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A Ak, Aulzarde] B39, At AR Aus ZagAd
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A5k Ao FdolEs At
1

Parasuraman, Zeithamal, and Berry!®(o]3s} PZB)ol|l &3t  ‘AuH]2~ 3+
Aot M2 7]o] AFsts Alv] 2o digt 1459 7|die} AA|Z A
I3 AH] 2ol fiE] Az A zysk Axpe] zpo]” = Aolstal glom,

Aol
FAe AR Avz fEol e o)
2

Lewis&Boomst= “AH]2~ 2 £ 4
npu AR =AE SASHE o2 1A JgE dAAT]=E AL 9
o i = ST A

14) AAS, 28, AR~ FAaRle] nARS v X= JEg] #Agk AT
=474 Lﬂ A], A28¢8 A3%, pp.33-40.

15) Parasuraman A.Valarie A. Zeithmal, & Leonard L. Berry, "SERVQUAL: A

Multiple Item Scale for Measuring Consumer Perception of Servicd Quality”,

Journal of Retailing, Spring, 1988, pp.12-40.
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3) Aul=FAel tigh aARESRe] SAHRY

7}) SERVQUAL =3

AqulzEde] e el oiF nAwnS
5o SERVQUAL olete mE<S 7Y ]
7hetal shiTh. PZB(1988)E AHl2EAe] AdS AolF Fo| oL
Ashs = EA SERVQUAL oletx EElE tdE Ams (% 3-2) 3
ol Agow sl

shebrebnt 5(1988) 712 AFolA wex AulaEdel 10744 2
AeQlg 7t Al gste] ok 10719 AL HEAA 2l B
AA w84, A, W4, B4, TR 5 57 Aow AT
i, olRE FAE] stel W) &
W & FRse 249 @Fen 49 F M £33 AxE 9E F
Aol Zgele] zolol &) MH|AE FAdE =4S fEsle] oE
SERVQUAL©] 2} ™ v 3} thiD)

-]

e

;':i' -

(3% 2-5) SERVQUAL o] -4

TR i &
#34 | BUAQ A4, g, 499 Fu

A | ohER AuaE We 5 9w, Ael AT S dE 5
e | 2AL B A%H AusE AFes o

Fa4 | A9 A ad, A} A0S Adetels 5
T4 | 1ol wAe A AFeke AEAQ welsh #a

16) 01%'%,?4111&}, Fqul 2~ Aakaha] ) | 45AF, 1999
At e Avlsaae] A2k CRMWSH-SERVPERFE 2

S o83 MulaEmd FAHS Tk, 2002.
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1}) SERVPERF =3

MUl FAS AH 2o ATt YR ARl sk Alms
293 HdHe] & FHEHATHS . o5 AMH|AFA=AH dh=
F2& FHStaL SERVPERFE} uﬂuﬂzﬂo;aﬁ Au 2 EAL An) 2] A
2A SAstA e =9s Pl A AMul=Fd 549 g4l

SERVQUAL®l th3t H]#-S Al =3},

A2 Hdels A 7xste] ARa2FdS S8 Aol 4714
A MuAFH HEE SAHs=d ¥ 2 FI8S dete 2As AFdT
& &8 HAAFAT. 5 A=Y HYelo] SERVPERF == EZHE AH]
2FEAY AHR-7x2 AL ARy dEEe AnaEmd A7 A
BE Aes = Jduk. @8] 333, SERVPERF 2 =& H GRS Al Al7E
7 54 AR #A-PE AdEod & dv A" ANk A2 )
L5 FAsted §83 =E AFsoh. ayu A ofArA A A
SERVPERF E AHEste] =& dHolHERYH SAARE &5t Al
LolA o T47} Zosttty & ¢ o, Ar2Fd SAHS &8 AH|
2Akntt e 81T xE Helte HS Aol & 287 Ao

7h) e e A

we7lded A nAFTAY EuAE Y FPoR= BARHAE
(Relationship Marketing)®} ZA-FAE <93 el vAE (Retention
Marketing), €5 (One-to-one)v}AE o] A

18) Cronin, J. Joseph, Jr. and Steven A.Taylor, "Measuring Service Quality:A

Reexamination and Extension”, Journal of Marketing, July, pp.55-68.
19) o5&, Ao us nAwE Agacld wa A%, AFdursta 44

=1, 1999.
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5 28 vlA Y (Interactive Marketing)
AFAg A Eolg An|xd thak Fo] Fw Fujxtel dwjzie] A
2kg-o] Ao 9l HLHT= AS AAsE Au|AaT|ge wiAIH o]

S LR o BAlst FEFE AL st

Ao sAel W A4S AAeis adso] FolglA Helsel wl.
7Y BAbel A, A HE R elw, Aulsgt AFHE A%, oA
42558 Sol A9 A4S A4t Fad WS Folwd o2 weld
ozn AA Fe AL HolE F gom FARRTG e AusE
AFL ek Ae Ao H1 & & du). FEuAge] ol
A OFEAES ABHE Auze FAe AusE AFSHE FEAU%
Tl Agshs Aulsel Ao deigivkn @ 4 Uvh. wAES FEH
fo] TEAA WAL AT NGRS FEot e 5E A6 we
E4E8718S Bt A F8A9AES 150 AT F84
Fol mwA AEANRA A4S wEAL 5 vk A4S ek o
W, vebbd gEAgrAYS £85T oled wakeE £Eeka A

atel= A& ThAoF @t

23) A4, FH Hl 2~-o]JAL& 9] -8 | s 2| A A 1994, p.23.
24) i%a-ﬂ 191 9, T34 vA"ELE, 1991, p.630.
25) = AE TdzEgrAE S 53 7|2 & ojgduAdey] | A7mAE, 1995,
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27 " (descriptive statistical)d} tpHZE  EAFEM(nultivariate
statistical analysis) W< 2835ttt 1e2ja A AFS s WA
g e detll= 288kt 234k (Cronbach's Alpha) <&

2 F4 a1y AR Teja aARSIE Au]s Aol§ P ERIFF
of #AE AHH7] 93t 3|52 (Regression Analysis)S $3 FI#}

SR0%k(factor score)= T3817] 913t 8.0&A (factor analysis)<

o
>,
>
O
o

=

At ae] o]8 EAS BA357] Yl W= (Frequency Analysis)S

Ag3tlar, 374 (Regression Analysis)< AH| 2~ F2QR1¥ AR

Jpol A, ARSI Aqujs Ajolgake] wA|, uATSI} BRQlF 3o

HAE dtetstr] flste] A&siivh. il AR EAREA (ANOVA) 2 L
gE

S0l W uANSat MRjs Aol BRRIFHIES] AfolE o}

1. ZARe] S43 S4HEY Bt

1) A AEe] 54

ZAMR ALY B v <E 3-2>0f uebd uhel o] Aol oA
F 286 & @Ado] 150 (52.4%), ©14 13678 (47.6%)% o= YERRTE

dAgEEE 307 11082 38.5%2 A s e, 20t o|d= 767
(26.6%), 40t 587(20.3%), 50t o]/ 4278 (14.7%) = YE}SETE.
A PWHFA5S 100-2009FH 0] 136 02 47.6%S A8k on 2007k o]
g2 78%(27.3%), 1007k oldk= 72%(25.2%) = W EFRiTE

o]

A5 )t Avke wan AMus o] S kol il 867 (30.1%)°] 13] ©

i
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stz deEixien 23+

7478 (25.9%), 33|+

(21.0%) =22 e},

A ul-&-

FnAA AEF AUAE o8

o tEF AH|AE 627 (21.7%),
A% 729(25.2%) 0.2 LEFRTE.

01 as

q%vq

2 BN
e

ol-g3

gpel 21

)

&

ol
&

A mk-E
Lu} 16478 (57.3%) = A= "
2 74.1%2 YERRoH w$-
Sl 47 (1.4%) o= z_A}EJME}.

Tof disiA=
w1329 (46.2%) = =3

oL Aujz=o ik wEeof s A 487 (16.8%) =

Tal Aujs Aol gL

I Al

6678 (23.1%), 43] ©]4 604

5 1ML 2367 (82.5%) 0. & LIEFG;
2= 791(25.2%), A AH]
] -9-
mam St dAH oz nkEsh

el 1AS 29(0.7%), WA
St

galiA AlE o8 6474 (22.4%)

2t} 1587 (55.2%) 0.2 Aol & oA} = 77.6%% LrElon At o
ST 278(0.7%), o] &38kA e Al ArhE 48 (1.4%) 2 ERT
66 (23.1%) |
A Ao 9gAS Be 69.3%7F

A= FHAATE g9A4s Bl

FASATE 9

AFS BT},
<3E 3-2> AR EA
T Wz () H (%)
A & A 150 52.4
o A 136 47.6
20t ola} 76 26.6
o = 30tH 110 38.5
400y 58 20.3
500 ©]4+ 42 14.7
1002k o]3h 72 25.2
4 HAhs 100—200%Hd 136 47.6
2007+ o)A 78 27.3
13] ol&} 86 30.1
o8 2% 74 25.9
33 66 23.1
43] o] 60 21.0

(3 A1%)
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T A=) | HE(%)
A=z | o]8F 236 82.5
)2 | o] gorgt 50 17.5
o]-g-3sk = o] &3} 62 21.7
A Au)2 | o] gotsk 224 78.3
= TIE | oS 72 25.2
Mulz | HE]A | o] gokd) 214 74.8
A o] &3} 72 25.2
Au)2 | o] gotsh 214 74.3
o EREES 2 7
oAl Ees 4 1.4
LA Hgoltt 68 23.8
A= ukE 164 57.3
e W 48 16.8
Ad o] g A 2 7
o]-gsHA & A Ak 4 1.4
Az Aol g% | A o™ 58 20.3
o8& A Ert 158 55.2
AlE o83t 64 22.4
Ao F3d8kA] vt 4 1.4
FHHA g A 2 12 4.2
E}ol 3= O 3§ 72 25.2
TP A D 132 46.2
A= FAsd 66 23.1
7 286 100.0

2) A= AT

Aol wAAZ  AHrandom error)9t FTHEHE Adoz  <HgA
(stability)- € ¥4 (consistency)-ol57}s/d (predictability)-A A
(accuracy)-21€7FsA (dependability) o= E¥E F U= /e, &
A3k g disf] SA4S s w SAUEY BAER 399 F ds
Mdelu2n.

AP == v 7hsd SHE SR o8 58 s SA-es B¢

27) AAY, "ALS| st AP HE ) | A HEAR 1992, pp.240-243.
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A7} wzetAl Uendel sl Aow®), 7} 3
FAGEE IRE A AT &

2
o
fru
o,
olo
il i

2 AN e S8HEY ARAES ATE] SsiA A A4
(internal consistency reliability)< 31#3%F Cronbach's AlphaZlo4& &-&
skt

Cronbach's AlphaZls+E 03} 1A}olo] ke 7HAw | A}3|3st ztge] 79
0.70]7%¢ol¥ AlE|/do] Zrha Bm29) & dAFto A9 A=AE HAEA3e v
<3#3-3>3 o] F& o UET

oot el AFE AlphaAldE 0.93302.2 Yel AR A1 S elA
uf-- wkek wkek Aypeba & = Qo

<& 3-3> Mvkewal Muls Fde] A#Ad Hsdd

. TAE _
T & Agm 6&%/“1]713\] RO
g & P Al
1. 28o| F|AZH] ALZ .5636 9313
2. Marst A|MHX] 6421 9293
3. Zlglo| 22 5029 9317
4. NZHE 297 4862 9324
5 DHEH A 5436 9311
6. 230l Lm o|X| 6536 9291
7. MESE AlZko] M2 7219 9276
8. Y272 MEt 6086 9299
o | 9 %k%il_mﬂ M= _ 6181 9297
o g 10 A_Ifozr MH|AH|Z 6820 9285 9330
e | 11, AHEe| R 7206 9278
T2 aMeq Msme 7039 9282
13 Zlglof CHEH AlZ 6791 9286
14, OFMA st 6497 9292
15. olejut=nt Za 6626 9290
16. 20| ChEH |4l 6684 9288
17 TZHof| CHEH THE R 6229 9296
18. T2|5t 0| 2A|ZH 5863 9306
19. T1ZH o|elma 5926 9302
20. JHOIX mZHEHA] 5175 9315

28) A Le] 291 TSPSS/PCE o] &3 SA A, M&:8td AL 1993, pp.67-68.
29) 1159, TSAS#h= AR, , AgidolHE8 2, 1997, p.240
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information loss)S 7FAH L 7|% sk ZA] A

Al(underlying dimension)E& 27, &8s slothes FHS 7KL 9
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ABSTRACT

A Study on the Strengthening of Saemaeul
Bank's Competitiveness against the Opening of
International Financial Market

Department of International Commerce
Graduate School of Business Administration

Jeju National University

Yang In-shil

The purpose of this study 1s to suggest some strategic methods
for small Saemaeul banks’ survival in the tough competition caused
by the change of the environment of financial institutes. The global
and international age has caused a rapid change in the financial
environment, producing large-sized, side line and comprehensive
financial institutes.

In order to achieve the desirable results, this study tried to find
out the factors of service quality which satisfies the customers of
Saemaeul banks in Jeju region, trying to find what influences have
made on customers’ satisfaction according to the customers’
property. This study analyses the methods to strengthen competitive
power in view of CRM of Saemaeul banks. The results of the study

are as follows;
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Firstly, the factors of the service quality which satisfies
customers present confrontation and sympathy. Therefore, the
increase of income requires confrontation, by strengthening the
education of the staff for accurate and fast service. In addition, it 1s
necessary to secure reliance and safety so customers can deposit
their money 1n Saemaeul banks and provide customers with

voluntary service to help them with their difficulty..

By enlarging the opportunity to educate the staff, technological
knowledge, tele-marketing, the technique of goods explanation,
speech and the technique of negotiation should be acquired. For
this purpose, the concentrative education of the detailed techniques
for the sale and the management of customers should be

strengthened.

Secondly, the security of the sympathy and confrontation enables
the degree of service utilization to be heightened. Accordingly, the
sympathetic service should be provided considering customers’
profit and convenience. That i1s, the extension of operation, the
receipt on official trip, tele-banking and internet-banking should
be activated so that the service utilization for loan can be
increased. In addition, the strategy of sympathetic factor is to

approach customers by the kind attitude.

Thirdly, others’ recommendation is high in case of high service

quality. This means that visible factors should be increased
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including sympathetic factors. The internal environment such as
the latest facilities or equipment, the appropriate arrangement of
windows, appropriate uniforms and interior should be taken into

consideration.

Fouthly, the customers’ satisfaction has an effect on service
utilization and others’ recommendation. Therefore one-stop service

financial and incentive products should be developed.

Lastly, the management of customers should be technologically
dealt with. For this purpose, various cultural programs and social
development programs and technological consultation should
provided for most customers, for the customers of Saemaeul

banks are seniors and middle-aged males.
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