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P a3t eddtal B ZPASAETolH HT vsollA 3
L= VALSSE LOVeldh.  VALS:E #ho]Zierd o
A28471E 7HASt= B7HE ¥ SRI(Stanford Research Institute)9] <
A, gro]ZaEpdo] AbgrErid ZFAAL = ZRA O] ol we g A
o= Wi, olYd 7HAE (F 2-4) ¢ o] oY & FEom FEI v &
{2 oy B3-S AAste] wrlelE Aotk Arnold Mitchell® m=-e] HA)

2BARE 97 rder fddtete] AHlded dAgs = AW, A5 2

N

& 7hx) 3kl

AgEI Qe 7HA

e

e
2

olxxEldle] 97bA fEe AEAY, AAGAY, 25D, WAL, AAA
43, -AM-ME®, 29438, AaA7E, 293 $98 Foleta A&}
219

9) Arnold Mitchell, Nine American Lifestyles . Who We Are And Where We Are Going,
(MacMillan Publishing Co. 1983.)
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(F 2-4> VALS 7HZHS 98 o=

2712 A (self-fulfillment)
Mele] A Al A |3 27 & (excitement)
3k 7px) A # 7F(sense of accomplishment)

2717 (self-respect)

Z+H(sense of belonging)
S WrS(being well-respected)

¢FA (security)

ol #AAA 2= [Avdr ZAE(fun and enjoyment)
7 & EfelT}e] wE=dl A (warm relationship with others)

Are: AA1996), AAEE, p37. A

VALS AAl= &H|AbEo] Ft6h= 7hA|9f ghol Z2ukeld] g o5 dAl= X
P oA ¥ Jdor AsE £ A F &7 F7 28R Y (need
driven consumers), ¢|% A3 AH[A Fe(out directed consumer), W A kA
2H) 2} HH(inner directed consumer), 3% AR Y H(integrated consumer)
o2 FEHET & F A JuS AIEoE 72 S os|A] Ak
gFol Yete Hdom AAA FHo] 7P v A=A} As BAE #7480
Wihs AAfFARe] 7ol &3tk FAFY AR e A M e
H5S A3 Y AFHER o2 UE AMFHES 9AsA gt} of7]d=
2EAFY, AAAFE, 2 A9t B, #HFFT AL So] 54 A
of Ark WFAEFA M HuhE mxHo0R st AHRE RQF]
(I-AM-ME)&, Z3A3d, A3]4 olgrell #alo] B2 AMS|ANIZFE o] vt &3
@ A oS 53] A2 HTs AASkE AlRER WA Wl o543

A ME TN sk dssta #dds 4s 7R anjAtolt
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Al 4 d SYMu L FA3} aARt

AN

L Aule Fa9 AY 3 54

Aul 2 Fd4 gig Ay AYe oy dREvuit g Adsie] xkelzt
Parasuraman, Zeithaml, & Berry: A{H]|A FAL ‘Au|29o Az AHs A
A

whdel ek} e gosha gtk E@ o5& Aua E4S AuHel A
A

o] ofye} ;Ao A zte] wel AA = Aol Eew ghefete] AH|Ake] A
Zkap 710 Abele] zpole] wbakmp A webal Fojstal Qv & EA Au] 2o Aukz

A gEAdol el e vt o R ARF FHAIE oE R g
Feloel Aeleta ¢lom, Bitner & Bubbert: XA 3 Au|xe] Az d57t
olv} -dzto] tisk AwkA¢l ¢lAto 7 Aelstar QrhD, T3 Gronroos
Auj 2 g atel] o 28] Au| ol tigk Abd 7 x| eke] BlalE

SRS ECIE O EEE

rr
i1
2

10) A. V. Parasuraman , V. A. Zeithaml, Leonard L. Berry, "SERVQUAL : A Multiple-Scale for
Measuring Consumer Perception of Service Quality", Journal of retailing, (Vol. 64, No 1,
1988), pp. 12-40.

11) Bitner and Amy R. Bubbert, "Encounter Satisfaction vs, Overall Satisfaction vs, Quality: The
Customer's Voice", in Service Quality, Ronald T. Rust and Richard L. Oliver(eds.), Sage
Publication inc., 1994, pp. 72-94.

12) C. Gronroos, "From Scientific Management to Service Management", /nternational Journal of
Service Industry Management, (Vol. 5, 1994), pp. 5-20.

13) Morris B. Holbrook and Kim P. Corfman, "Quality and Value in the Consumption
Experience: Phaedrus Rides Again", in Perceived Quality, J. Jacoby and J. Olson(eds.),
Lexington, MA: Lexington, 1985, pp. 31-57.
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Flq 548 4 Atk DayEe AF W Aus fPAE At Adse E
Ao) ojnlg AR AT 2WAES B PR Aol Ausel A &
o] obul FuAQl o) met FAE Bba dvke AL WASAEI

Mul s de] ek At Agofel ko] Fdstabs ghell oo wkd A

of olstel EHT A s EAe

AR, Aules EQe nAe] A7k gER wAAFA Aotk Aus E

& W ARY FRA} BAFA B AN Auls FAL SRS 93
G

jab)
=
=
jm=)
©
2
>,
o
(@3]
N
==

H A el
AR, el FAS Aulse] A3 Wk ofe wol md @rpolTh Auls
WA Aulze] Aspint ohet Aulzgt AFEE AAAE neHE )

dolt}, Parasuraman o2 AH|A S 7igie} =] Hlno]w, AH]a EA Q]

g

rlo

ulfs

A7 ATw ohgd Az AgHAge] @A ol RolAw S8 AeAe 1
Mzbe) 25 Ago] FARAG GlolA FoA] Hojol Frin F)10

14) Ralph L. Day, "The Hidden Agenda of Consumer Complaining", Jowmnal of Retailing, (Vol,
57, N. 3, 1981), p. 87.

15) Aatd, “wgadd Mujs FAG7E 7
2003, pp. 9-11.

16) A. V. Parasuraman , V. A. Zeithaml, Leonard L. Berry, "A Concept Model of Service

oZi

o g A", wpAbeRel =, AT hetulTee,
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Gronroos©l] st An]x= AL 7]% % FZ(technical quality)® 373 F
A (functional quality)®] ol Mu|A AFdEe] M= 271 E3] F 2350}

B SGThID o714 A1%H Edold AvlAt Fole dg At B o

Wi IR A2 Aol BE AL W AFolgt BF
T e 2ok vz shebahs Sl

g, Auls FAe Fop Ad viE PR+t SAH FAucks AET
b 2ol A ks AEA A4S B4l U% gk Must wY4,

HIEE A, o1, $A14 T 5A& ztar Q7] wel Aujzel] ti Al =

Yy

AR, Muls F24L 7Ideh 3] wlae] o8] AA Y. 1A Eo] AMHlA

=22 7Idet s vuE S At dols 2o stabEl o o

Quality and it's Implications for Ruture Research", Jowrnal of Marketing, (Vol. 49, 1985),
pp. 41-50.

17) Christian Gronroos, "Service Quality Model and it's Marketing Implication", Euro Journal
of Marketing, (Vol. 19, No. 2, 1984), p. 4.
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(29 2-3) A= 34 H7ERY

Au) 2= FA 9] Al
g UEIE 7}7] op- 7R
A
484 ‘ %‘:rL 78“?% Hﬂ]TVﬂ
e ¥
uh8-4] L Au
9 7]t
o A 8] 2~
iy SE 2] s
XSEU‘E] = X] =
AH) 2~
1) ]
1__;8_ [ ' 7]—
AERY A4
AR YA oA

A9 A. V. Parasuraman, V. A. Zeithaml, L. L. Berry, "SERVQUAL : A Multiple-
—-Scale for Measuring Consumer Perception of Service Quality", Journal

of retailing, (Vol. 64, No 1, 1988), pp. 12-40.

g
gow FAMoR ANRE HelA X A4 "k w7 F B 2

AGTHE 5 47HA Au[s Zokell tidt A AFelM AHIAE Al Tal e

18) A. V. Parasuraman , V. A. Zeithaml, Leonard L. Berry, (1988), op. cit. pp. 12-40.
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19) A. V. Parasuraman , V. A. Zeithaml, Leonard L. Berry, "Delivering Quality Service,"

Free Press, 1990, pp. 20-21.
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a Mol d(Understand|- A2 272 dd= =S on
ing /Knowing the |d)a17}e] 53 o4 ulof ExHsH

Consumer) 3l <14

—_

A Al

e
ok

9] 54 du|e} A
34 (Tangibles) |d) =24 Ald, Y 9x, Adv] 2 = AH|2=A4 3
AR5 =

A9 A. V. Parasuraman, V. A. Zeithaml, L. L. Berry, "SERVQUAL : A Multiple-
—-Scale for Measuring Consumer Perception of Service Quality", Journal

of retailing, (Vol. 64, No 1, 1988), pp. 12-40.

(& 2-6) AMH)2 F49o 248l

T84 v &
o Paneibles) AWz 71qe] wfela Qe A, A9, F
ree e Q99 9,5 53 2§94 BA
o S oba g AN AE S @ 5 Qe A
A1 2] A (Reliability) e olel
H]—— 7] 1:1‘4 o =
o ) A&k MH| 25 AFstal aAE AEAH o
Hk-3-4 (Responsieness
°° 2 FaA S B} @9
IANA GAAE B doy]e= Aujx V)
gHi17d (Assurance) Aol Auk oA} AL Z Qo] zr3Fo]oldl
EERER TS
Au) 2 1ol oA T]gol= JHE A
77 o] 4 (Empathy) A
1

A2 :A. V. Parasuraman, V. A. Zeithaml, L. L. Berry, "Delivering Quality
Service," The Free Press, 1990, pp. 20-21.
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2001, pp. 1-27.
24) AF, e, 25

2004. p. 3.

4,
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Heda 7Fd2 7l g3t Aokl mlus ofvshs Ao Oliverdl 28t
e

HIAHES Fufl doll AEAY SAd &3 7Y E A3 k)26 T3k s
ol “2S 7142 (Initial Standard)®} Y=9] A3 (Outcome)$}e] =zt =}

o](Perceived Discrepancy)gtal ®.i1 ¢t}

AFe] Fruf ek ARE Foll AHAES AlF AAE AASH Hed o] AlEA I
© 7l HaEelxity o] Hule] Axrt yehve deke vkl AlEe] 7
B}t vpwkohd 2 A 7)) B X (Negative Disconfirmation)e] il #l|3%o] 7|t B.t}
E2u= S 7ld & A (Positive Disconfirmation)o]™ 7]tie} Zohd 7jgjd
Z] (Confirmation)7} ¥t}

Yie uAwSel ek & AA 4n] FAomiE WA aAe A 4

SR seteli sl A2 BARAeRA setsht sz 18 HojHrha

sheieh.2n osh ol wA wEe] el walx WISA gelso] AA @ o
S ol tha AolE welw AW LAV AF Ei Aulzd v Pl F

e g W nAe] wE AEE oulstn, (¥ 2-4) I o] AF E: A

wlze] ul F Aol vjg A4 wAe) el Aviskel pele] ols AQwC)

K44 EAX](Negative Disconfirmation) AFA7It] > ALgA43 = ExF
A 4] (Confirmation) AR = AFeAT = RE
44 EUA(Positive Disconfirmation) — APAZ|O < AR&A 7 = ®E5

Aadd A, A4, e, SEv€e, , d=wEded, 2004, po 11 A

26) R. L. Oliver, "A Cognitive Model of The Antecedents and Consequence of Satisfaction
Decisions," Journal of Marketing Research, (Vol, 17, 1980), pp. 460-469.

27)Youjae Yi, "A Critical Review of Consumer Satisfaction," in Review of Marketing,
Zeithaml ed.,(Chicago: American Marketing Association, 1990), p. 687.

28) dFd, WY, EH(2004), AAA, p. 11.
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30) Marnik G. Dekimpe, E.M. Jan-Benedict, Martin Mellens Steenkamp, and Vanden
Abeele Piet, “Decline and Variability in Brand Loyalty," International Journal of Research in
Marketing. (vol. 14. 1997), pp. 405-420.

31) Gerard J. Tellis, "Advertising Exposure, Loyalty, and Brand Purchase: A Two Stage Model
of Choice," Journal of Marketing Research, (Vol. 25(May), 1998). pp. 134-144.

32) Joseph W. Newman, and Richard A. Werbel, "Multivariate Analysis of Brand Loyalty for
Major Household Appliances," Journal of Marketing Rdsearch. (Vol. 10(November), 1973)
pp. 404-409.

33) Richard L. Oliver, "Whence Consumer Loyalty?", Jounal of Marketing, (Vol. 63(special eds),
1999), pp. 33-44.
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pp. 99-113.

35) Richard L Oliver,(1999), op. cit., pp. 33-44.
Commitment in Customer Relationship," Journal of Marketing, (Vol. 63 (April), 1999),
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ABSTRACT

The Study on Customers' Life Style & Satisfaction
Degree of Bank and Recommendation Intent

Gi—seon Kim

Department of Business Administration
Graduate School of Business Administration
Cheju National University

Supervised by Professor Hyoung-gil Kim

The competition in the financial business field is extremely
high almost like a "war" in these days. Every bank provides
their own policy such as various financial instrument and retail
banking to compete with others. However, There is no difference
among banks. The customers' choice for bank is easily changed
under the flexible situation and almost difficult to form the bank
loyalty due to almost same services from banks. Then recent
marketing trend is guiding exist customers to purchase the
multiple financial product than finding new customers, regular
customers than generals, attracting customers' interests and
loyalty. On the basis of thess trends, this study focuses on the
satisfaction degree on bank service quality according to life style
difference such as customers' value and belief, food, clothing and
housing than simple customers segmentation by demography.
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Also this study figures out the effect on transaction change and

recommendation intent through actual analysis.

First of all, life style theory and all service theories related to
bank such as quality, satisfaction, loyalty etc are checked. On
the basis of recognized service quality and possible transaction
styles, life style, satisfaction degree on bank, transaction
change and recommendation intents are set for main variables.

The results of the study are as follow.

Firstly, the satisfaction degree on financial institute image,
reliability and convenience of banking products has showed
similar difference(p<0.01) with life style. However the statistical
difference of satisfaction degree on human service and physical
service. As a result, each fact on service quality is recognized
differently according to life style. Promoting CRM recently rising

1s definitely needed.

Secondly, according to the satisfaction degree on financial
instrument convenience(p<0.05), there is statistical difference of
transaction change intent for the bank. Others are no correlation
with the transaction change intent. In another word, the customer
group has satisfied intermediately on the facts such as
convenient ATM, connection among financial products, various
instruments, short waiting etc has showed the transaction change
intent highly. Even higher than dissatisfaction group and has
statistical similarity(p<0.05). It is needed to develop promotion
mix to raise high loyalty on the fact, financial instrument

convenience which 1s real transaction not human relationship and

_80_



financial institute image . In addition, the correlation between
recommendation intent and satisfaction degree on the bank is

fully high so it is important to set a marketing strategy.

Lastly, There 1is no similar difference in the transaction
change intent with Ilife style. However, there 1is in the
recommendation intent. The recommendation intent which is the
core of loyalty scale has difference according to life style with

satisfaction degree so this part of study is required more.
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