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1. qu 29 gosh 57
1) Mulx=9 A9

A 2 (service) st E2 A Gl Qo AFAALE O QoA o F dE] A&
Hx d=d 2 o9 FEole wdE 9uste Servitudedtal shub o] #3F o 9
= A 2 AAle W wel gGAH o w WA guhd) -2 AL o5t A
H] ~ & ‘%A}, = ;T AZ SHog Zolxlu YA AAEH ouol=
ZFol 7} Sl

Au]2=7F ooy s Al A ofmlol A Aol FAlv= AEF AB[2 Fhitol
WA WA Egsta el A HA HE do] ofyr AMujag foj7F §-g

del @ REo] o] M goR BRI BE AFEL AuAZ W T I

Hl
2

FolX= o' ALE HI|E §ta, Hoy A AR FL AR 53

N
b
=

o oold Hol A Aul=e) Aolg SutEA 1T et 3l

Mujze] Aeojg sy = A2 oue FEjol= Aol dHEHA e A
Hlzo] dvigh =xal, B ASE 2] f84E wolew AulAaTE st s ojof
&t7] ool ko

oe g el A AMujze] A Wg FolE rHete= Alkes v=rlolAlY
A (AMA)S] ‘Mujagd dvjs Ay AlgEHAY, e AFdvs Fukste] AE

= #9l, Ay} w00 = oo MFH Alztetdth ey o AL v 2

ARl Aoz ooy WHRES AFol: 7hed Moz Mujzo] iy A 4o

o

3) Asd, TmlopA”RBAYE, | A 23, (S 0 WEAL 1987), pp.157~158.
4) 323 TS ZAAE,) (M 0 o 7 1992), p.1899.
5 #4994, "MujawAg | (H% : BHEAL, 1995), p.5a.

6) American Marketing Association(AMA), Committee on Definitions @ A Glossary of
Marketing Terms, (Chiago : American Marketing Association, 1960), p.21.
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i g EE ey A Reha gl
ERCJudd)e Myl AGAH tielx EAA AE ol Aozt
Aolatgdrt. 2y olgldk AolE F AT AL dE £AS AulA7 JpA A
UA gk Al E3g Aot
2B E(W.J.Stanton) & AMAS] AE Efgz ste] Hrh o] FAF oz west
T4 AAsIATE 2ol 9JstH AR AE 9 T o] 59 Fid uwel 37AZ
T8 Ak

A, AElag B FE B Auscks Sy A0 2o AFEE T

=

N

9] o] 5 (intangible benefits)©] t}.
A, AR §F3A AFY ol&s FAE v o7d o, dE g
T MYl 53 22 7389 39 (intangible activities)©] t}.
ot 24 Lot A FulEeE FEY B9, A7
o Ao AL FH ToE FEesdth
ol i AlFolur thE AH|=e] dAufjel ¥ ¥ o
ES Wi}k, AuAE e 9
A= FFY AFol AHEE Fx i ¢t H F% JARE ALEHEY stogtE A

A o]d e dolux] gErtom gelste] HuA MuaE 1

Mo

AR, Mu| e AlE s

i
-113

A
2] (Philip Kotler)s= ‘o= 3ol & %o Alvd A= FH == A

<E 215108 9ol dd® Aulze] g oo vE gAEe] 4o Lok 3
owA, o9 ol Auzel th Holt wi el w1 e zEH 2y

7) Robert C. Judd, “The Case of Redefining Serricess,” Journal of Marketing, (Vol. 28,
Jan., 1964), pp.58~59.

8) W.Stanton, Fundamentals of Marketing, 4th ed., (MaGraw-Hill, Inc, 1975), p.545.

9) 1Y, “2 AMujx A AH Qhd B AT A=, Addga sk, 1992,
p.5.

10) A9 4, HifeE. p57.

1) &84 - Z715%F, "Avz=eA" ) (A8 FA4AL 1999), p.23.
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st Qo 3 Egsta kit A Hole oud AgleA s A e A
Hl2=9] o5 iU g Jrt.
<E 2-1> w29 A9
3 Ad®) i 8

o)z CAH WSS FE FEAERESE, FA), 8 AlF 9 A"~

(Regan) (A&, % %), 7t dAH WS AFste FHIF

1963 = A A.

v < - vl Al Al E B AlTEHE JHA e #Woly wES

(Bessom) A Fsh= Y.

1973 - 2nlAE ARl AF A £ gAY AT 737 gl 39
H g CAES FEE, 19tE, ARA AAJ] Rk A= E g%
(Berry) ojy} ¢

1980 Tt gide] Edol FEA S FEARIE A2 A
qea | RAEES AEsEs A A% Qoo gule] 4aAg

.- Ay dojys 5 T2 dde] g%
(Lewinen) | gjel g% me gela) an) FAgel FEAANA BsE
9 = A FYo] e An Al A BHEHS A TEE A

T &

(Gummesson)| - A 8] =& wjuj7t sk v FEl 7 Qe A

1987

A= #HEA - AF, AR aeA" FA AL 1999, p.23.

A F7kA o] Au) 2o ek thgd HoE FEE RH Auag a4 A
AMAS ot Aulxa AFAL] 1A Ay G, A, EE =59, A, V&,
AE, otoltfoll =A zAYES o]&ste HA, Z& Yo FAN) EE ‘g9
(deeds), 4 (processes) ¥ 1 A3}l A I (performances)” 13 Hi= ‘F3P o2 A A}
e &2 FE2AA F7] Y8 gk = Adu|ete] A5AeS Ea Aeds
A Weg AHols ¥ F rh
12) AR, Az Aldel ez me Asdd fe B Cswadr, A0,

1994, p.217
13) Aol A E - HEY FA - HAdg o, "AnjzavAd ) | (A& 0 A9, 1996), pb.

14) o143 - ol d FA, "M zvA", | (M 4F9AE 1998), p.12.
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2) Mulxe] =4

= 9H(Normann)< AJH] 22| EAS

filo
A

G olAT  AEF Aulzsh AF F
28 AoB ANSAE, oF HARBoEM Hulze] Ade olsstid =gol

g Zlo|t}, o]E QoFelH <¥ 2-2>¢ Zr}15)

<E 2-2> Az &5 AMujx9 EA H

A F A oA 2
& A o)t g A elth
Tl o3 Afrrb o] ME Tt gl a7 ol A=A e
AzA A gEe E Aol B8t
ko] Am|RT WA o] o]t Aok} A 7b S Ao o] ol it
=9kE gl =Nk gl
A 87t 7bestth L Fao Al o] FoHof gt}
U HFol 7hsatrh el A A HFol aqdrh
rzal 2 o) T FEYE 7 gloy AR Al
TEYE T X A ~8 o Fhi=sT)

Zt& : RNormann, “Service Mangement Strategy and Leadership in Service
Business,” Chichester : John Wiley & Sons, 1986, p.8.

99 <E 2-2>04 HE He} o] Au| A9 AlFx FEo oy 7bx] WA 2}
ol 7} o] At} oA Y Mu|zolE Ak FEF o] AFI Hwste] FEEE 2 A

E40] glizdl ol Aul2E AAS:

2

ol TaF FFS AL 3

15) A - A&H, “HHAu = Fd Hrp acld @ A7) TAGSHAT,, A2 Al
%, AF73943], 1997, pp.122~123.



(1) Au 29 47 57
Aoz AFD} mug W o JER E o€y thEskr Auzs of| ol
A EES 9 A Fe AFHol ok = o] BAld Bal oA ANE

NS

g

@ gAEC] ATE AFROM, T A3t o5 Au] 2wkl

=

i
A
O

R

¢

o=, olegt 5AS AA A7HAE gofsttd T, Aikd Anl o] vEE A,
ol AA, AEtsAHOR Qo3 = gt}

® ¥ 3¥A(intangibility)

Arlzs a4 o2 JATE Qe FAHl FEHY] mEe] AR wsol
A AN melAY Ads md FE glom, yulsty] Aol wAY, WAL, 8t
BAY, =/ e WS gel = glrh wEkA A4 e dele A

Hl 2~ EAd s H7ME 7)1 7F o H k1D

Aulze] puAEe oleld BHANL Fol7] 98 Aulx FAL Uehls ®
Holuh FAS Fodm AT BA ARG, A¥, GAEE, A 5L Ba Aux
FAL 353 5+ AL Btk mebd Az Ade FIH 44 A4 Ay
28 7bs @ G AN Bat dom, muaEeA A FEelud 4E 9l

@ A4t 4w 9] 4] # 24 (inseparability)

HE el gdelet Akt 47k Zaje] el glo]l EAlel dojus RS ovdts=
Ao|th20 = G A AEL AF BHY I8 BL §E AAHS B3 By a

16) o]/d% - ol A, nifeE, p.16.

17) Theodore Levitt, “Marketing intangible products product intangibles,” Harvard Busin—
ess Review, (May-June 1981), pp.94~102 ; % TmlolAlRYAE, | (ML : 2 AL
1996), p.463°l A1 A 21-&-

18) &54 - o5, TdunARE, | (HE @ "M A 523 AL 1990), pp.610~611.

19) ¥ted %, THHAIR AR, (A& 0 4G A) 1996), p463.

20) AN, “Au~Fe] FHrhe] gk AFH AT, AAREY =R, AlFosal A gttty
1994, p.7.
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olg g SA wiel AMRla FE @AM AMH|ETE WA AlEE kol whef

AL Az Aol Yo} B thrgel dg AR elmat Aol &
8 wE b Aulagle] Ao ol Aol AT Anze] A AlFviT, w7

MEE 4 Qo Auzs 299 A5el B A9

1=

==
Z, Y

%
X

N7k g2 1 olfi Alge] AT A% £uAT A

Froels Aol A3 BE & 9yl wEoln

’

o)
>.
e
i)
rlo
OlN
_0|Lt

Mul = vEEA ol e pwA oy, Aquja Akt Lufjakg el Apgkol 7f

a7l wiiel F9 AEAE AL F7F ok ofAH, Mulas ofdA wiel
O~

21) A9, mifsd, p.62.

22) A. Parasuraman, Leonard L. Berry, & Valarie A. Zeithaml, “A Conceptual Model of
Sevrice Quality and Its Implica for Future Reserach”, Journal of Markteting, (Vol. 49,
Fall, 1985), p.42.

23) Valarie A. Zeithaml, A. Parasuraman, & Leonard L. Berry, “Problems and Strategies
in Services Marketing,” Journal of Marketing, (Vol. 49, Spring, 1985), p.34.

24) 249, fitam L, p.8.
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FaL, AH|

S

Au s g A 2
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AALA

ah. o714
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22!
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FrE

JERFSRES

-olA A FA, HiRE, pp.l6~17.
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=@ Aula ged mAe] gl o Aulx Fde] ARHTh: ol 3,
Qo FAx e oy
W mAe poolebt gAow 1 AYES WA Aotk
o

gl 7B gz <y 2-1>eA B ulsh o], A%

9 onlzk gk AF AgRe wAe] Qo

Ash, el AAE, Mujs AlgAzE, ol x|, 24 et o] Tl ThA]

- ’

T4 aAR o] FoA ATk oo tjste] PAHOZ AMns|E Fr

<39 2-1> AMH| = #YAIAH

Zt& : Richard Norman, “Service Management Strategy and Leadership in
service Business,” Chichester : John Wiley & Sons, 1991. p.83.

(1) A 7A 23}
AFAE st AAA]D Mu A A"S EAE wol] dAAZE H= a4 dHE

2 Wk

ol

gt =, Al AulzAsdo] Agets 54 17

pul . 5

# AT THFER,, A3Y, AFHE

L]

r,_\‘_:l‘

26) A, “ATA FAHE] AN FA ZFH
o FFAF AT A, 1999, p.106.

27) Richard Norman, Service Management Strategy and Leadership in service Business,
Chichester : John Wiley & Sons, 1991. p.83.
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2) Av= F2 BIRY
Mul 2 71GellA FAEZA S} Ao ddS ARle=d mwo] ¥ o] o=
O~

v} (Edvardssom) ¥ & <=(Thomsson)®ll 72 (The As-

sesment model)©] t}.
Aoz Wzl A4S 98t A& S

=

, el ezs 25E Fde disty] flsto]l o2 7pA Muls ZeAAE
B2 <aH2-2>29 o] OFEAYE, @MW A

Hl 22 Alzdll 47h2] 245 TAoZ e

vy | |29 e—— na| g
(REVEEE
A& B. Edvardsson, B. Thomasson, J. Vretveit, Quality of Service

‘Marketing it Really Work, London : McGraw-Hill, 1994, p.99.

28) B. Edvardsson, B. Thomasson, J. Vretveit, Quality of Service @ Marketing it Really
Work, London : McGraw-Hill, 1994, p.99.
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o] 0] &7} 29| 317 647 -.2310 | -3.221 123.005 | .002

F) sk p<0.01

%, sebrebtel 571wz A Eel FTEARS Auls FAL Agete 4
R 824%E 1% A Uehta ga, gA4E FoHe Row

570 AL E o= Aol F d@dFS vA=A A¥E A, 78431000 M 2

G vAn, heoE FA4(28), FUAH(26) 5 #o= hEE, 57 2
F Aol W@ PR A A ehgt,

<E 4-13> AEBAAU X Yo TFFEANT AMU2FZd vX= 93

|

_ ] T 2= &)
S Aswt | ar | RE | SR | R TRA
ﬁ:@;ﬂﬂ 61078 | 5 |12216
T T EA T
SEIEN A | 13024 | 278 |.04685 2(68'07&9 008 | 824 | 821
=4 :

A 74.101 283
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e EEE

Model B ESl:cr% : Beta t Sig.
e 323 077 - 4.189 .000
= 374 .246 025 310 9.995 .000
?F/jl 2= 134 021 195 6.472 .000
Eﬂ\i HE-8-2d .097 019 161 5.050 .000
N A4 201 .023 288 8.839 .000
kiR 183 022 .256 8.291 .000

a Dependent Variable: &&= & Au|x= £

2) BARSAN 2 L ERABAN 29 Fel o}

(1) EA3] qujz=9 Fo it

M o] g-242] 485%7F -y =AM To] AFaE ZA43F] MHu|zo] Fojdd oAbt
e AoR SHIN, 244%7F Foleta AL FoE FHEALE ol AE=E
WO <E 4-14>9] YERd vlop Zo] FA L 47.8%7F Folsh QA7) gl Aoew
G BhH oS olHT HE =8 493%F FAME AL T3k Folsta Atk
A e GA ol & RH26.4%)7F oA o] 8 xH222%) Bt tha =A UERYa Q)

<E 4-14> =43 FAgAte] Ad FAEE

53] Zho] oA}
- B - #l ol — Total
23 glck HEo|t %
Hl 76 41 42 159
g | EXHE 47.8 25.8 26.4 100.0
el A& 51.7 50.0 56.8 52.5
A 25.1 135 13.9 525
A

Hl 71 41 32 144
&1 4] =708 49.3 285 22.2 100.0
° | d7tv & 483 50.0 432 475
A 23.4 135 10.6 475
Hl 147 82 74 303
Total =708 & 485 27.1 24.4 100.0
A& 100.0 100.0 100.0 100.0
A 485 27.1 24.4 100.0

= 781, df =2, Sig. = .677
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AFERE BY, <E 4-15>0] yEhd viel ol mA43] Fojd ofart gloks o]
A= 109 87t 524% = 7Hg ®ar, o]o] 20t o] &x1(51.3%), 30t o)<l ol &
AH37.3%)0 £o® UERGI, 543 FF oalrt drke o] &4 v &S W R
30t ol/de] o] &Ab 328%= ZH wWal, o]o] 20tH(24.0%), 10dt] °]3te] o] &=t
(183%) woZ Yeh} d#o] FoldFs A3 FAd oAyt =& 3102 |
EF Sk T

<E 4-15> A3 FAYArte AFE THEXE

REEEER
- B Total
A | wEoy | wewd
ul e 43 24 15 82
P Z7H) & 52.4 293 18.3 100.0
[}

A 70 & 29.3 29.3 203 27.1

37 14.2 79 5.0 271

ul & 79 38 37 154

o o0 Z7h & 513 247 240 100.0
se o 7HH] & 53.7 463 50.0 50.8
&) 2.1 125 12.2 50.8

ul e % 2 2 67

Souo] 4 Z7h & 373 29.9 32.8 100.0

| aznme 17.0 244 297 2.1

37 83 66 73 2.1

ulw 147 82 74 303

ol Z7 & 485 271 244 100.0

ota.
o 7Hu] & 100.0 100.0 100.0 100.0
) 485 27.1 24.4 100.0
X* = 6.117, df = 4, Sig. = .191
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AR 543 AT gAE AT EW, <GE 4-16>¢ UERd npe} o] HA
3 Fed izt T W AP AGEAR 343%0H, e F8gAR
29.1%0°lth. 2y FgEEAe] Fa o] gAdl AT 543 FoAT i
19.9%2 the Aol Hls) ooz v vebd Buk ofyel 543 Fejdd ojxt
7b itk W& 46.0%%, Fo A EA455%) Y AFARH25.7%) Bt =A e

a9l
<E 4-16> A3 Frte] FAE FHEXE
T = - S A SR Total
A | BBt oj -2 o}

HE 25 14 16 55

= =7 & 455 255 29.1 100.0

A2 | e & 17.0 17.1 21.6 182

A 8.3 46 53 182

¥ E 9 14 12 35

A | EZHE 257 40.0 34.3 100.0

A= | dH & 6.1 il 16.2 11.6

e S 3.0 46 4.0 11.6
HE 93 40 33 166

sl =7 E 56.0 24.1 19.9 100.0

A7) & 63.3 488 44.6 54.8

g 30.7 13.2 10.9 54.8

HE 20 14 13 47

=7 & 42.6 29.8 27.7 100.0

7 A7) & 136 17.1 176 155

g 6.6 46 43 155

HE 147 82 74 303

=& 485 27.1 24.4 100.0

Total A7) 8 100.0 100.0 100.0 100.0

=4 =
g 485 27.1 24.4 100.0
X* = 12.506," df = 6, Sig. = .052
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ZANS FEFEATY ZHFE uet A RW <F 4-17>9] vERG bpel 2
o] A7|¥e] o]gAEo] HA 3o FHoydd oA} 292% = B7] ¥ 20.8% KU =L,
e gk oAt glthis vl Eoll Aol = B7] ¥ 56.6% K. tF YA Y EFYLT

<E 4-17> 5AM 3 FAJAe 7@ FHEE

=23 Fefoat
T Total
At | mEelt | wigwd
H 49 43 38 130
AT =& 37.7 33.1 29.2 100.0
A7) & 333 52.4 514 429
) 16.2 14.2 125 429
e
i 93 39 36 173
— =& 56.6 225 20.8 100.0
Azn & 66.7 476 486 57.1
A 323 129 119 57.1
Wl 147 82 74 303
Total =7 s 485 27.1 24.4 100.0
A7) & 100.0 100.0 100.0 100.0
) 485 27.1 24.4 100.0
x* = 10.696,” df = 2, Sig. = .005

7 EAE nda wol fel AolaAolge AEe A, slwel e a=0.015
U A, 7wl mhehA s folsFel
al
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(2) SAZA3] Aulx9 Fo it
T o] &A1) 47.0%7F FFEA O] AFsE 5 AR 2o FqEd oA}
b e Ao R SRS, 242%7F Folstal A Ao R SHIIGTE olE JHE
B, <3 4-18>0 urERd vpel o] g2 459%7F FHAE oAbt gle o=
SHetd A, gL 453% 2 @ato] AWl wak FAHA 2AFE Y 2y
o At oA glojM s HA o] EAH283%)7F A o] EAH(19.6%) Kt T =
S HES YEhta gl

5X7kA ol oA}
T+ T Total
sl gl H-go] ol -

b= 73 41 45 159

g Z7Hi) & 459 25.8 28.3 100.0

A7l & 514 47.1 61.6 52.6

. gHA 24.2 136 14.9 52.6

H 69 46 28 143

o1 1 Z7H) & 48.3 32.2 196 100.0

A7kl & 486 529 384 47.4

gHA) 22.8 15.2 9.3 47.4

Gl 142 87 73 302

Total Z7H & 47.0 28.8 24.2 100.0

A7kl & 100.0 100.0 100.0 100.0

SHA) 47.0 28.8 24.2 100.0

2 = 3521, df = 2, Sig. = .172

AR E WY, <HE 4-19>0] YER wpep o] ZAM4A FHF oA} gluks

o] gAbe] u & & 104 o517t 568%% 7P L, olo] 20t o] §7H(47.4%), 308 o]
el o] §A(343%)9) w0 vEhRT. W, 5479 Feld oAzt e ol
A owlge olsh: wlz 300 ool o §x7h 358%= b kL, ole] 200
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(22.7%), 10t ©o]&te] o] &2H17.3%) o2 YEL d=o] mopdas S %k

Folg oA} we Aow e

<E 4-19> SAMAAY Fqite] dFE FAHALE

57 Fo] o)t
T Total
dslglitt | ®HEo] o] - %

H % 46 21 14 81
Lot ol Z7H & 56.8 259 17.3 100.0

A 7HH & 32.4 24.1 19.2 26.8

SHA 152 7.0 46 26.8

A 73 46 35 154
o123 200 Z7H & 47.4 29.9 22.7 100.0
A& 51.4 52.9 479 51.0

A 24.2 15.2 11.6 51.0

A 23 20 24 67
S0t ol 7 & 34.3 29.9 35.8 100.0

o 7] & 162 23.0 32.9 22.2

A 76 6.6 79 22.2

EA 142 87 73 302
Total Z7H) & 47.0 28.8 24.2 100.0
A7 & 100.0 100.0 100.0 100.0
A 47.0 28.8 24.2 100.0

x* = 9748 df = 4, Sig. = .045

A g EAZA Fold a2 AWHW, <E 4-20>° vERE vle} 7o
TEEAT Fo ool Jd Aol ZAAA Fold oart e W&o 552%
7P Ea, e Fo gt 40.0%0]th v 57 Feldd oalsh b

ARG R 36.4%°] FPom, S AGAAR 31.4% ATt e

FTEABY F8 oS4 FAFY 53 Fol oAb 4A 170%E e FY
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<E 4-20> SARAY FAolAe] AQW FAR

57 Fo] oAt
- = Total
A3 gt HEolth -2

A 22 13 20 55

= Z7) & 40.0 23.6 36.4 100.0
Az | I e 155 149 27.4 182
A 7.3 4.3 6.6 182

Gl 10 14 11 35

A+ =& 28.6 40.0 31.4 100.0
A=} AzHa & 7.0 16.1 15.1 116
SHA 3.3 46 36 116

2

¥l 91 46 28 165
sy Z7) & 55.2 27.9 17.0 100.0

A 7Hi) & 64.1 52.9 38.4 54.6

A 30.1 15.2 9.3 54.6

H T 19 14 14 47
_— Z7H& 40.4 29.8 29.8 100.0
A7l & 134 16.1 19.2 156

SHA 6.3 46 46 156

¥l 142 87 73 302
Z7h) & 47.0 28.8 24.2 100.0

Total
A& 100.0 100.0 100.0 100.0
A 47.0 28.8 24.2 100.0
x* = 16.261," df = 6, Sig. = .012

o A7]¥e] o] gAtEe] FAGFA AH| 2

gakel FelolAlzt Q= gl

rlo

[e]

=
<E 4-21>° YERE vkl 2ol 302% % B7)#e] 19.7%K.th A UERREaL, o] 9
A7 gtk H o] JolAE B7I#e] 509% KT e 41.9%E e 9lTh
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<E 4-21> SA7A3] FooAate 718 FAHAEE

SR ol oAl
= B Total
Adgik | mEoltt | wew
Hl % 54 36 39 129
AT Z7Hi) & 419 27.9 30.2 100.0
A7 & 38.0 414 53.4 42.7
BT A 179 119 12.9 42.7
= H = 83 51 34 173
N =7 & 50.9 29.5 19.7 100.0
A7He & 62.0 53.6 46.6 57.3
A 29.1 16.9 11.3 57.3
A 142 87 73 302
=7 & 47.0 28.8 24.2 100.0
Total

A& 100.0 100.0 100.0 100.0
A 47.0 28.8 24.2 100.0

X* = 4760, df = 2, Sig. = .093

ol #E EAMANTE AW, AR, A i 7]l wet EAH ez o
7 deAE g 2] s ol adojgte St Ay, A% % A del wekA
= a=0.05FFNA fFeldol = Aem yersta, 7ol wEkA = a=0.15F ol A
Apol 7k ot Agtake] ol mAA K Apolrh e Ao AW, o
= R Aozt glel, A= v1d R A wEtM = 5470
Mujze] FFojojatel]l zpel7} gl7] wiZel FAA ov= gle Ao E4EI Q)

o

>
o
1E
k)
;g
>

n

(3) TEHAE MU 29 Fof oA}

A o829 548%7F e A o] Alwste AAS Y s 22 3}
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2ol FAS 579%7F Folsk o)A}
@& 51.3%% SEatrh &gk

= =
g oJAb7E ke Hl &S FA o] 84H20.1%)7F o4 o] 8AH16.7%) BT thA =

<E 4-22> T3 AY FAYGALY Ad FAHEE

WA E A B 2~ Fo] o)A}

T i Total
A3 gl H-go|th vl -2 ot

b= 33 36 9% 164
e 7 20.1 22.0 57.9 100.0
Aznl & 56.9 42.9 55.2 52.2
. SHA 10.5 115 30.3 52.2
H = 25 48 77 150
o1 13 Z7Hi) & 16.7 32.0 51.3 100.0
Azul & 431 57.1 448 478
SHA 8.0 15.3 245 47.8
H 58 84 172 314
Total Z7hi) & 185 26.8 54.8 100.0
A7kl & 100.0 100.0 100.0 100.0
SHA 185 26.8 54.8 100.0

x> = 4.085, df = 2, Sig. = .130

AFEE B, <H 4-23>0] vephd vhel o] wIRME A H] o] Frol e AL
k= ol &A= 100 o7k 265%= 7HE War, olof 30t o]del o] -82H(19.1%),
200] ©]8AH(141%)9) =o2 vEgth wd FEAE AN 2] Fefstal Atk ol
7o) HEE 300 oo ol&Ab 632%= 7Y =A ek, ool 204
(57.1%), 10t olake] ©]§2H(434%) o= veht dfo] Hold= bl A

Mo gelstad st ow e Ao EAEL,
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<E 4-23> FHAE Bl AW TAE

TSR E A H] A~ o] o)A}
7 = Total
qge | wEeltt | wewd
Hl 22 2% 36 83
10 o5 =7 & 26.5 30.1 43.4 100.0
[e)

o 7h) & 37.9 29.8 20.9 26.4

FHA) 7.0 8.0 115 26.4

Wl % 23 47 93 163
aa | 20 Z7 & 141 28.8 57.1 100.0
e o 7k & 39.7 56.0 54.1 51.9
Al 73 15.0 29.6 51.9

Wl 13 12 43 68
S0 o4 =7 & 19.1 176 63.2 100.0

°l gnme 224 143 25.0 217

SHA) 41 38 137 217

Hl 58 84 172 314
Total =74 185 26.8 54.8 100.0

ota
o 7h) & 100.0 100.0 100.0 100.0
g 185 26.8 54.8 100.0
X’ = 10331, df = 4, Sig. = .035

A B FoloaAS Aunw, <F 4-24>0 YERd vRel o] w3l
Ej A H] 220l Zhof o)A} H] g o] 74 292 7ebE AleltaL, A (54.6%) % A
QG432 VeI, FANBAE 464%2 Tha wHA yEbskth ubd E s AlE
Muj 2ol Folek oabrh itk o] Ak Hl&2 HolAEATE 25.0%% 7HE =
treb L 9l

A=)

i
rlo

,92,



<E 424> ESHAH FeoAY QW THE

S E] A B 22 3o o) A}
T S - Total
AP | HEo|Y} nf] - 12

Hl = 14 16 26 56
= =7HA) & 25.0 28.6 464 100.0

Ay gk 2} g e & 24.1 19.0 15.1 17.8

A 45 5.1 8.3 17.8

Hl = 6 10 19 35
2}<3 =7HA] & 17.1 28.6 54.3 100.0

A e & 10.3 11.9 11.0 11.1

A 19 32 6.1 11.1

2
Hl = 32 47 95 174
_ =7 & 184 27.0 54.6 100.0
Ay

G 7He] & 55.2 56.0 55.2 55.4

A 10.2 15.0 30.3 55.4

Hl 6 11 32 49
e =7HH & w2 224 65.3 100.0

G 7HH] & 10.3 13.1 18.6 15.6

A 1.9 35 10.2 156

H & 58 84 172 314
=7h) & 185 26.8 54.8 100.0

Total
g7k & 100.0 100.0 100.0 100.0
SHA 185 26.8 54.8 100.0
X2 = 4.518, df = 6, Sig. = .607

ZAOY FEEATY] 7Bl ek FefAE A 2ol Fojstal AeAE A
HEH, <F 4-25>] vEld npel o] BrI#e] o] & AE(60.5%)0] A7 ¥ o] &
A5 (465%) BTt EsAE A H] 2= o Folsta Avia gerglon, EstAlE AN
2o F oAbzt glthE Bl doljM = AV 248%H Tt Wre 141%E e
=3
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<E 4-25> T 3AE Foqite J|AE FAHAEX

—
< S~ S oo S 2 <2
S %mlL %%88. M%%%
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= .020

Sig.

df. =2,

*ok

X* = 7.793,

o

of u

:E]:

I 27 el 7ho] =) 3k

=AE 13

(e}
AR
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olm

B a=0.05F A Feel
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Apol 7k fhot E A
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A1 | tg/FY] | 7HA2 tak 74443 t7k 7}d4 tat
e | 1.748° | 3 A | -11.630™
—‘—ﬂ/\ O EX T —Ur‘_ skokok
B | 365 s KB

6349 | 21& A | -9.198"
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Abstract

A Study on the Service Quality of Public Library

By Ko, Byeong-lyul
Department of Business Administration
Graduate School of Business Administration

Cheju National University

Public libraries serve various kinds of data, information or knowledge for
people at any time, so that the services from libraries extend users’
knowledge level and guarantee them the right to know.

Most previous works on product quality focuses on manufactured goods.
The subject of service quality has received less attention. This distinction is
important because some of the quality-improving strategies avaliable to
manufacturers may be inappropriate for service organizations such as public
libraries.

The purpose of this study is to consider the improvement of services of
public libraries through reviewing previous studies and analyzing the survey
at two public libraries in Cheju.

To accomplish this purpose, 350 library users in Cheju were given
questionnaires of which 330 were returned of which 319 were used for

empirical analysis.
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This study consists of 5 chapters:

1. Introduction
2. Theoretical Backgrounds : Service Quality
3. Theoretical Backgrounds : Present Conditions of Public

Libraries in Cheju
4. Empirical Research

5. Conclusions.

Frequency, Reliability, Regression, Cluster, the T-test, Oneway ANOVA and
Crossftabs(Chi*squarelxz) by a statistical package, SPSS for Windows (Release

8.0) were used to analyze each variable.

The study can be summarized as follows:

1. The degrees of perceived  service -quality for public libraries is different
among groups of the variables such as organization, age and job. That is,
the degree of perceived service quality by users using A library is higher
than those who use B library, those who are over 30 years old than those
who are younger than 30 years old and those who do by themselves than

students.

2. The degree of perceived service quality for public libraries is significantly
different between satisfied group and unsatisfied group for information

service from public libraries.

3. The degree of perceived service quality for public library users who have
participated in whole-life-educational service is higher than that of users

who have not participated in that service.
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4, The degree of perceived service quality for public library users who have
participated in cultural center service is higher than that of users who

have not participated in that service.

5. Five dimensions of service for public libraries explain 82.4% of service

quality.

6. The degree of influence by tangibility was the biggest among five

dimensions of service quality for public libraries.

Limitations to this study are as follows:

1. Samples of data were collected only in two public libraries in Cheju

area, so the results of this study may have the limits of application.

2. Students were mainly given questionnaires so in future studies, other

groups including students should be used.
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