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X
ok

Ao AEHen AMFE ool FAAER o 1A AE 213

omw s olae FAT 4 Atk L ol <2H 103 ol AWE £ A

1) B EA A EKMAC A RGH A AE &) AHA) A, 1995, pp. 59-60.

17) SAF, CLATE Aes AW L. AT 19936 p 33
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EEEIE Y
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Emu/olg-%} s 1A g A
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Ats: vpo]WIER, HAA, 1995. 11, p. 26.

1) Astoirze) iz

BEABANE AFnA Bu wThE S E020] A Tofste] WHE o) wo] o
o UL btk AT T4 A ujAels Ze FES HL0TH FEIHT
& 7P B2 3y o) Rojl 1] RAE HAY 1o ST £ g 7t
Aol B AAEL Aolth. uAolA £ 27 FHLE HRAT ot nAL A
& Qlofof gt

AR S Rl AL T4 L) Agol it E2EE ATA
ol "astth 5 379 AAuge IUHRAA 1A HelF Bl MEL
ZHEE AAAHFo] U GJE2E 2 folT 2 sofpi).

DEHOZ Au| 2ol A5G 7] FHATE 232 G TANYG FHES} EA
HERI glom Mulse] 983 AT Aol A Eel s 80%2) A AL Hoj
29k <xE 2-4

& Rl (Jon Anton) & DZAFHT 47T} 91 7o) nARA Tejo] FHL Tof
°F FteA s AWsUA 240 4 Es Zo4%E Bt ooz @ |ME =
ZHrl @ #E Bk O AES 2obau) @ Mula sbF o] 27)el Ak e M e
7170l Hoted @ FAAHA FHEN @ TANAU S HAEL Sugo P

7= A

A

]
Aefst=)

13) B21F - 753, T2 TYVZAG . 2T AANAT A, 1995, 6, p. 17
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D) Auls HEE WES O ANF
Au Aol EREET 174 1760} Az §1
L Eat= ol o ﬁ}t}z 501.2] Als@]g

A2she 1 |
Aol 2ol SH3 wET 77 s0%e) 41%17) N
o ols Al ANREY oplEe) A B AAvHAY, 0512 p. 32

1) ulgo) A

NETAL wEn Ao R ool At L Fbe] o)t & s ek S o
grL ugAgaser. Mze 1AL FusteRl g 2ol g o stk e F
W Wo A o] Aol wEste] Afu) - WRELulE Al ATk 2 AE S FoREE %
qEat Wes) ¢y WEel Byl - Fim] Sol ¥ HA 5 et otz I 7§ 5o
©oA7re ASY e Buksidel Ag® £ Aok AHME J1ELA Teju) g2 F
o o] AL BARFEY = FrEIuel 15UoRE 28317 wio] dX

~
‘“l

Mo ujgo] SAET "

3) Al Farash

TS wEAD O R FrETe] FusE AAE & vk AFel gHESE v
2H0T o] $EoA 32 ojuAT AAMe) Erh ofF FHAIeF BE oj®™ o 5ol
B3 RUE Held matE wIs Fuvl AL =¥ Sl 2 ADE 4& # ok

A2 o} YRS FFHATEAA uizbE| = 7| ARy FRES MulAFE
A (Service Quality) oJuk T 78 A ) A (Customer Service), 7Rt Z () o] BT REEL

| s, CDATMES 99 cHuiAY Al By QAT wahHR FPuerd, Hay
&H9) =2 1996, 1. 26.
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H S T3 o FuelME 4 diZldit F§71B Folld TYUE %o
;s 25 Yo ol AAWIZE (CS1) o FAE FAF TYWE () S A
G2 TR olgog ANF: JPEel A FAEL UL TH F= Aotk

AAREHY YL 1980 th 2 A hulobat 3 (SAS) o] AM)A o AHE (Service
Management) & oA v EHon g0 FWREE n)2E FH0Z F43] AHY
3L 90dol] Folgl Ao FEMulA NJYET o] F TUstrlel o2 Hrt

=t 4 5 AR JGgEE kel AFold Mula Fol iy v ARFEL S
A71H oz e (ER) 3t ZA%lol T £FE BolEle x=¥g 7203 Yo
FA 3} (QC:Quality Control) xbdella] EA A (QM:Quality Management), 798 4o
AR Al Ak ol vANZAG] FRuHeRE 53] AFEo] EA - of
TE| MulAGE EPT FUWFD" of AF L HYE] 4T 2n)Ao] & (Needs) 7}
%3} Hodvk: Hol AHH I Yk

SAANEHFG L Aol Wtel oot Aol AL 5 YHoegE AU
2ujabSollAl 452 A oo e eor TRt AL ARAS9 HySuy o
Az FAFAG AgolnlA] £9 Fo] FFL ooy AMUA /YEE Be o
e S8 el o2t AP S FASA Hlo] S AL AnAFor 170
AFolA st 240 vES AAR) J)1Fo2 e TANEZS 9% A4
o] LUs]Al | Aot}

>

AAREZ YL 140 HES AR AL S Urh= FYL BhE v 1
Aol AolM AAHoR By v AT ARG 27F £ YT viels} Yolo}
gk 297] M 14 §nets A% AU HA R ZAFY f3E
o ¥t =¥ AP, VAL R APHA FAUEY olojof sfu] T E
(Moment of Truth)eflA WS R E A¥S F&3) shobsiy o] & 2qHog A4
= IHF AT Hgo dHel A4 dojof Fhr)

IARFAG (M HA2 O AF Y AAE HIAE A A (Product)

@dolvt g w3H (Know-how) & W3A7)= 242 4 (Process), @ wh&a}

15) Zel®, HAA, p L
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Mo WaA7)E 4 (Mind 5 MAZIA HAo) F () o2 A ek <19 2-4

g -6 TAWE AGHA Step

Mind ¥4l Process 34l

(11]3 Step | Service Management®] | A 3} Service Management?] 2%

A2 Step Service o|@e] 23 HF Service 7]

l M1 Step Service TATAL] <14 TATNET wo}

Ag: BTFEALY, AAA, 1996, p. 1.

o]2 R0z s yAREAGL] 35S O AQold AAH O LAREL S
o] A\ A8 F& @ u]Ty (Feedback) 33 & 307 A= 7 A}
1) Adoldel Mo

TAMES oo Aol A, oy, AW AASEL 4TI
1) IANELE 24 AAH 5
7.70] Needsoll t)dt A3 MAA= FHAL
w3tafol st AWAHQ Aolgtef shn] FEE
o) g3t

bt
)

Bo| LZ5|ojof Ttk RAIFFE
o} ZAFZo] AT YR ALH

3} =4 (Feedback)
ANA, BANHoR WEL ZAS wEEe] i - Mo Hastalel sl el
A% Z 3 vrtop @k

ol o] AWHQ B Zol Y7hsted EAAQ v ATEHAH A F A ALt Azts A
B <29 2-5 P <1 2-6>3 Frh
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A A

. ! i 7

! [ ZAwEee] 19y |
I

fh_L_ THET o] A7), Ha,
L E I

— EEEEES
EE gAgel Y | [z

i 8
| LAREAR) 1ol | lil

‘ 7] eI

A FFF A, HAM, 199, p.s.

2% 2-6> TANEAA) 2R

R ER ooy %y (Top2l A, ol'de] 42}

|

DA R o 2ABES | (sRAs1De) 4)
il
T AR E o o) HAY B (SOl o - EEA4E)
- i
TARE 2 A Al (A AR TA
!
TARE 2o w4 (AN BAY DA U2 ep

L*J B A ul A o) AHAY . AN -
|
AE, Mul29) M4 73 A2
T A % F o w 4| (MEf DARERIe £2)

g : BIAALHARE, TIHAMHA EAYA 1993, P9,
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H2Eo] 280 A3, /s AR FEAVLA FAo] sH&F Hdlh
o)2ul BaAM Aozl Adojehs ZWelx el F§INE AEE S kds
o TAAMere] o 7E 3 glEul, 53 2lHld Retail) Akl T B0 TEHI SAE
A 3ot}

slelel Retail) Ae Foing AATASe VELE ATAPCEH B B

2 qrie Hold nABEZEAGL] Fa Aol thF oulE Fa AT

o7 2 B nAEALE 22 FEAEol F4 Loyalty) olte HE
zyow 259 gdogs 170 3 wste] g FEHFYL vl AT
0 w3 TAS HUr BHEAIE do| Fash vz sk ofsh e FE el
Aol mAMEAQe] Aaye o) gol aoks 2 & ek

1) HAA upAlg e =+

oAl SWME ZHADEL 7143 Hel ol BTl T A LA
Wagtos AR S Husta A Agton 7 WA TG Tkl H
A (High Touch) . AR| A% olojAl = HAA vhAE (Total Marketing) M o] 27HT}

1) S8 AN AL

zA e aAe] ALET AR RS B ATHAo FE ANA
of ¥t}

3) AR ARE A% J4NY
% FAAZAC) AT B, sdEse] MAY T AT J4NH2
tusfor & Wa Aol FulEls Ak

¢

rl

oM

o

bl

:1
o8
ARG AE

Rl

2. g% nAREAGL 7|22 (Model)

2gAEY Mulaol EA (Qality), 7HA (Price), w742 (Delivery System Dist-

16) Zefd, AAAM, 1997, p. 346
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ribution Channel), %3%!(Promotion or Communication) 59} A x}ollr 7 7gr= =3z
o] g%t}

710 TS el Mulao] With A, AA®, 259 AsA 228 F
ez Az AAFA, HEE] A7 H &4, AAA FE2 2As)e]of o

o A ARRAE 5 179 87 st} AR AR

o AAR] D ReAR), £ P 2 4714 BAZ T RS, HYRY Uy

o 5 XAGUWE AT WA ALy 50w 440 13, D SAFA Y s}

A3

1) ITE F0 sHuy

TE7IRe] SRS 230 sjHyre gg e BN FAsteof ).

AR, G8Au20 F2HL AYTE ols TATE(CS) Agolde MAY w0
I AAFoAZ o o AN S B},

=M, s EMulA £E0 34 - HAE AHHon AT o= 1o HYQ
A &Z-M0T @ Moment of Truth) & shofsts TAREC o] 2AMAA W 272
ol A &H0g w70 8§33 ulop, Helees Holch

A, FEMula AlAR AA QL Aol £ "otk FEIT 2Ly, ¢
i, A 5 A el FEAFH|T THAFAJA AW AA QY Mg
= Fsof Tk ol TRt B MZEA FWelN M4 kel TH S A A

o F=dlo] FR C IAFY FEFE, AABA, AFHs7), Aas, Huso)
AS — High Tech (7]&3 wX)

o £XERo] W F§71% HYo] 27 £35= High Quality AMur, 3§

AR 2 FPAF Mnls AHE —~ High Touch (AZHA g1 %)

o AAFEAV ApHst Het
- AW G DANGY BY — TG MRS L AEH AE . Ay
2
- g olmA MT —~ - AR %Y 2YY 8- 2¥F ARY
CE.TL!

© AR SRS 7
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2990 78z waAe Hrieh TARH AR AARE =

Ao GaARy, F0onelA, FAA § A ALY A4y % A

AR 2o FoiTtrhel BEE AEAY G B A7 (R&D:
Research and Development) £AE th¥ Hridtch

ol o) Zg7IBe] nAMuA BIFDL <IH 2-TH 2ol AT Qe a7

o 20 ARTHS Uy FE/1UA el Hgd AL <Y 2-823 Fol v

<19 2-1> DAANA FEE o (The Customer Service-Quality Model)

Professionalism - Interpersonal «  Knowing = Service
(A4, 24 Relationships Customers Quality
(x4 Uz3 (2742 o}afl) (Mulx &)
1 1 1
Reliability (A1 4) Responsiveness Understanding
Competence (& H) (B2 4) Communication
Credibility (A9 4d) Courtesy (174) (o)A} 4 %, AR
a) becuxxty(?}@’}i) Accessibility Q1 4])
b) Physical Apperance (A2A4)
(2] 2k A %)

a4, 2494

1
/ e B \

DU - ~ 770] ol

A5 : Grubbs and Reidenbach, Customer Service Renaissance, Probus Publishing
Company Chicago, Illinois, 1991, P. 28.

17 =™, AAA, 1997, pp. 347-351
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g 0 ZEIE, WAAM, 1997, p.351

FHEBZE HRE TN A IE D ARYNES FYo 2 (SBFL 225
230 Aevh NS, FRAGE So2 Ao 4HHT Y= AgstolM ny A
A 2AAQ] RAVZLFo] 2300] Wa sty YA (SEFolA HELre o A
AN (SFEABFo] A 5H 07 235 ojof AL}

CHAG oA TAVHL PES T W4 LA 2sojh TAGE
T ol&F T FE7IBAol I Y A oA FgI)Bate] AMo)A MEY £ Aoy
BEHQY 71Axds - A1 EAEBE o) F £ u}

IAREE AT ALY AHNZA O V4T A AH 2AY 52 T AYAAA)
(business reengineering) @ z}7] ThER A Wz TAgo] 9= IATHES g A
A O Y EMe] PEol A AN TS @ 1MoV Fuosel s
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spofl el HEE sk A% 52 AFATIE Aol ubgrasier

s 2el® (1995) & FUeWEol FE AT ol nANERRG Bepy

t} &+

Zol #Aska Ak

(1) ANy

DMHA Top71dl e AT AdFAF s4AL

O+ - £3HH oAl 9B FE

Oz & 23 TH] 7

(2 A=A

O3Ael 27 FAAE AW P 1N ZH47F ALH -
@FHAFAT (consulting service) o] B3} Heldo 2244
@A 2 AFEMAeNol of Z Y Fhed Bl

@zHFFAAE =S

@rUNEAAH NS T A4S &)

(3) opAIR] A

® TAARRA Y MRES B Guspdge] 3523

@ Az AAE T AL

@ olulAMTE 1% AT Fohe} FIME

@ A AZA FHow 3ARSY 33t

®

DAANFH TANF A F

18) olghs, rErE ool 2mF g, F2AAAT L, 19949, p 38
19) Zej@, C2gAulAIgel TARNEAY FAWF_ L AT E 19956 pp 43-45.
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F AVBODA olF Agde} U DAVEAY Aol o] T Aoz A7

stk aieba o] Soll Tt W§SL TN WA w}.

A1E Y LAVEAY F1HY

L) 53 22407

UL YUY 2VPE T TP o] o] 2ol
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FHE Aol AAAS 42 wUNo] AMA - A5 H AfVAL BHoz
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= WEsyer x
A5 oAl Adsd g ARl FAs 2A%e] 1Yo ¥PL o] Zo] 7}

T AdEAelt ¥ 2AMAL <19 313} Pk

DALY Gz A o] 2

<2% 3-1> o) =AAA (96, 12. 31@A)

Tz % 9 q 9 z g 2 o 5

f Dl AR (R 1,3507He | | A (A8) BB 6]

: — (A 2)1,6507 02 |—

' 2,014 HEEA: (B2) 46704 ANZAR - AH - BHL830704
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wao) BEw AQAA U AGURL <E3-DolA WA Fo| TAUEZ A
gerow 1994 89 1ANE 2087 AN WARTEE o AR 9447F 95 -
godol 7HE AR RelA <E 3-1>3 ol AHHY AL YA gk

<E 3-D Y (34 AAAR 9 AGFA

+ ) a 94 ‘ 95\ 961

o] T ] 156,846 | 187,378 : 241, 984

H & 7 | (11.4%) (19.5%) | (29.1%)

- Al 2 | 39, 668 73, 380 93,542
W o = (45.4%) | (85.0%) | (27.5%)

A (EY) AGX N 296, 435 ', 355, 802 ’ 440, 444

" T B ! (133.3%) ( 20.0%) (23.8%)

2 A A A 54,700 60, 846 _ 67, 831

i 4 & 2 | (37.5%) ((11.2% ) (11.5%)
A d =2 + 9 8, 590 9,810 11,379

A A B : (27.9%) 1 (14.2%) (16.0%)

A 82 FHEQE, AAA, 1997, PP.29-3L

1) @9 2484
(1) MAAAH 535
W00l 29t d7 AMAAAE £ A5 don obgy AT FHAujz

Ao te NAMAT Atk TF AMHOD 4T AFLI 5 IO FEOlY
220 gls) EL NAFTA, APEC 5 A7 Bastz Aozt AMAGH Aol ©g 4

A5 A AAolth
wak AAZS FNog AL GR), ARFEZ(CR), 71E=HEE(R), =%
o (BR) £ AT e FAAAA B 9% A FARLos AT Y FAF]
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| | A0 as3Re AT Ae 3,605
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hdabshe) golg WS- 3.336
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<E 44> FEAF U UF[E

= a0 e e ARE T ‘
24 x| 9WE  FHo | ®HFUA =, T value !
gaws o (Counv (Mean) (5D (FEBG Jp atio | P>
TEAGSA | 209 32191 446 |, -
R Tea A | 13 3188 ] 4 oo B Sl
Id o%r | 52 (317311 4979
AgNZ _ 1-54 110 32764 4334 |2/295 11043 | 3328
54 ol | 136 | 32088 4624 | i
R 100 133240 | 464 ', , ,
B oy 222 32000 | d6d o0 R
T 2000013k 120 | 31833 4420 |
00 U3 3189 415 o oeaa | oaen
S L iio | ig A8 2898 0856
SOl | 26 346151 ARl !
T 4 mEolel | 166 (32831 4T [y0 | aaee | op
S Zol4k | 156 31269 438 7 S
woaby | 63| 32032 4984
dgaea] 96 31750 | AT7L |
39 ABASA | 40 31350 3718 4/317 7973 | 5276
5 82 132132 4187 |
St4 9 7leh 41 | 32293, 5377 | L
1009Hg mEH 122 132393 | 4414 | |
9 x5 100=150%9| 95 31474 | 5012 2/319 L1631 | 3138
B 1502 g0 A | 106 | 3.2248 4512

) sxx p<0.01, *x p<0.05, x p<0.1

9) 7HA 2 ol & AUz W BEEE FARRAR AR 2

23 ATEAY A0l wet thE Rolrh

A2 ol &M 2o e BEREI FAHRATN AR/L, 2 AT
A9 EA uet g2 e AeXE 258 27 4 Aeln.

274w wge) nAsed, day, dud JodMs FAHLE a=0. 055 &
A ZHzh oA Ao 2 vheRETh

CE 4-5>0 LhebG wle} o] FAUDLAL FPo| BN LY UFE
oM T 3.316102 7|etn7 3.2238%ch tha EA WEUGR D A%
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Aolg wolx %n gtk FPeI ANz A VEEe] Hito] 32847 4
98 FANOE vedn Qen, FAYW ol opd sEnNe] AEE YA

ool gge) BEEE we Aol

<HE 4-5> FHolEAMw 2o tig T
:r e % A i]ll e | Hi K%?ﬂi}l(;}%%/ T value | brob. |
ComRNy e (Count){(Mean)| (S.D) A | /F ratio | Scheffe |
= ‘ - B Y 1
s FAHDA 211 [33161 | 350 |, . oy |
2R etz | 111 | 32238 | 334 [ 228 0z ‘
I e’k 50 [32031 ] 2775 i
7 2h 7] 2+ 1~54 112 133132 3564 |2/295 21836 | 1145 |
B 59 ol | 136 133150 3633 |
A 98 132755 333
29 n o . r _ . I
* o 4 224 32881 362 20 o 765
‘ . 20Wheldt | 118 32712 .3478 | 0826
N 112 32857 | .3567 | w|
.d 2 i 3/ Lo
e 40t 67 32354 a1 |18 | 2951 G3-Gd4
50d10)%d | 25 34708 | 3492 | !
4w nFolsl | 162 [33272| 368 |, .
i L. d=ol | 160 | 32400 | 321 1D 2 026
:‘ B4 | 63 33419 3589
d3d222] 97 32680 ] .3647
7 g AEARH | 42 131978 | 3054 14/317 12711 | 2812
F5 80 133106 | .3306
! &4 9 J1eH 40 [32712] 3536
| 100%t9) mIRH 119 [32818 | 3573
¥ a5 [100~150%H9] 97 132490 | 3436 |2/319 1.0430 | .3536
[ 1502t gdol4 | 106 [3.3193 ] .3387

) *xx p<0,01, *x p<0.05, * p<0.1
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<E 4-6> FHoln A4 UiF VE2x

_'\m\\; A A ¥E | HE [EFFAX ( 2}:%3% /| T value prob.
\_@E";T\ (Count) |(Mean)| (S.D.) We)) /F ratio | Scheffe
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SAR AemA | 115 37101 567 | S0 ~8 74
1d ot | 52 [38494] 5545 i
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¥R o7 6 3a o ] | 17 0
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o nEelst | 175 (37143 | 514 | .- . -
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S8 &S [100~1650%h 9102|3686 5207 | /34 [sraze | 900,
B 1503F ¢l o4k [ 105 [ 3.8000 | 5481

) #xxx p<0.01, *¢ p<0.05, * p<0.1

3 BAMSO] Yk B4

D SHAE

THEFA A AFxE HAHIA o)n] AHE ule} o] AW T} &
4 HAdodME BAH0Z fHQ Aol nUrh U FPHEL E4EE Y
T £ we E e 234E E4E 5 Ao B oM o)ge i TA Y
o2 FHEZ A FLEFY 54 dIH, Y, F94, FzsAo)xE
HEgold T AN AHEsdt (X 4-DF=

- 53 -



ol
i)
ox
o
1o
=
Ip
H
rir
o
0‘3
o
)
i
o
Y
o
i
o
o
4
10
oXx
2
pec)
2
X
2
Ir
o
k1
o
B[t

29 AEE vEin Aok 2eu sEEe A FEaolngolt g &
o) 4ol AT BVE2AL Aoz Urtn Atk mebd oF FEHA o2&
b tizel Solye]l FHAES) thE S4nrt WA 2 VIEF nel, ¥
BES) 2UAPTES dolmelt 74 4902 F§5n Utk

FYstel AR/PIIDANE GES) TFyolt YN F2 1dojee)
AdRge) HEE} B4 derda Qe

AUz 19 FPLEY B diE sdolnEiEE A HEro 3
o AR GFFEY] RE FAA

atolE Holx UH(PC0.05). AWM FJOE BT AE9 thdd 2 MFAe A
L wEXE do|n low, ¥k FEEX o|xi& disl s Evrxe|dsta
ATH Eo|g A A#do] FolPe wel wHFEF thFd L bR g 2
7 43 gobxn o, FE&MA olxtgol dalM e AW ZF (40 o)) o]
qddF (400 nivh R o Egbae9an e Ao ERR

g2 TR X a& Mt FAHA Ao](P0.05)E Holil ow
nZEolte] mAFcre] giFelge] YR UFRE FFo] o FAl e
nEolte) mAH TGl E dFo)ide] nNFdelE FHHEY th¥A I *A
gt w7k 7 A GEbta ok
Az e dEgo4e A9 RE B & Aur FAAHQ
(P€0.05)2 Holx Urt 5 € zx4dgd, AEAR{KA, F5 A A5 ¥
ok 2 kA diF 2R Y & HTAE B WY d9d22AE
TELF AN AF Y-, 28 g4 2 Ve AYY 2 A4ELS AF
o) b ¢ tAAd A B2 E vEbY

1252 E TEAAEY o, AN, FEAANAE T dE HHES
apolg B & TPSEY vt 2 AL €2 FFo] obHd wep
EEFEE FolAE AFEE 2Hon, diFd U Lol disiM = vt A
£ 2

- 54 -



M gEs

BE S HE [ AEe BE [FmaAol] dz9
TH = T ey | oer™A T4 | &8 1 golA
e D EAdnA | 34693 | 366% 3.4035 26923 28306
e 7] €} o 36807 38276 3.4052 2.1478 2.8158
1d ot 40385 3.0231 3.4808 1.6346 2.7885
A 77 L 1~5d 3.4876 37438 | 3.3802 2.7043 29735
54 o]y 3.4966 3.6018 3.3946 2.6621 2.7956
4w A 3.4563 3.63569 33081 | 26602 28713
° o] 4} 3.5809 3.7510 3.4066 2.4378 2.8133
20tol8F | 33543 35354 . 32520 2.8264 29187
o o 300} 34237 4 36667 | 33644 2.6838 2.8246
0T 404 3.8086 3.9420 3.5072 18841 25714
L L5000 0] 4 4.0000 42333 3.9667 1.9310 3.0769
1 8 o " nZolal 33078 3.7753 3.4381 2.6836 2.8802
R E T 3.4848 3.6667 33455 | 23082 1 27799
| ¥dAg 35075 3.7576 34328 1 26418 | 2718R
A2 2a 0 3294] 3.6569 3.3627 2.6837 28542
[ 39 | HE2F32 3.5000 3.5000 3.3478 25111 2.8537
‘ FH 3.0186 4.0465 3.6163 1.9412 2.7683
Sy 2 Jle | 34884 3.4186 3.0930 3.0244 3.0465
10094 mlRb | 34328 | 35821 33507 28516 2.9280
[ 4 2 E 100~1502h9) 85196 | 37059 | 33235 | 2.3%4 2.8105
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) Ad HFd FeygzE 29y
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wlae] FAH FETY2 Hujzolf4 BEAFEE HHUTHLE 4-HFZE
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2o wyAASe) £t EAH(3.6987), M L E(3.6821), 13 AFHAS
434(3.6093) Se oz egm, wd sbd Buad R5E FAAA
(2.3444), e 2 AP Se] TANYIte) 17 h(2.5728), nAETA ] M=
A (2.7483) To2 JERWTH
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<& 4-8> AH|Zol g g TEUFE BEE
wanr =g P s aazaaafazaal 55, | 25,
s FARIY | 34222 | 35351 | 34469 | 23216 | 35022 | 3.6886 | 3.4035
7131 7Y 34224 | 33217 | 34870 | 25043 | 3.1652 | 3.4397 | 3.4397
1d m)gk 35385 | 31923 : 33269 | 26731 | 3.0200 | 36346 | 35192
A7 1~-549 | 33950 | 35083 | 35167 | 24333 | 34622 3.5537 | 3.4545
L od ol % 34589 | 35442 | 34621 | 23082 | 3.4966 | 3.6667 | 3.4082
A " ey 33922 | 34563 | 36117 | 22039 | 3.3495 | 35825 | 3.3010 |
oA 34351 34667 | 3.3950 | 2.4603 | 3.4061 | 36141 | 3.4647
| 20dh o] 3¢ 3.4252 35197 | 35726 | 23571 | 34127 | 35512 | 3.3386 |
" 30t 3.3305 | 34322 | 33729 | 22137 | 34138 | 3.5932 | 3.4407
® ° 40tH | 34928 | 32794 | 33623 | 23913 . 32500 | 3.6087 | 3.3913
] el - 36296 ! 37667 | 35667 | 3.1333 | 3.5000 ‘[ 3.8667 | 3.7000
:L y nEol% 34886 ' 35562 | 35367 | 24294 | 35227 36592 | 34972
o) 33515 1 3.3636 | 3.3780 23333 | 32439 | 35455 | 3.3273
! 49 | 35152 | 36119 | 36119 | 22985 | 34478 | 36716 | 35075
AFG 2R 33627 | 34216 35100 22353 | 34554 | 35882 | 3.3235
| el el | AEAT3 | 32222 32826 | 3.3778 | 2.1087 | 32609 @ 35217 © 3.1304
T 35412 | 33837 | 3.3023 i 26235 | 33571 | 36512 | 35814
St R e} 33953 | 36905 | 35116 | 2.6905 | 3.3333 | 35349 | 3.4651
1100‘\’}%1 vlRt 34470 | 35714 | 35191 | 23712 | 34621 | 35373 | 3.3731
4 & 5 100~150%+9| 33663 34118 | 33431 | 23333 | 3.4000 | 3.6569 | 3.3824
1508 o] | 34444 | 33796 | 35000 | 24444 | 32870 | 36389 i 3.5000
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T quMzuE g [ A9EH | guse | dsgs | gue [ FAagu]
Pzeava; A0 45 wde 9 oga | Bol4 | An4 | aAdd
e | TAMIA L 37205 | 87677 | 37807 | 33761 | 27566 2.4912
e S etm 7l | 34483 | 35690 | 35517 | 32586 | 27304 | 2.6562
l 13 "5k 3.3269 3.4615 3.4615 3.3654 2.6346 2.6923
A 1~5 | 36446 3.7190 3.7025 3.3802 2.7143 2.5785

64 o4 3.7123 37397 | 37687 | 3.3310 2.8069 25172
o ") = L 36214 3.7255 3.7184 3.3107 2.8020 | 2.6078
- oA 36333 1 3.6805 3.6971 3.3473 2.7238 2.5208
20th o] &} 3.6063 3.5984 3.6063 3.1984 2.8306 26111
e - 30tH | 3.6356 37797 3.7881 3.4017 2.7949 ! 25726
Y ° 404 . 3.5007 3.6087 3.6812 | 3.3478 bo26522 25217
Sotiol A | 38966 | 39655 38333 36333 | 24333 | 2.2333
o o SEo\sF | 37079 | 37865 . 37765 | 33816 | 26723 | 23876
B hEoly | 35455 3.5939 3.6242 3.2805 2.8282 2.7195
: EFAAY L 3.8060 3.8030 3.8358 3.3284 2.6015 2.3939
'1 PP 22 36078 3.7549 36863 31961 | 28700 : 2.5930 |

2 d o HEARE 3.5000 35652 1 36957 3.3556 2.8444  2.6000
T 3.6353 3.7326 3.7442 3.5529 26279 . 2.4834

A 9 7]El 3.5349 34419 & 34601 , 32326 2.7442 2.72(&\

1005+ PRk 36241 3.6842 3.6940 3.2537 2.71652 2.4662

4 42 5 [100~150%H9|  3.6667 3.6%61 3.6667 3.3069 27327 2.5784

150R o | 3.6019 3.7037 3.7500 34673 1 27383 | 2.6168

1

F) wxx p<0.01, *% p<0.05, * p<0.1
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Aol F FAM 12(3.5395) 80} 7Ebe) 179(3.8534)0] =& o] 17
AFHY Aoz Hrtstdeh, aeiu A4E Age e 2= Ao ga
EHo g e S g By},

AW Aol e AT D FEolE Ao d S=H EAH x)
°lF Holx vk, RAXFAQ A W] Aehy|ko] 1dv|Ttel 117(4.1346)
°] 1~54(3.6033), 5dely 17)(3.5578) 8t} o} FAHo|Um H¥olfe WA
of disiME HA] A7)zl 19 viwkal nAo] o A S FHH},

QAN DAAZN L HFol g HHo dall UL EAH Ho)Z u
ol gt ol FHZe thall FAETH o] o TAHYA SHEL m o),

AP e aAxGY 9 dFo) g, AL, B, AAA
WA FAH Aeolg Heln gt = dA¥o] wol ALE o FoHe i
Welz gl

S HddAME FH FuUY ¥ AAEESFA dE EAHA o)
(P0.05)8 Rolxm gith, & nZolatmo] Yol uAuy sy Laa @ 72
FEEF A ddl 9 FAHA 2L U

Y AN E 2ANGY 2 HEo) g, ANV EE, aen Sy F
R dal e Hoae) TAE o)zt vz Aok, = aABH Y YLgols
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AH A o2 hebsteh,

<E 49> FEAFE FHolv A
X

AME iﬁi}fi‘w AAXE fj L REGIkRK 3
PR LRy " FAHANY 3.5395 3.7665 32775 1 3.7048 3.9602 3.6504

i 7]Etm7y . 3.8534 38174 ' 3.2414 3.7069 4.0000 3.6293
1 o=t | 4.1346 4.0385 3.3077 3.864 | 4.1538 3.5962
A7) 3k 1~54 3.6033 @ 37143 3.2314 37273 39091 3.6583
54 oA 35578 + 3.8231 . 3.2945 3.6301 ' 3.9586 3.6233

f

a w84 34272 36605, 31765 37184 | 40000 | 3.5980
K 37386 38410 | 33029 37000 | 39625 36625 |
20molat 34567 | 36111 | 31575 35084 | 37540 © 35476
o w30 35330 | 37542 | 32712 | 37373 | 40171 | 36667
S C T 4o 40000 | 40000 | 34058 | 37794 | 4.1159 | 36667
S0diol i 40667 | 41333 | 33793 | 38667 | 4.4000 | 39000
& DEolel | 36704 | 38034 32682 | 36966 | 40562 | 37740 |

WZol 4 | B6I82. | 37622 32622 1 37152 . 3.8841 | 35030
wolae] | 350224 37761 32273 37015 | 4.0606 | 3.5909
gl 22 35302 36337 | 32745 37157 | 38725 37129
2 of | AEASA | 35870 | 37609 | 31957 37111 | 41333 | 36522 |
F3 40465 | 41163 | 3393 38721 | 41512 | 3.7326 |
514l 2 7]E 33488 | 35000 | 31163 | 3.3488 | 35581 | 33721
. 10099 ojgF 34552 | 36591 | 32388 | 36090 | 3.8134 | 3.5865
9 & 5 100~150w¥ 37647 | 37941 | 32059 | 36765 | 40098 | 36569
| 1509 gle] 4k 37685 | 39259 | 33361 | 38519 4.1415 | 3.7009

Z) swr p<0.01, *x p<0.05, * p<0.1
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ABSTRACT

A Study on the customer satisfaction
management of Agricultural Cooperative Association
- on the focus the area of Cheju island -

Myong-soo Oh

Majored in Marketing Management
Department of Business Administration
Graduate School of Business Administration.
Cheju National University

Supervised by Professor Hyung-Gil Kim

Domestic financial(banking) facilities should devise survival
strategies  through reasonable management and competition
reinforcement in the rapidly changing financial environment.
Therefore they need the positive marketing strategy complying
with diversified demands of customers and the customer-oriented
& satisfaction management should be propelled as the first
assignment in the current management of a company.

I strived to grasp the contents and the actual condition of the
customer  satisfaction management, which is promoted by
Agricultural Cooperative, to strengthen the competition in the
financial business. 1 also presented things which should be
improved.

I applied two following methods to the study @ research on
theories by documents and data from the inside and outside of the
country and positive analysis through research on the actual
condition.



For this study, I made three customer satisfaction factors such
as the products, service, and image of Agricultural Cooperative,
then hypothesized the followings : the satisfaction on the products,
service, and image of Agricultural Cooperative would be different
according to the regular customers, the business period, and the
statistical feature of the population.

To analyze practically, 1 gave questionnaires 400 people who 1s
customers of NACF in Cheju and then 344 copies were used for
the study except 56 inappropriate copies.

As a result of the study, the total average satisfaction degree on
Agricultural Cooperative was given 3.388 of 5, the standard
degree, and the image on Agricultural Cooperative was given the
highest degree, 3.674 in three satisfaction factors.

[ presented several improvement strategies which was discovered
by the dissatisfaction of customers according to the result of the
research. Here are strategies -: the improvement strategy of the
product satisfaction degree, service satisfaction degree, and image
satisfaction degree on Agricultural Cooperative.

This study, however, has a few problems such as followings :
concentrated more on monetary service-oriented management,
which is outside customers than employee-oriented management,
which is inside customers, and the survey was only completed in
Cheju, so there was a limitation in research on opinions of all
korean customers.

Therefore the study of these two problems should be pursued
constantly to analyze customer satisfaction management in detail
and find out the way of improving the management.
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