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EAACE fFostA yERdel wet ‘AR o] & W=t SHERWlF Alold

g
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dedol dthetar & 4 Sk 20t ¥ el 13] o]/de] 45%(30.0%), 274
Aol 13]7F 4078 (26.7%), 6714l 13]7} 28 (18.7%), H& A il 194 (12.7%),
3ol 1317} 1798 (11.3%), 1del 13]7F 19H(0.7%) o2 YEST. 30t
sk ko] 13] o] o] 49%(29.0%), 2714l 13]7F 429 (24.9%), 371<Lel 13]7}
378(21.9%), 671 &l 1317} 269(15.4%), H2 A o] 1098 (5.9%), 1\del 1
3] 7F 31(1.8%), 71E7F 28 (1.2%) £o & yERRT) 40ul& & ol 13] o]
o] 6678 (38.2%), 27Kl 13]7} 469 (26.6%), 37HLell 137} 35%8(20.2%), 674
ol 1317} 1578 (8.7%), 1l 1317} 69 (3.5%), B8 Al Wo] 4% (2.3%), 7
EL7F 19(0.6%) =2 = Yetwtth 50di= g 2ol 13] o]do] 66%(37.3%), 2
el 13]7F 5178 (28.8%), 370l 13]7} 367(20.3%), 6714 13]7} 14%(7.9%),
Q8 Al WEo] 7H(4.0%), 1ol 137F 2% (1.1%), 7I1EF7F 1H(0.6%) o=

sh2e] we BAA, (34814, p-00100 2 Lrebith fe)5F 0
N BAMOR FolsA vebdel] wel St o] g MIESte] SEWF Aol

1

4 (13.8%), 670l 1317} 48(6.2%), 1] 137} 2H(3.1%) o & Liebykt)
AEhsr £ 3 ol 13] o]do] 28 (28.6%), 37HLl 137} 274 (27.6%),
270 el 137} 207 (20.4%), 670Lll 137} 1494 (14.3%), 22 A W&o 69
(6.1%), 130 187} 29(2.0%), 71EF7F 19(1.0%) =22 YERgth gista &
A2 3 2ol 13] o] Ao 1567 (34.8%), 270l 13]7} 12378(27.5%), 370L0l 1
37} 78v8(17.4%), 670 Lol 13]7}F 578(12.7%), 2 A "ol 239(5.1%), 1
o 137} 99(2.0%), 71E7F 27(0.4%) o2 vl et &9 3 o
13] o]Fo] 287(48.3%), 270l 137} 157 (25.9%), 67 Lol 137} 89 (13.8%),
37Nl 1317} 578 (86%), B8 Al Wto] 2 (34%) o2 ERlE Ut



(36.1%), 670l 137} 94 (14.8%), & A Wi
49 (6.6%), 37 Lol 18] 39 (4.9%) oz waHrh ALY 3 2o 13
o] ido] 1459 (40.6%), 278l 137} 957 (26.6%), 3702l 137} 597 (16.5%),
671l 1387} 349 (9.5%), B Al WEo] 197%(5.3%), 1A 13]7F 57 (1.4%)
o2 yehygth AEAL 3 2o 13] o]Alo] 199 (35.2%), 27Dl 139} 3
MLl 137 1298 (222%) 2.2 Fd3sHAl Yebwtar, 671€el 1371 89 (14.8%),
1dol 13]7F 29(3.7%), 2& Al Wite] 18 (1.9%) =22 vepch Ad S
3t ol 13] o]/do] 97(33.3%), 2714l 139} 371€ol 187} 78 (25.9%) 2=

FAsAl YEREaL, 671l 13]7F 39(11.1%), 71EH7F 14(3.7%) =22 e
Wtk A gk gl 13] o], 2709el 13], 378l 135]7}F 15%8(24.2%) 2. =
A gelddar, 670l 13= 104(16.1%), D& A WS 69(97%) o=
el AT 371l 13]7F 247(33.3%), 2711€el 13]7F 157(20.8%), 671E el
5] o]yt Fa Al WhEo] 79(9.7%), 14l 137}

Aol e EFor zAbsklon, 2 Ayt dAT 7|3l Auts W 66.3% %
ekt th S W A7IE AR, A], deoliedl wEl AR #9
§]-0

A

s E gl Aol A G e @ Dol 13]9] Ml go] 553%% A e
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AL fAsE 297 wob Bl v BRI FHor gl &
S Ao F FoHET},
<3 6> FoJ4F o] & HIEe] WAHEA]
o8 Wi ay 1 5 e U RN ) *(p)
o g 208 AAE e /1d e P
N 192 105 23 1 0 8 0
. " (584%)  (31.9%)  (7.0%) (0.3%) (0.0%) (2.4%) 0.0%)  275.099"
e o 34 74 102 82 12 32 4 (0.000)
(10.0%)  (21.8%)  (30.0%) (241%)  (35%) (9.4%) (1.2%)
o 93 85 56 53 5 28 1
HE = (30.1%)  (261%)  (172%) (163%)  (1.5%) (8.6%) (0.3%) 19.474"
i % 128 94 69 30 7 12 3 (0.003)
= (373%) (274%)  (20.1%)  (87%) (2.0%) (35%) (0.9%)
200 45 40 17 28 1 19 0
(30.0%)  (26.7%)  (11.3%)  (187%)  (07%)  (12.7%)  (0.0%)
201 49 42 37 26 3 10 2
e (29.0%)  (24.9%)  (21.9%)  (154%)  (1.8%) (5.9%) (1.2%) 42.839"
= 04 66 46 35 15 6 4 1 (0.001)
(382%)  (266%)  (202%)  (87%) (35%) (2.3%) (0.6%)
S0 66 51 36 14 2 7 1
o (37.3%)  (288%)  (20.3%)  (7.9%) (1.1%) (4.0%) (0.6%)
sl 22 23 3 9 0 4 0
N (36.19%)  (37.7%)  (49%)  (148%)  (0.0%) (6.6%) (0.0%)
a4 145 9% 59 34 5 19 0
T 406%)  (266%)  (165%)  (95%) (1.4%) (5.3%) (0.0%)
A 19 12 12 8 2 1 0
ST (352%) (22.2%)  (222%)  (148%)  (3.7%) (1.9%) (0.0%)
. 9 7 7 3 0 0 1
. (333%)  (259%)  (259%)  (111%)  (0.0%) (0.0%) (3.7%) 86,709
48 am 2 1 2 1 0 1 0 (0.000)
Az (286%) (143%)  (286%)  (143%)  (0.0%)  (14.3%)  (0.0%)
254
(22 15 15 15 10 0 6 1
) T (242%) (24.2%)  (242%)  (161%)  (0.0%) (9.79%) (1.6%)
e 7 15 24 13 5 7 1
A FH
(97%)  (208%)  (333%)  (181%)  (6.9%) (9.79%) (1.4%)
_— 7 11 3 5 0 2 1
(24.19%)  (37.9%)  (10.3%)  (172%)  (0.0%) (6.9%) (3.4%)
. 226 179 125 33 12 40 4
i (33.8%)  (268%)  (187%)  (124%)  (1.8%) (6.0%) (0.6%)

p<.01, "p<.001
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EgrLe o] Aula FRE AT AT 2039 AAAHE Lolr7)
As WAHEA S AN A <E 7> 2

Adate] B Azl (?=58591, p=0.0002. 2 e fFogs 0.001 7]5ol
A FAIACR FolatA vrebdel uhel gy B §o] Au2 FRebe
SHHT Atolo] Aydel gtk etar & & Utk PAE AETE 209 (63.5%),
Hol 6178 (185%), ~EtdH(=te])7t 219 (6.4%), 73 #2] 7} 147 (4.3%), A
o] 169(4.9%), 7IE}7} 8 (24%) o= Yelytth oz Hol 134%(39.4%),
AEZ} 1201 (35.3%), Aol 327(9.4%), ~EFL#(=gto])o] 25 (7.4%), T
v B2 7} 159 (4.4%), 71E7F 144 (4.1%) o2 HA S A

Adyte] BA At =27975 p=0.022°.= et o455 005 7]
A SARCE FostA debdel we ‘A BVEE Flo] Auls Fiebe
SHHT Alolo] AwAdel kgt & 4 Ak 20uE AETF 76%8(50.7%),
Hol 527 (34.7%), 71Eb7F T8 (4.7%), Aol 67 (4.0%), 2~Etd & (=2}o])7}F 51
(3.3%), Ty 7t 44 (2.7%) w02 YE 30tE AEZF 827 (485%),
Hol 52 (30.8%), et (=2to])o] 127(7.1%), AMe] 118 (65%), T3]
o 7Ie}7F Z47F 678 (36%) 2.2 LHEFGE

AT R(=6.849, p=0.232), 8+ (x*=23.521, p=0.074), A (x*=46.762, p=0.050)

4]

AL BE FANOR FolsA ghol HUEG o] Aux FRe Any
o girka mojAith,
slof Aulze] Asher ABERe] VAT AFE 28020 W2,

dqoire T 7 ESId Aled Aols 24T A JA] A5 AET
56.9%, Hol 21.9%, A el 13.9%, T3 ¥el7t 7.3% T2 YERar, o A=
Hol 49.1%, AEZ} 32.3%, @Al 11.1%, 7327t 75% o= e

ol Tl Al wel {Foju gk 2o](x*=29.269, p=0.000)7F A= & T AU
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ATH 2 A= A5 AFeA &
7b el whel fFom gk o]zt qlFo] o Agteh A St
Ao wel AEHE do] Aulxe F/F7F Zol7l ey dAAae vl

B
@k wmebAd gl slo} MulsolA BWEE w2zt AE A gol
AAGD B 5 Qom, ol Fgon el ms

=l
T Atk o= dlo] Mula AbQle] el whE A ol ek ALE
]_

slo] 2Ee Aol 4L Fr Ao Agd gk
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<HE 7> BTES Flo] My TR WA
< E]— o) g
i AE g4 e =gy 7 :
1 (o) THEF 1 et xXAp)
N 61 209 16 21 14 8
A B (18.5%) (63.5%) (4.9%) (6.4%) (4.3%) (2.49) 58,591
e o 134 120 32 25 15 14 (0.000)
(39.4%) (35.3%) (9.4%) (7.4%) (4.49) (4.1%)
2 % 100 165 17 22 10 12
= = (30.7%) (50.6%) (5.29%) (6.7%) (3.1%) (3.7%) 6.849
o . 9% 164 31 24 19 10 (0.232)
i = (27.7%) (47.8%) (9.0%) (7.0%) 5.5%) (2.9%)
20 52 76 6 5 4 7
(34.7%) (50.7%) (4.0%) (3.3%) (2.79%) (4.79%)
S0 52 82 11 12 6 6
A (30.8%) (48.5%) (65%) (7.1%) (3.6%) (3.6%) 27 975"
K 409 52 26 9 16 5 5 (0.022)
(30.1%) (49.7%) (5.29%) (9.29%) (2.9%) (2.9%)
501 39 85 22 13 14 4
(22.09%) (48.0%) (12.4%) (7.3%) (7.9%) (2.3%)
sl 22 33 1 2 1 2
! (36.1%) (54.1%) (1.6%) (3.3%) (1.6%) (3.3%)
P 94 192 22 21 16 12
= (26.3%) (53.8%) (6.2%) (5.9%) (4.5%) (3.49%)
A 14 25 5 6 2 2
s (259%) (46.3%) (9.3%) (11.1%) (3.79%) (3.79%)
. 8 10 5 2 1 1
Z] (29.6%) (37.0%) (18.5%) (7.4%) (3.79%) (3.79%) 16762
9 it 2 3 1 0 0 1 (0.050)
RIS (286%) (42.9%) (14.3%) (0.0%) (0.0%) (14.3%)
A7)
(o)A 19 18 10 7 7 1
T (30.6%) (29.09%) (16.1%) (11.3%) (11.3%) (1.6%)
Ao m 27 31 4 6 2 2
A[T5
(375%) (43.1%) (5.6%) (8.3%) (2.8%) (2.8%)
_— 9 17 0 2 0 1
(31.0%) (58.6%) (0.0%) (6.9%) (0.0%) (3.49%)
. 195 329 48 46 29 22
- (29.1%) (49.2%) (7.29%) (6.9%) (4.3%) (3.3%)
*p<.05, “p<.001
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& 9> F8 WMl A= 4
Bl
?—Sc,]— o 1
W s & cronbach’s a Xil]ﬂ
- A
U7F =71 Au=o] Bato] 437 A2H 3Lt 0918
U7F =71 Au) o] Bake AZatA oA srgtt 0.901
] Wb =7 Aqu|so] Buks FEE old|E npgo
A=A
Ej; = A sk 0.922 0.8%
° T g = A Bl dlel] 58] %83 73] 0.907
= F9u). :
o] A= s dsk= 340 aAakslt) 0.897
U7} sk wstolu tixE wiglt), 0.932
U7} Etolglel Halel] tfat ghaat Aulas wiok, 0.919
2] 2~ U= 23S maXw of 2 2 2 o]
HE mujE  gEd, 0.923
344 FAA Pl we ug 2 oAe e o] waw 2y 0 098
o] WAL A wEe wAl @ gjx9} HWEHL o 0925
ol ot
ol Al Az A 4 daf= 34 0.921
AJSE Hik Hz] FAolA o] glar AZ3IST) 0935
A5 BZAZ sdalr] 93l o] oAe Z5s
e RS AR SEsP) A8 del el S5 0,996
Ay —SolTRih 5 0942
g ARES o] Bvle] ¥le 2ha gk FU ' 0.928
° T HAEL Byl wAle o] s & Aws) 72Uk 0.928
AASS o] Buks s)ds)] Fah S geisit 0.923
AL Wyl Yo Ax|sto] A 5 YL 0.943
Ao Heol A dile] dajgria =7k 0.929
A9l o] A3 low gl iselE 081
59 B '
HAA - 219190] Sth= F2HolrR) XA A AR 6 0.942 0.927
AQe TA A4S g8 nles v eI 0,908
Qe F9r), :
Ade A Ao gl HEs dnEAl & 0,931
2|3, '
o] EAE slo] Aulz wlgol Al Abdlel] FH3| 0871
diat 5 9l Aol glk '
o] Mulz WA o] BAE v o=a - 0.1
AN e 75 o] =, :
a9 o] TAL= wige] walu $9ate] 290w Ex) 0865
A - PsgAR HAE Ao wald 5 0891 :
e slo] M|z wjge] 2EN o Fo2 7|9k 0.863
o] HAlE WS QS Aolth :
o] FAlE WA F15AL v X sl AAs
SATH Fo] Aux A= H& £ JAS 0.859

Ao},

_67_



(L
oo 1%

U ol &t alo] Aulz wge AAa 0.953
W7 ol &t alo] Aulz wge Az e 0.943
Ly 7F oI slel Auz g #0 ol
L} 5 ogs M
SEOTOOL olg @ dlo] AWz AR Ao
#AE FA85 A 0.941
U7} o] &3t alo] AMIZ ulgel digt ofulAl7E £t 0.941
So] A= wige] A sl BAjo] Bt 0.954
slo] Au| 2 wige] A xg) WA ) Zldjsct
w22 Sk 0:952
su O AT el EA] s 5 ) 7o) o 0.951
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<HE 10> AEI 35 ] allw

factor
item HEAs w4 ARA 354
s s s34

J O;:é; A AL A e s T 93 287 343 829
A5 vhel Bl $4e 21 TR T4 788 337 281 8l
U5 FAE BAF o) o) F Awe) T 763 32 351 809
5L B Ael HPeIA oo Q3 GFe 760 314 208 765
AQEe ve] Bue dds) Fud Hae s 7 39 35 8M
;{;;;ﬁﬁg SAAN, RS B R AAT e 73 304 819
Wb e B 9 oA s vhe o] w5z
wko] BARNE A We wah 9 oA 9} WL 32 76 23 809
W FEE ol
el A AlFE BAl 2 A3 FEA 406 768 289 838
W7 el FAlo] Tie TP A aE 0y 37 70 A9 830
W7b ek wgkol i} B S Wk B4 72 A8 75
W7} =71 Aulse] o] 7] AEHS. 279 206 70 714
W7} 2270 ] Bk A%aA oS 287 30 a1 783
W7E =71 Aaje] ERkE SR ofalE v ® EH?JO} ek 344 358 743 799
W7k 270 A1z Bl olel i8] EAT 713 B3 28 728 M
vl BAIZ shashs Aol st M1 a7 708 791

ILREE 4.077 3.986 3.879
2H%) 27183 26575 25862
+2(%) 27183  53.758  79.620

A2 % (Cronbach’s a) 942 938 922
AR A= = 965

KMO?2} Bartlett 7373

KMO=964, x’=9828.667 p<.001
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<E 13> 27 wge] 2y
factor
item ANAL = A FEA
9= fias A
U= of Al Ele] A7k op ARk o {f A
= AR AZe old glo. 0.781 0.382 0380  0.900
L= o] dlo] Aulas JAE A ol &ske Ao
drell Al v e @ AdEel 0.781 0.367 0380 0.838
U= b Agel v slojafe] ol o] 3
oS eMAow mHe Aotk g 0.771 0.396 0306 0845
U= #lle] Aulzg o] &5 He A ol de]
HE FAAeR uHd Aol 0.770 0.394 0.380 0.891
L= o] o] Al IS SHskA e A& oltk 0.768 0.329 0.391 0.851
tH= o] sloln 2 AIE FrkelA 28 Fa
Ak ) 0.681 0.444 0.397 0.817
o] dlof Mul uige] EA Ay wals Fxsia
Ak, ° ¢ 0.334 0.809 0323 0.870
o] Aulz wige] A A T o s)iEe] F
ol At} 0.388 0.781 0304 0853
o] Az mige] A A e Wl 7R
O urE g 9l 0.338 0.778 0343 0837
dlo] Aulz v A A wael WS 0341 0.710 0425 0801
thE ARl Al o] o] Mulz migel a5 A
Aoz oA A nhoo| 9 ° %0448 0.703 0378 0.833
ohe Auls R o] Aus mgs 44
0w olgalm A 0518 0.636 0404 0836
W7h o3k dlo} Alul w2 g st 0.326 0.377 0757 0821
Wb o] g3k dlo} Aluls v AE gt 0.394 0.392 0749 0870
W7 o]-&-3k o] AHlzs migel tiek olm|x7k Frk 0454 0.420 0696 0867
W7k o] &3 dlof Auls ujds 333 el vk 0451 0.396 0.691 0.838
W7t ol 4@ dlof Aulxs wjgT AEHow
Ae exa A 0.534 0373 0670 0873
A A 5.378 4938 4.182
H2H(%) 31636  29.046 24599
4 (%) 31636 60682 85280
A1 # %= (Cronbach’s @) 0.969 0.959 0.955
AA == 0.981

KMOS2} Bartlett 773

KMO=978, x’=15162.050 p<.001
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<XE 14> dukH e dxA g4 Bt Aol
s o) AAA FAA
o M SD t/F(p)
20t 2.78 0.85
S 30th 2.83 0.86 .
40t 2.91 0.92 (0.017)
50t 3.06 0.82
4 i 311 0.81 6,501
14 2.69 0.87 (0.000)
A% o Ul% 2.9 0.87 2.686™
71E 2.81 0.85 (0.007)
(st 23D 2.93 0.87
sAkel 2.94 0.85
52 2.81 0.90
ot ki 3.15 0.96 1.832
h Fhfgu) 2.00 0.77 (0.78)
A2 2.77 0.80
AR 2.79 0.36
7€} 3.00 1.12
39k 9 ok 2.88 0.86
A5 35 9 o] - 59k ¢ gk 3.03 0.82 Lo
alof Aful 5RF 9 o)A - 107 & mgk 2.80 0.91 0.097)
AE e 109+ 9 o - 208k 9wk 2.79 0.84
205+ 9 o]% 2.95 1.17
18] o/ 3 & 3.09 0.86
13)/ 27014 2.96 0.85
o1 ol 1 13)/ 3714 2.76 0.86 o
S 13)/ 6712 2.62 0.83 0.000)
13/ 1d 2.68 0.59
2o wyk 2.64 0.85
7€} 2.35 1.20
3 2.76 0.88
AE 2.96 0.86
L (EThol3l A 3.13 0.78 3.063°
& A F el (=2to]) 2.92 0.90 (0.010)
) ke 2.98 0.73
7)e} 251 0.91

“p<.05, "p<.01, *p<.001
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Atz EAo wE Bajd ¥4 Hit o] A <E 15>9F £}

9 (¢=5.776, p=0.000)7 VF 1 3ol Mulx AZE ¥ &(r=2.841, p=0.024), 3]
A o]l8 WIR(F=2874, p=0.009)° A i T4 Hi Aol7F A= A
o2 uyetwth B3 ERboldE o] MH|A F[(F=2.339, p=0.040)° A =
Zpol 7k vrebwtth @ Wit 2.71(SD=098), AE Hir 283(SD=091), 44
T 3.04(SD=0.85), 2~Etd Y (=go])H¢ 2.87(SD=1.05), F¥ #e Ft 297
(SD=0.92), 71€} 3t 2.35(SD=0.85)2 @A An|=o Eujd FAA o 7]
Mulznth Agd oz =4 gelE )

\<

A FAel o wizrelAl WS HTh(B=0.628, p<O0DE AHE mo]FTH

oA7IA WZsHA WS TE AL VAT =2 AdZelA Bl el

A B bsAel A BHE Atk 3, do] AZH gol we 17
e wuld Tl @ Jlthsk ek E, olel@ Jltsk A4 Azt Avi

Hhd ol | o (F=1.813, p=0.143), A& o} (F=1.422, p=0.235), HF st=(F
=1.422, p=0.235), A Q(F=1.746, p=0.095), o] &3t 3&|o]4Fe] & 5 (F=0.664,
p=0617)= SAHLZ FnstA] &2 Aoz AU,



<G 15> dubH ALl wmE ZujE A4 G Aol
QA7 W) w R
M SD t/F(p)
20Th 2.79 0.94
Qe 30th 2.71 0.98 1.813
40Th 2.77 0.99
50t 2.94 0.85 (0.143)
P w73 3.01 0.89 5.776™"
44 2.60 0.94 (0.000)
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sAk 2.85 0.93
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A4 2.61 0.92
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At 3uk 91 o] - 5uk ) wnk 2.92 0.91
o A2~ 5k 9 o] - 10%F ¢ wwk 2.63 0.99 2.841°
A& M8 109 91 ol - 20%t ¢ mut 2.69 0.93 (0.024)
205+ 9 o%% 2.45 1.27
18] o)/ & & 2.95 0.94
13)/ 271¢ 2.88 0.87
13)/ 3/1€4 2.65 1.02 2.874"
o4 o] & Hl% 13)/ 670 2.65 0.96 (0.009)
13/ 1d 2.47 0.81
2o wn W 2.57 0.86
7)€} 2.35 1.11
! 2.71 0.98
AE 2.83 0.91
EH ()0l A 3.04 0.85 2.339"
LR L ity BRIl (=a)o)) 2.87 1.05 (0.040)
ke 2.97 0.92
7]E} 2.35 0.85

"p<.05, "p<.01, "p<.001
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ATEALH W) ° 6%
M SD t/F(p)
20t 321 0.96
S 30th 3.19 0.89 0709
40th 3.19 0.87 (0.547)
50t 3.30 0.84
A g 3.41 0.81 5474
o 3.04 0.92 (0.000)
A% o U]?i_: 3.14 0.92 2994*
71E 3.30 0.85 (0.022)
SHY(HEH AN 3D 3.42 0.9
3L 321 0.86
HEA 3.34 0.82
2o A4 3.54 0.86 2.686"
T ]2 2.60 1.03 (0.010)
A4 2.95 0.93
AT 3.13 0.86
7)€t 3.36 0.89
39k 9 W]yt 3.26 0.86
A3t 39k 91 o - 5 9 Wik 3.33 0.84
so) Al 5% 9 ol - 107 {1 mw 3.10 0.96 &0,
Ae g 109+ 91 ol - 207k 91 g 3.10 0.90 '
205k 91 o) 3.04 1.10
13] o)/ s & 3.42 0.84
13)/ 2704 3.22 0.88
13)/ 371¢ 3.05 0.93
oAk o] & W= 13)/ 6742 3.06 0.85 (306513;
13/ 1d 2.88 0.76 '
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7E 3.28 0.86
EH (7)ol A 3.40 0.88 2.306°
| AN E el (Eet)) 316 1.02 (0.043)
] 9] 3.18 0.72
7|} 2.73 0.87

“p<.05, “p<.01, " p<.001
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<HE 17> URbY EA 2 [AgAd Hid 2o
Ol EA IS4 Wl A4
oo e M SD t/F(p)
20th 3.18 0.35
Qe 30t 3.05 0.87 1335
v 40Th 3.09 0.70 (0.262)
50th 3.20 0.81
. A 3.35 0.77 3.648"
°r o4 3.02 0.84 (0.000)
A% o5 & 3.06 0.83 2.176°
o 7NE 3.20 0.79 (0.030)
ShA(oEH A a2sh 3.38 0.76
3AL 3.12 0.80
A2 3.24 0.93
ol P! 3.23 0.73 2616
o S A n) 2 248 0.93 (0.011)
A2 2.87 0.81
AAFH 3.15 0.70
71€} 3.13 0.93
39k 9 ot 3.18 0.77
433 30k 9 ol - 5uk 9wk 3.16 0.79 5 703"
&lo] Au)x 5uF 9 o]k - 107 9wt 3.16 0.82 (0.026)
A% vl 109 & o4 - 208 4wl 2.83 0.88 '
204 ¢ oA 3.15 1.09
13] o]y 3 & 3.22 0.82
13)/ 2704 3.14 0.86
13)/ 3704 3.05 0.80 0881
Foj4F o]& RIx 13)/ 674€ 3.04 0.80 (0'509)
13/ 1d 3.00 0.29 '
a3t wrk - 3.07 0.72
71€} 3.00 0.00
= 3.12 0.87
ANE 3.16 0.75 191
(&l a4 3.25 0.82 (0'348)
a MY FH/ BRI (=2}o]) 3.10 0.77 :
)9 3.01 0.95
71e} 2.83 0.93

"p<.05, ""p<.001
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A EA4

M SD t/F(p)
20t} 3.06 0.79
. 30t) 3.11 0.83 2.3%6
e 40t} 3.12 0.72 (0.074)
50t 3.27 0.69
Jepe w7 311 0.71 -1.082
o o] 4] 3.18 0.80 (0.280)
o )& 3.09 0.79 L4
ae 7E 3.20 0.72 (0.064)
shA(oehIA) 223 3.06 0.88
3|1 3.09 0.72
AEA 331 091
0] b 3.05 0.72 2.379*
A Fhlaju) 346 0.49 (0.021)
A 3.27 0.80
ARFR 3.35 0.71
7]} 2.92 0.70
3k 91wk 3.08 0.77
A 3% 91 ol - 5% ¢l v 317 0.76 )
a0} Afu 5 91 o - 109 §1 313 0.76 (305(}88)
A &8 109 §1 o]k - 20uF ¢ mw 3.22 0.66 '
209 9 o]t 391 0.84
18] o3/ o & 3.11 0.75
13/ 270149 3.18 0.66
13/ 314 3.15 0.78
o4k o8 W= 13/ 6742 321 0.88 «1):2%%)
13/ 19 3.22 0.80
Has wgl L 2.95 0.85
7]} 3.65 1.01
# 3.18 0.83
A 3.02 0.70
B3 (Evhol 3l A 3.24 0.72 5.474"
SR L By ~EplE(=2o)) 345 0.66 (0.000)
T2 3.28 0.87
7]} 361 0.74

“p<.05 ,""p<.01,""p<.001
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AF ol WImolA Hit o7k A= Aoz yERth A R(1=6.266, p=0.000),
A (F=2.393, p=0.020), €37 &lo] An]2= A ZH]&(F=3.055 p=0.016), 3
o] 4F ©]& WIZ(F=5.810, p=0.000)¢l g Ao]E Holi= FOo=E e
th ok ApolE Hole A9 WgolA AL 351(SD=0.89), A 3.18
(SD=0.90), M2 3.16(SD=0.88), A9 H4> 3.43(SD=0.91), FHwjrju]~e
257(SD=0.78), A-f22 3.05(SD=0.97), AdFHF& 3.07(SD=0.87)% 8} <]
a7 A Agd zpolo A 7Y S o R YERT

AR A (2023)9] AgollA el wE a7 2l
3 & (t=2.146, p<0.05)& T o= UERT E3H Aol wE Zo]o A

Aedeiel 744 %A tebda, Bl Aol A wA PokE de 2

ﬂ
o
ot
¥
_>_
4o

L

FAEA B2 Adem = 5 o] MuE AleAedl ds S8 ew Ft
e AEo] o] mA AF Hrrol M Aozt yebdtia M = 9l
v AR (F=1.925, p=0.124), A& oA F(F=1.451, p=0.147), A< T=H(F

=1.174, p=0.319), =xtelAd AH] 2= L7 (F=2.050, p=0.070)= 4 A=
A ol E ApolE HolA Tt

_89_



<3 19> dRkd S mE 17 A PFiE xol
QAFEALA el R
M SD t/F(p)
20t 3.26 0.98
Qe 300 3.07 1.00 1.925
40tH 3.18 0.84 (0.124)
50t 3.29 0.84
e A 342 0.82 6.266°
o o] 4] 2.99 0.96 (0.000)
. )& 3.15 0.96 1451
de e 7NE 3.25 0.88 (0.147)
SHY(HEHAIAY 3D 351 0.89
3L 3.18 0.90
AR 3.16 0.88
2] AR 343 091 2393
Shufj A 8] 2~ 257 0.78 (0.020)
A4 3.05 0.97
ARFE 3.07 0.87
7)€} 3.37 1.11
39k 9 Wk 321 091
DR 39k 9 o4t - 5k 9 wwk 3.36 0.84 )
slof Au) 5% 91 o4} - 109+ ¢ v 3.04 1.01 30,
A& Ve 109 91 o2 - 20k ¢ mut 3.08 0.82
207+ & o 3.10 1.35
13] o]/ & & 3.45 0.81
13)/ 204 321 0.94
18/ 3702 3.00 0.97
dloist o4 W 13/ 67 2.95 093 M0
13/ 1nd 2.73 0.70
Q3 wnk W 3.01 091
7)€} 3.00 1.31
7 3.05 0.97
AE 3.28 0.87
B (EHol A 3.35 0.89 2.050
A A s FF 2Bt (=2o)) 3.14 1.06 (0.070)
3] 3.27 0.84
7)€} 3.02 091

"p<.05, "p<.001
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<) :ﬁiﬁ]z‘ﬂ—ﬂ Ho ‘8’]% ok
oot e M SD t/F(p)
20 3.02 0.94
A% 300 2.95 0.91 0.700
400 2.93 0.92 (0.552)
50 3.08 0.84
e A 3.21 0.81 5.996°**
°T o4 281 0.94 (0.000)
. n& 2.93 0.93 997"
AZ o8 .
e o 7NE 3.08 0.87 (0.023)
SHA(d et A 3 3.21 0.91
=N 3.01 0.88
ARA 3.02 0.92
2] B A4 331 0.96 2022
A n) 2.69 0.82 (0.050)
A4 2.73 0.94
A 2.93 0.88
7]} 3.13 0.91
39k & mut 3.02 0.86
4G 39k 9 o)A} - 5uF ¢ mgt 3.17 0.87 )
ECISLIES e 9 ol - 107 9 m]ut 2,84 0.98 (30302120)
X&) 105F 1 o] - 209 9wt 2.88 0.84 '
205 ¢ o 2.97 1.27
13] o]/ 3t & 3.20 0.84
13)/ 274¢ 3.03 0.92
13/ 314 2.87 0.97 .
SoVAF olg H= 15/ 6714 2.81 091 o
13)/ 19 253 0.63 '
Q3 Yk W 2.89 0.75
71et 258 1.09
2 2.86 0.97
AE 3.09 0.83
B3 (b R 3.10 0.88 2.449°
a MY FH/ 2EFE(=2}o)) 2.95 1.06 (0.033)
e 3.20 0.93
7] e} 273 0.82

“p<.05 ,""p<.01,""p<.001
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e A% ol

o e o
AT-TAIEA W M SD £/ F(p)
20t 3.04 1.16
o 30t 2.92 1.09 1.385
a9t 400 3.01 1.03 (0.246)
50t 3.15 0.96
e = 3.30 0.92 6.603*
o 44 2.77 1.12 (0.000)
a5 olm n& 2.96 1.10 1563
e o NE 3.09 101 (0.118)
A (eI 23D 3.33 0.95
P 3.05 1.05
A3 3.02 1.13
o A3 3.15 0.97 2.298°
o Tl Au) 2 252 1.05 (0.02)
AHTA 2.70 1.12
AT 2.88 0.98
7]} 3.28 1.17
3uk 91 wnk 3.04 1.06
At 3uk 9l o] - 5rk ¢ mink 3.20 1.01 X
E SIS LIRS 59 ¢l o] - 109 ¢ w]gt 2.84 111 %%23%
A EH]E 105+ 9 o] - 208 9wyt 2.95 0.95 '
205 9 o 291 1.40
13] o]/ & & 3.30 0.97
13)/ 2704 3.09 0.96
13)/ 3/1€ 2.81 1.13
el ol g vl 15/ 6712 2,68 RE R R
13/ 1d 2.63 1.09 '
293 wjgk W 2.78 1.14
7]} 2.71 1.46
H 2.84 1.19
AE 3.15 0.95
B3 (Evhol 9l A 3.16 0.94 2.571"
d AR & FF ZERI (= 2lo]) 2.96 1.17 (0.025)
7o)z 3.07 1.08
7]} 2.73 1.04

“p<.05 ,""p<.01,""p<.001
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B ATl RE S4250) SMC e 04 ooz et 24 94
=

oA =%% SMC(Squared Multiple Correlations, A8 =)= elgto g zhzhe] %t

ARG7E ZWEE doh) % ARE JEAE gobE 4 ok YHo R SMC

(Hair et al, 2010). SMCgte] 04 vwkel 4, 5 °F 40%7F AHshA] Xeot
A Y SAVMTE AAGT olge VES F FAHTFTE dSHFEE FA
Aoz Fon|stA wkdstal, SAETY FHEFG =(Convergent Validity) 7} 7
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RMR ol ok&
(Root Mean-square Residual) 005 clsk &=
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2 &} RMSEA 0.08 o3} %=
A4 (Root Mean Square Error of Approximation) 0.05 o8} =&
GFI(Goodness of Fit Index) 09 ol 4=
AGFI(Adjusted GFI) 0.9 o] 435

NFI(Normed Fit Index)
TLI(Tucker-Lewis Index) 0.9 o] 4=
CFI(Comparative Fit Index)
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™, ¥ =1934.693(df=832, p<0.001), T4 g*< NFI=0.941, TLI=0.966, CFI=0.
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<E 25> FAMESE BEWS
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A Hg SAHAWT B S.E t AVE CR
AR A 745 1.000
s A2} A2 855 1.225 053 23.001""
e AxHA3 830 1.249 053 23765 705 922
A2 A4 824 1.226 056 22,061
A2 A5 834 1.196 050 23.875™
EREN 830 1.000
. ) A2 896 1.038 035 29,887
. ) A3 872 988 035 28534 756 939
) 44 858 916 033 27.815™
=) A5 839 968 033 29.464""
A5 g 831 1.000
. A5 282 871 1.037 036 28583
"% @1; 25 243 873 1.067 037 28.724"" 763 941
R 873 1.051 037 28726
A5 285 918 1.114 036 31317
AR A1 739 1.000
A A2 867 1.240 053 23258
A A3 857 1.251 055 22.954""
S A A4 905 1.343 055 24,405 133 943
AA A5 899 1.398 058 24,218
A4 46 859 1.283 056 23,024
ERIRET 845 1.000
A A2 902 1.107 035 31.872"
A g 7 A E3 903 1.210 033 31.956™ 813 956
A A4 929 1.291 038 33747
oA A5 926 1.231 037 33555
SRR =S| 879 1.000
55wk 832 1.024 031 33202
I 38 w=3 893 1.074 031 34.144°
R 38 gy 895 1.084 032 34.338" 197 99
38 w5 906 1.112 032 35.289""
38 w6 903 1115 032 35.051""
A E A1 731 1.000
g 2 5 % A A2 689 931 054 17.232"
A 29 2 A 43 800 1.033 051 20,078 622 891
2 5 % A 44 848 1171 055 21.261°
25 2 A 45 861 1.132 053 21,5447
e 902 1.000
B 934 1.045 025 41.449°
; 2 31 . =) jsq = 943 1.068 025 42710 s 96
o= R 935 1.072 026 41.500
2 &0 %5 893 1.025 028 36,608
2 4 9] 26 835 962 027 35740
<001
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ABSTRACT

The effect of service recovery fairness on customer response
through the moderating effect of failure control and authenticity

- focusing on hair service -

Seo Hyun Woo

Dept. of Clothing
Graduate School of
Sungshin University

In modern society, beauty services play a central role in not only
appearance management but also self-expression and quality of life
improvement. Since beauty services are generally provided as one-on-one
face-to—face services centered on individual customers, emotional
communication between service providers and customers is very important.
Dissatisfaction caused by the provider’'s inexperience and carelessness
during the implementation of beauty services not only loses the trust of
the customer, but in the worst case, it can spread through SNS or
conversations among acquaintances, leading to service suspension. In fact,
such beauty service failures and resulting customer departures have been
reported, and this not only causes psychological and economic damage to

consumers, but also acts as a factor that shakes the trust and



sustainability of the beauty service industry as a whole. Despite the
growing importance of service recovery as a countermeasure to this
phenomenon, there is still a lack of systematic research on this in the
domestic beauty service industry. Hair services are a representative field
that accounts for the largest proportion of the beauty service industry, and
the number of service providers and employees is significantly larger than
other beauty service fields, so competition within the industry is very
fierce (Mordor Intelligence, 2024). In this market environment, the quality
of hair services, customer trust and satisfaction, and differentiated service
provision are directly linked to the competitiveness of the entire beauty
service.

This study aims to derive strategies for strengthening the
competitiveness of the beauty service industry, and empirically analyzed
the impact of service recovery fairness on customer trust, recovery
satisfaction, and iIntention to continue transactions, focusing on hair
services. In particular, the impact of hair service recovery fairness on the
ultimate intention to continue transactions was Iinvestigated through the
controllability of service failure and the sincerity of employee attitudes.
Based on in-depth research on the hair service sector, we aim to
contribute to improving the professionalism of the beauty service industry
and establishing a systematic strategy to strengthen beauty service
competitiveness.

The analysis data for this study was collected using an online survey.
For the purpose of the study, data collection was conducted from

November 1, 2024 to November 21, 2024 for 700 consumers who



experienced hair shop service failure, and 669 copies of the questionnaire
were used for the final analysis, excluding 31 copies that were unsuitable
for use as data. This study used the SPSS 25.0 statistical program and the
AMOS 25.0 program for data analysis, and the specific analysis methods
are as follows. First, frequency analysis, cross-—tabulation, and descriptive
statistical analysis were performed with the SPSS statistical program, and
exploratory factor analysis and reliability analysis were performed to
evaluate validity and reliability, independent sample t-test and one-way
ANOVA were performed to analyze the mean difference according to
general demographic characteristics, and Pearson correlation analysis was
performed to confirm significant correlations between major latent
variables. Confirmatory factor analysis was performed with the AMOS
program, and model fit indices were evaluated. Finally, bootstrapping
technique was used to verify the significance of the indirect effect of
authenticity in the effect of hair service recovery fairness on customer
response.

The research results are summarized as follows.

First, among the three service recovery fairness factors, interaction
fairness had a significant effect on the variable called authenticity. In other
words, it was analyzed that the higher the interaction fairness, the higher
the authenticity, and the importance of interaction fairness is emphasized
more in the hair service industry compared to other fairness. In general,
hair service is provided to customers as a one-on-one service, which
means that emotional communication between the service provider and the

customer is very important.



Second, a causal relationship between customer response factors was
confirmed. A significant relationship was found between customer trust,
recovery satisfaction, and transaction continuation intention, which are
elements of customer response. Authenticity had a positive effect on
customer trust, and trust had a significant effect on recovery satisfaction
and transaction continuation intention. This proves that customer trust is a
necessary factor for long—-term transaction continuation.

Third, in the structural equation analysis results, among the factors of
service recovery fairness, interaction fairness significantly affected customer
positive responses such as customer trust, recovery satisfaction, and
transaction continuation intention through authenticity. In particular,
authenticity was verified to have a partial mediating effect in the
relationship between service recovery fairness and customer behavior. This
suggests that the authenticity of the service provider is a key factor in
customer response in the service recovery process.

Fourth, in order to find out the moderating effect of failure controllability,
the differences were analyzed by dividing the failure controllability level
into high and low. In the group with high failure controllability, procedural
fairness had a positive effect on authenticity, but in the group with low
failure controllability, it had a negative effect. It was confirmed that
interactional fairness had a strong positive effect on authenticity regardless
of the level of failure controllability. Therefore, when failure controllability
is high, strengthening procedural fairness is an important factor in the
perception of authenticity, and interactional fairness is an important factor

regardless of failure controllability.



When recovering from a service failure, a company must secure service
recovery fairness while practicing sincere communication and attitude. In
order to practically implement sincerity in the beauty service recovery
process, it 1s important to ensure that sincere apologies and expressions of
empathy for customers’ complaints or problem situations are preceded, and
an attitude that shows that the problem situation is being taken seriously
from the customer’'s perspective is important. This study empirically
suggests that this can alleviate customers negative emotions and have a
positive effect on the intention to reuse and loyalty in the long term. It
was confirmed that the failure of a beauty service is not a simple crisis,
but a turning point that can further solidify the relationship with
customers. This study is significant in that it provides implications for the
practical application of existing recovery fairness theories for beauty
service recovery and effective customer management. In addition, it has
high utility value in that it suggests specific methods for beauty service
providers and the industry to continuously maintain competitiveness in a

changing future environment.
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