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RS 58 BREE € 5 gl o9 Mul2o 543 Basto] Sasseris AH| & AR ol
Aol Fast o] F2BE M2 TFA AN AW D bx) BEES )estn Yope

FEAE

L {E# 25t Differential Pricing)& °¥319) 8.8 3 AB}YolH BEA U2 o] B4 Y Aot}
A& 50 I8 22ZA(low early-evening movie prices)ol U AFE 2} o xho] 7S F L& (wee-
kend discount prices)E©] o 7)o & ggict,

@ Aol obd We HE= Mgd 4 Aok ol & S0} McDonald'si= Egg McMuffino) eHe
oHHAALE AL glom SWEL B F719 FU Z2aPL sfusidc

@ w3 et Zidele &9 A8 K E A28 28] A8 B3 A 4] 2~ (Compleme-
ntary Service)& 7HEE = Atk & B 7o AL ES AP BHYFEAS $AdES}
eqolA e RFAE7 ol Ut

& oA oA 2 (Reservation System)}e FEHo| £22 WA= @ whyolo) g3 59, 9
AbEo] o ofAl2”lS Ho] o] &3tx gl

(A

O HAE Y F20] HESIA A 2tA) YAl 28 H(parttime empleyee)S (AT 4 Ut} o
€l el M 57} & Aole ADBAE ERVIES} SAPNN WA A A|A
HtRAL EMste R Solu

@ 36t B &H 2 &AM (Peaktime Efficiency Routines)’t U 4 Ao AEBRSe
YIAEJole Yo AT UL BTV vl Aol 2R EANE sl 2 2ALE BZ8HA
Fid=

@ EBRT UAX %) BHEM K (Increased Consumer Participation)& #43 & 4 i}
YRIISE @A AY AYITE FUAY 4REFYA Egcﬂ EdE AY A g==
e 3 Fol e £ AUtk

@ TR MU2E MNEY £ AUk dE S0 T W] 2RO gu4dulE TYsy
AHEE 4 Qi

© BAUAE Aol Hfstal 22T Uol 29 EXE BASE ANY B4 RS HES
R 2% (facilities making potential expansion possible)g 7} 2 At

it 20) WEarl Sasser, op. cit, pp.133-140.



3) R'Ht(Heterogeneity)

MH| A AN E 22 g0l AW Mula kg EEhel oA slzg Mylie Sk S
gnol s BaErgol UA %e 497 3ok matehiet FA7IAMAME Al BEEfLE
o) 2] ololrh, Aw| o] I AN H o B0l BiFslol drke Aol Aul g EHM%(He-
terogeneity) AAPTE o2 5@ 37T TR Ao F 22 o Myl Ag Rt £t
glon oite] AR AAY ERS £29 MuAE ##tY £7 e Rt & B A&
w7h AR, ot A, ol RA Fitstestdl met @etd F7F Ae Rolth

a8 qBol Mu)x i hE KL MS7IZE ol Mulart 58wt a3l
7Nz AP AAA AT oAHET dolth

olsh e Au| 2o S BAs] AUz AR AN E Ao wHER A G&e
242 2AE HE F d9Y

NR) Sag AAE Nty KA BEste Rolth Mgt #if7. 2L Bt e
ol opAe] M AT RiEy] Asted HEA KEIMA £4% HES AT At Mar-
riotEE e} o= TelMu Fgol VAL £ F HUEL W F At

SA), WY CHRE A AW, BAAL 209 LB $2 3 BEY nEg A
AEs Az g Hg Fophn #HFE F Ak

4) [RIRFtE(Simultaneity)

o) Ae AT A7} BAG Yolue RS Baiu} olsh e MEHES AAbate WehAt
Al e ool gRRe] A% AY KRAL TEA Ik
= ool Ee] BHAAM oelF TAAL BRI M e ERERAN REL 5+ el e
Buae @ olg@ Aulae A RN BA ERE FE QA KRR EHKE
ol g3 717} g ojhch Mul A Aol A o] AHlL Aldel gA lojo ER BFxoz
stol o A ERE Bo o 1 BES StES 5 "ok A s AL EES Rebte
A4S A|7v3) BEC] Buhaly) fEo) RABEE EAsiztoldl Hojul s WRE FA Bch AuH
ik M7 s Asolol stre AR HEA AWl Aejok A 1 AFl RE
F2g FAHoL srE ANua KEANAEE AR £FR7 HE A9 Y £ 242
MYl A FuBA2Es HEERS s =o) ojd mAd o #FY N2PRHYPel MHIx
ZAd g 249 FHrist 94 A FHALA @k

olal gt UNHAQ HESlol = ool (Meidan)e &M v 2} BEst O | 2 IO RHE
3 @R vlolAE AlAY 1 e Kt B © Ryl Bt T BN FH
g fubs AN S MYio BHoR £ UAGP

21) G.M Hostage, “Quality Control in a Service Business.” Harvard Business Review. July-August. 1975.
pp.98-106.
22) Arthur Meidan, Bank Marketing Management. London, Macmillan, 1984, p-24.
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Hamh Mulze Hissh Hulxo) H Al

1. Mu|Ao| g

1) 0 MY 2(Core Service)

M| 2 vlob AR ol loj A A Ol Al HfEE v JHE BLLIR Myl Aoln] ol AL kol EIF
oS BRI dev), FAE HF D Aol He A "ok Ao RE MuAE L
Aul o) RS AifRE @ o wEa B AA Eoh dE Sol RirH BLo EEs
iz 2] o] & 2] JERE o) HL Bl 27t ST BB 12 BMS £ SEEe B Lol
Bl Mul 27t sle glolth whaba) Mul 2 slolA dekate] FEL B qu) a9 FEo)
ofret Mulx &iFol ¥ ARYANHAM fHEE 5 USE ZE Mujado Solgly B
AH K E BHA e doln ol LA B 2x (2Dl Gl 248 A A A ¥ 2 (Total
Service)] FAHF& JehAh®

g A&

s =

4] 8] A&

—_

(A3 1) AMu|Ae] KEH WEES KK
&) HIHE, £I8E pler.

& 23) IR, [ Mul 2vlol A g} |, MBUSHFRARE, 1987, p.167.



2) HIE == A v} &(Perceived Service)

QoA ERG HOMBIAE 34 od mEE § A R EEAA Ritdo Mux
vlolA B EE ES S AT AASo] 21 Sle HOMY HES #ftstn Adtn nRd
& ug Ay o Bao e AF HAL Z1RAA WSS Histn B o doh

7by A EP) B AE A TEhE AR e 2 Mulse) LEY Eite] 9. & MESS
qul27h ol AR e BHSER HFY Mulx uloldAle @RS E BESO A¥A it
FESS R Q4T devtol MER EES 7Y LEV Ach HEl2 fEESY
B K4} #oA KEE, A E, ARUACIA Ml 5o HtES HESIA MEE Fx Zolotok
Fias 3

W B KEE ol RS BHA SOl $RitS) = M) o] kAo w EEE o] A, SR di @
MR Uebhdth ey Mb 2o gt HAvKRES] BN BIE FFE7Y o1doh oA
Ap) 2 AES Eol7) A MulA 7S Mulx Aol BEEAA ¥ EEHT AeA
Zoglol EUHEL 1 AHE EHsMor ¥ Holoh #iTe ZA$ WESAA Rt e
Auj 2o B2L By EfEs) Salv. 7t itEe] SR KEERER) G EA HERRARE ST
S)e) B2 % AT FEAE TP BT BED URT REY ANLE R#UY 5
At

th e 2 EHPT Hu2 A E0 W A B RES Mvl2 Rt @& BE BES
phistel GEERQ HEo 2 He 2 EKS KEdol Bk Avlx FEFo AR BFENE
27 A e Fe Ko D EHol Fakslolol 3t ol Mulx REBMY A/t ok
A2 Fah Blel SubslE HEAx B BME I ol FojAck ok F AulA FFol Wi
e 2 BEe HA9 BES REY 5 lojo stol XNulx FF o vlolA R B HRE 73
F 3l FF9 Aigololor #rt

g Mu)2 BSR: Au A Firsted MESE A RS BEEY Aul2 FFRA
Ny BB vl At g Aula 22X #HYE Nula A0 ke AL ZHE ATH
Z "ast Aok AElA He 2 EREE SR mwak Aula el oA AY FHotA7IE
ESol 98 471 e Az BRE K e 2 B HEd Aol #Ee BEEE 830
Mg o Jebdoh

o)) FEHE BER . P w28 W) Qste] v)thele FRESRIC] RS BEELS T3
FRES BQTh mebd A S S AN E Y sk Hirel REsHA HEY & Ae KTHD FEES
BN AT AT EHARS WES st vl 22 & RIFsHA Gk Mu) 2 B A 9

iE24) WIER, HIBE. ppl68-172.



olAZRAZ A RIS Al A 2o Y B vie ERo| Hrh

vh) T8 %Ki B e 2o diEte BE SOl FHESlE UE B MBS Bt
A3 AL H e EEMoId BESS dA2 HMPMulZ HEESol (FHshe ARk,
HHAEH F& B8 250 d@ BRI SHKRS BkshAl ok -fl2d E&e BHEX HHX
Rayfii & AM&3tx A& oAtolAl B} o (& 713 Zolth gty Muls 223 & Alg 5T
AEe THREM T WESC) KA A3 e 5HE TP KHZ EHIsE o

Ab R} EAE RS HE s pESE RS Mulx piel REY EZolglEA
Frdh, O W8S BIE S0 A7 AXE £ A52 B 40 A48 5 UAERS Mul2 JES
P Ao Bt 2e 29 2L 59 Hike S8 #ESAA #dglel K&t o
PIE Eol BT WAKTR Ee B3, ME @l e SEmMGite] BBy 18 &
olgte EF(Labeh)d I &ET w2 siAolA pRs: Fol 2 ek st

3) k¥ AM¥) 2 (Expanded Service)

HFY ez AL mRH - AFolF o BN Aul 29 BB wWiTste EEIE A
A & Aok /179 A BHEKS B OB BT A8 A&HE SHBMY 4
fold Tk REGIE A4 TE ERAME AV BFHESE J9 S8 g Fa=
®’t T F Ak F HPIMu A £ESS BEY AN Bl ditEst At o] Muag
ERLst7) gt R e e MBlAE BEKsted ol S BEe e HMMulA 4
ol Fx 2148 A Ut

2. Mu|Aol ey K

) Mulx H7 R e ez B

Ml 29 gfafbe MM 2 2 2RNE $HRoe e Ao ohz AMlA HIIA2A
MEtE Aulx AME 2 HEo2 stu vk F of 7)o x Aul A H 7] 2 (Service Package)@ o ®
BN BEEANA RtE e MK My 2ol o Bundle)2 A o] 8 & M2 Ador By
ol & BE A == Bl olol d(tem)S o) £ 482 & 5 U} ol2) @ Mu| 2 #H A A&
g9 WzbA 242 FAs Yo

UREma 3 %M A 2rt #it=7] A8 glolol & Hr) B (A, T, 2913, 27
YTE HYy v Py %)

@Mul 2o Yad M WEEC o BEIAY HESe 22 T 2uap) Axde

& 25) James A. Fitzsimons, Robert S.Sullivan. Service Operation Management, McGraw-Hill, 1982, pp.16-
19.
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H Fxa, 279 SHE, AL X E AAF B)
TR S T B Nul A e B A4 BET AR AElS6A %08, RER
T Qe FRA, 789 A szt By, AWM EFANT F)

DOEE S8 T BRM Au 2 BRE7 Z38A A A My 20 A HBIHY, HER
Edoz w7t Agd B, a2, AAE, AE F)

subel @b ZA Mula 7R Mula §EA2EL Hitsted ERG AL o] g2
FFES QS 23 WY 2HEE Holth oS 4709 82F O @ vy YA ity 22 Rallels
G AYo HEES LB g3 Q7 BE Fitu HHI g5 o @wel a47t &
#Fed Aoy HERL S ol AN AAck ¥t

HmEmo e MuA HAAZ Auls FEAAH o HECA #iEY o ME He R
Au) 29 B(Quality)ol .

AYHo g Au2E HEEEAN E& FvlE<(nvolvement)o] BXRHEEZ My 2o K%
HE = 2MuAe BE Aol do@iz BAY MAFE A 2(Expected Service)st A B
G w7l ARE MY A(Perceived Service)ste] ¥l E B BECl =7& Rolgt® & o]
RE7L dxsjojorrt AL M #MEe A "ok

2 ¢HSwan)# Z A (Combsye A9 R#Y FBL T HAAY &, FAM 4 8)(Instrumental
Performance)® A A ] A(Expressive Service)2 TEEtR A7 FERE £ HkHY
EREa A A2 297330 e o 2AAA FAAE otk BEA NH2E LR
AR MEBIE RozA My~ AEBRA Aol o EE FHHR HAFAE TR L
SolMe FRM S0 BEMREY AiR#EH dun Jou AuladXe FHEM FY9A
el ME AEstE BAglel RAM Mulart ME2YPA 23E BES E§U5E =7A
g

28 % A(Grénroos) H A H(Technical Quality)sh #AERY E(Functional Quality)2 ¥ =9
He FEI}2 AP H 2)

BEy dold MulA Sy Bkl EHERESS Muvia ¥R HEFAKREA
2HY 2ol MuA ZHo| F1-&(What) TERETI hd Hol sle R22A SN AF
S ETH Be Aol iy AHlAst Ko ERE S MRS B EiiHE
AYL mAY o oW H#MY B ATTOoZE MREZ A¥se A4d Zqu 29 HE

t 26) Swan JE. Combs LJ.“Product Performance and Consumer Satisfication: A New Concept.” Journal
of Marketing, 40. April 1976. p.26.
27) Swan JE.Combs LJ. Ibid p26.
28) Christian Gronroos. “A Service Quality Model and 1ts Marketing Implications. “European Journal
of Marketing 18. No4. 1984. pp.38-39.



(LIS < LR ERE > A H A u] 2

T “\\\\\ {T

AEH vlohAl g S5

(3,203 #oy, PR, o] u =

HAAA, AL, o4 — |

27, FHo o3t ‘

Sy o) f \
713 A A R |
EA » ) -

tfrll-;)(:vw ZlEAd A |7 A A& 7154l A 3y &
HwE s = zq oz o o} A ] 2o
Al A ) o] 4] A
(e ) CELED

{2y 2) MH|A Wl =gy
&%) Christian Grdnroos, Ibid. p40

AR 71 ok st Ao v E MREE o) 2@ KA Hol BEEMo 2 ol s By o)
et FEE 2] dEolg 48 SW  Muja BN BE ABY #E¥AS BEEE
AR, TR OE BEY §F ol Mul2d dd BE Qo] HEE v)xs] go)o)
S HRET B8R Eizy 27} e Ao B4 7HaA ®ek olye} 1 RYAA =
Y& ZAED. F, AR A(How)BiFE ol Hfil) &R T2 He Ul 2830 o) d K@
HE 94 sle 8BS MM KT T BEMD Holdt 3 ol XREM Mulxs e
RozM RN He Bl BAY 8oz FEY 4 o9 s ol 2en
R#MA HA e H RATO A39] MM A oA st (FHM BEe A4 HEe
ol XA dd.

2) ¥l & He REER

%2} 772 eH(Parasuraman)E & A ¥l2 H RO HEESO) MHA {¥o) BAQI B
Hoz FY 7|E S ol 831 U S MWW o5 10709) ML Au) 29 B RFEER(Service
Ouality Determinants)o] 2}z $#c} ®

&t 29) A Parasuraman, Valarie AZeithaml & Leonard L. Berry “A Conceptual Model of Service Quality
and 1ts Implications for Future Reasearch.” Journal of Marketing 49. Fall, 1985. p47.




7). {5 Reliability) : %79} ~-EHE] A& AR S, FHE A F3)

U}, FZFEM (Responsiveness) : fEE RS B, #Efth, BIHRKA  FAMG KA )

t}. B 7)(Competence) : o BT A1k, HWFTH(C  EFER WA, Bl @8 :19a))]

2}, BT (Access) : BT ATHEME, B SRl A2 AA ER, IR, A 93D

o}, % (Courtesy) : I8H, HY), B8, 11, 5%, REC AL ARE B3, 9R)

u}. #EEE (Communication) : BT 4 e T2 YA BB A¥2 A dY, ¥ §,
FANAE A M)

AL {5 FIPE(Credibility) : {58, 2, EFH( 7101 &, 3%, 2U € NI 54, 3238

=

)

of, EKEM(Security) : fubg, B2 RE Bl 2 AHLA, ARHMH vLRA)

2}, FEMEYE(Understanding / Knowing) : B #kol Wi B#(A . S48 S7o3, ¥
BYAZ, d3 %)

2. B (Tangible) : A ¥ 22 QA Fi( : A4, 3], =7 FU44 98, & 21)

3 2 A) 2 Z(Fitzsimmons)$t % 2] ¥KSullivan)& Mu¥l2 7|29  HrANEE I ERER

o} of-g 3 o] HE AT

7h XERR Y B 1 BESS HUE 2 MK 3 K3 AE 4 MBHRE

U e~ (RERG: L Rtk 2 &E 3 R

o B Au AL ERY Y PEE 2 H4E RER £2 3 EFKE 4 TEX S
RS 6. BHE 7. TR

38 Hulx olols "o R BE

1. Mulae| ojopIE BERAK

27 7139 vlolAY gFolan A o FHY LA v YUAHE HRes @
A} e ol WD ke RS Aok 2y A ol @ M. whobH ¥ (Product
Marketing)& A 2gtg #&o2 ¥ Mu|2 vlopA Y (Service Marketing)? EHKIE, AR, $H,
H5 =& Yoz @ oelujolA Y (Meta-Marketing s vtol# 9 ¢ g o] o=l n A1
B FRAA REID Qe Au27) oud Jeis viopAY ATo) olFoiAol stertel dl

& 30) James A. Fitzsimmons, Robert S. Sullivan. op. cit. pp.18-19.
31) &%, FiBRS pp.185-187.
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M= 1 ool FiFsic)

AA, qu) =g JWad AENC 2 BEs Rl o2 JfivlolA g e —&45 o2 Rikstnat
ste #5075 (Product Oriented Approach)®}

A, ARl 27 Bmdte o REMY 553 542 AYn Ydoda 231 =802 Nuja
vlol A o RKE WS} sl ISR (Service Oriented Approach)3

AA, o] FbA BEAAE BEY Aul2e B WY S¥s A s S &
¥ (Integrated Approach)2. 2 4 ¥ 4 AUt}

1) AZelolslgel TIff o2 o) #IHK

Binolu Mul2e 47 @M #33 2 283 E4L 1A £ Qe RAoln A9 A
Ax9 o)z EiRste A Kotk mely HEs Mulae BES kxR yaolge
AN FAHQ FHoln M| 2o tf @ npolH BRI B vhobAE o] Eahol A £ s ofo}
g Holga B} o2 @ o) Estel e Mulxel WS 7H 2 At 2 §Ysta] Rain
QAR BHSHFH BHT AN H v Fo ge FAo] 2 Boln YA s FIHo
av 2L oA Bt HAY Pz BB 5L AFY & Y52 Yo e}

2) WEY Mul2vtolAg o g e BEIHRK

Mulse FEE) Bade o1d4U 558 54 AU Jomg fiivoAY e dxe
MH| & vlol A DR o] 4HE By nA st BIAKol det e As) HEse Aol g
540 =23 o ol AEH BHAN old A o]&¢ YA k. F Muj A9
WY M, £ E HR) R 59 189 S HAntolA Y s e o) &0 o 3 RIEMHR
AY9E dold Aoy HAA FRo] aFEGE o] &ojt},

3) HEH BEHEHR

HEN BEAHAIE ol 39 F /1A BHEARE 22 J3vegyoz ¢AE 4 gle U@
vlolAE FHoAM AFsolop & YA Row BE Aot TUA BLAKAN & 249
F7HA F3L HA vlotAH Y AT My 2o thE HFE o= FE QHHA FR4L
WEY A7t B REER|n] £¥o) A ste Rt WM 2 BES = B9
RrE ddoz s=uke) aojolnh & Rityol Y LI $HE(Total Offering)Z Aol A
B0 RE AT EL MEKKRALLS FHY 9 &olv o] 5L Bk 2 Ho Eo st
71EL2 HBE € doe Roloh £ Rithol Y KA #HCore Offering e T4 o2
2ol £KEBA AolM BRREAA E#HEHA WHE IAYG T REANE Hotilog F
WAL WS BAD BLMY FEL FHZ vlolAYEE S Aol dohe Yot}

geta gA e RE BIHAL BRI Z WA U Rt HEE %A ZTad-u s
ALE2RE dfd Aol ¥ AFANE HEY #RkFERo e 712 HQ vlolAY PHE]



Aztstel 71Ze) HghrlolARel HE WY FEots S5 ¥l S4o gt 42
sholA Y WA MABIRSE AN BIAKE Astua @k

2. Mula olotHElel A

el M AT ulel B Aulas Hirol BB vlopA YR EAE EEAVID 2 NEE
e A2 g BEgo] LEG AAY Aol AW (Zeithaml) S ol & th&H go] 23T AHA(E2)
(F 2) MBIA2] #5443t DIOLHEIHM

¥t B A w4se vlotA" A MEME BM
B T pE|) Y 4 oSl 1 B¥it mage 2 HHA) dvlaltangible
2. 4A AgHAAY AgE F A | cduesy® A3}z
3 2324 A2 AEL BIY |2 AAALE O wol @83}t
T gtk 3. Of#(word-of-mouth)iE®& 73 3}atet
4 FoiA, Ty, FoiFxe AR E
A3 o3t
s W vl EE= AYE T Utk 1. WEsE £80 AHE F e AFE A}
&3t
2. Fae WHANE AEENN R o A2
8te}.
3 FEOM AEFHINA FILE =46t
2 H |1 SEEEL oo 1 M2 gAY 2y Mdstal
2. F3#:7) o 2. BE&CRA 2e Myl 2 A F(tailormade ser-
vice)& &teth
e[ 2vAE At Rt 1. Mol Qe ol Aulx £E-EHrARE
2. Aul e i FAAte] o Ht v} & 3} 2 (multi-site location, intensive
3. A glol AAatglth distribution)
4 OE AHRET WA FodFch[2 nARZ Q] M FAL ot
3. nAe] A Y F Beldto 71 4
%, 7tA#eE =dstet
4. 174 E§E nA/AR ot ALA
= %)

Z¥}) Valarie A. Zeithaml, AParasuraman, Leonard L. Berry, Ibid.p.35.

£+ 32) Valarie A. Zeithaml, A Parasuraman, Leonard. L. Berry “Problems and Strategies in Service Marketing”
Journal of Marketing 49. Spring 1985. p.35.
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ok 2 543 vpotAR G FARE e Mul2d KHE Bd FAHog oy
TAHE Foar] HAMeE TF] BEALE e Mz 5 2 #SLEES T8
ol Fostet metA old @ SIS el YN Satsol o 53 A KR
TIREGEE ML B EE 2 B E(Lovelock)ol th*

o5 st = ol 3] Lovelockal & BEfr ol M) 7 i F7} olob Al &) BREE(Y B2 (Marketing
Implication)7} 4~2strta ¥k, Mu)2frE5e] A8, BE e KAFBE, Aul 25|
R = o HETEIE, M 25 Hik § Sdooiyr B de HFE fnsla N
HIESES AGAt. 2 53] Mul29 Fa & e $HRol Algolu AFEo sl Ko
7 EANQ SRR ERAT(k 3

E D MU 2822 SRR (AMEIA 782 AK) -
TEHR Mel 2o HETE HE
1789 Btk A # A} g

Aol HHfel I Mula [FrEAIE Y] @ Ab| A
BT (B B8, RAMY, WHGEE |0 Ky, ER%E b 2
A & )4, g WH, AgAY 2, SO E
CEEE R

Aol Aol dig Mula [EEEE E Au) A
BHATE |6 &E, #oX, HExY 2 Ol 8217, AN &, 85t B
B, e 23°03

#¥}) Christopher H. Lovelock, Ibid, p.12

3. Mt|2 ojojrElel R

1) Aulze] AR [E

Aoz AMulx EE M FEE BB INE-JEERN 193 AEH] K FaA
ol Aoz Raglak® I FollMT JraEEN 4 atke] & Fe Avl& fE¥o) EEstn e
718 & EAloln A 3o M 2R 1A HdE A 998 Ze Ao,
Al Qe F2 58 JFHL BAZ AMulx #HPY Be51Ee HEKER ASdHdAs
e HEE AN Eoh

&t 33) Christopher H.Lovelock, Classifing Services to Gain Strategic Marketing Insights,” Journal of Marketing
47, Summer, 1983, pp.9-20. ‘
34) KIS, BlftriolA®ZR, B3Rt 1986, p.549.



el 2o MRS G QAN E TS DAUEA ) S o188 & ATT

AR, AMu] 2 LS 0] 63 HEfolA D418 datA Y Bt GEREA 3RS she Aotk
Q413 Aste RS HED Mitko) HAE FAT B} gEAsHA dite e B v Ads
JeEin g Bsted alpEdtAl ot

s, 1o MES BUAZoZA Mulse Fg HANIE Aot fIE S0 HHAAS
ezt BESAA B e AUVE HES & Ao
A, AH) 2 BEHS A7) 7) st B Emske Rolth HEMEE RiTERO% AALE
AFEE HM Mvi2g WK A FRE REIC

YA, BAARARS BITo RN Mujzd g fekE HaAAAY AFATE Feith
flE ol HUAAS dde HmAMHKe] SokE B AT

GAA, Bk M Au A Bitste Rolth ISty 27e B vEhd g
WHA Y 2o @ KKE BPAE Aolth

2) Mulx E¥ BE

YA EES itgrl wAstn KF EERE BEd A4S BE-RE-AEEA 2A
wES Y BALEANY REEHN JoIXE HPIR Lol BRIA HI oA &
HPLE TE SELD Av2 EEe e v Aulx E¥] BRE /HHLA € Zolth

William J. Regan® Av¥]~ slolA|sl o) mifol B BMS Veste e & MBS
FESAG®

1T BN mEamgolr RETEES Astd BARY $HE tato 7] g doze
02 ol go) Bou} katol & hipoz WAt gt ol MBS MM MBtE Muls=2
LA KHIM MES BRNEEINAE #iEY WEe Rtsin dod. a3 B H
k¥ [ EEol Wet BE-HE KT-HR § Au2EEd o tiHge oL #Ks 2
Zolct,

7 R4S WHrAslE Kk By R Ay At HELH ARNHE e B
MNzsn, FHsD, €A M AS BEsA 8 Zolth ook MBisiM BHIEEA YT
HEAu 27 Gk e e AeAE AA R3doh

3 AH| A& Al 2o glol A fifiol BiERel mel Bk R digol MR Mulie &
ABEEIESS 7HA €€ g £ Ao

LREE R % mAREZ Lugdel AHMY Ee BAY o dAHE MujLg

it 35) WA, A& pl62.
36) William J. Regan, “The Service Revolution.”. Journal of Marketing July. 1963. pp.60-62.



M) RIEE BA3A & ZAolch B BREGE AolM Hie) BiFe SHH B Hol
Y EEERon, o] Avja it Bo B2 AlgelA HEESE FA HA% FKEE(family
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MBI &7t Rt e RiFoIU FEF(TL 2L A, 4], 47, wx, &5, 2% 5 Mula9
HEPKEDR A7} ok 38 MM 2o BEBES A2} 37 37, 2719 A4 ¥
FERZ d9sta JAok™ 3 42, 9], S S, 27)9 AL, 2%, 3109 o &, 73
Z8d 2 WA $3 o) BEY Aol 4L nA & e FEEEFo) M) 2o & B
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At 50) MHTT, [BfkrlolAY ERK] 2o F AL 1987, p912.
51) Philip Kotler “Atmospherics as A Marketing Tool” Journal of Retailing 49. 1973, Winter, ppA48-64.

—34 -



Ao FapgAdel e e BEY S ol ok whaby MBl 2 £FL o2 e AH A
RFERIFC My 2ol g ojulA Al Myl Hriel 2AZ € F Avke FE FoHel
g Zojth

8) AMu]2o] wlopA gl 22

vlolA Y g Byl AN SRE @Ay A3t 7ol AbgEte BA sHed
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i1 52) Bernard H.Booms, and Mary J. Bitner, “Marketing Strategies and Organizational Structure for Service
Firms.” Marketing of Service. AMA. 1981. pp47-51.
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2} 7F 89l 2 | 4.5000] 4.3243 | 4.1351 | 4.6757 | 4.2703 | 3.8378 | 2.7973| 4.0270 | 2.4459

2 7F & 9l 8 | 4.0379] 4.5909 | 4.3864 | 4.8561 | 4.0379 | 4.2348 | 3.3485] 4.2803 | 3.0879

(*PC0O.01 **PC0.05, H$-Fo: 54, A Foshx 1)

7) Bifgel o3t fHRHRAGR

(% 50) -k RiT2 #
(% : BEE L&)
" # 1 ﬁ?f/ijﬁ” 2~ 3@;2)&& 4 1@1@3&1 x? oz

25 akg] v} ut . 313 53.1 15.6
5 ukg ~ 40 9k 18.2 79.5 2.3

41 2H9) ~ 60 Tk 19.0 71.4 9.5 "18.20897
61 9t ~ 80wk Y 7.1 67.9 25.0
81 k] ~ 100 2k4d 3.3 60.0 36.7
100 Tkl o] 4 0 46.7 53.3

(df=10 *p<001)

Fifge]l &% KXRTRUL Wold & HolF i ok ).

g kEEe] 7% EEEMRRS JhY EEY VWL FEsl dov] wfo] whe thM
e BoHRYE, REHS E85 FEsz ok

ATk tEC] 414 ~608%Y EMAMe FIfFE 2 FBHE, 614N gogd el KM ~&
Al AE 7HY EEY B FE 2 Aok F o5 KMol FiTFIM UM Mgtk
TEWS 7H EERse 8RS MY o & Aok 51



(& 51 g -ERE BH

Po (e | mone || HER 8 )L B g 4, 5EZ

!u = % * * * » - * *
(FH3 38701 | 2.8279 | 5.9744 | 6.0062 | 7.4856 | 2.8397 | 6.3070 | 4.1508 | 7.1626

25 uiglv]gt 30688 | 4.6875 | 4.8125 | 4.1563 | 3.0938| 3.6563 | 3.2188 4.4063 | 2.8438
262} ~ 409k | 3.9091 | 4.5909 | 5.0000 | 4.3409 | 3.4773| 3 9318 3.6364 | 4.1818 | 3.2955
410Kl ~60ukg) | 4.1905 | 4.6190 | 4.8571 | 4.3810 | 3.3333 | 3.7381 3.4048 | 4.3810 | 3.1190
61kl ~ 80kl | 4.3571 | 4.3929 | 4.8214 | 4.2143 | 3.2929 | 3.5367 | 3.1429 4.5000 | 3.0000
812kl ~ 100219 | 4.4194 | 4.3226 | 4.6774 | 3.935 | 2.4516 | 3.6452 | 2.6452 3.8710 | 2.4839

100 2kl o] 4+ 4.5000 | 4.2333 | 4.4667 | 3.2667 | 2.4000 | 3.1000 | 2.5333 | 3.7667 1.9000

(*P0.01 **p(0.05, g F9%: 5, A3 FosA &5 : 1)

4. Rl B3
1) B39 R

EeAEE U ABEE RO AN WMol MMES ®iE7] A chisquare
@e T R oS BEAH FER Ao

(& 52) HIEER - ARRE - ADREI R BY

254 | 26~ |35~ | 45 KZE 34

BIy 8z 47.7|52.3] 23.4 | 52.3 | 19.6 4.7 ]46.7|53.3]57.9| 42.1] 44.9|20.6| 21.5]13.1

a}od o 2H73.6(26.4] 3.4 | 25.3 | 28.7 | 42.5 |66.7[33.7|90.8| 9.2 11.5] 14.9| 40.233.3

AA9 |24 2 A9 |axm| axA] ] 25~ [~ [e1~ [si~ [1oom]
1~8 |~ | 18~ | A5 | % | | som| com| som| 100 LAk

4.9 36.4 . . . . . . .
g ¥ = 13.1 5.6 |19.8|80.2 |]20.6/33.6]26.2[13.1| 5.6! 0.9

]
=
uloi

AddaH 11.5 18.4 35.6 345 |58.6 | 41.4 | 2.3] 8.0|12.6|14.9| 28.7| 33.3
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(* 53 A SEMol AD#ERE #Eo| o 3

& 4 x? + & A F O
A | 13.33423 (P 0.0003) 0.25360
il ) 55.36153 ( P 0.0000) 0.47118
T & +& F 7.72916 (P< 0.0054) 0.19574 NS
A F & F 26.09532 ( P< 0.0000) 0.34433
2} 4 S 33.21734 (P< 0.0000) 0.38235
A 2y 9 o | 55.46459 (P 0.0000) 0.47152
a7 & a2 30.77072 ( P 0.0000) 0.37082
£ 5 £ £ 80.24156 ( P{0.0000) 0.54092

T 8o fRTEst s BN L) |REE piE el 77 BB Contingency coefficient)®] & 2
T, SEEE OB AR o), HERM A B K o) Wik w et MY
BAR7E QS8 o & Aok webs EE1e L Eicy B & ol

2) Bis2e) 0

(& 54 W —RITESO| 243 15382 BR

L) | mirmAr PR S S QPP
@B * 29.5813 * 14.0678 * 24.9678 " 19.1633
23482 2.7477 3.14% 2.8037 2.5047
A4 = 3.7701 2.4713 1.8161 3.3563

CP<001, Hwigh:5, Hag: 1)

PRLEESS RE-0% 2 BEAY, REEES S Bmitel de HERe 72 91

Aom AERESS RITHAS £M, A% M@ % £% S S BiTma A e T2

TR e AR SIEUY. F BEELSS T2 HHER Tt G4EAY WEsY 8

TRE] %S S8 HEERS 7)) 2ol HEEEELES) v 4 B|ITEAG) NI FRS
Wol R U Aoz Hirdc)
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3) B3 #eig

(¥ 55 Ei% —§RITOI0|X| RIFE
FQab) | &gst o RS REE SITE ol HWIEE | KGR - gk iRl
it 4 . * .
FB3D 7.9838 11.7535 32.948
B34 33 2.9533 1.6542 3.1869
2+ 9 9 A 2.4483 1.2644 4.2644
*P <001,

Hgk: 5, H43: 1)

HE¥ LSS SHEBEERERE, REAERTE, BIREX 59 &F 2 MKRBRLES BT o191A
el 7h F 23 B R AUk o] 2 ol Fe] BE HHste] dA Bt LEHRE

Bt 7] dEel 7y Fod #Ee @y e AoE Sidch

4) R4S Kih

(% 56)

ME-FEM ¥¥

. s FIFE| 8 #F KL & olujz |19l E|EB &

on FGO (888 )| BB cypni@m o |8 X Sla aldoa |ass
CI ) 13,1310 9. 1511 | 33. 1278 | "34.6808 | 15.0719 | 26.1072| 5. 1368| 6.8496 | 23.7024
M2 4 8 | 4.0187| 4.8785 | 4.383%2| 3.4486| 3.8692 | 3.4953| 4.1402] 4.3458| 3.1963
2 o o A | 4.4483| 4.6782 | 3.7126| 2.5862| 3.3333| 2.7356| 3.6002| 4.0230| 2.4138
(*P<001, “N$ F9:54, A FodA ¢S 14)

FE¥EESS O KL 2 £BEEe RiEne HE3 By L&t oy #H4

EESS EHmEY REN, FITE 9 FEK, dZdH0d $2 EEEmME A#s AUk




5) fRaRs #E

RITS IR

& 57) WR-F=2 FEss
N o | B | DR | m x|t PR |
&FBzk *13.6047 **5.2159 * *5.4943 *%6.5556 *23.3582 *9,5048
B3 &) 4.7477 4,7664 5.5057 4.8037 4,2804 3.9813
Ao A 5.4%8 5.2644 5.2423 5.2874 5.4138 4.6667
(*PC001 <005, S FAA: 74, FAAE: 44, NS $AH: 14D

HEEES) HEEEEES va 2BMoR HEMSR R#sty slon FeLiEEsS

o)l uis) B3] @IFE wyHOR

st e,

6 Bit6el #ia

(* 58) W -7 ooy x

!upcm BHAS | OV pww (REE | wama | wsass

CS-Fd9) * 7.3840 *26.3787 *9.3511 *%6.5341 *%5.8462 *7.0971

234 84 3.1028 3.4299 2.6636 3.1028 3.2150 2.7103

A 9494 A 2.7816 2.6207 2.2299 3.4368 2.8736 2@?8‘
("PCO.0L **PC0.05, A$=tF 54, ¥ BE: 14D

lol e Pro e MEENN FEMES ERe BLABTRBCD), s R KHAFE
9] o) folA 7b A vhebdch EAAEES AE KR FH 2 AL AL AHTRE
CD7D)-Fr=-FHFE S S8 Bo] o] &3 AL Mo B of olo) WP W LM

ERc ERBES FEI WH Jddx B & A

RGEE

wE

BT o144 AY3e AF- A RIEE Zaol Aol M KM XRATE BE] A
XoaHe & A3 gathes FEAC

(& 4) B -RITHAR BB TF T RER B



A S &S0 72 ol %t FIME e Bkl THY), BEAKT A RHA

e 27} glolch 92T Bt QAT YR 24 BE AT T 9H & 2tk K E
(XEE B4)7t SEMOIAY BARATG So8M Aulad L RES HEse AR
o] M D MMM HR we AP £He ERie Ro2 JEdth a8
WA EEEBAY EHED EY BASY AR BERE TR, FRA gt &9
wre o Wl olME WEME HMEE gle Aes BMEIT A

8) fRaisel g

<§ 59) l&!ﬁ—ﬂi?& ﬁ?jJ(ZGV‘ “ Kﬁﬂ#) (% . Eg#mﬁ)

SoRE e | /1€ e A Ao % [l fs
N G CAEr L T EQ‘J jael | ppemRac Aol

%) (%) %)
254 g 32.7 43.0 6.5 17.8 .
26.86936
24 o & 6.9 49.4 2.3 41.4

(df=3, *P<001)

WEE HBOOE- 1% 72 8Ke) ds / EERY Hodg XHTE TN BET KR
Bitinoz SeladiY. EMEEES 249 £KE THHD 9 SATHERTE) AEKE
Aee edel HEMT NS ATHTHAIA%) 5o WFl 2a0l7} slge ede B &
sjsol ¢ ook,



FEVE SRITMH|A DjolA|Elo| BEEL HE
F1E R E s St

HITA I~ vlol AR BEEIHEIS) B mlolAe BUSERC wah 57, GE) o o,
HERE %& ALY 3o o]Fojxo} ).

= HEM%S) M58 5isted SR E RS D ol 8 £IEA1 2 viol el u) A~ 2 pAsEs)of st
Aolth. oh2ha} Bk siThin) MITAE & vlols B BEES 178k 7) M o8 BbA RS
AF3 Ffastsiol & Ao,

AA, BE RiTo) Rtstn A RTAN 20 AHL Ews) Bt A7) st oo,
5 AMHx @Gl NS 2 B, EED FRTEY, BERLE S o8 FEs 2R
LB

=X, BERRC Y H# R 250 F78ke FES TAA s Folth = 22 FHss
BES o) 3, T, uRF), @SR B L ol Sol MITA N A FoIA 2 se Bk <
JARE, 2 HEEZE R} st Bholt)

AR, L pRENS PR BPHB(ES DEGB)) o4 2550 T3 BFESe
ARAl BTEY AAVE s Bolth = Kgn piete KK 2 2 Fiko gw Wi LESR
ot}

WA, RPESET R 81d HREGE FAY 5 AT vlolA 8 ) BERS YT
Ae7t e Rt &, BB B MEA Holu.

A, M2 SMAMYIA BT BB e oE EBY BEEEo) VER 7} le
 Fold

5, 1A MBBE 5 Hi(Market Opportunity Analysis)S @ [1Hi4se) Moyl o e
TlolAIY Y aBEgo]l EkEoe AL BEekdlm Qo

538 & 53 7 (Market Opportunity Analysisy FIHBEZ S of & 2 2 9(Customer Profile), #
K- HFE =2 ¥Y(ndustry-Competition Profile), BEMAES MF(Demand Potential)mh & R
(Demand Forecasting)ol #¢ 1H#E LEZ 0} o] 8 KB o ST mBE o BEEe
B2 g3 goh(ag10)

C BN A B SRS

st 54) REER, WA HBIHS W HBEE S 0 BARAY B HA [olobA HR
A0 A1z, BEctIAY WAL, 1985 pp7d-104. BER
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A9} ol WRY M MulAgiRe REMNCIY 2 Mulid] s e BEESC M2
geA e s RBET ) A HEE Fd FEMAY HENBoE @5ty LE}
ATh & 100% il 2 10% ) WMES EESA g B E @l 10% 9 il 100% <
MRS g7 A% WEFo 2 Mo St LEY Rolth(FT3te fiRe FERe AN #D)

BITHRE S 4§ #51b(Segmentation)dte SiEoly —Mpo 2 MMM BB, A0HITED

Sy, R - ADKGETER B AmAERS £9 de 2ulae] 879 dEgus e e
W 5 A skt slog oo did RuiBhieEFen)s 2o

D A2 A Ao o EHL: ol A W EFAM ERgE 484 gahRelW it
@gipgyo s 1e g tpYSE Pl H F&sich F2 FUND o Fifstel ) A Blrg
B o] Q1 Hiikel B3 BEHW/L MEAHEREA oln T8 AE AS % qirh ols 2
A7) @orte NESEAE7} olsaty]l A& Kol ale el A2 d A4 o2 EEHmEoIY
HERE TOiE7) jEEo) oA & Rl At

9y ALIBEETEY) Mo o Mk o HkE hg ¥ Hojo] HRLEEANM 25 ol §stil
qlch. £ CIF(Customer Infomation File)g A + Qo MEER &7 olsldkyl d1

seigo) e o 2 oAt et HHEE FREIE R T glom ML LE FHE
#HEE ¢ F Utk

3) #E — A DFEHRE Wl 9@ ot ol R Lk =742 Hkol Htk e AR RolH
BEE o AZAS 1 HRe) &R Ftkdl st ML RAojnt, o] Hikel KEo2E
HEEO U BEE Hass KE FIAY A8 Zo) golg Moo Hke HERE KM
27} Rolaln EAEF olsstz (FASHZE o2l Aol

4) BEREADS F4 Wed g MsL: SREENN EHmHe Motsted AF &
mec |FEES 150 HERse SMMalY FomE e EE & don olgd A
g8 @RI 1 54 @5 A% @At koA olstgre Myt Hike EEHNAIA
BT GRER S 594 AYd A EEFEC] o2& KRl Jrh

5 MEES &7 Al A48 @tk RAR &7 e F75e BES 183 st
Fikolth olg @ AR e du® WEE AAse £FAM A7 AR o Bl SRsEREA
FHARD A7} 2ok ML BF2Me &7 - A HiES M E FolE7] B f85%3D
EEMRO $& 2ERENY B0, 224 o RS WERBECHA F5% + gt A8zt
ALg-3 717 ol

at 55) Qﬁﬁmﬁﬂ. “SRIBARS ML BeE [SRITEER]. 1987 3. pp30-33.
(Rocit : Robert Esters, Jounal of Retail Banking Winter, 1986.)
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WeHA RO BEA o BB BT EAGRE T L EELS AN PN
Ho RENS o WAMES A HaEE CMT BOAE L E8o e #r{bste BHER)
Mot Hke F88 Hikoled ¥ 4+ Aok

ol & BB CNA & FIRoNA & HITOl S WAMASS BER 2 HEEL Tl Ewiak s &
o2 whrol ol2o Andit, Frshe & R HUR BiT olmA 2 BE, R WS,
MITO) #tE, SR Rere) MRS Pl F (1) B Mk Sstdon 1 NaS fiirsl 2
the(F6D) 7 2o,

WITHIA M AMES =9

&6l
A %= B EEE H & % &

F i 2688 ~ 4455 FWE 2655 B 45R%L) Lo ERE

2 f KE(53.3%), LE46,7%) KA(33.7%), B%5(66.7%)

REHE KEH8(57.9%) KES #585(90.8%)

F 7 ¥ 2L (79.5%) T 2t T 370 H(735%)

A2 vo] |14 ~ 174 9 ~ 355k

Ay mig 60459 ©] 3}(80.4% ) AFis 8049 %5 10049 LLL60%)

R ER BE % A7 5 F940% MITBECS £/, A5 M 9 8%

o] vl A Gt AR FER, HHESE | SHES 2 Sk BEL
mivk BRI

EBEH% BEH, FITE 2 FEH, EEHRHE, RE FITE 9
SEHSHHG Aol olmA Ha FRK, B 2 K2y F3
F ORI, dkdtE, etk 7

RITS) FMEEVE|RTH, AR, B So2 RER), Behy, BRI BRm
FEY. o2 FHEY

nfolA g Y~ [CDB-FIE, 7HAFEol g uHE, REEY BN iR

TEA BOTRYLZAY, BEAT BOBES 1B FA o s 2

A3 T BEKS F kel BN T

AFE Ay BIT$Z(32.7%) 23 FU49.4%)

Al 2 ERE (HITH WE RIEELQ78%) BITol HiE RFEXRA14%)

BL2 ¢ AATHA3%) F RIES 72 x5z Ae

IR Yo FEeites 9.
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olg} o] AW NF I @il ) Mu) 2ol disl FHEM diol st Fol Mald o RiTE
2 wlolAlE P aEERS HEEdSl #retA HEY 5 AA It ok 2 vlolAY HRE EQ
4 a vpobAl Y EHE 29 #AA doh BE @oEE S HEBMESA v B U353
b o g PIESHAl 3 ot e ol & AVIZ st HiTAMul 2ol e EEES BME U4
lliyoll EA& e ok KAES B} of EffEs ELEE & AA doh

T HiBMTLE B8 Yed 7 e EESEE ] HFEA 5 B e M LEs
Bz} EfER R a5o] ofd Aoz KD AAA 458 & AWE d7hA] FRd My
ool A | EkEAGT IS B R ol FIEEEHAl e Aol

H2/ RITAH L vlolAIY (EBHS] mR{L

o 2 vlotAlY 2 2 (Marketing Mix)= 4PsZ BIE{L S —ft S AT FTA w29
Afe 2R Mul = BEREZ MY EER, HHRE BT RITEO Y S8 el A, ojv] )
T 22 aclo]l Bt Z HES A1 v AR SEHACY. et B BRdAMe KE
SHE B8 Jebd &RE BB sto] vlolAIY S8 MEHEKE #rstnz @

1. #3380 w3t HHEA 1t

BT wiolAE A BRF 713 F8% ol HiTd AWAEL RiTAE ¥ & Aok
2 BITEREZYH BOMA, 29 £HA, FRRE BExRAC o27742 e RITRSL
iAol U@ HERE Rtsln BRE FHslo, MELS £AL HZde Mul2Rfte
BaEo ool A S KIES B dol=-wA7E slolAHEZA FoF HAES 24 Eo

BITAC MEE BEMBERMS EBHE), FHRBEN, T2 A4 2 BOME #E3% F
BEOAAZ A4 S RITA BN A FEHENSY H-HOW) 713 83 HAOIN T BES MEd
THES REAE BRI, 179 olv|A] ¥ Fio] HET HEL v AFol THER
g8 A,

BITAL BITAY 2 Hidhe) 4 F £o) o] BLREGUH)Eol L £ TR EI7) B ol ol & AA7}
Aul2o] KEolo] RN vl 2H ool Bk

Bt @ BE AP Ko A% RS H-MEoz RITAW MY Ason =
Bk 7oA K ke MRS 25 & v BOEH BB RG] BEd, Ee
FITAS T T4, o7 e adx #HED HH%E AE HENY EH §F BHE
) BEE A R3tn BIT L9 BE THE ) Wi FREe Bt
WREEQ Aoz HFirHa Uk

- 71—



weby ol RIEES /AL A7) HsiMe #BTS 9A RTASAA MH2#ES
vtolA e sfob gt & HEvlolARE a2 3= Aol

RITA 29 AAA HHS R ITH BHEolete BEAM BESNA Avl2 fing <8,
sigsta, HE A7) Aol WA BITASAA Mulx=rt EBiftste BEE 2, SBsT, &
ANA WEHHY SRE FRAZ & ek @tk 227 AdME,

AR, WTRYH BOBE = EHEAR o277 & BITH Mul & @Y L3Be
FEsrshor ot SRITREOMA W B EsEE Hidold REHMN 5 BBAE d3 #ES
A)717) Bohe MulA Firol] L8 ERMQ BB B89 Fir g A% HE EEs o st

&, ¥BE A9A Bl B e s ERs] stk Boe o %A BES U A1t
HE L A4 2Pl o] A & ol

¥Bo) ML Bofiy #E5o) 53] EESAT ol & gl 7‘]45‘] A BEas e A
BEAY HHl2 Mg RFHo) 0, FAIAF S A8 RITREY BEAMT HED
(Management by Object)*E& T8t 28 &EIY FaAH & AztatA st ¥R o #Ee)
HEESE ZA dop Bt

A, RS o) EHstn RAES EHEME € 5 JAEF BITAY FHENS RS
Al Ak gtot, &, BEHUREE ), vtol AR T A (2HERE 1), MIBEBRAE ), HrTHE 1), 7 el flRE
HREHE 5 7197 A FENY HEIK) o) FojH ol ot

AR, BITAES BERY AR ARUANY BiES ALY F ARE RITAAA oJd §3 9
AFUAHA £ MIEERC FEsteR S LEST 1 ES sl KEES B9 ofvet
- B3 —KREOEA § RE BTBS HRoz LEY ARUAINA NS 71 F e 1
S F ™o} o] Fojxo} Fot FIRERAM = el AW BES ) BT FIHRE MITAS ] Bl
2 BoAUYZE EEG W52 AF{3tn Qo

A, 2B oj=XIh, B ooEA e kY Mul2g Pevte #BE HES
R 2 e Aol f iTMv2o GEHEHY, L& HITAS T RiTMn 2 HHWKES =
F Qlojo} & tBE BREY 7ldol ElfEste Mulxe HE BHY & Slojof @t}

BEESol w7 £33 279 RIEHS My 2o BEENQ dod 83 Aoz gry #iT
AE EHEE ¥ ¥BRELS #dd HAolzgte Hol SRR waach

FF BiTolelAEEM BITASC 1 &EE F£53 X7 A8de o0 2 XX

56 HEEEY TQlos Ao i MBMENSE ETREY B, LETHY &&F 39 R,
AEYE, dEE ETRE MR BBAST dd BESE AEEED, HHEEe R,
B FRER Rt 5& 718 & Aok
(Peter, O.Boechm “The Role of MBO at the Branch Level” The Bankers Magazine of Australasia,
October. 1982, pp.176-177.
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T A% wek, LE RIEE, 0P 19

LSBT EESRY B FERK L OKE, SENH, AEERAIMY (FE KREY §

3gR1TO) HRftste Fgold Mulzel NE, Bt R F

U BRPRRITH et OB R R AR T

5 BEAA A 3ol she BWEHE BEY RHER #rd g HER §

gebd BT Fad AWEEC2A RITAL BMHA & o7t gle R BHToANe
ol 5o thgt #Y A Fiss HEIIGECl RITMH A vlolA & EFULERA AN 7+ 323
Faztn & &+ At

2. EESRIRES| EANL
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SUMMARY

An Empirical Study on the Marketing Strategy of the Service Business;
The Emphasis on the Bank Service Marketing

By Hak Bong-Yoon

Graduate School, Cheju National University

1. Introduction
The expectations and requirements of the service business are increasing and service business
is becoming more and more inportant in industry, as the standard of living and econimic and social
levels ascend higher. But in spite of this importance, studies in this field are still very scarce.
Therefore, this study will discuss the theoretical study of service marketing and its strategy. In
addition, through empirical analysis, this study will try to find the proper strategy of service marketing

(bank service) which in customer-oriented.

2. Reserch Methods
This study used two methods, a theoretical approach (document research) and an emprical approach
(questionaire research). That is, domestic and foreign books and datum were used for the theoretical
approach and the hypothesis was verified by the result of questionaires from bank-customers.
Two hundred and fifty customers who use banks in Cheju city participated in this questionaire
research and 207 of them were returned with answers to the questions (82.8 response rate). Chi-
Square( x*test), Analysis of Variance (ANOVA), Mutiple-Response Rate Analysis, by computer were

used on the analysis of each variable.

3. Findings and Conclusions :

The data analysis results are as follows ;

1) Customers use banks located near them ;

2) They get the information of bank services form bhooklets, pamphlets, and advise from bank
officers ;

3) In the eyes of the customer, the most important image of the bank is the quality of service
from the bank;

4) The important things in using a bank are quick handling of the customer’s business and



the various monetary sercvices supplied by the bank as well as the attitude of the bank
officials to the customer ;
5)  When customers have to wait, they look at magazines of booklets ;
6) Customers are usually satisfied with the bank they are using;
7)  Car owners feel that parking space is limited ;
8) Customers feel that loan-conditions and loan-procedures are too complex :
9) Other banks are used when dissatisfaction arises ;
10) Customers desire that the bank to serve simple loan-conditions and loan-procedures and quick
handling of their business interests.
Through the data analysis results, following marketing mix strategies are possible.
1. Bank Officials
a. Performance of internal marketing
1) Education for the attitude change about job
2) Education program development for the improvement of communication ability
3) Inspiration of salesmanship and consolidation of sales techniques education.
2. Physical Environments
a. Design and operation for harmony between the symbolic value and the actual value of physical
environments
b. Image creation and offer of ground of service quality evaluation through the physical environme-
nts
3. Service Delivery System
a. Change of service delivery system for improving speed and convenience.
b. Separation and individual processing of bank services; general and specific service personal
and nonpersonal service.
4. Financial Products
a. Survey of segmented market needs.
b. Testing of service concepts
c. Differentiation of service package through functional quality.
d. Development of products for fee.
e. Commercialization of finance related information
5. Pricing System

a. Exploration of new pricing system through combining the regulated interest rate with bank's



creative services; value-oriented pricing or demand-oriented pricing.
6. Distribution Channel
a. Development and enlargement of systems that can play the role of branch{(ATM, credit card,
safe deposit box, homebanking, firm banking etc)
b. Change and extension of service hours.
7. Promotion
a. Advertising focusing benefits association
b. Reinforcement of personal selling
¢. Marketing research
d.

Control of sales promotion

o

Reinforcement of publicity
8. Image Creation
a. Education bank staffs as image maker
b. Development of unique financial products.

Prevention of financial accidents.

I

d. Reinforcement of bank corporate identity activitiestDECOMAS)
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