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A 2% AW ANEH BE AAAT

A1 dE Add 7HRY A4

1. AZ8 AR A

2

Zeithaml(1988)¢] A= 7Hd AR o= ALGHE /MEgo=zA Aztd
A E A& Fl(give) I ‘D H(get)e] Aolz AHolstdom, o9} #H
skl Ul 7bA] Wl de F Al stk 3 WA= “Value is low
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glo] & AH|ALE] = A e A F AHAES] A = A
Aoz AYsla QY. Al HA= “Value is the quality I get for the
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Babin(1994)2 AW 4 gl BE AHdFEc] AE&5d Ay 3
A3E Aigta Aosdn. s &%
A8&2 7FA|(utilitarian  value)2t =4 7}A] (hedonic value)® 7o A
Aigatded, olde ATES 4%
(A1 21-8;Bloch and Bruce 1984; Babin 1994). A& %<2 AW AEL 1<
T A (task-related) o] At 32l 4 (rational)Ql AV AFEZ HAE AL, ol &
AN A SFF AF3te] 23S A3 tHBabin 1994). ¥k
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#AA  7FA (emotional value), 2 Z&AA 7} (practical value), =274 7}
(logical value)2ld], o] ®&-& Mattsson(1991)0] %3+ A 7}x 9 7}x ¢
Fo} 2th. 2528 A 7HA 7FA AR E 9] E(emotional)>P(practical)>L(logical)
of BAE 7 Jdvta Bi, AFTATE Fl A9 A JHA] FAEAL8AE
of 23 WAIE AL vk Aol WA, o5 W AdPadddds
THAY. =, 252 AZE X9 Wl 37HA= Auls BA(service
delivery process)ell &S mXal o]z & WhHow AN = ATEFS
Al A 8F AT

Sweeney (2001)+= A zZte 7FAlo gk ¢S 7% 7FX] (emotional
value), AF3]4 7}X](social value), 7|54 7}FX|(functional value)® &3}

Ak ZAAA TR AlFel WE =7 F(feelings) A A A 2l (affective)d B
o] &8, A3 A THA= AlES Sl AR A %] 9l (social self-concept)e] 7
sk, 7154 7FAl= =(money)oll Wgk 7FA &} Aol el A =3 AAl7HA
of vl&, 2 AF FAo gk e Hjgolth 197HA] & HE
(PERVAL)E Sl 47FA "9 AZdd 7FA 9 el %9 ddgdd S
AFetel AT o AR, 7o tAd A MY Folds W
W,

Sanchez(2006)= o] 8 AF3# (tourism  product)S  Fuisls o] =7 &=
Aztd 7kA e A e VHA R UEdn RS 71 E 7HA, A A 7EA,
ARSI A ZEAQ1HE], 7]5 A ZEA o] di gt B2 A X (installations), 77171
A (professionalism), % & (quality), 7}Z4 (price)®] HY=Z YA, AL A
7} (social value), =283l 74 4 7} %] (emotional value)o] w3k W= 3}
o] 247FA EI 67FA 9 R R FEA ] AFHOoE A7E JHA Y A=
(GLOVAL)E 7W&stdvh. Ao Fuf A8 754, A3 4, 24 7HA] 9
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AZATE BalA Ao AAA Wl a2 =S

Cengiz(2007)= oA Azd 7HAE 4T 5 de A=E

a1, AEAel AGE Attt 1 Sweeney et al.(2006)2] ATE A

AA, Az2td 7HAE e AR J2ete] 879 dEew WS Eetsl
t 71 AT V1A HRAEA, MRl F4) 7, AEA3), AFEE 7
2, AAA THARA= A7)l ZAAR] THAE Al AR AR 23
2 I = (hedonics), #7138 (novelty), & #(control)o]t. AF+ZA 3 40 A
= AL e FEEolA Azt ThAd 43 A3t yErst 7] A9

AN BEA WAT P dEden Hgsdn. W pAH Ax
Nl AFA Aol foAFA EhbA @RAW, nAZ A4S Azhe
= QoA thA e FHite]l 2 FH S HYFE Aot}
<29 2-1> Cengize A+EH
e | (s | [T | [ | (2 | [2aarm | [ | s
@) | |wEaED| | o mEARD | | (e ) || @m || AW
X2 7]
(Perceived Value)
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Z 31 Cengiz et al.(2007) p.263

<% 2-2> A" A S A

ro

AT

AT At

EE

Sheth et al.(1991)

ALE| A TER]
“4HH IR

social value)

emotional value)
7|3 7J}xl(functional value)
x| Al ™ T}x|(epistemic value)
Atgt& J1X| (conditional value)

Groth(1995)

IX|X: X|ZtEl 284
(cognitive: perceived utility)
SEIRS

(psychological)

L 7 &

(internal)

IS

(external)

Gronroos(1997)

21 X[ & (cognitive)
ZHH ™ (emotional(psychological))

de Ruyter,Wetzels,Lemmik,and
Mattson(1997)

Z4HM He 22 228 TR
(emotional dimension or intrinsic value)
7le™ He =2 H 22X JHX]
(functional dimension or extrinsic value)
=2 He

(logical dimension)

Sweeney, Soutar, and Johnson(1999)

ALS| & Tt

(social value(acceptability))

FAFSES I PN

(emotional value)

7le® Jtx(FH /=l st JEx|)
(functional value(price/value for money))
7|sd JtR(MIH/ER)

(functional value(performance/quality))
71sd Jix(Et=XA)

(functional value(versatility))

Sweeney and Soutar(2001)

7le™ H(dHMAHel and E2)
(functional dimension(economic and quality)
ALS| & 2

(social dimension)

ZE A e

(emotional dimension)
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7|s® JIR(MX])

(functional value of the establishment(installations))
7ls® JIX(HEZ AL S MEM)

(functional value of the contact
personel(professionalism))

MHlA Fof Al 7|s™ JIX|(EE)

Sanchez et al.(2006) (functional value of the service purchased(quality))
7|s® Jtxl IH4

(functional value price)

FASSES VIS

(emotional value)

AL2[ & TR

(social value)

7|s® JIR(MX])

(functional value (installation))

7|s® JIRI(MH|A EF)

(functional value (service quality))

7|s® JxRI(7+4)

(functional value (price))

7|s® JIR(ME2Y)

) (functional value (professionalism))
Cengiz et al.(2007) 2R b (2B

(emotional value(novlety))
28 JIX(SH)
(emotional value(control))
28 JIxR(F =)
(emotional value(hedonics))
ALE| A T

(social value)

=A4 A7A7E A

3. GAYAQA ANER Wse 2R3FE

A7k 7hHe AT BEL WA gAY AEA Aol gt A
o) EAR] AR ojojAa . ddAde] FAL FR uANS) T4
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A4 49 AT F2 AusngedAe] AU e AzE )
Aot pAE ATEAA K] WA, G ZYAEE BFatel AW
o]t}
<E 2-3> A7t THASA e SAN e S
EHI|=E o # X} EYuL £y =
q
7}74 7P—‘
- Iy EA
crol xp 2l Heskett et al.(1997) Ity EE MlER
Tam duad A5 73]
Eo = o X
- ZH T
7+ 7+
Fornell et al.(1996) _ _
=3 =3
71s™ Jt# 7ls-24, 714
Sweeney et al.(2001) ALS| A TR Alzl-ctat=
Z™H IR ZY-ciets
71s™ Jt# Js-MEMXHMEL EX,
. ALSl A TR 7t
Cixtey =x |Stnchez et al.(2007) 2R T} AbB|-Chate
ZY-ciets
71s™ Jt# Jle-dxMEM EX, JHH
Cengiz et al.(2007) ALS| A TR Alzl-ctat=
Z™H IR ZY- =z SH, Fas

&4 AT A 3o

HgaT e AAAekes Adst sdeles Ade TRl mEsim

& A F, HAE SASE dAdAd WA ThAE A sk S
v erzA Yz vgo oA st g7 sA R S gk
g Sl BFe ol AuA Feh F oard Al SAH o] dxAdd
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of ZATAE, oA A THare] Hrhs AXE TSR o
anAse] A A, % dde] Tdasetn &+ Atk F, A7 A

B e Ao Aol wE Wgoldm AW AAe] THorRA YA 7
A, AEA AR, A AAZ UE Aol ofdel Ao T ek dde
24 %A e, 84 dd 244 dden Ut o] wgAs,
gep] B Aol dHe pHasA A5d e Aleld sE, 24

oz ire] ZAsh Ao] npgAsria 2o
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A3AAZGE AN AdL ol & APAT

Fornell 5& ‘m178 v+ A 4=(customer satisfaction index)'ZS 7143} it}
a7 b A Aoy AAIAA S AdE Ad=e] AEsrt ofHal, o
of FAFANAZF MEAF S TEF AFANAAZ vpH o=z QA o]

v SA4E WEsH " Ae AVIE A7 o FoAAA HAT. A4l A
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17423
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Complaints)

oEEE
{Perceived

Quality)

XzE 71
(Perceived

Value)

InkLE-x)=
(Customer
Loyalty)

kL bllx]
(Customer

Expectati on)

Z*]: Fornell et al.(1996) p.8
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TollA et NEES FARHA AoEna & 5 vk ARAES AFY
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E AE35ta, el delgr| Rt A& o)t o9& AFE b (Henry
Assael, 7173% 9] A& 2007)

a % REAEES AF Tl A6 =t ddel JolA, A1 29

Go MY 10 Ee A s fuow FEAES o] 88 Aol 2, A
Jee AbEH, AAH Age AHow AFAE o]&F Aol 2

(2)An| =5 3 d

M)~ 7]5E Au|aEdolt), Aty o FHL AAY FH T34
FHAE FE¥ =, (Garvin 1983; 259 9 2008) A#HA FH AFTELS A
H 2~y AlFe] A4 EA(feature)S Eds= 71414 F A (mechanistic
quality)S ow|gtc}, vbA F34 FZ1S AH|AE ATEe AgEe] F3H
Hdeky} wkgS wredslE ¢1# 2 (humanistic quality)S ¢ v 8lH, (Holbrook
and Corfman 1985; @<= ¢ 2008) #7t¥l # & (perceived quality)e]etilk
ot A=A S Au 2] dubA & (attributes) o] A2 -ddel] g

F7reh ddd HERsEA o

N

Mol Q1A A (cognitive)H 7Fol] =7 5
t}.(Parasuraman et al. 1988; Oliver 1997; &= <] 2008)

2agistaie] AnAEA ATAEL AuAEL 49 27 5H FA
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29 3 @95 A7] fEiA A B o st due & wI(FEE 9.
2003) vk stEl Al ARt oy}, HstH A Ao WA et
W 1 FAlE 2Ebh Gale(1994) Bl g0 tislo]

SEEETE

[40
>
L
o
=l
I,
S
(o]
2
g
ui
=l
ol
ol
4%
=
=
-
B
o
L
rlo
2
ul
Lo,
-
=2

_27_

Collection @ sungshin



SRR
AFES ol Al Thiel auAEe ang T AAWAZ AN A
2 Poista grkehA fek 2l AR WANA G A

F e ARgAel wge gty 2 5 vk

Rl

geuge AT Ad Ael anAt e aede e,

o

Fr}h 58 8o #3 YE&S AH B 588 (acquisition utility)S A&7}
Ao A E7FA ] Hlae] o8 A E= dvkA ouje] 85 yEphdTh A
¥ §2(transaction utility)> A &7F4 3 FAZFAS Hluste] =71 g4
ojulo] g&oltt F, AENARY FANAS o] A =4 Ade 5858
WA FAAQ) A Ego]l AT Soltt YR

HAE o ZA =2 Adle 5889 A Bl&ol g S gigk 3

AE A =7A Hrh

Collection @ sungshin



o o

kv
™

HEwW, AHzE AL

AF
=

Oliver(1980)¢] 7Ith-&d =] 3 2t} ¢ ol 4

Al = o

el

el

7+

ol oa AAmgo] Azl AAF] A

tol ZId-=<LA sl &

)

=
=

)

?:51_

Tl % ole]

SR o] o A e v

]

0

3|
~

&
&7 =]

]

A
¢

j
a-

o, A2 Azt
gol pe) o 2A A

w

I

1

N

_29_

Collection @ sungshin



A3F AFaNAY AAEHA B
4797

AlAd AFEIFS T HH

2 AFol A= 27 48] AAS W F v Aol A X 7Z+E
dE o] gsle] <29 3-1>3 2L AFEIS AA AT Aol A A}
L3 7B A X&) WHE Zeithaml(1988)0] #| A&k v]-§& thH] 3§

ojr, ol gt 7tA 54 W ¥ F= AFWFRA Y vEs

%, 9 AF Anjse AgWgola, AFHR MU e ZH7be] thA
of dEg 7HAH, AFe dEE 71eA Y, A4 ", A
Ltk Mulze] Fe e 715 Fenks v skt

ool dEE A HAAA FAAD = A= e A A

&, FulAel A5ug, ol Fo $eld fAuMEoR WrE AP

lo
)
(o
o
oﬁ ftl

T Ay ATl oAse] AgE TpAE wtSel S Fu ATERIEE

Collection @ sungshin



<19 3-1> A4-nd

7| S s
Ap2| =
2w o o

=
olr
2
St
12

SHAlH| S (70} )
2 SHZ(F0 A) b2
22/5 9X/H S0} %)

B o=RoAE Wi e] AzdE 7FAS Zeithamle] oo 7 38to]
A T Al A= slEI G vl tiste] A A wAdel A Ao

SALE=S 14 98 284 €97 - 53 vl 2847 54 YAE

Collection @ sungshin



AgAE el 3] FBOoE Z%

oL

AT WAl A o] Mujze] &g, o 7]

AAE F2 A/SEA, ASY ALY, ASS 23 2L 39 FERow =

AEAT e SN g2 dEAg e AR v e B AAIZE

FAbRrEe) oo 349 FHoE 57

Q. Fsuee AEY 714, g

5]
AEakel 7h4 9] 2749 dEor SAHJY 7o $-o FAHES A/SE W

25 B ol2x™ ZH =28
MEZ2 7ls™ s Dodds et al.(1998), MAlS& 4
M EZel AlslA o =y Sanchez et al.(2006) 4
MEo| ZH™ 3 e Otto, (1997) Otto ft al.(199), 3
PSPNE=2=
Ml Coxy = 2iste 2/(1996)
s Mulzel 1S = AHRWEE HAISE 3
Tojf M EMMH|E X KEA| Al 3
Toj Al EEHE Ralston(1999), XM XS & 2
- o S Z2E& 2/(1996
7ol & 2alx fAHS o e o 2
o x| ZtEl J1x| X KEA| Al 3
e Fof = oHE Oliver(1980), Spreng et al.(1996) 3
2) Az ZEY T4
B =R ATEAS G4 dstel MEAS Bi ARE FARAL

_32_

Collection @ sungshin



W, WA 200]%e] HEAZ Bate] fuig Aol Ue HEA FHAYS
ERET L
HEAS R EAbE 40e] AFA o] Folgow], F 280%F Wik ste]

27582 3lgetgon, BEAASA gAY AAEA Sdo] o] Folx] X
H LA o AR EH AT

&2
rlo
i
M
B
il
By
to
_0|L
K
I\
_1
N
X
o

B oAge] R R4S oz Stol ol gEel tiRE AAHm

A MP3E o sheld, MP3E 44 TR Aol @)

_33_

Collection @ sungshin

MEAE MERAT. ARFAAD o)W BRe FHL <E 3-2>9 2



_34_

@ sungshin

¥3-2> ®%Eeo A4
= Bl (H) H| & (%)
=1 0 0
A 0q 262 100
A 262 100
18t 39 14.9
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ABSTRACT

A Study on Measurement of Customer Perceived Value

-Focusing on Durable Goods-

Lee, Bokyung
Dept. of Business Administration
Graduate School of Sungshin Women’s University

Perceived value has emerged as a major strategic issue of a company as
one of the factors in determining customer satisfaction and customer
loyalty. The general concept of perceived value is defined by evaluating
the benefit of a product based on perception of what is "given” or
"gotten,” to use Zeithaml(1988)’s words. However, recent studies have
shown a new emphasis on a multidimensional approach to perceived value
beyond a simple analysis of economic utility. Taking cue from these
recent trends, this article first delineates the characteristics and various
concepts established by the existing literature, taking particular interest
in value measurement.

The purpose of this study is to offer a measurement model that
targets the wvalue perceived by the customer and develop measurement
variables to carry out empirical analysis. One—dimensional approach taken
by former studies have tended to analyze cost in terms of benefits and
costs without specifying what had been gained and lost while the

multidimensional components of value such as functional, social,
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emotional value resemble benefits of an acquired product rather than
value itself. While discussing such limitations of the existing literature,
an attempt has been made to redefine the concept of perceived value and
reconfigure its components.

A theoretically derived value measurement model 1s composed of
multidimensional variables of benefit and cost. A benefit is comprised of
thirteen elements which include the benefit of product such as functional,
social, emotional benefit and the benefit of service. A cost is composed
of eight items that range from search cost (before purchase), acquisition
cost (during purchase) and physical maintenance cost (after purchase).
Benefit and cost variables impact the value which, under the research
model, leads to customer satisfaction.

Empirical analysis was conducted without a pre-set hypothesis to
verify the validity of the model. To carry out the empirical study, female
college students who had purchased an mp3, a durable good, were
surveyed 264 among whom responded to the questionnaire. Variable
reliability was assessed using Cronbach’s a, utilizing SPSS 12.0. Validity
analysis was carried out through confirmatory factor analysis(CFA)
using Lisrel 8.3. Structural Equation Model(SEM) was used to determine
the causality between elements.

The results have demonstrated reliability and wvalidity of the model.
To consider model fitness, functional and emotional benefits have been
shown to have impact on values with the latter having a particularly

strong influence. On the cost side, while acquisition and maintenance
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costs have been shown to have a negative influence, results in general
have been shown to be invalid. Search cost turned out to have a
positive influence, from which it can be deduced that the process of
information—gathering and sorting is perceived as enjoyable, arousing an
emotional benefit, rather than an absolute cost. Although the model to
assess the value measurement of a customer has failed to show a
perfect validity, results have pointed towards the importance of emotional
or sentimental benefit and the perceived value was shown to influence

customer satisfaction.
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