barrier
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played an important role along with the attitudinal loyalty path. In addition, the effect of
personal identification, which has been shown to be an important variable affecting service

loyalty in previous studies, did not appear within spuriously loyal customers.

% Key Words: service loyalty, spurious loyalty, service satisfaction, personal identification,

service trust, switching barrier
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