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4.1 DHHEAHEHEE)Z2 73 - ZQIE Fl=

AARRE2 IR el Z2a9, 2¢H
Z23Y, IIE AYJl= § o7 /A2 B
2 Eg3 9o} 19814 nlFe o]zt oojet
2l (American Airline)dA mjdeAZ2ads &
A7t ol FF A ¥ut op2} &% E, FRAL
ALFEAL T GET A st BHAQ
A% Z2aRoz A=Y Dowling and
Uncles 1997: Kim, Shi and Srinivasan 2004).
IABRZ2Z IR AF EE AH29] FHE T
daddl e F71HQ S AFFeEZN 7Y
FAT Alxne 14 RO FFo| 7h5sin, T
Rlee} Fojge] wa PEAQ BAS Fo2H
& FRstn AFY AMu|29 aARRE &
E3hed E#Fo|tH(O'Brien and Jones 1995:
Kim, Shi, and Srinivasan 2004: Jang and
Mattila 2005: %4, <43 2001). 2ARA
z2aYe] EdRe F2F H2EF o8 57
7h (22 A7|ge e ulEe P A f
Agde g M3=n JcHJang and Mattila 2005:
A&t 2001).

1AEAER IYo] FEE W FH ofe A
T4 FEu| o] 7|& A9 AFuf L ALE
Ul & Br} 27] fi2e]ciKlemperer 1987: Kim,
Shi, and Srinivasan 1997: Raphel 1998: 4
BTt 2005: BEYF 2008).

71E QPN aABRAAZ2 P 1A FA] ¢
FAT P =go] ke FFA Alge] B
a2y 3|l ArZAAE EAFcH(Kearney 1990:
Clayton-Smith 1996: Dowling and Uncles
1997: Sharp and Sharp 1997, 2006). 32l
v aAudzeade] 232 Fde goln, ¥
BAQ 4L A4 F e WS dF 4
F7goe] Yehda Ich(F2AA 2004: oM+, A

7324 2005: 274, o|¥7t 2007: ¥AE, HE
2007).

H2EFnA S e & AFddAe 1AL
2ol o]gAEL U4H (Necessary)©l
. 3244 (Immediate)°]®, @34 (Monetary)
Q ¥Ae d3de A2 Uehgth(Jang and
Mattila 2005). 22y =i 94 142 e
2 3 AFdN e 834 A o EFHelge
A FYshd, HEFAY A% 54 B
o] ¥ &3} Adks AT} ANFHIE A
CHSAHE, whu] 2008: S, 0|8 %, od<
2008).

7V B3ste aARg T2ade Al Fi=
2 AF T MHAE FYste 2dqA 7Y 2
AHEEdd mel A4 FHAFe FUEFE =
2a#o|th(Dowling and Uncles 1997: 8H-t
2005: AdiAE, Avjd, AT 2007 A E, Z
4 2008). 4%%E FUEE FFAY & + 3
A EBFAY AILE E£E AEE o7 g
o ¥AEE 9% #EHA FHse =¥ 19
i3 BAEE oloF& ui/iFdolrl, BAAES
WA 9 HBE dAstn Hrlkste 53 AAR
+TH(Hsee 2003: 744, <A 2007 HAE,
kAl 2008 vHEE, Az, ¥MAE 2008). ¥
JQEE w4l U AFu g ZAFT
qdEE e N2E Fd9 AFEF3}edssian
ltH(Matonis 1995: Schwartz 1998: Dréze
and Nunes 2004: 5%, A% 2004; A
F. AEE 2007).

o

k=

4.2 HR7t=

BAc AF 3531, 2EUE axzzed
5 odd ez AdsEE 71 ¢ oA AFe
e 719 ZA) 71 B9 Ade 45 BgH
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o2 g43le] v $aES ol AAEL A3lel
ke gEolt. gAgAdME 149 {3
2 fFAE 8 g #F Z2aYEE AP
I Aed 2 FA BEETL 2 Ao & o
RIS T 4F FEX AFIN=E o848 &Y
BZolt}, 53| FEL W wlF PP A2
Ego] H3, FAo] Lolan, JjHez Ay
&0 AA Ede o2 AzH g 1y
HZ RIS B FEY 5o A9A2 3A
AAES] FAF FEo] BopAlE § A7F =8y
AN, A2 dietezy AL = Ahg o] F5A
Atste] AR AF7t £1 e FA0ITHBelch
and Belch 1998: A% 2001: Zejs, gz
&, 97 2006 °1FE, F¥Y 2006: FAE,
A7 2006). ol g AFI= EAuZo] A4
35 e olfre AE7IEA 39 2 o] FFAAPH]
Agte] &L B¢ =2 At /ASAH
AFARE v 8EES B3 v4EEY AM Y
o Zoloh(A S, £03] 2004).

28y AFF=EAL o]fn BFAA 2
449 9 Y& AFshe Aol ol HolA
449 71489 9% Z2a39¢E 440 g
o AFA=EAE di7f A9 WA o)A Y 3
Eo] AHEAA S 2h0R d3 Ux, 13 UF
Ao Fryt Yzt QAL AL F1 glon,
AHAE AFF Bdcy EQujgoz €,
olFE Aol AT Ao ow, FujzA
o] asty, FEZ|T] e HelM AFA=
g FE 1 4F0] fAkIg R & 4 Qi

AFERZ] FHAQ ol % FA9 AF
of ¥ 714 L A Edtaal she anake] 7194
Aolgke o] & 5717k 3171 WEolch(Lichtenstein,
Netemeyer and Burton 1990). wetd #lF7t=
&9 ZA+E & F7 4% (Deal proneness)
< 71 FE LA B$AY, 748U F

o] 7HE F8g mejeleH, 443 U= &
vt & & JAch(A9l, 943 2005). AAl
2 EABI=E Fojske 43l &Y S S
F Ae AFH=E 2AA @ A9 40%9]
aHZ7E g ¥7] e 97Z2F3E ATHA
A1d 2003).

ghdo) A FIIEE 2A|F ndo] g 14 B
o ¥ #Ex9 A7uES Bde d7E%E
AoM AFFtEE 89 AHE d9 olgd F
AT ARE o= Fxe A7t ddu & F
AchH(Lee et al. 2006 ©1AE, A 2005).

4.3 Z27Y H|J - 7|F 4F Y v|u o}

gitdez ¥UE slee a9 AWE FE,
234 7 % FRAE] W 542 7K
9, AF7tee AdaAdde v gaesie 5
2 . a2y bR A7 FoAAEe] F
. 7 ¥ 39 @14 Fsds 1A @
ATEE 4R e 2EHZ2aYE TH3
A R (ARE, AE3 2006)€ DTN B
o, ¥JE 7t=9 ARII=E Aoz vl
Be A42 Aaselord dart Jo. £ 71
o d7e 2] HE Hid 1 23S %Fa
o], Z2aPE AA%n dP3e 7199 B4
< 3tn g 719 AdelM e aHa A3
=7h g2 Z2add Jdx FaaAw, A% 4
Foly 7199 A% % Y FE: 223
ofe7] wEoltt.

431 729 7154 £F
A WaE Al $4 DA 7153 339

7lEE R 7Y 44 1F2R FE ERIES
28 dast sl ol A3 7=t AFdte A



HIOHE| A DXFAT2 AN HFIIC EOIT2 A0 SUHOI 2HUIOHY (§S 017 - HILHASYC) HINE 5101 115

o 27159 meh drolRE AFTtsg d4d)
=2 WEdd. ARII=E MEststd $vsg
AZdte AFEA7I=9 FAES pztoly AY
< JF€ AR TIE Jsl=z Yrojdd, i
HA=Y Hud slee 8AE AFdshe Rol 77
T TAWYTI=S Q9] AF flo] EJIE F
AT A3 AYUHAIER Yol £ 9l

AHABIE | SIS
B | moomy | mmzesic
zole
meya| =ewmy | nsmessic

(38 3) 7I=9| 7|58 27

4.3.2 2¥|7 A9 7 2 %7t

Nord and Peter(1980)& ZAH]|Ake] 8850l
AN PF WA 1A 84 (1) 1A
A z43 (2) 234 248 (3) dgdE (4)
A dalE AAEAT olF 234 zd3}
o] AF94 Rothschild and Gaidis(1981)+
&M A7 Al FolY AHAE Fulgh o] Fo 71
A Aol g3 = b2 P Yehle AoA
€ AFES ATt A71g AFE 7t F23
2992 ¥y ol& AAEATZIY A7)
=4 W47 BAE e (Type of Reward) s} 2
%& AF AI7I(Timing of Reward)e|cHDowling
and Uncles 1997: &&4] 2008).

a2y 529 S AdAdME AY 2
EE 54 ¥ B4 Hde 39 5¥% /A=
AT, AFEAL A EFYe] elog A
gt weh B fARE BAFHE HolA|g
A4 ZFoge HYF IQAES ALEH #97]3]9

AHgolghe Ael7} et ol o] (Gain) Y} &
A(Loss)4olehe Zo|% &7 Framing effect)
o #3} XA BAGAM 1 zjo]S FolE
T At F IAEE T o|F AL A F
o 23 A HE2, FuAd 2 7HE5 ARl
A Ee3oz "Fed o5og d4H, uhi
TojA el ZHA A o] AFH e AFAH=EY
< AZHE 27t sle dad 4724 Ad4dYg
(Kahneman and Tversky 1984: Thaler 1985:
AFY, 0¥ 2005 FF4, A4A 2007). w
gtA “EelE o|gu) AE &4'e BAE Yy
of g &£z HAE A7|E 2P WsE
AHEE & e Aol

2Hzbe AHEA S O A T8 nE
OHJang and Mattila 2005: °|43, ZA7A4
2005: 43, o8&, o|9% 2008). AHEAS
HAZE WolAH AHg-e] ARt ohg AL}
T TG IJAE AY7|To| FolR}, A
e BAANEY A4S Aidde BAAA
(Timing of Reward) #& A3Z23E 2334,
o|QAAAY 7IZtE EATE W AHHYE
2% o]& F717t €dx & # g, aejeR
AAZ AY L 270] B4 BASM sl
29| o} A AgiSE 329 F .

wehx AL AFFEEAN EAETIE AT
22 27g Adshe A E B g 94
e ato)Ql 2914 (Gain & loss perception) '@}
AHA telde] g € & e ARSI (Scope
of usage)®| 27}x|7} ;eslojol & Ao},

av|zte] FAdME FaAE £4& M3y,
AHEA S TS F7HAQ ARHeR Qsteg,
Al 492 718 43¥ AoH, A3 99& /1%
Y 2R QAAF Aot ol AFEAIL
E(AD)Z} 2R A3x7t golAlE ol fE AY
g}, whdd] 7199 ulg F2Ash: A
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AHAE(A3)E AHEA S §HA|s o] HE
of 28z A7h @ AdS A2E + Ao

NEHS
EPEr =sopc
A2 Al
248
sa | momse | mamedlc
ol
olal
Te|  =mewsy | mszesss
A3 Ad

(38 4) 28R 2 EF

4.3.3 714849 £7F R %7t

e 71847 | d47F LA v
A g AFoRH 7IYd9 HUE A3
dhaloln] | ol2|gt AHE vlgog 7)}jo] 9AHA
BE Fof dhn FHIT 12y 7199 A3l
34 adzte] A3 A gte AL oM. Z2
29& AAska AAske 7199 YN E AR
B9 A% 111 AAG 734 8ol w %ﬂéﬁﬂolﬁ%}
£ nHE ZFc] glon, At Asde o
ol *I*Eé! A=} AR "JEH 5 344 zz}zﬂi
Q3 F2AA] 7842 & Fe o "EA 7]
Ao JAER = LR ?&aﬂﬂré g Azl
P a3

Aol Wlojge g9 Irle LA A
£ Eg=st g9 7oA vge] 8o AF
o 7% uge] FEiEel HEALS FolER
7oAl AEEch E£F AFE B3 AZE UE
H329 AZFL 71delA AF2ARA FES g
ge A4l Evt. AT nADBY A%7t E7F
TIEg, HEF Afad vy £ FEE 9
3 &5 $AE 71

A 71gelAe FART A2H e A v
o 719 A% 7bs 14 YEHZAY A7t F8
g 28 89 @ # g v &9 Ve @5
22 oz Yroze " &FYH4] (Way of
spending)™l we 2ed Zolw, 14 HES
3¢ zle AFZEF 715 1AW H (Scope of
consumer) "] w2t 22Hd Ao,

e
J|ED RERE
B2 B1
25 AARIINE
=7
AR EOIES}CS
oS
9|
1
g | wemws
S| =Hzgud
B3 B4

(08 5) 7IYu] mEel 27

7199 @A B v gEEo] 1 AtnA
HZo] 715% Bl ¥90] 438 Ao, nAHY
Zo] We7} Fu FAH|&o] & B3 ¥9o] HlE
€42 digto] € Aot}

4.3.4 7t=A3d B¢ B4 o]

7193 AvAke AEste 7l=e FFo 2]zt
Ao, 1 olfe AR mﬂﬂﬂ# 717t 9=
7] WjZelgtn & & gioh & S0 (28 4)d
A YA (A2)S AHEdE Fou Zad
EAZA M H37E AdAeR & WS
7Y, 28y (a3 5)dAe EA9HA (B3)ol
AAYA7E F FAEH]  HE LAY digho]
"o}, o) AFEUEII=E LA A £

g o]egA AF7t w4 ¥ou(Ad), 7IG4A
497t Yo v gEgo] ¥2(Bl) E&F



HioIel He

gl & Aok

olfg Aol &S FTe 719 #H 4
g F2 #4442 7 e 28R B3] 2 ¢
Ak Fete 7HE AAGT getAd o= o
B Aozt 7l=E B7kehA| Bolof gH, 7}
=9 =4 %8 23t 7199 B A
= S 7R ¢ 7 o

4.4 NFFI=2Y DA
- XXX djzlyAsat Al

AFgATtce zzass soye 2
o 27], AMAdA ANSE g, ARV
ABeE AMENZY 27] 5ol oot} L
Wt AFFSEE 2o] Aojdnz ojw 7
=7h o &EAAAd g Bee 44 9 @
AN AFZAD AFA Ade] A4 & Y
A28 2488 £=7E ANEA gu 9o A%y
o2& 7 7199 Held| wa 2] ne 71En
e AHgsta

Q3tjole) Bt w4 A90d) @ sl 3
hasE Boliy) et Al ALed2EY 3
& 2o AFDAE 20708 AAL s} B
. BARAY AF = AddelHE (F
DA Allsic

ASAFEL dY slm2 AAF PEAG}
207 ARTAAE FA54 AAsHe 1],
Azt vzl %?}E“H%CHIH A ek v
of Wadfecld. wvdge nAdA ANE
EOERW a}a@agxm B3¢ 2L A
7ol Heto] stzojzolA AAeke vlgolt}.
(& 19 £8983 454482 22 X237
Y202 %o} =y 8918 344 JldEg 1
3 o] (a8 e)lck. 20/ 7= AAY EEE
AAe FuhzUoR U FFEVALE 7.8%

ALHT2 0 MBS oID277240 SIX0l 20!

Hil Ciet 971 - NI AESDC HInE Sold 117

ol (EAFTN). 7 7t=9 jE EE A5 7o
=9 #e Ft= AF7t 20700122 o9 ted
T 5% 71222 SAHAE I TA).

(E 1) AiFgezi=d 43
(XXX sjdelg 2E7, 2010. 1/4 ¥7])

AEEF | WEERE | ATHRE | WS
A 15.2% 14.7% 10.6%
B 17.8% 18.7% 8.1%
C 3.9% 3.7% 4.1%
D 11.0% 11.0% 7.1%
E 2.5% 2.6% 4.4%
F 1.1% 1.1% 7.0%
G 6.7% 6.6% 8.2%
H 2.9% 2.8% 6.3%
1 3.5% 3.3% 6.8%
J 13.8% 13.4% 8.9%
K 0.5% 0.5% 3.8%
L 10.6% 10.6% 5.6%
M 0.0% 0.0% 0.0%
N 1.3% 1.4% 6.8%
0 0.6% 0.7% 3.2%
P 1.1% 1.1% 6.1%
Q 5.1% 5.2% 8.0%
R 1.9% 1.9% 9.0%
S 0.4% 0.4% 7.3%
T 0.1% 0.1% 9.5%

*ohEEE  APAE/AE
ARARE C ARAEAS/AAEAS
CEUE  (FUAA-BFEH)/F00E

WIPFAE 71F0R8 7l=o] EFE HH 08
(331, V)9 T ?}C (A, B, J, G, Q. R,
Te FTET 52 ALE AFF 7l=sol
1% Aw¥aAd o}ﬂ%%(’e}@ IV)e] R% Te 4
A Age] 5% £ X 7]dE @ Jl=ER
AN B89 ZFHN AFBAL A&ARE A 13
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JIE@el8Y U4 7|0

20.0% m 7 Y |
E0HZA | B
15.0% * A
*J
ol
I 0|= &> L . D
wm 10.0%
S+
a’
A *G  mswma |
5.0% * 0
*
OCE ot 3 i
n *.
0.0% 0_M .0.K .P *‘ .T lV
0.0% 2.0% 4.0% 6.0% 8.0% 10.0% 12.0%

7le =gl

(38 6) HF7I=Y 45371 710 24

2 487} oot WA HARTA ol FoldN B AR BEST 2o /|EANS 44T De)
T Bop e A AFde A=(BE 1D LA Aok 9AY FFold Al=akgle) HFe Hge
DE Q8o RowAE AA AF F7lel dF £ Aol o W AL AT & Aoy, HolE
ZldEe & 5249 Jl=golt. 28y 1] 9 F50] dAH o v)$ ol

}l=(C. E. F. H. 1, K. M. N, O, P, )& &
A& FAT FAS J)d%rt 5% vl 33
[Ilo] glenz H&FEEL ¥of Hox A2 %
A9t FojZo 12 2 7198 R 23 Ao
e At 7= & A8 FulEel W 7
dEg £ (28 N9 Z+E fAR a2 B2,

Ao A BRo] A5F7te} vfZel tid 7ldEE
Ftedz golsitt. webd Fl=d ZRE 1ed)
A % AFEAFI=S] F2AHA Sdle 243
otgt W97} 9},

7tEte] Aapate] 7t EAdte A9 RS Lo}
B7] 93t Al e dfdds SgdS 7|
ToE MY 28y Fr Al FAtEe] U
FAQ 71ERE AHEStn doke Hod %719
e Ao o AFFHo2e 7|de Y4

(28 6)3 (3@ TN AFII=E=E v
Adre $AAd nAe 9P| dade AL ¥
A& & AU, 28y vlZEe] Fujsitieie v &
o F7t o AW £94 FHME E&FH<
tigtelgta B7] oot wighd &3 njze
BAE LHANA AFEHe FEAEH 7] &
e €A EE o] vlmalE Hert glo

FTEAEF wj29] FAE B Y3 AETE
mlZo] 2078 IFtE AA | ZAM AAde o
EAFEY 7 Jl=9 B9 FFd U9
FAFHNA AR e FHeS vlag Ao (2
g 8)eltt. 71de] Fddte ¢8UeY vjEe #
Ae B2ES AT €8I ARES Ed+
&3} vzl (2% 9)

4 & 50 Fl=AE FEAAFEo] 15.8%2 vl
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SSYOH (HEt A7 - HIEIYAEZ DS HIWE SalKl 119

7t=g gelgd &sol& 2o

| 20.0%
| L gozz | ‘
*B
g 15.0% | oA
. .J
@
|
| = L *D
| T 10.
% 10-0%
T
- L ETE
T 5.0% - B
e .C [
L +E °I'r *R
1] e P e v
0.0% M * Oe K i 1 o1
0.0% 2.0% 4.0% 6.0% 8.0%  10.0% 12.0%
FtE =8l 8

(3™ 7) He7i= SoiE37t 76T 24

20.0%

18.0%

16.0%

14.0%

HEBRE vs SWOUIRE

[mol% MRS (152%17.6%3.9% 11.0% 2.5% 1.1% 6.7% 2.9% 3.5% 13.8% 0.5% 10.6% 0.0%| 1.3% 0.6% 1.1% 5.1% 1.9% 0.4% 0.1%|
mEROIEFE 15.8%18.1% 7.0% 11.0% 1.9% | 1.3% 6.1%| 2.5% | 2.9% 13.8% 0.4% 9.5

[moig H7E mEUALFE

KlL|mM|NlJoOo|P|la|R|S]|T

6/ 0.0%  1.1%] 0.4% 0.9% | 4.6% 2.0%0.5% 0.1%|

(28 8) Fl=oliE/E04E vs FI=EE0l/Elel

237 15.2%% 0.6%pt. Aold] &3ttt 1
U c&AHFES 20.6%24 Ed/E Ho

TEC

5.4%pt.7k B Atk ol E@aH|&o| wE7]o

Eol HE £2 7heAE BojEd. Wiz 7l=C
€ %A REol 2P RE B0 3.1%pt. ¥
ol H|ggAH o7 Holxw £¥AY R

[+]
&
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25.0%

20.0%

15.0%

10.0%

5.0%

Q0¥ 1w, | &= | © | 0| E |-F

HEERE vs csRUEIRE

mola HRE [152[17.8 3_'5_;%?11'.052.5%!1,1%6.7%‘2.9%
maye HSE 20.6018.6/2.1%10.1/1.4%1.0%[7.0%2.3%

moE HFE WEU HRE

1.9%0.4%0.1%
2.3%0.4%0.1%

0%1.3%0.6%1.1%5.
1.1%/0.3%/0.9%/5.3

(18 9) 7=oiE/E0E vs Flesdel/Eedel

& 2} 1.8%pt. Rk HelA 71ddAE 7}
AR fsgdad 4 Ao 7= G QE F
gl oy w2 EgACE HolNE, UL
Z 7199 &5 299 71EdN e HaEAd
Aoz JYeh} o] gA F£&F o] FHolA
Fee AZE + k. 7= M9 AS$E A9 A
o] Ha gt sloolnz AFRAE fAE 2
A7} gict,

dol A Bgtxo] FQA&o| Eo} &7t 2
o %, 7199 &5 9] ANE #4449 F
Aox e vel ol wetd AFFl=st 2zt
g 719 25 Azde dgteld stz 4
A A& Bggo] Aguojopat 7dA 22
A9 Angde 74 + U

dAdNE AFFlee JiE F$ste F2E
g9loz AfuAsge 9%E F 1AUES
a9 A71E P} weN EFE A
e 947t 88 23uFe st a8y
o}A712 YIES A A7]7} WlE7]de] vAe

ol diF 434 AT o|FoiAA &2 4.

Af7tee =9 2 283 &dde vEsdie
Fly ER7L nesojoldin. 1EE AF
7tz EgAdlE AR EAAQ AL,
At 14 §X& A HEHAY F7], FI4
BAS 9% AF gFeol agHojord Aol
Aag d&5do] FAGEE =9 AldAY 3
7he @AY, F=gdZRe] PriE T A=
9 fA EE HE JAHEF 32 249 AHY T
& A&A oz HES 0| gt

4.5 52| FA

AFtee 7193 2629 457 52 digko]
A, gAte] i&stele AR ARt 84
sl Wi 2 94 F2F T €. EIE
Fle 9A nAdelee SR ohi BAd
gt o] gRoT A& 452 Je A
o2 HQld
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¥JEFI=S] BAE 2 7)Y Z2IREY 34
£ 98 A Yehda g ol FE 14
AdE 58 Ey 7138 &Y + doe 7199
g o Aoz Hlt FFL AuAAE
o|qd@7|to] E38 & itke A FANH
AHEe] HElAol AgHng A3E 4 JE gt
olg & 4 ot

Zzage ¢ doMe AFEUAs=
¥JE AYIt=] FEAES H4dhe A% Y
e ok AFrlee] aADBRE e B
of Fd olfolAT, AT Y9 I e
F3 AvjERololtjol2 o] §H|x F},

V. Ssg

w27 Rslein Qe Al 7|3E w3
QN B4 87 st Aoldr] YsiXE Al
F. 38, Mulx nA@e] 5 A Eold
BT gAlo] o|Fojxol & Ao}, 133 =¥
T FAAM J1EaARed N2e A9 A
Asl AAANAM 713 Be] ALEEH T glon] T
AAQ B3 1A £ e digte] TUE HY
A=t AFEA7t=cld

Hlo|Ag] GAANNE 24 BAAE i Fab
€ B3 14 dolgE usle] uAe Ao}z
(Customer Lifetime Value) Zti3} x=8g 7
T3 o, AT wlo]AL] ARjdME e €4
d3e 2 oA AFTlee E431H9 9
g, 28y Aol A FHAEe A5 A
Zolghs H2YA 74L& IQE Fluont o &3}
9 718 2AGA 2 o 29 @452 gl

Ho|Ag] Ao mlef WaF AL Ast el
gt 2] Agsz sle Age Y2EF

KOl SSY0H St o7 - HL2IYAEDC HINE S5l 121

o AHE AESGY. EAAZd Y7 J2es}
=1, AFFtee] o) 349 gy P2rE
Fe AN AFIT Foe "ol AAHY
o Al S91E AFTIE S A4 99L
2% dde] #4719 A&FTFRHAN A
Estd 2 2 ARt 9% A 24E 7}
A AeE sginh. S47A A4 ALEA
gdizte aH2 5, v SaEYY 2 2 1
A ELAS gdzhs 719 7ldt AR
g4zl olfetn B 4 9t

a2y g AFIEE Foe A 4o
24312 ke A4 slemg ARAQ Hrp}
dasit}, Al w2e P2EFe] 44 golg &
AE Bl 7= ARENE o4 BAdE A
Estgtt. AF7tee 43 ke $89083
29| AR opg} 7ol Rdete £ LFH
9] Hlm FAo] o] o]Fojxio} 7|44
B & & Ao BF FY49 FRE 93A
€ #7149 #hE Fad AFBAY 44 F
T4 £FE9 A2H Fol A HEHo ok},

a2y AFFE e 149 ARPRE ¢
T8 7 glvke 2949 247 2A4sieeg Y
Y 2EZS] A9AY H42Po FQE HdE &
dAXZ= 2ADBE FA3leE =Yo| HWasojo}
& Ao,

Hde] H2EF Alde EAA2 B3t AF
o Y &g 7|97 2 BEoA HEHE o
ol HI$EEE & AYS AT} by
HolA AN E AFFlEe] =% Pis A
Aoz 12 ¥ ¥ert ok a8y AFsis 8
dele AFAe] A AFzde 2 tig
AF7F Feslth fAg 279 AFls et
o A&AQ AL opEE ExAAcl HFsce
gu7t 32 $& AF%H ddojga & &
goltt, B3 AFI} e aAPEZH
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g e B 94
o]},

Af 2L wzzade] Wgdd g FE
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A study for effective operation of customer loyalty

program and alliance discount card in bakery industry
- by the comparison of family restaurant industry

Young Sik Shin* - Kyoung Cheon Cha**

Abstract

Customer reward (loyalty) program has been implemented in food service industry for
decades. However it is also observed that discount cards allianced with consumer banks,
credit cards and mobile telecommunication companies are rapidly spreading. The alliance card
discount program seems to be invented by the convergence of the conventional price discount
promotions and the concept of marketing alliance with different industries. In spite of these
trends, bakery industry has less utilized alliance discount cards than family restaurants.
However the increasing competition drives bakery brands to consider the expansion of alliance
card for future marketing strategy against competition. To identify the alternatives for future
growth, was reviewed the case of family restaurants. And new variables and criteria for program
evaluation were developed through the review of studies of related subjects and industry
opinion because so far not enough studies conducted for the comparison between point reward
card and alliance discount cards. Suggested four alternatives from the study were the expansion
of alliance discount card, the increase of point reward ratio, the integration of point programs
of other brands or industries, and the introduction of all time discount to loyalty program
members. Those ideas were evaluated by the new measures mentioned above. Additionally
how to improve executional excellence in alliance discount card operation was discussed in
terms of profitability and sales impact. In this study, by the cost efficiency analysis of each
program, it is found what the consideration variables should be in the selection of alliance
partners and in the cost-share negotiation with them. The understanding of motivation factors
and consideration variables is supposed to be a substantial assistance to develop future
marketing strategy in food service industry.

Key Words: Alliance card discount, customer reward program, point, family restaurant,
franchised bakery chain

* Ph.D. Candidate, Seoul School of Integrated Sciences and Technologies
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