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o] AGA AL FsH=A O thafl MASHA #AlS Hola JFHoE HH
sto 2 WA 4 tHHollman and Kleiner, 1997). 8% A Q4= H|A o
Al FFA A=A, wEEF AAE = mgE T3 22 ASe] dsd
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Tickle-Degnen and Rosenthal, 1990). AHl2~ @ o), = An] §5 Holo ¢
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= AFHE PJASE A 22 AS Doke ASE ghA] TE AHjx A
7}V Ao A EEs AAE F= FF 5= DeckBettencourt, 1997). + ¥
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(Beatty et al., 1996). o]&= Au|2 A|FAe} 145 7He] 712l 2o 7 o]y
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= JehdckBrown and Swartz, 1989; Campbell et al.,, 2006; Kaskia et al., 2018;
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(Kleine & Baker, 2004). wzhA ol A4S F52 AL AHA Foidd FASH
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1997).
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Z, 317 SFE ol sty ¢33 AEL = A To] EFHMY, o]l 1A H ]
AL BAE A=Y 719 Menon and Dube, 2000; Street and
Wiemann, 1987). AR Z§ A=A 71 Q3 RELS Au|x A)ZAe =E

& A2 Aot A A4S ZHAAL AojoF Mu|2E AlEed W 4
stA A g-o] 7}&str] wjZolthEdwards and Meiselman, 2005). £3] Z&xH #
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A 2 4 tHFearne et al., 2001). Z87] wj&o] Aulx AFgAFe] AEZQ A
218 Fasittal & 4 ok Campbell et al. (2006)9] 9]8tH EoF&= AL &
EE Bost=d v 83 WRolth Ml AlFAe] fojsta FHI G
= uAY AR ddd 75 SFA71AL, 42 AHE A HH, o= 3
o7l 9%-E v tHBurke and Stets, 1999; Vlachos et al., 2010). =3 f-<l3}
A AR ARE aAE0] HE SEY S deval =704 shEA A

o

AlzAoll thgk A we t5 AAA ekHPark et al, 2006).

g Y5 FoAA Fof P> AT AAE FAATIHE AR AFAY
TR 953 Pes Dok, fd A5S Fote] AAES Avlx 227 dd
e 7|AA AEERIT olH e fd B feel A% i agla Y
gt dEgo 2 LRI 1A, FHE AR AL IS A Fo=H 1
A3 7S FAskE Zolth. AAZ Hollman and Kleiner(1997)¢] <3tol u}
ZH fHs 474 BAGA gx2E SN o B F0a ST s
o7 F WA EAL Uge Bxe Fa% 8flolw, AXH ws F4sk=
¥ 7] 3tHAngyle, 1990; Bowlby, 1951). A W= Ws Asa-golt}, 31
gt B Age A FEAEoA AR AEHE oA msta, st
o, AZS Fo P52 AEE FA-st= F5oltHGremler and Gwinner, 2009).
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AbEE oldflgta =9+ o|EHH 53%«] A2 O]E} = —’F ME‘r(Batson et al.,
1987).

B2 AgstAEd e oldistal HiEst=T s 0] =R
S m(Bylund and Makoul, 2005; Shih et al., 2013), 342 &%
< FAs7|Bte EFstal(Guerney 1977), wi# st oldistH = BRI A FH
A5 A 84l AstHtHCoke et al., 1978). EFQIS] H&S olsfst

= 82 BRIY dF e A5 alFaL, Lol whet sl A9tet

(e}

A== HF528S =FAAEHEisenberg and Miller, 1987
Pedersen and Pope, 2010). 53] &%t se€o] 45 AAzro] Zstal, i
< S&FolH Ve o g A} 8T F o, aHFo|a HAFZH A=
4o Eahe] Arge] BAS =9E 4 ukGhih et al, 2013). o] TLL
ElRlS] qFS olsfsln, 159 dTS HiEe As AXA 34 digFd
AAMA A L ERIY Aol BAE A ¢ stAY S & 5
= 58S AAF Folg & & Utk B AFdAE AAH FEE oldH F
o2, AMA S AAA FHOE AR A S
o] A F7e& A3 FHslr|o|tHFeshbach, 1987). o]l& & Abge] &
st Al Tkl =& sl B 4 e FHolth oA AVIFAAA dAF
ol Al TEslAl el 93-S FHAMEE Aol ofYgt Y AzHRl EFolu
AEE dSsta, Gl BT dAolA I o] HojEoE Bl A<
Aol Ao A Hshr ]OIE}(Feshbach 1987). o]¢} Z2 AH F2 9T Hslv]
5 3 TAZ AE ARl S 59 E‘r°l°ﬂ Oigt 4888 =od5H, gRle
qss dF 7HsshAl st A-ESHA RS F JAEE =55 Fa, U] B4
oA Fs28-& %ﬁﬁlﬂ%u}(&urmer t al., 2005). o|2 <Uslod AAZH F

e e B=EE fFFete XA JAZa & 4 AvkBatson et al,
1988).
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I ERrSe| gig] ATt ed BEH BN AnAE 42 HY
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gttt T2 Qls| a1 o]
A T &, AIZE ko] wd AAE
ojuf Mul2Z ARl FA ol &3t JHRIE AlFEy]E vkt 5 ci(Hellier
et al., 2003). Westbrook and Reilly (1983)- 174o] o3t EA A&, Av]A &=
&%, 7o EH 22 P FAHAH Aol AL o|H I IASAAA A
vt Aol gk 84 wkgolgt stk TFstH 1A NiSoldt AR E E
h2 o] FoR 71gol g Aol gl Hriel & 4= 2tHAnderson et
al.,, 1994; Bitner and Hubbert, 1994). 117 w=o) sl o2 71x] A7l YYo=
AL WEolgk= JiE AATE A0t oA R vkt iAo olf+= 1A,
71, A8, 43 2o A Eo] tEY] wEolg ' 4 o
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#u Gilly and Gelb (1982)& +uj ZH3o] A=
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5 - olfrEl, 2013), AR, AAl, A, ), Edolg= Tl

o] o] tHGoldman and Papson, 1996; Peterson, 2005). A4S QA A
Ao, AFTAQ HA AHHE AR 7, AHdL
Z1dl, AE To] Aoy A=A FIH Aoz JAA Aol o3t
Folgtal &9 tHGrayson and Martinec, 2004). 3} &3te] 4H] WMo H
of thsted AAAHQ AGAH =YZQ AGAY AHOE o] Euf A
o 1ol AAARI AZto] o} skl FFA WolAe ajle] A&
of FFATT AT olAY WAL LE B TAESA ol AHoHIUT =3
AARARE 71 A3 247} Sl thard B oA A o dkBeverland, 2005;
Grayson and Martinec, 2004). E38<¢l #AHAAY AL B A9 AA<}
AEoll A @ ekE ALE Al gl wrA Yol FE zolE Qastd, 9w
Yo dXFS F3st= A o2 Aol tHTrilling, 1972; Guignon, 2004). Harter
(2000)+= RAEES A AHoA AHostdwl, v IAA™ Ad, 47
ojv} 71& T 22 144‘591 ’zﬁﬂﬁﬁr °‘7<l o}— Ao 2 AolE FPsH, PFot=
Zlolgkal &ttt m EXRHT = 3749

7% 22l
7HAE AFst= A Ee 7Y l Al }\u]x}——o] 715115}7‘:— of&H Hz2Y2E '

4

/{

]

o

|

2 ox ox i

(
-

rir
d

© 2021 Research Institute of Industry and Economy 49



d g Ade A T Zo] Ao drkBeverland, 2005; Dickinson, 2006).

2 oA s Hrt AR dubH o 2= WHY HEiet P o
ofmjatH, Y ouEs FEHo WE £ Je SvE AEs Eh
(Beverland, 2005; Grayson and Martinec, 2004; Guignon, 2004).

3. A4 A
31. 71 AH

gtz E A2 AFAet 1A

fFrildA e X AE5ES FSA AT 7]
EAE VAR AHET. ol M P52 Avl2 AFAe
ojyf HAiet tE FFo R Yeun, 5o aA A 5835 B4
P Dotetl, IS AUl HAAA AR AFAAA &

=3 w3 Aol AVIHA I AgHd Foitd

Aol Z FTFES oA FAoiEHEY - A4 FH, 2018 Gremler
and Gwinner, 2000; Kleine and Baker, 2004). &% ®l7 F5& FAE, A5 &
AR} 22 Jid o s 5 53] glo] ARl AlFATE YEH oAU e
Hlole=x oz w3y FFd IAE ol Psste Zlolny. o] An|x
AFAeLe] A= AASHH #AY A B Aol thgk wie S o] gz
7V MAAE e 7137 UM ¢ e, duls S71E JhsAdo]l HuHClark
et al., 2003; Jones et al., 1998). T3t AH|2~ AFAY JAZES 7|Hto 2 3 4
o HIE PF AHI= AT} 1A 1o BAANA HEE FAs=T ZA
Zlostal, A He] BAE FAsted 8% JTS rh Ao niE dFE
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A = A = F83 Q4 o|tHDrigotas and Rusbult, 1992; Hazan and
Shaver, 1994; Hyun and Kim, 2014). o} & I3 E27]e HSH uﬂr“
g AL, AP FoE EHVIE AYATH, A7 Fiet A dAY

9ol 710{315l, ol Aulz AZA e A7rez AAckDed and Ryan
2000, ARFH BEL AUl AFAZL LAS Bk o & olssi, A @
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F %Ol 1H 122 AgAE2 EP 6£E° Aulz A
of A AAH] A& Ao= qFHH, Yoyt T
Foll FFol A& AR dFHn o]d =& WHORE ¢

o
MY ATENAE
z

sl A= 3

HL. AlAg P5HI-D, 35 wWAE FsHI-2), 49 v PsHI-I, FE 7
FEH1-4), Fof FFSHI-D)E o2 Tl A9 &S v Aot

H2. AARE 5H2-D, 35 w4 A-sH2-2), oo vt PsH2-3), AE 3
HE(H2-4), i -sH2-5)2 42 F4ol AW F&F< rE Zolt

Ak Ao He AYAT A EH REEe ATl AztE A
AL v HEo| FA A< S 3 Aok s tHBeverland, 2009;
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24, 0]7|=
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TAE=H, 7t YA FH R AEEHA| °}°}C AAA=HGA FAE = Aolth4
wsE, 2008). 7S 3 ATelA SR AT v 2ol AFRA] 74 8
Z ydo. o A4S dds(uncommonly attentive behavior), &% ®
(common grounding behavior), ¢le] H}2 38)-s(courteous behavior), o 3

(connecting behavior), AR & 3 -s(information-sharing behavior)e] Tl 7}X]
fFdo7 BEFT 4 JdtHGremler and Gwinner, 2009). & 157 A& g&Ho =

s S
ol
O}H ot P~ mx

2009, AA3 B2l hele] XMZ# AR BHEE S0 ol4H 27
Efele] gAA Azt wolSolt FHolel ZoTHCox et al, 2012). 7]
EFIA A4 AT BHE B A7 WA Y e Sk o9 3

2 FujARrE X E thrtel W) HA™A Ee
% H 2L QIR AdEjo)A AlgH AF T AH|X

E I53AY angozHN faEE &7 2 878 SEA= A=
Z2HzLe] FHZA Q1 HrlolthF 4] - 3% 2011, Hildebrandt, 1987; Howard
and Sheth, 1969). 71&9] & dFE B3t £ I T £ A7 24 =+
A Hstt

2 AT AT Y
b ate A=olth =9
A Bt FA8kATH

B Ao E A A (authenticity)S ZHE a1 o) &3 Ao, nls, o
o|Zt oW AbEo] ZHAAL e FEZ AHolY I A= EHY = A&
olstazt gk 7, AAl, f14do] obd XA, A, xAdF #HHE A =r)
g 4= tHAlhouti et al., 2016; Beverland, 2009; Grayson and Martinec, 2004).
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>~ = =
Ho g AY Eoth dAHNME FuF BEX d= AoZ YeElGT £
A= 2009F ¥ ogko A 5009F 9 o) 3 & UHA Y BEXEE Rt AAF

0% NE BEE BYS AT

E
T(n=1668) Hl= HAE
EA) 806 48.3
X =
3% =P 862 51.7
200 419 25.1
30tH 412 24.7
&
a8 40ty 393 23.6
50th 444 26.6
V=8 w 202 12.1
- o] A 149 8.9
= 1144 68.6
3t oA 173 10.6
2009Fd w9k 433 26
2-300% % 566 33.9
29 300-400%F 319 19.1
4—500@% 146 8.8
5005H¢1 o] 4 204 12.2
o PPASA! 584 35
= ENEP 1446 65

52. £ =0l tist 7| SA 24

bt
2 Ao

=3 tig Ve A B4 AlF M-S AAst] 1A
sttt o2 HEA Y 7 Fq5 & g A8 S Q"J@V] f8l 220t
3l &3 (Cronbach’s a)AITE AME3IATH YREHo= £l
3l &ulCronbach’s «)Al57} 0.70]0]d AFALS FHEFYTin JF%*LI:} w}a}
Al B2 AFAAE 0.7 7R JUhE AAST B2 P52 (93)E UER
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.780
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.656
736
707
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729
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3.19
3.21
3.23
3.26
3.10
3.16
3.31

o
Ho

.938

917

846
873

o |N?
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Ho

.880
.886
.895

707
720
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3.35
3.31
3.18
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22

ojp

ol
M

38-80 AEo HAAAAE EHAT webx FAHTIE FAIE GHAAME o=
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1
.676
707

.67
.690
.569
D73
.605
.608

Al 4

o
Ho

.640
.649
594
617

124
.600
616
.585
641

127
795
.669
662
.659
.633

.690
705
.523
.533
.560
.560
.593

o <]
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o] 4

811
.689
715

zel
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797

711
761

**p<0.01(All correlations are significant at the 0.01 level(2-tailed)
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g2 o] A F7H TANE I3 ALE % HEFFS mA uf Ajn

2 AlE IAAZAGol 243 Js FHS=AE dAFstr] fste] 39A AR

=z 3] ) &4 (Mediated Hierarchical Regression Analysis)S 33ttt =dax
E Fotetr] fste] AT ANA FEAEAS FYst Agste A3 AR
7ML FoAgadE B3] Y ZIHolrle shATE 2ERST) o )
o] =guo) FA 0w A8t FEXHAIoint moderating effects)S F
H3l= de WHEHoz we EAFEC] A5ty JtHAiken and West,
1991). 24395 otslr] & Wy Jaso] TEHHT v dFE A
Ao g wotd ¢ Qv 2HIATA ] fr&stthHair et al, 1998). =g A H

R* o] ®3lsle= &= vofatr] sl

Sol Eqom sFimae] RF F7HHA
Z 2.8 THHair et al, 1998). akA B AToAE o BA o] 71H BAHL
shedl BEE B4 Jpgos womEt

1 Aulzs AR BE A% T4 24 WA AFHIL FF )
74 YFHI1-2, 4o uE Y5 HI-3, AR &FF d5HlI-4, 70 F5HI-HL o]
A gl A®e G FA Foleka WStk HAS A 98 3
AN e sa% A old <& O3} 2k A BEsE SAAFE FaA
2 AgAe] BE 95 FHasd AT BE(L=093, pL05), del e
(£=.169, p<.05), AR T A-5(p=.237, p<.05), Fd 3F-&5(5=.397, p<.05)
3 g7l AW 9B MAE Aoz seyth Ty AWz AEA]

ok W7 AE(9=013, p>.05) o|4H EZke] F-oju]gl

"3 Zlolgta AA3
Ae| BhE 9%
T4 82l (o9 e WE(p-283, P05 YR FH AE(5=169, pL05), Ff
BE(F=221, OB AAE 2o AW FFL M= oz =eyr
D Al AR BE 4% T4 249 AT AB(F-078, p05), T
5 a7 AE(E-04L, P05 BAH Bl TeM@ JFL mAE g
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p05)FEqNA Foldt e g velgt. T8y Al4g dsd, 35 WAE A
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42 7k =431, t=15.68, p<05) o= ENT oo we} 7S 2 e E QT

(ot | jm=}
ZHHT Step 1 Step 2 Step 3
B B B t D

D) 26.967 .000
E A 3 057** 057%* 0755 3.160 .002
A A (A) 093+ 193%* 2.293 022
T F=B) 013 106 795 427
i o] 2J(C) 169%** 205%* 2.172 015
5 A4 1(D) 2375 458%* 2.534 011
FH(E) 397 808 5.250 .000
A AF) 099+ 189* 1.778 070
A*F 029 580 562
e B*F 035 782 434
P C*F 469%** 8.566 .000
D*F 102%* 2.133 033
E*F 279%%* 5.240 .000

R 586 589 663

F-value 26.105%**  23.282%%* 17.068%**

*** p<0.01, ** p<0.05, * p<0.07(marginal significant)

=Y Step 1 Step 2 Step 3
B B B t D
() 4.051 .000
EA &3 119%%* 058+ .056%** 3.989 00)
A A (A) 078 013 577 564
T ZEB) 041 .004 189 .850
& oJ 2](C) 283 133%** 5.175 .000
7 4 12(D) 169%* 048+ 2.044 041
S(E) 221%%* 1717 6.692 .000
A A F) 582 582 30.122 .000
A*F 035 774 439
4E B*F 062 1515 130
FANY C*F 345%%% 6.865 .000
D*F 187 4.249 .000
E*F 2767 5.638 .000

R 678 682 698

F-value 583.85%%*  507.76%** 303.66%**

***% p<0.01, ** p<0.05, * p<0.07(marginal significant)
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Abstract

The purpose of this study was to understand how the components of the rapport behavior of
service providers affect rational and emotional empathy. This study is intended to understand
the relationship between rational and emotional empathy and customer satisfaction and the
effect of customer satisfaction on revisit intentions. The main purpose was to identify the
moderating effect of perceived authenticity on the causal relationship between rapport
behavior, empathy, and customer satisfaction and revisit intentions. The total questionnaire
period was a total of three months, from March 15 to May 15, 2020. The total number of
valid samples was 1668. A summary of the results of analysis of hypotheses in this study is as
follows. Uncommonly attentive behavior, courteous behavior, information-sharing, and
connecting behavior, which are components of the rapport behaviors of service providers,
were found to have positive effects on rational empathy with the service provider, but
common grounding behavior, which is also a component of the rapport behaviors of service
providers, was found to have no statistically significant effect on rational empathy with service
providers. The results of analysis of the relationship between the rapport behaviors of service
providers and emotional empathy with service providers are as follows. It was found that
uncommonly attentive behavior, courteous behavior, information-sharing, and connecting
behavior, which are components of the rapport behaviors of service providers, have positive
effects on emotional empathy with the service provider. However, common grounding behavior,
which is also a component of the rapport behaviors of service providers, was found to have
no effect on emotional empathy with service providers. Rational empathy and emotional
empathy with service providers are closely related to customer satisfaction, and customer
satisfaction is considered to be an important element in determining revisit intentions.
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