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712 1270 AAFZ2] 2970 AFdelA 28970 714
o IAVEEAF7F TR AT (TP R
GasERIALH A ditge aATER
(Korean Customer Satisfaction Index, KCSI)
Tt glon ols AR HEE 40%, 24
= 40%, Aol& C3FE 20% % T 7 F
g tiate] 7teA 3 FoEs) R ET 2015
d dA N AGEE] 1110 AlFelA 35470
7199 KSCI7F ZRH A% (F=5EH0LT).
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(F 2) M50 TAlh
EE A4 B7dy | JuTE golZ2etel
e | VE | 365 1 Avle del/zeed $4: A5 A0 1y
e 30 2 Avle &5 ABAY A2 2 7159 B
ety 24 3 Avle Aol g3k ~vteEd 27]¢ B4
L, | BF% | 35 4 Avle &0l g3k BEY EBY Lol B4
. R 5 Avle o 7HAE, HS’M 3, ASAAE 2
44 21 6 Avle ool go alglolal, WEd W
et 22.5 7 Avle AEUNE: 27, A9 e, ome]
5% BAso AlFoly MHAE Fafste] 148 F Feeke As 7IEoR Bt AHEE w0
o AHg3 Aol Y& BAse) tate] AA o] 1A AT ATR Aold] FEE BE 9 ¥Fe
9 S AR olWlel Felee o|@ o @ 7o) ThE A% A B A7t BF B
E7hel @ AA gl thate] ARl of EEShE 3 E AL A S 28 3le] Tl
AEHA 2AE @A dFEA Colaizzidl & 35& 7|02 EReion Hdc 53t
SN Aadle] Hame FUF Puo G dale] A HA=d] @ 2lAe] wed] S
TREES Teted 2 < e (RER o & Fu AdWetes aas Istan gt
1999: ol/dd 9l 2011), @7t o)A LA o < T (& 3)2 SHA=0] AHEE dolE gofsto]
sfel A& Fusturt shgith(Kurasaki 2000) AASRL, FTEFE SHAZE AR doE 3t
ol flste] A ASAY ZAEA] Aes A FEF 2FE, EFE oJEe I F
FEEILL o] 8 VIFdl] V15 Al s W el Wk doe HolFaL oln ol g WEEt

13w} ‘i}*}ﬂr@ gAY 5 3o AfAtEe]

3, SHA AsUEs EAsiiA o
Tehe TolE st (formulated meaning)
o] H|%d FAME Ea(theme) WEIAZIC
ZA (category) B EES AHERFO 2N )= 5
el FReAE st & A AMe A
o]ZHE FWdle] olF NI WFE T
e Y= Eskd @ 2L 344 7N

stglom AFAt o
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g 847k BetE QT AT L A kel o
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) . § A8 F (formulated | $EF° | HEF™
HAE AL 7]E 7] Rou 74Kd] ti G2 (LHAls} A o AeR -
HAl w71 7)ol 7k o] i &5 (SR AHEE o) meaning) (theme) | (category)
_E%igl*ﬁ‘, AL, A 2 A& Fldcke B, G2 ARTED dolo} ERE o2 17
gthe A e 927
27
73 AR AL A AR W Aol 4¥e w4, B sy 427 o
st @7 He A4z S
1 25 AlDEY L omzm AWz d 8 AlBE 3 o7k
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2o BAL 23 9 A7EF A7 Ao A|A] okt w7 - - -
;]171_ Z AL /\J\ :fLEq"q =27, } ] '4# ] ] %, 71‘1?‘54 6]'1/]—7]' % E‘JQ . .
cau NEA
U Aple] B (YA, diT e 22, 2 AL 7H
Fujgithe 4, W ARle] gl A e B M FyYste 43 w7 -
WEE JEY gane 5, 300 e 24, Aok Ted
I, Agaeg, ARA ALY &
713 AR 7%, U7t B2A At 1A, o2 | 3 w4, At | EA Ale A
0 a1 X
e U 92 E U B Adel 8 LA AN 254 BS 58 4 | 4on won |
ol L &ate Addte w4
/\)\E]”C %
0, B e Algael g, F2E LS
e FHPTE M, AREL A E 3 o5
ek et
EAE Zolg w9 A, A £ gt 7 AL A A e NEE
NZE& A g 2718 A% A7)% %jéxi
AZE A8 270 B AW, of A 250l AZ 792 T e BAd g | B
71z, 5714 i
Wz sk A% Ao Alte A, $EF, A, g4 Hd
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5 2 21 e AdA g «HW HIZE A Fol g 22 A2E Hola) )
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MR g AR, AR xe & +&3
o £2 A& 7 Al dgk A9} g e BAA
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(E 4) Bol=y wES HFE 018X Y 74 B2 YEXG
T % A4 LG N 71} Al
SRS 64 24 15 38 141
9 Bds PEA S 4.90 4.04 5.27 -
Q24 o9 x HAE A} 2] i vz AFgFeR HPdty HA=R Qe PELS S
T %ol &S 753 B de Aeltt. F IR Gt 59 AsAe A7l b A=
B 7)eo dad) gt Faufd o] AFT uE AR 5XER St o AAA, Ak
Azbe FoAWA 54 BAEIF LA ojw] A Fge] Wigld] utel Ato] A7]E wite ekl
gt 8 TR ATE F devtd #Ale] Rop JeEE Hils FEASF s glof A4 A
A3 gtk 2 A3 AR AFS Frtkete & e wet £538F, $89, SUVEY A 7S
507 oAA oW FHol wEEee g Bl AAsta *ﬂ‘ﬂﬁ o2 7} abgolA tisE Ba=et @
=5 et AHESte Y Ade B AHAE e BAEE sl FACR £
we EAE FATIE AL 7ol Aurk FellAe ot ﬂ, K3, SM3 Bd= FdFMe
B A Acket dlgo] & 4 gle Aotk wgb  2uEl K5, SMH HAE, SUVHECAM = 2FE,
ANHZAFE Foto] Billed gExeo] 34 9 % AXEA, QM5 BA=E At
g7 oS lg Ao o] F ExAA = B 22 olg e 3714 A (£ H, 3
AW PES FPgetn HAls dES = & F SUVE)Y F 97 Bl gigk A 2
3 GES A ASHA A A RAL A5 E ?SMML 53] A5at BAsE A4 Adsidlan 5
o2 ofd] AETd] tiste] BlsHE 23 nAp) ofd AXE FYI anAkE gde R &)
3 #HgE F IEE HAs JEAFE AL H & Aoh FEL 2 1 350Wo® HAlEHZ 1508
ols Bzl g}, grsigom A F LHAEE nejste] 7 B
Aoy duy 52U FESFS 4A8lEE oy
4.3 XNSAt 2lE #=X5 5 - 2XA Y& 71302 o] 9459, Aol 4051
olty, AN A= AsA gl AA| AR
4.3.1 3% Bz 4% 4 24 = TE utgsle] Axdoz A=y dAHY A
ZHIAFE WA o) 2RA) AEE, Bds 9 a9 5E32 sl9on 201349 79 Yo}
AZGAL, 2A So tet HRE theket Yo o oFste] £819l Auo]R o] Foixtt HAE
ZRE ot glon ole HlwA V| AA  AEAFe AR T, 38 BA, BEA HA
Aeo gt B A, A 5o ARE 2 9 M AT HEeR AL 4 AT A
l oFch(Kulkarni et al. 2012). wehd H#l= et S GRS AP RALE Bol] HEstslens
PEAF e st AERGA, A=, AF FAAL SHFES ARAZAA A ARG uiel 2
o 7154 B4 Bol BF 88 AT AFEE o F 26/ FES TH A= ARSI Ee B
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Rl SEE
W PEAF S A W oo AnHQl AEAE AT FRlalE dAEz A
v gridd Weel AN 9 9T BAF FEJEd, 2 ATE 74 Add QAE TR
Abgdol] tigk Mgrt bRl FAA e BAlE  diA 107 L4 BAsHs Zlo] A ke
79 A7l digt AT} I BAER Qlete] 3 9o A 7HA] Aoz QokA] BAEe Ro] A
B3 2148 “AEA, geld vl did BAlss @A E gty e 7 kgl geleolEM s
A ARt AR, ag)a Ak wERE o TA] AAjeta 7F 480l e APo R Fo
L AERR], FHA A FHs L ALAE TH =7 ofUd A2 g2 9910 Rol=x] HEsy
A7 249 n(1=48 w/x Fdc} 7=v] o} (& 5o« olgfad BZRE gkt
- o] =7}, AFEAA WeE AHI oo A AEF 719 S AA 8ES e 2
gt AdEo g o] FoF Tt Aoz dAstee A5 4A, L4, 1d
w249 47 a9 AHel S A$-E vl waeld
4.3.2 BHE FEX G Q4] F9 4989 wdo] Ayl 458 g AS & F
Hale fEAF 24 A A 7H] AT A ATHAY2(6)=1,337.38, p(.00). 344 FHE=
A 7HA, 3A FA, a8l FHA G I 55 shte] goloz HYsNS A9 A
et Ndd el A BAE ko] g9l 2E TR, wEEge] A 7] 9907 HAHAS
M3 AT AGE AT, 1A 1070 890 A$E vlusled o] 94 329 R A3t
U4 A= Z= Cronbach’s a8 At HEs  =7F 4E AL B 5 AthHAN?(3)=1,273.24
Ed, 1070 891 2% (.80 w+&e whegl Ayl p( 00). FAA FA AL = I =S
£ Yehith BdE PEX ] 1Y QAT It st golow AFsIS A% &g, shd,
7] 98 Al 7HA Aol &3 a9lse] TE HeA 28 A 71 8902 HAES ASE v
o] WA M= AFHHI APAZRAL Aol A SIEH 382 BdolA] A3wr} SHFETH A (3)
HEo] zb A JdL 819] 8910 FAF o 9lo] =1,327.83, p<.00). o]&g & Qo8A 2
Z 10709 speds E0s] fleted &894 & 3 Bic gES TASE Al A AT Aol
(£ 5) AW goleolss 2E Nate u|m
2 g Chi-Square | d.f. Chi-Square GFI CFI RMSEA
Difference
A4 714 -
One factor 1469.255 20 - 768 829 232
Four factor 131.879 14 1337.376, p<.001 976 .986 079
44 A _
One factor 1602.476 27 - 772 836 208
Three factor 329.235 24 1273.241, p(.001 .944 1968 .097
nAgH A
One factor 1579.164 27 - 767 897 206
Three factor 251.332 24 1327.832, p{.001 .960 1985 .084
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247} she] golo g vt g oS nx L
Aol ohizk AelA el A edlow, 3
A YA RAH PAE 242 Al AR 89l 7

rl

[e]

=

Aot

ofefl i

o AFAIE ¢
ol itk (E 6)elN] Biwist go
Fhol2dlol= 1,235.994(p € .000) L.

x06

BEE ASshe éﬁrO]B} Park et al. 2010). Fert HE2HA FopAwt ko] A7 o] diH] H’r
B PuAF =S 98 10714 2919 Y T H|&o] 4.8662.2 59 7MFER Ao 5
(% 6) 382 37AI+ ¥ EletM FIt
— g e
e = kil S AAF Qﬁ;ﬁﬁ Ez0% /\EHQE %{i_ir% Cronlcl)ach
N (CR) | (AVE)
y s 1.000 0.906
S %o;% ol =74 0.963 0.871 0.022 0.835 0.716 882
93 =7 1.000 0.838
e ;‘;&Eﬁ;h@ 1.096 0.907 0.028 0.804 0.673 864
. FRATET shrtd =4 1.000 0.897
S FHARET AdeA e w4 0.967 0.883 0.023 0.852 0.742 883
22 8L e w4 1.000 0.881
el w27 A gt =4 1.072 0.91 0.024 0.864 0.760 890
NZ& 1.000 0.846
A7 (A1 1.089 0.897 0.025 0.862 0.677 .905
714 1.027 0.879 0.025
i =7 1.000 0.826
2 |AvE =4 0.996 0.850 0.027 0.830 0.619 .880
5 1.046 0.856 0.028
whse g 1.000 0.81
g | Akt 1.093 0.896 0.029 0.864 0.680 .887
Ny 1.062 0.856 0.029
235t 1.000 0.906
A7 | NEA S5 1.004 0.893 0.02 0.856 0.665 .930
e EREet 1.027 0.909 0.02
b 1.000 0.924
s 718 Y 1.013 0.947 0.015 0.890 0.730 951
e 0.991 0.923 0.016
Bt 1.000 0.895
=g | &% 1.028 0.944 0.018 0.888 0.725 .946
T4 1.031 0.939 0.018

X?=1,235.994, df=254, p=.000, CMIN/DF =4.866,

2d At RMR=.065, GFI1=.929, AGFI=.902, CFI=.972,

NFI=.965 IFI=.972, RMSEA=.054
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S Hole Aoz YePdtHThomson et al. 2005). =
ol¢} & GFIE H|#3 tE AT AFE T3 & HjFoz Pk (& T)ollM He nf
23 Rdol Abgo] A Yehla gt RE 9 o] Rylo] A= Ao vt 4

JAATE FI5F p(0.0018104 felshel 7l FE& Roln gom BE FAAFE FI5F p(
BEES Fol 2

A RS BERAEES 02 A% 2gude 00144 9@ Ao ve,
ol SRENT. o 47 2o] FA1 aARA 7 2dle) AAASE /FAR Agdd HaA=
S Bolo] HAE PEXNEE 25T o] 10 FEAFE AESE 4L (4] 1) 2o
891 BF weeke Aol AYFE Badn)
BrandHappinessndex = B+ B, X, + B, X, + 3, X,
4.3.3 BHE JEA|F A= + 0, Xy + 05 X5 + B X+ 87 X7 + By Xg + By Xy
gllg_]xj‘ -9-?_]'?:@1% 150_3}03] =0 A= 8B%X]‘/r\‘“t‘ /g F B Ky e [/j‘ 1)
97 A% 2HE A 2elm $9H gAe A
7 AT AdelM F 10709 a8 80lez 74 uebA Ble guAs 74 Jdo] Pzt vl
g st o2 vigoz 3 10/ 899l B A& Il BF AR A%E Agew AR
FHE 2HYEo R 3o Bt FPHolg A4 AFTY BAHE JEAFE O] (4] 2] 2ol
Mg Agste SRledrd e ANsgen 1 AEEd
3t B AAFE ol &sto] 7 FuE Balc FEAF
of R 154 AR BAS PRAS s} BHL, = (Y X 157+ R < 150

(B 7) BiE =X 7154 44

1 e ZES By Pux|S

. 81 A | EEeA p 9% | AEA(E=1)
s 1.000 - 772 0.157
g A -9z 971 .026 737 0.150
7] Eatady .830 027 .680 0.138
24 841 .026 695 0.141
2718 1.126 .086 878 0.179

KR =0
B T 1.145 .087 921 0.187
Sy .965 075 .843 0.172
2t -.371 .043 -.237 -0.048
534 A shd -.344 .046 -.207 -0.042
2714 -.272 .044 -.169 -0.034
x?=272.009, df=23, p=.000, CMIN/DF=11.826, RMR=.056,
zd A3te GFI=.962, AGFI=.908, CFI=.977, NFI=.975 IF1=.977,
RMSEA=.090 ***:p{.001
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o|Z gAitel glog Ha=
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(& 8)oA B upe} 2ol 97) 2Hgat HAE]
AN PEA e A 4.68904 Hi 529744

PEAFE F=skid.

LE
=

AN 7E 4.92, 4812 F AR FAE Hole
HhH SM39} opite], AUEl= 4.68, 4.71, 4.729
e 222 Holm 9ub. AMA oz QM5, K3,
K5, SMb5, 2X¥HA = FHg A3)shs Bl g

A3 QM5 EEH = 6§E7<]T7} SMS o].H]—:[] g\_
Uele] BdE PEAFRTY EAGOR fo5H
ES AoR Ueyit Blle gEAF g 2
A7 Bl olo] 72+ AFEEE HAT PEA| S

Fala glon AA Hie 4910tk HaAsEz o Aolrt YleA] golhy] flate] EAHEA S A
Bl PFEAFE vlwsBH QM57F 5.292 7} st B A3 (X 9)dlA B npe} o] 5
=S FAE Holu 9oy K3, Kb, SMA7FZ @9 HAE JEAFE 4812 7MY H@okon
7+'5.05, 5.00, 4.982 HAwp2 1 9t} ~XEA| 9} TYFL 4.902 Fola, SUVELS 5.012 7}
(X 8) A=Al BEi= H#=EX|
nele 3 s 3 SUV
T o}y K3 SM3 | &4E | Kb SM5 | Ael | 2ZER | QM5
BHIcar 4.71 5.05 4.68 4.72 5.00 4.98 4.81 4.92 5.29
55
I BHI car
—_—
5.0 =
45 - —
40 - —
35 -
30 - T T T T T T 1
o K3 503 ALFEL K5 SM5 ACERH| AIE|R| ams

3 1D AASA 2
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(£ 9) A2Y 2aic dEX|$ v

A eE EETiE Pa/ o5 E AHFEN
- s B (Scheffe)
%9 4.81 1.06
e BB A0 L1090 ) 35910028 | SUV) #4Y
SUv 5.01 1.12

e
[
02‘:",
&5
e
f
iuj
o
iy

SM39 FTd7 Az

QM5¢] SUVHE A&t

viley His PEAFE Hws 2 AL G F At ol H29 go|ZaEdely
7] Q18 BN AdtE (F 10094 BE akel 2 264 #EgdE Ao o7hg A REte &
o] #2539 7§ K39 HAs FEXF7} ofnhd DI} tlEo] o]d AP SUVHE Aeat HA=E
U SM39 A= gEXE Hlg fola & Afdtn e 2uAEe] Aed, 234 ddol
Ae 4 F ot FEFoAAE BN ARF 0 w2 Ao AEE 4 g
7 A3 22Ul K5, SMbe] Al HA =7 o3 F&2g nkgl 4 QMHU K39 Hale PEx| 5
HAE ER S5 2o]E BAT 4 gk SUV 71 T2 Blsd Hg)] =4 Yehd A o5 B
TollAE QM5 BAHE7) Al ¢f ~XEA] HAE A=) ddizbgakel 2o] Aoz =2 i
2oy BAACR RO w2 HAS PEAFE AL Y1 e /Y9 HAss) opd Hoz B
UeR 3 9tk of AA™FEoIY B2, TH 59 AFYAA
AFZAAE TENEA 37 AFe] O 2= 2 @Foz Qd AAE Fsle 7|Ee] His g3
(E 10) AL By Bals #2X|$ H|w
A5 vas 22 EEUd | Fa/edge R
ofutu 4.74 1.11
=53 K3 5.05 0.95 5.844/0.003 K3 ) obdhe], SM3
SM3 4.68 1.08
2} 4.72 1.16
3 K5 5.00 1.00 3.143/0.044 =
SM5 4.98 1.07
e} 4.81 1.15
SUV 2 XEA 4.92 0.94 7.739/0.000 | QM5 ) AFEFS, ~XEA
QM5 5.29 1.20
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Aget Aoz dvke AL & 4 Ut AA g up 2 395 AA|stw e o]F K39 K5, AXE

A 22 Abe] 20123 715(20129 7T9~2013 A9 7lolabeal BA=E 799 89, 1195 7=

d 649) At AeA HilsE tEr 2APARE SFa SM5, SM3, QM5 2xAMde 149, 24
Gl

Aw R QMb5, 22U K5, SMb, Ael Bds ¢ 379Z 7|28 hE@EaAtsael a3 A
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A Study of Brand Happiness Index Development
- Focused on Automobile Brand

Juyoun Ryoo - Chang Jo Yoo

ABSTRACT

This study focused on identifying relationship between brands and consumers” happiness and
developing brand happiness index(BHI) to compare the influences on consumers’ happiness
among each brands. We developed BHI through depth interview, pretest using lap top computer
brands, and online survey using automobile brands. Depth interviews showed that consumers’
happiness aroused by brands consisted of 3 categories: psychological values, positive emotions,
and negative emotions. We related the results to the literature on studies about happiness by
dividing consumers’ happiness into psychological values and emotional values. Psychological
values and positive emotions affect consumers” happiness positively but negative emotions affect
consumers’ happiness negatively. 10 sub factors were founded in three categories of brand
happiness index: achievement, sense of belonging, superiority, and ethics for psychological
values, warmth, marvelous, and excitement for positive emotions, and helplessness, boredom,
and angry for negative emotions. After developing, testing, and refining of variables for BHI
scales through pretest using 141 respondents of lap top computer brands, we implemented online
survey to confirm BHI scales based on 1,350 respondents for 9 automobile brands. To estimate
each auto brands” BHI we used weighted value of standardized regression coefficients on happiness.
Results showed that QM5 had highest BHI and K3, K5, and SM5 also had relatively high BHI.
SM3, AVANTE, and SONATA had relatively low level of BHI. The results of comparing BHI
based on automobile categories showed that BHI of SUV was significantly higher than BHI of
compact car and that each brands” BHI also significantly different within SUV and compact car
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categories. This implicated that consumers” happiness induced by brands can be managed
through BHI which includes psychological values and emotional values and that it’s possible to
estimate the differences in brand happiness of each brands that affect consumers.

Key words: brand happiness index, index development, consumption, happiness, brand
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