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Egol B+ Qe vy FRHL AAY ALS G Qe A9 w7

v S 2wzt FEAE 1UE BAE A4S Ha, o] BAE T
A AEF A AR, AE e 22 AE AEE 24 ¢ 9len, o
Hdold w9 S FHA HETHA Fol At dATA A

of WA A A A Al ol Hdeld T B Lo st

Aol A QA oA AHUl v2Yzets 553 fAd s A

rr

2 oolFofAx odx Ade Aotk a2y FF QEY wRYxe wdg
Aaietie A4, Fo dAlE BEA Qoo & A Tz AL gAY Ao
ooelvst o] A A5 AEAS nednd, TFAV dwHes A
Mehi: ARE ¥ ANt okl nAR I Y A4 AL T
A | @Al Ao F4
T A %) R EFAs neEsd A4 uAsz Aoty d4e
a2 AAANA | g A =319 7t4 & w1 Azt 2wzt
i 1Eel Bde sk #elola, nAsE AWAH AR AT wAo] oy
eb Ao whir 55 sgolu, Mul2g AFEE f9jolnt

el WAl b hA e Tz 9AlE, HAEHoz e Tul A

=z
i
N
L
).
N
N
lie)
ox
o
e
+
°
N
2
Ao
L
I
v
o
>
[*]

o2

e W Slol AFel Y Beld mE: A AR wgo] o]FoHe v
Aotk s1alA o) BAelAE FH WES AL wgoz HojshAch A%
e IBSH BHA T BeH mE OAY AEd o okE 3FANA

FooASOlT, WE oA AR BAAA AN FESC) Y FEL
holE Y g B nAeA dgsEs d@glo)

20 WA F Z(Web Document Architecture)
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EYW MEYA xRS HAss] 99 F oA 40 9 BA 7z
dolth ABATEE 2 Wg, P2, o, 39 Ao Yol A £ g
.

2

WE(Content) : AAZ HEHD gMEE= Yo FHs oz g

ZAR17k?

Weolgh 8 M T2 FolAM 7hd #j4le] w= BR o2 IBSHA 22

RS UG Uit o] ANEe 4Ee sHA EAo B3 AZ Huo
MAE EE, A2 B Al v RA IBSAAN ATHE BE Hus

A

= bl o] g NS ) BAM Fx S 7bg #@alo] 5= Buo
A, UlEe] SAdel weba xslshis WAl A= Ao] AR
Haolh W8 el 7Y T2 AL A8z WL B s ARE A
I A g el A Al gEtE Aotk Al walA QoM A
A OZEAL GAEE Q% YRES ATt Aolgtm & = 9t}

+ M Z(Structure) : AR e

TEY IBSAAM A FH:= A W
AW FxE 5, AT At #

e L
BN
o
3
o

H FEolt gA] Zald [BSH A
AEES oW g 712 g} of
<%ﬂﬂ@w%%%&ﬂ_hﬂiq Z 2917}
A IBSAM A HE F2E wY AEd 7
2 HESD P2 A% T2 5 Agetn Atk F2E UASE d 9o
A 7 F23 He nMol A@pHoz IBSY TZRE odFd £ YR g

2
2)
&
PO
o
i)

J
w7
-

45/
Au)
g Ju
™

© %8l (Navigation) © 72 teld 24 o5& 57 sl oJgA o
ofF ati=7}?

Paj F2 BSAM ABHE P2 AolMel o]53 BEY RPoz n
Aol AFEA o5 Yt EFE Awst o] Wiolt ofsHe) AfE
AFo) 45 Agoletn ¥ vk AnHow 45 2Hgol

# ©

o

o]

rii
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e ot ALEAIEe distE onist: Aoz A g7t A ARe wHasA A
B8 AEE dedHolzo i AwrHd xS BE z st Wi
stz HARE ZopRE oA axe Ho] ojlet 1 FRE o}l tyx:
A HE2s ML RS Fxa F F de 71875 AFsE Aol
Wiolth A& gol Zzhel Holxo HdatA WES w3 Fo HAso
wHOoR Hojxzte o]F S Al e T AY =FY AETL AAY 5
Je A =T Gol 4E B4 5= Ao

- 3} (Screen) : WE& ojd WA oz 7

shioldt IBSAIA AFHE HRE YA ZEY ZA7le Buy Byo
2, IBSEe AEE B4R M A9 a9 2942 Helgd Rz 1
A 828 JHdad ofd 7lEd WS Agsiel A AT So
T a2y 24 FWME wjA A, ofo]Zo) Bk 2] So] So7}
A 7IEA 84 FHdME 54 ) EXNE A7 984 od se =
= ZEIHY Ao E AMEE Aol A (S Eof zup AAYEES AgEEX],
ASPE AME3sle=7], CGIE AHgatEXA]) So] Soj7tg

th
ol

Che wetel i e T2As A7 ¢ B o] 2o W4
b ARe zez Fu TAN B 26 deiy s,
4 WEowA

D A B G AA A (Information Phase)

ol
Lo
rr
o

2 5934l (Agreement Phase)

3 A A (Settlement Phase)

°f #¥& IBSOlA Ael ZT2Ax dAMZ Mo WeE st ujLo] A
W2 AL AeAE Prlets RRolg

ZAztel Ael Tz gAY Wg AddA Hrisojof & FEo oy
Zrh

A, AR G DAl WE AholxE IBSAA AEeE AE

W

d AR

rd
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hoolT A - @alshedl Fud + Qv Ul 44 £ew st A

A Fol WAl WERSI A 2ol RES oty s AX -
F Aol AR A, F AF FE B Yuolua AR wWio] o

oA 7] A7z e} HEE Ao

-
)

R A Aes oy 7o A
5o Qv
A2l whAle] g Aol NE mAe] Tuj Aol o]RolA T B
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ob g e FR D ALE Ayl 2o me HBE Ao Qrt AB 3

OLB:i T_lA XE}E.F’;—,

s
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Zé_l}_oﬂ‘T:_ z]g 454 ;(4}_ /lol,\] 118k :‘[: o) - z]% m% Zo Ay ig)L_fP.o]
el

sLit, W B

e
N

i drAE A8 - vl BE AR YA 2 F s wse
ARE S s wiE b A9, wig shs 20, wiga AFY 7)1 2o
AE7F Aok AbF AMul2 @ Awols AR @E 2 ubaga] o
et X, IBSAAM Agwa &= 4EL FEA & o #3285 9=

4n, HA b4 Rl B gRot Ao,

5) IBS W7k =8 2uA A2 B}

2eA SR N ARE kst wARA, At $4H o Fd A2
ol g YA dolelE AolM Ao §848 Hlehs WAl
oA7)ME 24 A7 dolHE W7 A% PHEoR AFA AT Wy FoA
T A g7 Wae Asch 1 ol Rt o] We] mAe FuHoln A
WA e E Aol Y £ wdolv] Wol

4% 97k el AEE £F5L [BSel W AEA BHEE grEd)
H ZAeks] kel A& ASA #h ATl AFEHAUY BAES ALEE
o1tk IBSAM 22 ZWe] oe uA WEEE =4ss] 9% SERVQUAL3}

ael Azteli: BB AL Foldud FEHE Zgskr AW
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PUEU(Perceived Usefulness and Ease of Use), IBSo| )3} MubzQl wixw

€ ZA37] A% QUIS(Questionnaire for User Interface Satisfaction)?} 9l

o},

= =AM E olF giEA] Aoz SERVQUAL(Service Quality)S w4
o7 MA9stizt s}

IRl M=y 2 Alxdeo] tjgh o] F@zel ntEe Zx4gmal ojua)

Ve WlZYs Az AFHL A Hulsol gig e Wkeko) 9
stel sl@Eol ohAE Rokld Aulze FAL EHa7] AsA Agas
SERVQUALS =9% 4 9. SERVQUALS Ay

of FyHel WEEE ZHs: Aoz AEY vzUret: o] AHUS

[
1o
o

X,
=2
=
o
>
oo
X

-
TEY MulaE AlFste Ao B 4 7] g Ee A

ael Mulzel FAS QAT W Muls Edel e st Azl wws
Qe ReE, F AR Az g

Zleie c17h g Aulzel tgk Q14 wlmstt o] Wb mAolm, Aul

A7 Q1A Auls Fde Pot sgel Anst Goe golth 1A of A

g e MEg e Hgste] [BSS) Mulag AZws A nAe Ao

U2z B Fo gatol oig A7 golo] ge BAS Fs

= 54% 7 v SERVQUALS 149 7o) H4&s =+

A 570e Ao throlq MwWatn Aok o e

A e

ol\
to
rE
-0

o
iy

8 A (Tangible), A1 2] A (Reliability), HE-8-A (Responsiveness), HZA]
(Assurance), 7+ 4 (Empathy)o]t},

T Al BEA A, Fu), A Y, YA AT T 98 So gE
Ao Apolw LB Ee] A9 AZtHQ Ao AV} oo HdHG g =
of shaie] FAdolut Mz Go] azlolth A AUe ofk® MuAZ A
ot st Sl dE Ao AlolW aWEo A JAHNA A}

HASAS W Aok Al sidel @S Holm okkE AR oko] A E )
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Mulag AFetetbzh ool sigdn Mo 4R nAEL Fn S
A AMulxg AFetn nAEe a7 UselH st oo suw
BB AL Hulze) 5y FEd weATel 3 Hoz Aoy 4
Aol Ae no] ST AR ¥ F AES HHS Fustm 9=}
ol sgeTh Y AN Mulart AA o £ An gArEe] @
g 24 Akt & olsista QA sh BAd Ao Alolw £PBel A
$ gl Aok w7 elel el RS 2T MuAE AT} A
7 olol s ghe}.

olof gt o] 2 A& olFo] W o

A2A ARGAYA Qo)A HquAE

ZA 3] Ay g

Aol A o]2F uH

1. a2 FA9 A
3l AMulzeol 5AMS ¥ AM(intangible), AIAbz  An]e]  B]EEA
(inseparability of production and consumption), ©] % 4 (heterogeneity), 49
A (perishabilty)e] U] 7}x2 FEETH oo i3t A2 HIe g
2-1>9 Z2g1d
<HE 21> My 57
An 2 54 Z1 &g +A3
T34 1 AAME BAY thE $ gl - A o] Bt
(Intangible) ([Tt 9lojo|t}, o Yol gt
H) 2] 4 ‘g"‘lﬂ a7t Ao s o o] A o
(Inseparability) | RS 9 o]sic}, AF5std E2AE49 oje 2
o] A4 nELL = S "‘l“l’\-g Al g=s = %
(Heterogeneity) 03}"7_‘:—_ NEERS EEshek FHTA oledF
i‘é*é )\1'3])\‘— ,{-ll}ﬁl- T oit}'\_ 7] = o 7! (e}
(Perishability) [ & 53t} A e ofe®

149 A. Parasuraman, Valarie A. Zeithaml,
Conceptrial Model of Service Quality

Research”, Journal of Marketing, Vol . 49,
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AFs 2 739 FHA w8 Mulas FHe FYPozN 2igoez <
f Mo FHL2 AuAQ FHAEOE F2 FHHA FH N, F &
v ztoll ol & ‘A zkEl Au|2E 2
123

Parsuraman, Zeithamal, and Berry(1988)&= ojzjg = zt=
2w zke] xzhap 7)Aol o] polo] wbaFup ALk 2 A
ZAzkd FAE 71the Ao sidel AAAI &
A2 oA Ade]l obyek FoiHd Mdelt. =3 uAe] 7k 7} wkg "
te A Mul2Fde] gdddolgte HollA Apja FZO didt olsle A
TAbekg 2 g ely &S g gt

upetA ol MulAaF Ao #E Adol WEs] sdstER @n U,
vl ol de Mol wet zhz geksiA AEd o a9
L ol A7 Myl 2 FA B3 VEATFE FTEHE B o Huja FALE A
2ol 548 n#std nA FA #HANA AFsHojol e A2 F
s S 722 3 AT
7b sl o] Folxa glo} HE UdwkAQl HIWy o HFEHm oy =

Mul & Fdo E AFAEY FFHE Mula FAL 1A s s
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S~
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e
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Az FpAQl Bmerolvl, 1 Hrbh MuAE AFRE A FAN A%He

gk #AALE oln 1970 d ol Al FE Qo v Gronroos7t ¢l
29 Mde AYeYa,® T ojo] Parasuraman $9°] Av]A
FH e AHojet AL 9, ‘SERVQUAL'o|gtes Z2HETE 7)2sl
B s FAS A dig AAAD A7 AFEHUAGD B 5 A o
of that W& FolA FAls] 4Bz 3o

15) QEEA, AN FAZACl e AT, THESFAT, | A5, 1996, pp
1597181.

16) Gronroos, C., "A Service Quality Model and Its Marketing Implications”,
European Journal of Marketing, Vol.18, 1984, pp.30-44.
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2. AUl F-do gk A3 A

1) Parasvraman, Zeithaml , and Berry(1996)¢] 3 17
SERVICE BEHAVIORAL
QUALITY INTENTIONS

/~Favorable
N
@ AOnfavorable

I

<Y 21> AN 2EAT GE oJwd #P A7

Zb& ¢ AParasuraman, Valarie A. Zeithaml, and Leonard L. Berry. "The
Behavioral Consequences of Service Qualitv”. Journal of Marketing, April

1996, p 33.

=

=

P
oK

Parasuraman, Zeithaml , and Derryy A8] 2 3|ALE Aoz 2y
o] By ok A vty B AT AR Y5 oxe PE 53

vt

o

17) A. Parasuraman, Valarie A. Zeithaml , arid Leonurd L. Berry, "The
Behavioral Consequences of Service Qualitv”, Journal of Marketing, April
1996.
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<3 2-2> Parasuraman, Zeithaml , and Berrve] 3% 9%

Psox P59
Etloll Al o] Z1qfoll daf TH Moz whc

Ralel 2 B el o) 71ge FHB

FAE | FAe AelA o) /T AdE A7} Ackn Sejeo
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P A FAAE o] A ASHo Ady Aolrh
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U £ 7HA3 S Agste 2A2E a8 2 ol (-)

2ol FrbstiatE A% ROz of JldT AdE ol

G A o] /Yo TEH B oo ola Agauct v
A8E §ol7t ek

in)
iy
{ 10
S
Bh)
o

e FALZ o] 719 o] Aujze] F A

i
oY
ot
o
A
57

, AR e Ao,

js
ox,

i
o)
ot o3
e
v
‘2
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B o] 7Ige] Myl zd ZAZ c U Y2 AR M e 2

)71 kol 2@ o)},

e | TE FAE o] Jidel Hulzd BAZ ZYaTt, of 7gde] FAUelA 3
WS e ey,

2k & ¢ A.Parasuraman, Valarie A. Zeithaml, and Leonard L Berry, ” The

Behavioral Consequences of Service Quality”. Journal of Marketing, April

1996, p.38.

ulAEe Vo RRE AF R MuAE 2uaAY A8 F RS
oReae geel A H, o) o ool AWe WEA o wi

dEon HEAZA Ak WA, BE JE: WBF ojdd BAHE Yz

X
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NV FH AR 1 (Subjective Norm)Z} B = (Attitude)o] <& Z2A LS
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F % Auzol e Aux % nde] Fol HEL Hwste ol @

U+ Felt} Parasuraman, Zeithaml, and Berry(1996)3= 2ut Mu)~ 7]g<S
Hdom & Ao 13702 29 g% F3S Udsigon, 5709 3%

o Yo el

2) Bolton & Drewe] A8

Bolton & Drew<= PZBoll 2ls] A A" Mu]A £4 239 7|E 2898 &
Wz gkl el Muls FAI MUz X Hobel @3 duA 2Ee A
Alsl . Bolton & Drew?] thabA] mdole] MHiu E2 7hx5e S

e Sl e Al A o st

n

ek Aulz &4 % Ao o8 Adue, Jus FAe 43 )
o, WA el ofs Jue wa Qi Aol e AL o] Hulx E
A9, 84, 2ulde] 54 Sol shte AXE @4sn dov, E ge
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3) Kenneth Teas®] A4H19
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18) Bolton, R. N and J. H. Drew, "A Longitudinal Analysis of the Impact
of Service Change on Customer Attitudes.” Journal of Marketing, Vol.55,

1991, pp.1-9.
19) Teas, R. Kenneth, "Expectations as a Comparison Standard in
Measuring Service Quality @ An Assessment of a Reassessment”,

Journal of Market ins, 1993.
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SERVQUALY| 7ltf & nd4 o4 e wdel oj4yz
27 4898 AHsAT)

rir
£
2
i)

4) Cronin & Tailore] 1200

Cronin & Taylore MH]l2 FA3 17 v %5 ok ote] dAAe My~
FHe FAA MdE& 2% (Banking), H%F H A (Pest Control), A& (Dry
Cleaning), &4%](Fast Food) & Wdoz HZsded, Mulx E4 1
A Ee e gdloln, nA wtLe YF oo FF FJIFS wHYgm
&2Att. Cronin & Taylort: Parasuraman, Zeithaml, and Berry7}
Oliver(1980)2] =71l U A o] 7] %3ted SERVQUALZ = ztd
Auls 22 AT A &3 SERVPERFS /st ed], ole]sh
SERVPERF¥] 70 w2 Bolton & Drew(1991) So] A3-7lt) =zto] tjAl
dartol Myl £ AAAE Aoz HI o] Oliver2e Edx wa
= Edl2 g SERVQUALS  £#7F 7] mj&o) Anres =33
SERVPERFE 7l%slA ® wZAe Hysiger. 22302 Cronin &

rr

e

Taylor(1992)+ Parasuraman, Zeithaml , and Berryol t<3) Aanre 7%

©% % SERVPERFZ My~ F2& #4s9ed, ol2leh SERVPERFE
SERVQUALETH && ol Hul~ 47t Hulx F38 2Rahed o]
Agelthn 2ok F, nAe) 54 Ade] Aulza Fde A4e Yol
e vkE A AMe) el e 4ol WS 2 JFe mAH, A A
del ldisk Am stolele A A Ao AddozA BrlHow uA
of et WA, Az Fae A4 Ade A7Y 4% 2Hgoz

4 Jbssitn Faa .

200 J Josep Cronin, Jr. & Steven A. Taylor, "Measuring Service Quality :

A Reexamination and Extension”, Journal of Marketing, Vol. 56, July
1992.

2D Oliver, Richard, "Measurement and Evaluation of Satisfaction Process in
Retail Settings,” Journa of Retailing, 57(fall), 1980, pp.25-48.
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AT AAZ (D) Moz FHe A3 /=4S Hus T T4 HEE

deasleld, 3) 3 BEL AE o)wd a3 Jge A, (4) Hu)

oadel e ool g 9% Fr vokstaa sqn

o) Parasuraman, Zeithaml . and Berry¢] w22

5 Cronin & Taylor(1992)cll w3t uwh& o 24 Parasuraman, Zcithaml |,
and Berryx= Cronin & Taylor® ulgte] s =}AlSe] w7 o7 4 17}
SERVQUALZ A A8tv] tho] 759 M2 WS Hdxon wah A
sHOE  AA¥YL  FAEAG. Cronin & Taylor(1992)7}  Ap&s
SERVQUALS® 14l 7b2] abfizke] 43 A4BAHS FAS 2L 2ygsiso
ol ol2 <letel SERVQUALS HFEi Wolyg 7h5 Aol okm whut
stolth @ 22709 §ERE5S 29 BA sh}e] Qoo Bojq BAs
A= o] 7hA ZdelN 2A7F Qlon] dAwkAe quls. Ta um wE
Y Py RS A4 ¢ gFog ZAGoeH W e JIES 2

Aote] AHEE whe + AT B

3. AAZAY Nu2F Ao g APaAp

1) Jarvenpaa & Todd ¢ 423
Jarvenpaa & Toddv= Q1E{WlolA] AA}& ol tha) Aujzte] wbe g ooy

22) A. Parasuraman, Valarie A. Zeithaml, and Leonard L. Berry,
"Reassessment of Expectations as a Comparison Standard in Measuring
Service Quality : Implicatins for Further Research”, Journal of
Marketing, Vol .56, January 1994.

23) Sirrka L. Javenpaa and Peter A. Todd, "Consumer Reactions to
Electronic Shopping on the World Wide Web” . International Journal of
Electronic Commerce, Winter 1997, Vol 1, No.2, pp.59- 88.
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skth. 71 A EFA ZHproduct perceptions), 2% 7 & (shopping experience), il
N 2] 2= (customer service), ~18

ar
sttt & v Qed &9E 2ud Hus 298 gd B4

Parasuraman, Zeithaml and Berry(1988)7} #23& AMu|~ Z Ao 571% 2
SR1= Abgskglth 5 A Mulagl BES A, AP wey p=

= Whs ARE ¢dn ArMEe Muls gEae W4, Bt a9n
P2kl Sel i HARE AFse Ao 2¥e 2323 A A4 29
< MHlE FEATE g nAY & o4 dhn), A k%S s g
LS AR olgste vheh BEd Aoz w1 QU ol Ey mAs

o
Al Aul2 FFa7 AeE AIZE Wl 3RS Astn MEL QT
}

ks wreisel itk 2 ecle Aula AuE ATshssie nAe =
@ AHNA KE olsetn, ofo) 257 4 sk BAAGT S Sehn

At

2) AHee] 2
L AU A Ahd gAY Ao B AT2 sg 19 Aol
AoaElatel A dabgAde) Ay, A% v

a0
Tetn, A REoR JEUS 58 AT FE Misix @=dm n
2

CEE S

20 AR, Sl avAgid A4 e §8” CALS-EC T HAE, 1999
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Systems Effectiveness” |, 1992.
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35 Eugene W. Anderson, Class Fornell, Roland T. Rust, "Customer
Satisfaction, Productivity, and Profitability: Dirrerences Between Goods
and Services” , Marketing science, Vol 16, No.2, 1997.

36) Javenpaa and Peter A. Todd, "Consumer Reactions to Electronic
Shopping on the World Wide Web” , International Journal of Electronic
Commerce, Winter 1997, Vol 1, No.2, pp.59-88.

7 http///www.survey.com/transresults.html , 1998,

38) Beat F. Schmid, "Requirement for Electromc Markets Architecture”,
International Journal of Electronic Markets, Vol. 7. No.l. 1997.
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39) Javenpaa and Peter A. Todd, "Consumer Reactions to Electronic
Shopping on the World Wide Web” , International Journal of Electronic
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A Study on Service Quality

in Internet Shopping Mall

- Focused on Jeju Region -

Abstract

This study focused on internet shopping mall(ISM) of jeju region and
scarched the factors that influenced on satisfaction and purchase intention
in service quality.

Internet shopping mall of Electronic Commerce(EC) is beginning period.
And across all service industrics, the issue of service quality remains a
critical one as business strive to maintain a comparative advantage in the
marketplace. Because EC services, particularly ISM, compete in the
marketplace  with  generally undifferentiated products, service quality
becomes a primary competitive weapon. ISM that excel in quality service
can have a distinct marketing edge since improved levels of service quality
are related to higher revenues, higher customer retention and expanded
market share.

Given these significant facts in the EC industries, it is very important to
understand specifically how service quality is perceived by the customer
and how service quality determinant factors affect purchase intention. Until
now, in the carried studies on perceived service quality and service quality
determinant factors, the customers of ISM services have been considered

common objects of studies. But customers differentlv perceive service
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quality. Marketing manager knows that no single populations is
homogeneous. People are different and do things for various reasons.
Various types of customer lifestyles should be considered in developing

competitive strategies of ISM.

This study implemented the survey and analyzed the results. On
targeting users of ISM in jeju region, the available 102 survey
questionnaire was finally used.

The findings are summarized as follows:

Firstly, five service quality determinant factors of ISM were found:
tangible, reliability, responsiveness, assurance and empathy.

Secondly, empathy and tangibles significantly showed statical effect on
satisfaction,

Thirdly, also, empathy and tangibles significantly showed statical effect

on purchase intention.

Based on these findings, several suggestions were made from perspective
of the marketing strategy. An accurate understanding of important and
concept of service quality and service quality determinant factors is needed
to have powerful competitive marketing edge. ISM should change their

service mind and enhance it.
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