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Al (reliability-adjusted correlation)= 5322

Jehgth Held 99 2e ugEe vges
e 2o AT AE 5 At

AT 6 wANES FFujewe] o]
4

e mE Aotk

12 SH20AHENYE #ra ®M3s 20054 104

36 AMul=FAR 2] wi7) &t
2 ArelAe 9] o] MulaEaAzt
E3}o] 317—‘,4”&}—54 Ao zel] 7HH A

B AFelA AXZE MuIAFAA 2 a7 o]
Bl Alzzde] ARz olaHa o
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<E 41> 5F 27 FFA

A% 1%‘ B{ﬂ Au] 2 A A v NE =
AR EBgEls FAAG oz 2184

AlFIL 0.808 0.653

AIR12 0.773 0597

AlH13 0.881 0.777

AlH14 0.873 0.763

AlH15 0.716 0512

il 0.456 0.408

g2 0.632 0.400

43 0.921 0.849

41 0.796 0.634

42 0.924 0.853

43 0.89 0.808

44 0.793 0.629

45 0.804 0.647

el 0.964 0.929

T2 0.649 0421

ATuh1 0.898 0.807

A2 0.863 0.745

A3 0.834 0.69%5

gaaE

A Y F 1.000

INEFYE -0.201 1.000

A 2=F AR 7} 0550 -0.250 1.000

uAE 0.308 -0.246 0.490 1.000

Aol = 0.348 -0.208 0.659 0.461 1.000

At 5916 1.663 5553 5828 5536

FF0x} 0.766 0.706 0.979 0.870 1.209

Cronbach’s o 0.902 0.708 0.926 0.716 0.894

TN 2= 0.905 0.759 0.9% 0.836 0.89%5

BAFEE 0.657 0.629 0.718 0.737 0.740

FGH: A% BA%: (125) = 213197(p < .0001); CFI = 0.926; IFT = 0.928; TLI = 0915
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Atk ool & Aol e ¢ aAEFYTS THY WA AFATNA AAHL e B
sk 6/ =9 SdAdds #9914 o do|tHKelloway et al. 2002). 18|11 29 2=
ALH(CFAS T8l AT H, F5F71E UAAR Y EH nE S0l ] e
oM A=e w4 A=A sk Folghe Bl HAiEe ¥49%t= Tt
o FEREVE 5Ol §2 2 ol #F=EEE g Bdex aAdgEolths ddacled 2
ARSI F2 HEY 2o 72 = WY E, EFPT SHARE HAA
Arde) 7124 EAYHEA ASshe 7S Ao Y, FAd, FEAQ004Y ATe
ou$k(Bandalos and Finney 2001). Nasser e YE2 ATy Eold B4 FEel
and Takahashi(2003)2 F57717F 2de| % Foqdeat q@elgolAl AAEE Fsel
o mAE 2RE EAT § pE FER AgEeR FESI=H, B A7l o7

EFAES T Zol U ol2H <
FEF7I7E AR v a9E E017] 4 =]
A AREE A FEEY He sk 27 AR BluE FelA ke 8t
qa3% 29 o] AY Fo AR=s

BE 549 2EU0R AFsge ol 3% gk #4

o) B2 P) FHoE BT FAN] B vehiReh webd ANUYER BFYFL

o AHgSOM T BAVL AW Aol AR BAL AW AZHo2 WA A€

2% 258 W9 el TFHREA AR B L T + Aok

AE AT & At w24 PN e TR
theo®, Held QURACFAIS BN BEEREe APsdn: 197 A8 WA

DANBET BFATY WEPHS AY PN FRAF AF gol FNFEG

sttt o8 AeiM thtmES A3 H o ot Z2A oFE HrhsksitHForell and
HO

S 29 YT vashs WHS AAHE Lacker 181, % 1009 A% AFG =
R4, B 1S DN DARYY T o /)32 FRAVE A0 vk o
Fol A4S WA pdolw Az el o Tl ol 1074e] BE Aol thsld ¥
YE AdolnE Jue 8% RAEA oyl PNV FBUAT AREA FHRES

<E 42> THARIYS U STYS 20I0Y NS

zd 'y df GFI TLI NFI PNFI CFI IFI AIC

4] 33.785 19 0916 0922 0.904 0613 0.947 0948 72785
292 94.107 20 0.817 0.723 0.766 0.547 0.802 0.806 126.107
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43 HTDY HIh |

AZAS F33 t — value p — valuex
IAARYE — MUIAFAA] 7 0685 5.323 p < .001
INEFYE — MuAEFLAZ -0.367 -2.159 p<.05
MBI 2FARAZ — IR 0593 5678 p < .001
MU 2ZE AR ZE — Ao e 0.562 5.260 p < .001
IS — AT = 0.308 2730 p<.01
TR A A FH(SMC)
Au2F A A2} 0.380
ATl o) = 0618
uAE 0.319

Bd Age

¥%(129) = 216.690(p < .0001)
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IFT = 0926
TLI = 0910
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The Effects of Customer Citizenship Behavior and Badness
Behavior on Perceived Service Quality, Customer Satisfaction,
and Repurchase Intention

Youjae Yi*
Taeshik Gong**

Abstract

This study investigated the effects of two types of customer extra—role behavior (citizenship and
badness behavior) on perceived service quality, customer satisfaction, and repurchase intention. The
model was tested with a sample of sports center customers by using structural equation modeling.
The findings supported the effects of customer citizenship and badness behavior, and all structural
path coefficients were significant.

However, the differential effects of customer citizenship and badness behavior on perceived service
quality were not significant. Lastly, perceived service quality fully mediated the effects of customer
citizenship and badness behavior on customer satisfaction and repurchase intention. The results of
the present study demonstrate that service organizations need to manage all two types of customer
behavior. Further, it provides new insights into the relationships among customer’s extra-role

behavior, customer satisfaction, and repurchase intention.

Keywords: customer citizenship behavior, customer badness behavior, perceived service quality,
customer satisfaction, repurchase intention
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