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A8 <F 2-DodA my ups} o], AZRE Aulat o8 7hx] dedA
apelz} go] ek 2 FojA s PilatE] SHofA B Aujxe] glojM Pits
&8|7} FAlo} dojdels AL Mulart HES AFd= €@ T F2eA A
At o] 8 Faz PisAY ARE 4 ficke Ao
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njzlA] AulaE AasEE [@R 25 S2baed o] o] Fo|xAA A
vl 27} AFHojol Al A F #¥9 AFAS oS el wel o T4 W
< Yabso] AFTE AFH gov] o A o9} AL Aulxel 57 A4
& Heopd = dch o] HR KRE A= Eivs A g oS3 A

@ MBHE(ntangibility) : qul2s= 2dyo= el gl MRMIS 73
A ol7] W fo] ALE e AAH wojAY AdH 2 4 gloo, B3]
Aol BAY, B2AY, sktRAY, A B YAE dohe $5 fidh. w4
A AR Bslr] el Aul2Fgef g JrHE 31717} ook D

Au 2ol glolA] 2mlAbEE ol & RHERMES Zol7] s Mv2FAS
Uehlls g4ov $AF osm o 2|9 A AL, g, &A%, 71
T Tl A 2ELE 35 4 Qg Bl

weba] Au)27]4dE 4 A& 7R Au 28 et el A4
g das) glon, Ao AsS&polvd YHUAXNEE Fo 2HAke] Au]x
FA o] 48t A4S Aol Foof 20

@ A3 awje] w2 A(nseparability) : ule]idojed AJakz} A:w)e]
#o] flx 2AEe] FAle Boldrl AL dnjsiz Aol F, AENT A
FL Az, ny, 283 gL $59HE Sl gd=E 2 Fol vza 2vF
e Mulas —ioz i} FAlo] &n|7l o]Fezic). o] ¥t Aln|
29 54 wdFo Auls FE AN Auixr} JRA AFTE vk Wt &
vjzke] o QALY 2 S v] )20

® REE(Heterogeneity) : o] AL Aul2x A e glo] w2 clefdol fdt
FAY L onjshz Ao|ch2d 53] FH4H A Mulzgle] Ao o]HAde| 7}
gio}h. Au| 9] Qe AFubel, 2Avpc} A)A)ZHzt vEE $ lew] A8
o] W IY —AHE, & FLU A 2FAE 237} ofj

2 olf= 7Idlo) AT A} w7t AMFRLHE Anlavt S

23) Theodore Levitt, “Marketing Intangible Products Product Intangibles™ , Harvard Business
Review, May-June 1981, pp.99-102,

29) 59 - ol%, [¥d olAYUES, (A& HBA A2 AL, 1990), pp.610-611.

25) wtd¥, ekl HEL, (A& 94494, 1996), p.463.

26) A3, MKW, p.62

20 R. G. Schroeder, Operation Management, 3rd Ed., (London : Mcgraw-Hill, 1989), pp.131-135.
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g & 7] qElch oMY Awjat w|EEH | WMolw, An|2P4t
3 B AR o] Alghe] AMlslr] wWEN F¥] AFAHYH G4 FUAE 471
2oz A= Aujze glojA ML Y oA e] ¥ ¥ 4+ 3
o},

@ 4% 7}5-4(Perishability) : Hula= 7|2y o= AA . nPP 4 YU} 20
Aul = Had £ gle 54 fE] Aular|g]2 3] £29 FHE RARML
st o)3g-& Ftd. £ RENYD A= Aujxo] 2L H A
7b AR 2871 A BFY Aol Av| 2GS o A €3
A dc}.29

A E7HR 2] Mulzof g choFtt Mg FPH v Avjay e &
A AAE st Mulx AT OA AQs) A, AL, F 259, 24,
1€, A, otejrjo] 222 A ANE o g3t Y, FL YT 43 0
Ex  Y9(Deeds), FY(Processes) ¥ 2 A<l A3 Performances) E& F
oz AESY {75 FFAA F7) Hd A = Al YEAEE
8 ATEHE A0 o2 AogE Wl £ gl

2) Muj=2] 5

A ook 8dd JlEes BRYE 4 oW K HRCAAE oes
7o) Chase, Buffa & Sarin, Schmenner?] 258 7|&%% A#nr=2 ¥},

O 24P &) o§ ¥-7- Chase

@ 43 7Hs4l 2|8 £7- Buffa & Sarin

@ Aulx W EYro] 23 BF- Schmenners?

1) A &) &% -7~ Chase

AR Folgh o] AW U EAsh= AeE gt nAAZ] Y=
= QA28 ATl 285 3 A FelA o] Alxq] e =

28) A, Parasuraman & V., A, Zeithaml & L. L. Berry, “Problems and Strategies in Services
Marketing” , Journal of Marketing, Vol.49, Spring 1985, pp.34-37.

29) Z4Y, “YMula B AN 844 G R, 4280, Audugn sy, 1992, p.5.

30) 3;1%177&. “Mu| 2798 Mulx FelAagd Ay, (AgAGTa], 4104, 1994,
p.217.

31) oAt oA A, [Av]x opsls] |, (M4 @ 4bed A}, 1998), pp.112-115.

32) R. Paul QOlsen & W. Earl Sasser & D, Dargel Wyckoff, Management of Service Operations,
(Chichester : Alan & Bacon, 1978), pp.34-36.
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Az} wg2A 34D

<H 2-2> D8& A28 ME& AI2EQ =R X0id

ouzsEie | DEE ArE TEs AAe
AaqgA | TERE 2A b A [ Adde T3 44 o5
7 %) e aa
Aawa | AEE A ave g | e AR ke
BEELL NS PY
270 MulagAel S|
AulagAT A AEEE )
AEAA | spax samon A9 ;‘f:"—i B 7k s4ee
g | AMEl 3ANA A | AR g aAl
A pEEE | WEEe a4 ue
. AL arlAe] ahep A | AL S Uchut il
AR | ss we e
7%g ug 4 gows 3 e
gAY | mame sAteus 248 fﬁ'ﬁ ;};J hew A
B 2 U q o
Fdart Ava A
Flsde | A pmaa dgd 39 | s¢ Aoz 2y
o o] 273 |
FAEZL TosA o | FARIE AW sHee
LG A B I | mw )
apga | TAN e sbladzel | A% 94 So= REl 4
v tEoe @Rl L3 | ¥Pygo= EFAZe] Bksd
g = Arge] WEAelmz AZHEF | Adel EEMyolnz YT
R o bt
N NAedE 32U 4 Wl 5 | WFHs Be= HEE
YAy

As4 :R. E. Chase & N. J. Aquilano, Production & Operations Management, 6th

| M Adese 23

e

Ed., (Boston : IRWIN, 1992), p.117,

33 +5¥ . Jé%—. W&, pp.510-511.
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Alulx Al o] PEFA7Re] geod JrAgs ads ¥ 4 U
27A2] AFe] YUY A 4L FY sl Awlay 58% oj¢-F 853
oz Az gEsiA Dok old Aol a4 el FEuENSD IE
4 e A7} gepAcl,

gy 2R Fe] F2 Aol RS Mulze] § REE PR B
o.2# Mulzrjite] B} Aoz FAHEF T 4 A& AW W= 3}
t}.30 ofhd AzMulx Aj2gl3) o] nAE PAsAe) & REpo= 44
o2l Muxo] LEXES ¥Y 5 U

el ng&e] Wixs}l o Aujx xR a3} Zlg Y sde=w
He 4%E Ux 9A Do oY Al 2o AU J¥E vA
4 A= YL WA ut, Az Y4FA el —AfEE 2% 5 3
& 2ot opz esla Ao AgAel ol 4= Ut

219 <3 2-DAfA R uiel Fo] nAF Al2fE 2571 WA= FA
whe-Eof sl —fios 2 7HAE A7ch30 Ogjone aHE A2y
SEY A 5L 2E A, o ), 94, 2 AR FE&
3 Aol 8-tgchn

o] AHE Alage Ay 4L Fos HEe 48] 4L A A
&gk wghe|v ehil7l Hax] 4L AS Fol AR AAE Al Ay
o2 MBRMoR AS A= 71e $Yo) e AL F TR AL He=
B¢ 3 5% 2 A3NE daw ¥n)3e

2) A4 754l 9% $8- Buffa & Sarin

Mul 2] §8L ceofsta B E7sioiv olj7] W& a4 &3
Ao 44 &xo o} R AdMu &, Ay AAQA 6L, DA A6,
2% Ml F3 o] Sl gl

34) M. J. Bitner, “Evaluating Service Encounters: The Effects of Physical Surrounding and
Employee” , Journal of Marketing, Vol.54, 1990, pp.45-46.

35) R. E. Chase & N. J. Aquilano, Production & Operations Management, 6th Ed., (Boston :
IRWIN, 1992), pp.145-147.

36) A. David Aaker, Strategic Market Management, 2nd Ed. (New York : John Wiley & Sons,
1991), pp.114-116.

37) whed ¥, BiE®, p.313.
38) Richard Norman, op. cit., pp.22-23.
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@ FAH MAAv| 2= 24 2uabe} MulaAfF2t sbele] 2AAA A
Zo] AF s7d o) Au|xs8 FAL kFALH ¥ AAAAE A2
gdomz Mulz=gFgde]l A Bejxlx] god on] gl 44 AAE &
A 3}7]7} ogdc}.39

@ A AdAulz GA EHENY ALHZe] Hashs] Bag sjdAn)
20} 213 QA& Zhedh 28y o] Aulas 7]ed mE ofE fdeny
A7} 7Hs skl

@ AFAH Mulas: §F 7kx) L4 FAHA) A 24 HYhel A
2 JAG 47t rhEslch B 84T FY wiFe] £ 4 Y
Auj 28} fabeich, 2 8 o7} A4k ] 2o},

@ A5 Mulae 2wzt Gadal Alolof obiy HEHEE XHATA U=
ch o] Aulas Zlge] AR7E GAA HHE FaAAFER YAl 7hHeA ol
W4 ¥ Aol HFAelch, A FFelek, WA, £ AL Avlasl AlE
o] A3} At o] Au|2o] 4Etto] Fykxow Folal Aot

3) Aujx B 2o 2%t -7~ Schmenner

Schmenners= Alvl22] Fel& E5317] S8 off 2§ 2-DgA B vt
8} Zbe] dF o] Mulx sjEfLFE dHEUEH, o sjEYads oE Wl kA9
Mol 2 3]s} glc} 0

‘Aulaga & AEALF 3G ajs oEAlete) £Fe] dov,
‘Apl 2 & axe AHgaE Aul2E ATE ¢ YT 4§ EE
ot ke dwtAulxr & 2se] gk ol Aiqt 43 a4 ¢
o] i, ‘AEAuls o A ¥R 22 09 o AR £

< o] FAelc}AD ofe]gt Auj2qlL MY HELQFoz BHEY s
ZhaL, 2%, HEAN2 Fo) otk AEAN AL AMulagez24s o wid
A, 2 olgE w2 =343 Axzg aen A g ool

o] Muj2x djERxe 23 BFt 2¥d ddstm B3 A4l B

39) A, Parasuraman & V. A. Zeithaml & L. L. Berry, “A Conceptual Model of Service Quality
and its Implications for Future Research” , Journal of Marking, Vol.49, Fall 1985, pp.42-43.

40) Raymond & E. Miles Snow, Orpanizational Strategy, Structure, and Process, (London :
McGraw-Hill, 1987), pp.145-146.

41) A4, §iiS%, pp.18-19,
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7] KoM A P Qg BF B2 An2dFEE oY Yz o49A e
sjo} & AA7E & neFa 9o},

Q& 2-1) A2 HEA

S8R MU 2
éﬁ[ ,u,;

g;m L R §1 AL
nE @@gm rrrrrr ol HEN
=
g - P
ol ASKZI THNESIO) 27
= 2 SBar o ran

ZA84 : W. Schmenner Roger, “How Can Service Businesses Survive and
Prosper?” , Sloan Management Review, Spring 1986, p.25.

2. Aula A2 B

(D) Aujx @A 29

Ml 27148 5HE 83l Fesrld oA Anlar]gle] U ¢
% Az £3E W3t {ARTE A2 AALHE oAed 2
qEDE 3o, o)k F Anlxr]del B3 ASE BE osHBAAGAA
¥ Z 728 A3E ¢ YA 99

Aul 2 FR|A L2 BE oHHAALE o]UE $istd ZidAGY Az

42) AR, WS, pp.18-19,
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7}3 8 EEME T 26 A8 ARHE Aul2FYE Folv AL 53
o= 3 A HTE on)ad® HAA AT = A YA iE
A4 Fdgel ol=rizial =3 AAe A7LE AAR I, )& A9 A
23 g ¥ 9oz 4 e HriE ¥

5 Aule FlAlzdE B& wgE T An2E o FHE T2
Aul g ojopitz AIFE AT 4 UdE P YAHYS Yo, o vge
2 739, AF4e) 2E S3r) 2490 2 A9-E shAk

Mul2=g3lel AF FAAELE 29 A 0oy Mn2FYRE Fole AL 3
AR oz Igilel RE ARte] 2T J¥E njAge A& vy, o]
= 7149 A3 38E 5 U=E A5} 23, A9, 3, A3 52 24
o] BN FUdglel AAE st oo} shu Muja B 2de APitEs
ol <aF 2-2Def vEh} & whe} el ZA|E 39} o)y, Au|x AAE, A
A AR}, Aujs A, ¢jnjz|g oA 7iA= PRt S

D z=2|E35te Ha

2742 Mulxs) el widd fidiste A3 AL FA - fA R D
HATE A d=2lg e Adelchi® U $4%8 widA 23 NAY
Aulx ANEF} o] ZojAchd Mulx zzle] F7)H ) AEE FAH UM,
=S 71ES YA BEAIEA doA Z1h9) g o) duE $4%
2L gic},

2) A~ AME

AN A AFeEs 549 e ghEe] Uz AL deElv, ol B4l
7} S/ 3% 7RRd o g B BN, Y = A
gHA A 5 glon, ojdl 382 LB HERc} Fasi) ste] WYAu)x
g 2 3PA X FEE FPMulazia Reols o E oY 2L
A% 4 A7 AMme = Jeld £ gl 8d8R

43) Karl Albrecht, Service within, (Homewood, IL : Dow-Jones Irwin, 1990), pp.123-125.

44) Raymond & E. Miles Snow, op.cit,, pp.225-227.

45) Richard Norman, Service Management, (Chichester : John Wiley & Sons Ltd., 1984),
pp.82-84.

46) A. Parasuraman & V. A. Zeithaml & L. L. Berry, op.cit., pp.38-39.

47) R. Paul Olsen & W. Earl Sasser & D. Dargel Wyckoff, Management of Service Operations,
(Alln & Bacon, 1978), pp.245-247,
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3 A1 AR
A Asts AAMA A Muls AxE 5HE | A7 ds 279 ¥

g o) g}

(& 2-2) AU~ SZIAILE

CMMA

A4 : Richard Norman, Service Management Strategy and Leadership in
Service Business, (Chichester : John Wiley & Sons Ltd., 1991); p.83.

4) Av)x WA 2

Aula WA AL FE, $UY, A2 Pp] pAHsLEE TR, A
w2z WA agle) £ FREEI] g shue] duilgt =PEA, Au)2E
< 71e, A=d, FA99 Jx3L o AP}

@ 7€ FA47e, B A4, 59 233 4 A8 A=, A5 =
229 934 & G

@ 4949 : F4499 Addat EY Sl 1% QA A4AE D, A=
Z3 o4 WraAolgh= FHAA nAefxof dig Feletm @ & ok

@A 2" : 7124 Qi xdo 2 HEMNY F8ar) Hzsdas

48) A. David Aaker, op.cit., pp.332-334.
49) Kar! Albrecht, op.cit., pp.175-177.
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7 Aeld, 53 2 2AAEE B

Aol A AR 371219 g 28 4 8aFe] Mujxr]qde] AEE AA
A S, Aula Hy)x)e o g AR, Aulxs 572 PAE R J1HH
AA Tl 43 vAA o

5) o]u]z]

AR el 29, 2, FFEM & F7] S o] gl YRET2H
A71M o2 APl AAE FolE AMFTHT F7 AAAe 247 o
A2, 271 olux) = A} Apo)r} yrjets A2E AHAE e YY)
A% == FRY 4 U

(2) Av| = EHRY

Mul27| el A F-o g Ao WAE Fehh=d £8E F 5 U=
23 o] oulid(Edvardssom)® E<&(Thomsson)el] ]3] A= Au]~ e
B¥ojc} o] 2L 49, 84 T, FAHAE FTAHos W} BHE 93
°j84€ & Ax, duisiyez: 49 ARE 947 3o o 7pA) Aula
Z2A2E $E3hed £&0) & 4 low, ok <R 2-DfA B wpe} 7
o] Aulx A, =2 F8e} olnjz], ExAwt, FTEFAMu A A2dle] 4712 8
F FHo= AAdc.

1) Auj29] AJ(Service Concept)

Auj2e] AGL SaFge] AT WY A == ojHolgz & 4 ¢
. 232 B FAAA kA7 AgY R HRIEE sz, oF e A
A - AAA] & Wxsr)E o 23 ofd AL HAHA Mulas) )
<7} 84, o™ 2L FPHQA An|2r} Y& 5 Y}

vl A2 Bazlde] 47 Y 7§ 2 @3o] WS ol 3o
Z1E4oln $AA Y AR djste] £335 ¢Fd Wyt i L 79
A4 27 HEL EELMEoEZ Wil Yo TEL 247 YE ol )
249 Wdd AR A7) Foeid

o)A Aulx AAE ARUo=A W FAdE FaAsl dg= Aol

50) B. Edvardsson & B. Thomasson & J. Vretveit, Quality of Service : Marketing it Really
Wark, (London : McGraw-Hill, 1994), pp.99-101.
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27e] 88 Fopua, WEERE oldstry] diMe 243} dstsin Anla
AAl 274-& Hoa}F)= RAe|c)sh

& 2-3) AMdl~ SR

o IR
-
i
=3

W W WA G WEE GRR O BOR SN M TN ML I W W
R M W ER W W e W W S T W W

oo OB ~ - — - mm - =

A5 4 :B. Edvardsson & B. Thomasson & J. Vretveit, Quality of
Service : Marketing it Really Work, (London : McGraw-Hill, 1994), p.99.

2) #Z2|F3}e} o]ujx](Organization Culture and Image)

Alvlx gdelmEie] o] a4y AMu|azag AYE 5 Ut —HRY W)
B2 @ 4 Ak % YATE J1E ITAH )% sz ARG o} F44
A¥E FI)= g,

51) Raymond & E. Miles Snow, op. ¢it., pp.125-126.
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ZF8% 3712 Y=+ 729y =L 7R, A9AY gA4EY 28, 53
= By 5 A3 477t sk 9714 olnjxl mA e} Aulag Yol A
27190y AAH A Aujxe] dizte] Zkn Y B3 oo}

EA49 DA AF} Auj2gite] F2Y zjolHL 2| Aujx 3
Aol 2o Az Aoz, o|2 Ao AMvj=AgFas B ojs) BFge
FoAz WA= Fo|EA Fo}. Mvjzof] dig A= uAs} Au]224 A}
N Azatfo] 2lste] o] Folx|& &dol7] n el HEMLR o] Fofx|: A
7} wc}.5d

3) E3%<HTraget Group)

Mul2E 7188 AU A3 FHAME FxAcde) diste JHe
T-Eo ¥ "2avt ook 48 7] wpios 3AESE a8} P 4E
B9, o] AgA7t e BiEAAM $herl AREAAM S Aok
ok AR FAAA, AR, FA 0 Foz BEIe Mool ¥
o} 59

4) FFAM 2 A 2=(Co-System)

TEME 2 A 2812 o) o] Sl wist Zo] F4H, 24, &9
BA, 2472 f 822 PSS AUz Alxgeld

© FHU: Anl22499 FHUL F_Y 220} OYPAe 2, B S,
WA 5 Aul=F3e FAHNA MR e gz sl o9 JPs}
o = g8 Fa% H-L A2 Y@ 2g]e]c}50

dAY7te] F)EE AMulx Azsle] AstA 2ol & Wav} sl 43
dAH7LE 719 Agy 7|E fol BHEH 7EE vi-dEid Aulx QR
U =& dAY stk dr}

@ 27 :3A4L 4 WAE glo] YA 2Rej4 FA% f4olrh 2]
glod vizYax gk, FFAua A2 23} Au2ade) Aulagat

52) #HF4 - 75, [A¥ 2 opdig ), (A4 544 1999), pp.187-189.

53) Ay, “IANS RESHE 38 WA 7Y AAA WL A5 =ANSLEZA Y 4%
& thfom>  Midttw 5N, 1995, pp.54-57.

54) A, David Aaker, op. cit., pp.154-156.

55) A, WML, pp.128-131.

56) B, Edvardsson & B. Thomasson & J. Vretveit, Quality of Service : Marking it Really work,
(London : McGraw-Hill, 1994), pp.235-237,
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of WistA FQ¥ Bt ok} TN AT W= A dY T8
A A sjejof ghc},

4] digt 252 bl ZE7E ek 2AE Alels] AL Mn2=FAel
AA ¢ Fasd 4EL A= M2 EAA &2 LHEKSE =& 471
Act. AFAY oz Mulage] Az =7} Yt

@ B9 4 : A @32 M2 98 BRI IME AT
o}, ol® FTIAMu A Al A ¥ of%3 A Z|YE U 4
A AA, AHFE #3934 5 I

@ =232 ATz A3} Y@ Wi, AN YuAad, o= A
ZHe F 58 Tk o)L uA 293} 2L B2t W8 o 2
47 A8 5 U=F e BAkdE A2 950

Q) Avl 2 =ARN

AN A 7 2Ae] 7= Aujze] digt F0E& 4477 Y34 A
vl2714de] FGAr) W A=A AAAA YAAA TEE 4 A AMulx
o] 23jo] Yazhy =He, F3 WEHDL AMulx FAAE ojsizh=dl An|
2 4+zte 8 (Service Triangle)o] & 80| € 4 i}

ol <2j 2-OAM 2= wist o] HAlst Azl HAHE Awlx A,
Aula Alad, Fodg g uATe] BAE Jelz 9l

D 243t Mujx g

Mulx Agosyy I B3l gl AL 2AFN ] &9 F1E
e A= AGE R AANY AEES 2 Doh60 F, Ao
A ALs e =228 SA N A7 Y Ab2E AT o
A& 2AqA <¢d W87l Ao

2) 273} F44

o] ghale Aul2Fgide] AHH o= TAdA Aulad AT Ro2A
57) 7449, MM, p.S.
58) M. J. Bitner, “Evaluating Service Encounters: The Effects of Physical Surrounding and

Employee™ , Journal of Marketing, Vol.54, 1990, pp.281-283,
59) Albrecht, Karl & Ron Zemake, At American’s Service, (Homewood, IL : Dow-Jones Irwin,

1985), pp.41-44,
60) R. E. Chase & N, J, Aquilano, op. cit., pp.135-137,
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AYH £709 PR AYRE A5 FTALE 71 TAY BMDelh.
sabe] 47t SA4ET AEHA =99 )85t FoAE el o P A=
2}-8.0]c} 62)

(I8 2-4) MU~ =gl

A 54 : Karl Albrecht & Ron Zemke, At American’s Service, (Homewood,
IL : Dow-Jones Irwin, 1985), p.4l.

3) A} Al

Aade 24 sledelst F4HQ Sde diFt A2glx EPIA
A z"e) 7o) AT A4 Ao Ak Y74 AHAE 248 SE 9
oh60 HAshA] ok ¥4, FAAe7) YE AMA, vlag FL AEHA], A=
o] Aok ¥ AL aAfA MMAFIE A T AMujaF REHOZ ATl
o ez} et

61) Richard Norman, op. cit., pp.22-23.

62) R. E, Chase & N. J. Aquilano, Production & Operations Management, 6th Ed., (Boston :
IRWIN, 1992), pp.223-224.

63) C. Gronroos, op. cit., pp.39-42.

64) 2dAp, “Mulx Kol Yot A A3 FWET , AN EE, Ay w ey, 1994,
pp.17-19,
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4 495} A9 :

U943 Al 2mle) 4342 vt Fasc) 5, WA AFeS, Bl
% dFd, H3e A, =A% AUES dEe FA] Au28 T3}
B =¥ FUYE Mul28 Adiz AFTYE 4 g ALE Uk o)F o
A FYUEL 250 vy ol & e Aul Alo)EE HFEE 4 U= W
el i) A AgAiac 44 o 3 ¢dx = A4E gy

5) Aulx A Alxd

Mulx st J2dg AT 2SA-LS B4, AHFAA A2 A9} g
4 RAMeEs Muja A Ao gt PF 4 ok AL Yehlz 9l
th66) w4, Mulx Mg FHES FY AL AulaFE W ARbel
979 BAH A474E 43 WY 2L ke AL JYehln o Gy
A, A€ 5& I3 ) Fo=M A SHEL AYY P AN
AZTE & AR, M2FAAE A4 B4E 7€ 4 AA o6

Mol MUI~ZEXC| RIEEXK

1. A xEA BT v e BR

2NZ2(Gronroos) AuAEe old g Aujae Bie HkE
Al zot kA AMulazte] [ ol ol@ AAdcin FAesEA o W e-E
ohd] <a2g 2-50¢)4 B ups} Zeo] iRsi.

AL Au2EDE AN W sjdg Au)2s} x)ztg An]29] z}ojef q}
2 B3¢ Yoickn 2 4 oo, oju] W& 8T o)a) An)2e] Fjde)

65) Albrecht, Karl & Ron Zemake, op. dt, (Homewood, IL:Dow-Jones Irwin, 1985),
PD.236-237,

66) R. E, Chase & N. J. Aquilano, op. cit., pp.115-117.
67) C. Gronroos, op. cit., pp.61-64.
68) R. G. Schroeder, op. cit., pp.101-105.
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G mx)A dct dAd, AAH &7, A A9, A, AFH A B
A2 AY, FA, 2F 5ol Aula Zdel 4FE& v 2dEclFL & &
At ~

(& 2-5) MUI~EFO| imREN

R PN

_ MipEn
(Service Qualty).

= DU —
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< ABSTRACT >

A Study on Determination Factor of the Quality of

Education Services

Moon-ho Lee
Department of Management Information System
Graduate School of Business Administration
Cheju National University
Supervised by Professor Jae-kun Ko

(1) Introduction

In the future society, it is a matter of common knowledge that people
usually pursue lifelong education ideology and all its energy with
vertical/horizontal unity, ’to study and learn freely when, where,
whomever, whichever, whatever and as any method’, on the whole
ideology.

At this time, an academic education comes to need to satisfy immediate
education and reality-oriented education which can cope with the change
of accelerated, derived and multidimensional society.

It is because the general immediate educational desires at every
moment derived during radical course of social change and actual
education demand asked for realistic life have limit that can’t be satisfied
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in this school education with one time and strong preparatory educational
characteristics.

In this recognition of realistic situation, it is essential question that we
have to cope with the demands of the times with raising the quality of

services of academic education.

(2) Objectives

The academic education occupies very important part in the side of
social education and contribution to social development and expectation
about the role will be larger according to the execution of local autonomy
system and national development.

In this historic trend, this study is to function well as a future social
education with raising the quality of academic education services and
futhermore draw up a plan for contribution to the national development

more.

(3) Methodology

As for the quality dimension about the academic services, it is used
with five dimensions which are showed on PZB model like Parasuraman,
Zeitham! & Berry etc., 38 items related to typicality, reliability, certainty,
consensual and reactivity.

Finally 4 dimensions are presented, but 13 items with low coherence in
these dimensions are excepted from the analysis and the rest 25 items are
used in the quality dimension about the academic services.

Accordingly this study is to do frequency analysis for grasping the
characteristics of data first and do factor analysis for extracting the factor

and do reliability analysis for grasping whether each factors of constituent
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items show reliability or not.

This study is to set up a hypothesis for verification whether each
quality dimension about the academic services affect the quality of
education services, but it is to use variance analysis for grasping whether
there is difference in happiness intensity about the education services
among them after dividing into the group which recognizes each quality
dimension about the academic services is high and the other group which
doesn’t recognize it.

Also the study is to use cross analysis for grasping the relations of the
quality level about academic services, re-lecture intention and purpose of
entrance, etc.

The analysis above is realized through Social Science Statistics
Package(SPSS for Windows Release 8.0) and is to make significance level of
the study 0.05 in hypothesis testing of actual analysis and is to use
post-testing method where muitiple comparison exists in single variance

analysis.

(4) Findings

When recognition of quality dimension about the academic services is
low, happiness intensity about quality of academic education services is
also low.

Contrary to that, when recognition of quality dimension about the
academic services is high, happiness intensity about quality of academic
education services is also high. And this result is statistically significant.

On the other hand, as study result showed, when quality dimension
about the academic services is high, the students’ re-lecture intention

become high as well, so it is needless to say that improvement of quality
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of education services is important issue most of all,

(5) Conclusion

As compared with constituent element of business, we can say that the
academy is reduced business pattern. Three elements of business
constituent, Men(Human Capital), Money(Capital) and Manufacture(Producer’s
Goods), still exist in the academy. '

After all, we can conclude that the academy is different compared with
it but is called as a business which produced immaterial products. The
existence of business lies in consumer’s purchase power.

Which products will the consumers purchase? It is good products.
Superior education services is right good products in the academy
compared as services are immaterial products.

As analyzed consumer’s consumption behavior, it is entirely brought
under economic principles, 'Other things being equal, choose the better
one’. We can pursuit 'the better products, better price and better new
products’.

The managers of the academy confronting with reality need developing
and improving new education program, which satisfy policy change of
education and various customer’s demand, and persistent education
services quality and need innovatory efforts which they can select the

management pattern in a decisive manner according to it.
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