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FTAEE | 393,344 | 422,129 | 425,139'| 8.1% | 3.3% | 463,524 |0.92(1.09)| 1,466,567 |0.29(3.45)
FAHE | 488961 | 527522 | 532,429 |8.9% | 4.1% | 591,971 |0.90(1.11)| 1,845,321 [0.29(3.47)
AL | 475674 | 509,148 | 513,314 | 7.9% | 3.9% | 604,082 [0.85(1.18)| 1,890,669 |0.27(3.68)
Aebd | 466,426 | 498,292 | 500,794 | 7.4% | 3.8% | 666,339 [0.75(1.33)| 1,996,456 |0.25(3.99)
AAEE | 752,747 | 800,439 | 807,166 | 7.2% | 6.2% | 891,774 |0.91(1.10)| 2,724,931 | 0.30(3.38)
= | 802,689 | 858,060 | 866,851 | 8.0% | 6.6% | 955,081 [0.91(1.10)| 2,978,502 |0.29(3.44)

AT = 164,360 | 175,367 | 177,349 [ 7.9% | 1.4% | 158,159 [1.12(0.89)| 513,260 |0.35(2.89)

T A-2000 tHR] 20029 AbEAF F7hE, B-2002W A= oie] Al eE A H]
()b AsA g 7 2 AT, s A7 2000 A 2 AR
25 0 A (http//www.nso.go.kr/), 2002255 4 - F7}3
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e F8AEA, 4Y ¥ 290 5, B4E, SEAER

(3) A&k AudAe 4%

AxA oz g AudAe Ao 7k e F5ska Stk ¢
det AuldAE A AATE 2AAabe ApEabe] st dAgTgke] BE S
BAoR atE Ao AL AFAbel digh AEHA 71ES o] &3 of ZE AH|
2 5 oy A BAow dste A9 doH,
Hom Ak AdA AUl gulet AlH aEla B Ve S5 FHE
St A9 Aok <& 3-5>% Ul AsAk Auide] dgd], 19981l 3
gk 6] JHold Aujd 4Tt 2000 = 3% 8ol AHE 2 Apole] 23 o] A7t
T7he s B 5 Avh B AEArr e A7), el gHgda =g

AsH duvs & F Utk AFEs 199890l 4387holel Ar g7t #H 3

73) A=A T2 A AL R ALY 29 3] (http://www.pocar.co.kr), 2002.
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1998
36,767
6,183
2,192
2,174
1,796
1,203
1,128
920
6,730
1,713
1,499
1,962
1,898
1,826
2,639
2,466
438
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1999
38,109
6,105
2,260
2,206
1,927
1,325
1,175
964
7,034
1,777
1,587
2,025
2,001
1,910
2,706
2,601
456

2000
38,819
6,035
2,289
1,928
1,333
1,180
969
7,205
1,792
1,623
2,106
1,984
2,018
2,852
2,744
480
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2 @UE 47, AFBARS 270, ARRNFAe 30 2Yn AFede

L3797h7F 2442F & 5oL glol t9-9 Anay 64705 Edske] 4,741707F 2002

EEL S P LE IR Ko

At 2 37E E¥Feto] A 1.7%<1 400 7He] wE AR
t}.
<E 36> ABA AMA BA A5 Augle fAd A3
= = U A=} ==}
ek 4 [2]2]2 1 21111 11 [1]20 [ 202
AUA ] 8 111 L1 1322 2 | 1] 24| 242
oo [HE[3[6]2]3]1 1[1]2[2]2 141 [29] 293
A9 4 L[2[1[2]1 1 5 26 | 263
A 7o} 2 2|2 2|22 14 | 2938
o [ 3 2 12 = P23 15 | 319
2.0%) |9+ 5 B g4l Fren] Aepd 18 | 383
3 0 | 00
Aok 1 ]2 2 [1 11 11 1112 571
AL M@ 1 1| 438
09 |1 [1]1 [T 11 7 | 333
A1 1 | 438
[ 71°F[ 45 631016 | 14|15] 4 | 8 19|21 [17[23] 3 |13 6 | 277] 375
AASY [=a |7 {98 27158 17| 4 [17]19]35]11]14] 4 [14]| 2 [317] 430
(10 |98 [12f 122|621 [1[3]4a[4]2 48 | 65
A 1020174721 [11|12]66[2]5|2]9 ] 130
71k | 58 [107] 2932|2320 |14 [ 2242 |37 |29 |24 | 18] 28 | 11 [ 494 | 358
sbzely [l | 156] 4236 |26 24|39 5 | 18| 43]69 401331 |33] 8 [593] 430
(B87%) |chg-| 8 [22]14[7[8[6[3[5[12{12]5[2[2][9][3][118] 86
419 [28]6 |15 5 [12[ 3 [ 9 [15[19]13[10] 7 [ 10| 3 [174] 126
AL s 8 7] 1]6 |50 glw]3|s 1|1 64| 1000
Ao A |377]419]131]141]103[136] 44 | 83 [186]233[141[105] 72 [132] 40 [4741| -
# g W] [16.1]17.85.6(6.0|4.4|58|1.9|37|7.9[9.9[6.6(45]3.1]|56]|1.7/ 100 | -

F) ZAF URabE ATz de, 2002 (e el dA Qs g ww
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2. U] Abs Ak Al An] o] A
1) 71opAbE At

PobabE A 1044 A AE|e] 197390 3 o]
Fol AdAz EASRL gl

NopAEAE <17 3-3>0] e wpel 2ol A&d Aulz AEd A

2, A3 Auja aga AFeE Muls 54 FREHRE 7R A
3-4>0] yehd mpep o] &g M| FA| Skl o AR AL, E AL oFA] =,
AH] 2 WU A A =(One Stop Service), 19 &5 AH|Z2, Zolrtes AHl~ 55
AAetar, &g Auja FAlstel A shol H A (High-tech)wt, AHEE BSA =
H,

Foi Ak Au) 2z, BrhAR] A gl FulE SMS(Short Message Service) A H] 2=

o
ol
&

OK Service Z18]i HIFA% MH2= T5 A A3k Muj s FA sk F

=

S A =3 AFHEE qUAE ] AR dgAs v EAss st

AT,

<Y 3-3> 7]okAE A Au)| 9] 4 Hwf

A& 3 A 8] 2(Quick Service) A 83 A H) 2(Quality Service)
el A nFEY A B

- 93E Az - 383 Ak

- Y3ks ALAA - A Qu =
AN&EEA A28 AT Ao AU ZTAL AT

siot QF 7 A{HIA

A3 A H] 2(Quiet Service) Al 2 ¥kE A H] 2 (Qualified Service)
I = 3 37 3ol A Auj A AEITA o %

- o] AT - 3o AFya

v A F e
MNE| =& AF Au 2= AF

25 ¢ http://www .Kkia.co.kr/services/manual/network/
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<29 3-5> 7oA EAte] QA H) & HvpE AMH] A =

9 1A=
o AH]2 YA A =(One Stop Service)
8] 2~

° 1%
o Forb A

|

A&F Au =
(Quick Service)

" 1
) <

9 3}o| " = (High—tech)4}
9 AHEd HIAE

& OK Service
° HITAF M~

|

A& M2
(Quality Service)

o At A A

® H7hAu] 2~
2 Fuj¥E SMSAH 2~

JAZ Aux
(Quiet Service)

Y

o A A
a Happy Call

AAgE A=
(Qualified Service) i {

A& ¢ http://www .kia.co.kr/services/manual/network/
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A2glS Fote BE AHl~ 34 AAAES ao A AAte R Hdalil,
Z3 Folx= A wkRg Felaty] §g ds, Aus okl T AAl ot o A
v Age A ARE g e FUE SMSAH 2 o] ot

g, Agits quAs gHebz 3 AE2s T2 9 CSHANIY Haue A
7|9 S wgor Ald £ e AHE EHdte Tl o] M
A Hare] Mulx=E AdFatr] A AuAHA, 7ot Eate] Auls vESA

oA Mul2E W BE uMA A AW AHAL A4 wSE Zls)
7] $13% &9 & (Happy Call) A= 5o At}

AAl AUME H1 WA AT FE AU aE

18T & UEF 7] Aol e AWM} HAAAR ofF A A A=
g ANsa otk 53 AR FuA AAAA L@l omeels A
e A28 VoM u2WEt T st Adaan Qed, 1 Uge nE e
2o,

<E 3-7>ol Ehd wbsh ol vl dlokE s sk Ak AAEA A
MAE WE 5 oQlE debgu s Ay 59 gaeR FuF 697
A A gE 47§ od 1359 4719 PR A4 A xS A e
FEAAAN 2, A9 GuE golgle] FA AN2E B S Qi AN,
AR7be Auldeol A AFgu ok AEAA uAL F Wol Az mAL
AR FAA Ao BE AL AYAE ARPIAAE, JuFFS 100%
AAE AL 9

4) TS AE A B (), T A

Aqu 2 o) 7L -NEOA H] 2~ 2001, pp.1~16.
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Ao gtt}. Parasuraman 5 (1988)e] A5 EUZ ‘o] Hxo FHALLS oA
Zoly str)) o] My o] FHUL Yo Ao g £ e AAS #Fa
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AT 5 2070 Baow 54 AR AR W Butelth, 54 vl wE

DAL A AR Aol waEl sk AuAdhe] F8% FIFA HA4
of Ast Ugle AHbHl Hrt= gttt 7]E A (Oliver (1980)7); Dick
and Basu(1994)80), 714 38](2001)8D)o| A AFg¥ W SAIYEES £ ATFEE

of wril FAeke] “o Fulae] AuAel FuHu s ELE wEagTe) 2

o wAgES olgste, 57 AL AL WS Belth 57 WG W
) 2 S4sA
Aol ot AEA AuAus Edo] 54 AulgnolA Bl W, A

A7 qHlaE 54 AR LA st oAz A

9
(1996) el 7/IEd SAHIE 5 2 A7 AFstvr ddy = e T4

“

H T oA =7 T
s 2k gu) A 2~ F4 | Parasuraman et al.(1988) 21
BIRLRN == Oliver(1980), #74 2](2001) 1
Aol &2l = Zeithaml, Berry and Parasuraman(1996) 5

78) A. Parasuraman, V. A. Zeithaml and L. L. Berry, "SERVQUAL : A Multiple-Item
Scale for Measuring Consumer Perceptions of Service Quality”, Journal of Retailing

(Vol. 64(1), 1988), pp.12~40.
79) R. L. Oliver, "A Cognitive Model of The Antecedents And Consequences Of

Satisfaction Decisions”, Journal of Marketing Research (Vol. 17(10), 1980), pp.460~469.
80) A. S. Dick and K. Basu, "Consumer Loyalty: Toward an Integrated Conceptional
Framework,” Journal of the Academy of Marketing Science (Vol. 22(2), 1994), pp.99~
113.
81) A3, “THFHE oA AA NN FAHE
pp.77~101.
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k3 176 775
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3HA) 227 100.0
200 o] 3} 29 12.8
oo 30t 126 55.8
A 40t o] 71 31.4
3HA) 226 100.0
1009 v ¥t 36 16.7
100-150%F9) W) gk 58 26.9
o 150-200%F) 1] gk 61 28.2
dd 20025072+ ¢ 1] g 21 9.7
) 250-300%+] 1] wh 16 74
3007+ 0] 4 24 1.1
3HA) 216 100.0
105} 75 335
o o 3 4 3} 60 26.3
oS o £ o] 4 89 39.7
A 224 100.0
3219 76 33.6
5 16 7.1
294 39 17.3
A e 26 115
5 14 6.2
2 ¢ =9 23 10.2
71 €} 32 14.2
$HA) 226 100.0

2. A=A 2 B w4

AT A, MulaTIe] Aula FEE A6 9 = e dd
SERVQUAL®] #b-gapgu|Mu] Lol thgh FdS5Aole] 4de HFsha, &4
dake]l #edes 72 B8, SAZTE AAR SAHSE JhEd =AY =
gotaat sk FAAQ Jidel dAE sk ARS] NHEEAEE ASEr] A
al AbEak AHAE s FE@ A4 WeEE A 21719 # &l diE gEedl

BAW varimaxs] A P42 o] §5te] aARAL ANHh B BAAA &



1] FR7IFES LA 1 old]l AE e m oFojMth e A
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Al aTete Tk 67691% A s 3]sk, KMO#: 954%= S35 shot.
%5914, o] Parasuraman 5 (1988)82)0] A A&+ 5

7HA A g d3E Koy, A5 we A Azt v EetA
TEEA e AolE Hola 3e=d, o= SERVQUAL2 A Wi An|=At
I Auj2=e] EAo mep FA8cle] et #HdTE
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82) A. Parasuraman, V. Zeithaml, L. L. Berry, op.cit., pp.12~40.
83) T. A. Swartz and S. W. Brown, "Consumer and provider expectations and experience in

evaluating professional service quality”, Journal of the Academy of Marketing Science (Vol.

17, Spring, 1989), pp.189~195.
84) C. Gronroos, "A Service Quality Mode and Its Implication”, European Journal of Marketing

(Vol. 18, No. 4, 1984), p.36.
85) J. M. Carman, "Consumer perceptions of service quality: an assessment of the SERVQUAL

dimensions”, Journal of Retailing (Vol. 66, No. 1, 1990), pp.33~55.
86) 1S - A4 3], “SERVQUALS ol&% A~ 4 F47 "mAGHAT,
6(1), g=wiAI" #2383, 2000, pp.33~60.
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<3 4-6> MYl FE T AREA wESE
T = B Std. Error Beta t Sig.
(Constant) 430 227 1.896 .059
34 -.046 .061 -.041 =759 449
T34 188 .073 185 2.568 011
A2 A -.072 .086 -.042 -.839 402
gal/eHA 870 .084 720 10.329 .000
A= R=.822, R2:.766, F=116.565"" p=.000
wkx p<0.01

2. A2k AulMRl A A Aol gofmeke] A

FPe FeAL AALAS o)t AFHAL BALN <E 4T>NHs 2
o, P-58878% 8714 & FrelHoln, Sehasl A2y A5A FuAuz FQ
of ABARu AUz HE Aol g we] P WL 5l4%E AAH A
Welo] A ehuth AEusel da Asuw, FHgAAs Fi/39H A

do] A-EaAH] Au| =] Aol gol el A (+)9] IdFS F= ALE BAHHNL
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o2
o

<E 4-7> MMl F A 2] A o]go ko 9

T = B Std. Error Beta t Sig.
(Constant) 1.058 211 5.001 .000
374 057 057 .067 999 319
3 180 .068 .233 2.630 .009
A=A 016 .080 013 205 838
FAl/&EA 420 079 457 5.350 .000
A R=.717, R*=514, F=58.878"", p=.000
wkx p<0.01

lo
.

3. LAYEI Ao] g Eete] #A

o

<E 482 AFA AuYhe] DAVSEIL Aol g H(He FF
FEAE AF87] A% dARA Adelth B4 AL, F-170562 89142 o)

T e Foln, 2Asat AHldaol gk nARSETE o] g o= i Ay

& 430%= AAA Aol et wa A5 Angad @ 2
gE Aol golwd (e GH Fi Ao BAH, <AL A

ok owebs] HAEY] AEa Ul el tiE] ST E QU xn| 2] Ajo] &

oE= AsHA vEhE Aoz A,

T = B Std. Error Beta t Sig.
(Constant) 1.556 144 10.774 .000
AR e 499 038 656 13.059 .000
A= R=.656, R’=.430, F=170545"", p=.000
sx p<0.01
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4 AFFAR SAel o o] BA

AFR AuAEZ B, DARE, Aol FolE Bo| xuAe] ATEAH 5
ol uheh ofgA Aol7k =S BAste], 74 AEAAuAA) BAS T

T-test H4 3 ANOVAZA & AAsttt o]&t

1) A&ak AujAH]

>
o
i)

(1) ARl o7k Absar AujMn s Fd o] 2o 4

Zn ko] Aol uhet Abeak AR|MnlA FAo] AdEd Fod 2polt Q)
=AE skl e, 47 T-test 255 AT &4 23, <E 4-9>9
Zol, &uApe] Aol oF Agak AulMHls FE ) Addel= Folgk Aol
7F 9l Ae® dey IR 4-1>2 71AEde aed, #EAAE S 94 A
H(3.5966) .tk oA HWH(3.6078)0] | =al, AT o A3 H TH(3.4667) Btk =
HAAHE@E875)0]  wen, AFAAdS oGl Ets FdAd
(31719)°] =A EAEAT. £ FA1/S

4 A e(3.3652)°] =A e

<E 4-9> AW Anls FAA] 24
T & Al W= g XHA T d.f. D
o o = 176 | 35966 8422 [V IV
mee o] 51 | 36078 7046 ' '
= 176 | 35875 8901
24 846 | 225 | 398
o] 51 | 34667 9249
= 176 | 3.1719 5318
NEE 523 | 225 | 601
o] 51 | 31275 5417
= 176 | 34276 7639
21/S A 520 | 225 | 604
ene o] 51 | 33652 7219




(2) A Asak AHAH = FH o Aol E4

aulape] A5 guAu s FA e

1
A=AE FEes] e ANOVARA o] o Folzth AN, #3

<E 4-10> 4B AFA GuAE 2 EDS] Fo] 2

T s | Jeo | 27833 | Awd | A= [HdA4ds| F Sig.
20thol sk | 29| 36322 9358

[e}

300y 126] 34735|  .8o4g| 2692 3 184

= 142771 222 o] 29297 035

5047 o] 13| 4.0256 1.0043

20t olal | 29| 3.5310 8540

S 300 126] 34794|  9264| 2410 3 203
7 179.182] 1 292 | 9| a0

5041 o] 13| 3.6615 1.1558

20t o] 5} 29| 3.1207 0159

SRE 126| 31250| 5529|1419 3 473

= 62.704 222 982 1.674 173
5047 o] % 13} 3.0192 5725

3} 20t o] &t 29| 3.5905 1855

21/130dH 126| 3.2758 7570 6.226 3 9075

% 401-:H 58 35065 6184 120618 222 543 3820 ) 011

=3 126.845 225

A 1504 o] 13| 3.8462 9088

w3k p<0.05
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F 4-10>¢ vEpd vkl o] fFAAdAkd el F, 302 (3.4735)0] v

Aerol wlaste] 744 wrow] 504 o]4ke] F¥H4.0256)0] ThE el n]as}ed
Mg A vhebsTh B/8Eg e 49, 0M A HE27E)e] e Peu

7HE S dEbsk e, 504 o] el HeH(3.8462)0] vhE HdrRT JHY A o
ERuteh dh, S Aol A 30t J (3479400 e HdRT SHA &
HRAom, 40 E@7172)0] v HHEu =A yEut AERAgAde] A
= 20t olstel FeH(3.1207)e] vE FJurRu A vEwtew, 409 H
(32883)°] th& HoETE =7 F4 ¥

i

T 4o

(3) sted sl guAulz FAe] Apo] B4

1=

<E 4-11>8 2njAke] AHEA Aujqul s E2 Qe
frolgk zol7b A=AE a7 fd ANOVARAM S ¢ AAE 89kg Ao
o 2423, ARake] AEAAHIAE A FE A st e f{oljh 2ol vt
glold <IHd 4-3>2 7174 sy @A zde o
(35222)c] tt& FH IR} vgta aFolste] FeH(3.7200)0] thE HEHT EA
Uetst A i Ast g o] e (3.4067)0] e Jd w
FAEa, 2Eolste] HH(3.6693)0] o HurHth HluEA =4 EAEA
otk AEAEAEY e AT e JH(E1125)0] e Jare 9A o
StaL, alFolste] Heh(32267)0] vE HdrRT = A A /SR A
o] A, aEolate] JH(34067)0] thE HERT A yERuLa, tEo] o
A eh(3.4228)0] thE HdHY =4 EA QT
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<E 411> SEd AFR A Au s FAY Ae] A

F® W% B |Eead] AR | Aee |AdAw] F | Sia
o [AEoIS| 5] 37200] 7167 1oy , _
3 [oistae | 60| 35222]  8816| 144625 221 T 18] 310
B [q=o14 | 89| 35655  s309| 146166| 223
o |LEoleh | 75] 36693 8874] 4ang Y
7 (s as | 60| 34067  8682] 176.600| 221 100 14| 23
B [q=ola | 80| 35798]  9160| 178940] 223
o | Eeleh | 75| 32267 5185 o, , o
2 [oerAst | 60 3.1125]  5991| 62200 221 S0 80| a3
B =02 | 89| 31489  .4910| 62763] 223
g |mzolsl | 75| 3.4067 6637
Al/ 011 2 053
S |ErAE | 60| 3.4167 7961 | 127.008 221 sl 009991
= 127.019] 23| -
A [ozora | sl 34228 8049

4) AE AFA AuAul 2 FAL o] 4]

:i

A=A E 7] 93 ANOVARA 0] o] Fol 3
TAAN <G 4-12>9F o], AlEMAAdnte]l anjzke] Hjo] el f-of 9
Aol 7k 9hefM, <7k 4-4>= FEA e

=
DHSE.0493)0] th2 HAa Hlaste] vtom 24 (34674)0] thE It H|
5k

g5 mmstel g mA uebkeh Ba/ewRdde 4
(32928)0] 71 wom FRFEH(3.6518)0] 7HE E=A A EH A
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3 4-12> AGHE AsA AuAgu s F49 Ao] T4
7R |NE| g3y B AT | ATE | HaAE F Sig.
A | 76 | 35614 | 8781
FTEA| 16 | 34375 | 8753
?:5 A9 | 39 | 37179 | 7967 | 440 5 -
S | AEA | 26 | 36923 | 7884 | 145425 | 219 e6a 848 534
B T [ 14 [ 39048 | 7093 | 148803 225
59| 23 | 34493 | 5650
71eb | 32 | 35104 | .8592
S|ALY | 76 | 3.4474 | 1.0002
FEL| 16 |3.3500 | .8563
= Al | 39 | 36410 | 9293 |, ges 5 .
| AEA | 26 35231 9668 | 175933 | 219 503 1.034 404
B TFw |14 [37714] ooaz | 180918 225
5 | 23 | 38783 | 4852
71eb | 32 | 35125 | 7602
AL | 76 | 3.0493 | 5972
TEA | 16 | 3.0781 | .4806
A A4 | 39 | 31923 | 5113 3476 5 - |
ﬂ A¥2A | 26 | 31731 | 4515 gggﬁg %sg o7 2.089" 056
| FH | 14 | 32857 | 5447 '
59 | 23 | 34674 | 4080
71eb | 32 | 31563 | 5070
A | 76 | 3.2928 | .8582
o | 9| 16 (33047 | 7317
A/Ll :f E 39 | 34679 | 6899 | 444 5 -
o [M¥A |26 36202 7669 |122828] 219 R 994 430
K e 126174 | 225
W | 14 36518 | 7175
Sl 59| 23 33967 4995
71e} | 32 | 33828 | .6861
* p<0.1
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(5) 25AFW 4B U2 FA Aol 2

avlte] ABA AuAs B Ade 252 25 e Fo0@ Folst
A2 ey 9l ANOVARA o] o] o]zt BAZAD <x 4-13>3 3
o, 2mlzbel A FulAN 2z FA AP 1E 25 me Fo@ 2ol 7}
slo1M, <7 4-5>% 7] E deh

<HE 4-13> 25ASE AsA GHlAR s 52 Akl 24

B s A | )
T W= B | Z2e894 | Awd | o [ BdAw| F Sig.
100wk m vk | 36 [35463| 8807
100-150%+ vk | 58 |35115| .8879
X - 773 5
T 11502009+ vk | 61 {35902 7185 155
& ro0—zsoaeierar | 21 Taesml 8197 140671| 210 0 | 231 949
A Il : : 141.444| 215 '
250-300uk MWk | 16 |3.6875| .8474
30050l | 24 [36250| 7634
100wk MWk | 36 |3.4000| 1.0220
100-150%+ v gk | 58 34034 | 8901
3 . 3548 5
150-200%+1 vk | 61 |3.6656| 7516 710
Fdy 200 250 AT T | 5F | 3646|5031 173.465| 210 96 859 | 510
A Il : : 177.013| 215 '
250-300k gl wk | 16 |35625| 1.1871
30050l | 24 [3.6917| .9417
100wk m vk | 36 [3.0417| 5931
100-150%+- v gk | 58 |3.0431| 5424
Al - 2253 | 5
150-200%+1 v ak | 61 |3.2664| .4741 451
2 200-250%F g wk | 21 32500 5123 29881 ) 210 og5 | 1080|167
A Il : : 62.134 | 215 '
250-300ur MWk | 16 [3.0938 | 5764
30050l | 24 [3.2083] 5550
s | 100wFimlgk | 36 (33438 7742
A [100-1508 9w wk | 58 [3.2392| 8342
/ [150 200t ey wt | 61 | 34078 6515 | 20 | ° 520
| 119.109| 210 917 | 471
S| 200-250kdm) gk | 21 | 35595 7022 567
° 121.708| 215
T [ 250-3000F v Wk | 16 [3.4063| 9326
B 300maeld | 24 |35469| 6623
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aet, FREARAY A, 259 1001508991 ATHB5115)0HE ey}
= o] 250-300% 92l HEHE6875)0] T P} HliLs}ol

TR
7V A BAEAT FRAAYS 259 1008k r Rl % wh(3.4000)0] T}

=

il

=

g A BART AHAALe 250 1008AR el HBE0417)0] The
Aty wlaste] 7pg van 259 150-200%H9 9l FJ @ (3.2664)0] ohE ok
warskel 744 A vhebdeh SR/SRARAS 259 100-150899 Aw

=9 200-250%F1 Q1 H(3.5595)

2) AEA Auliae] DATEE 1A
() A AER GNP DATEE 24

el wet A5 geagdzel dg w Folat zol7} EAE
2437 98 T-test A5 S th <E 41459 o], Ao o AEH
o

Aulgldel OlE DAWERE Fo8 Aol 7k gl

=

=
rlj
I
k1
N
l

A @73)0] WHE7F 24 £4 5] I 5-1>2 A

<HE 4-14> 8 AmE WSzl ol
T A= | 9y | ®¥FEA| T | AR5 | Sie
o 176 3.73 91
1.777 225 | 077
] 51 347 90
x5 p<0.05

S|

(@ 4% A5 uldLe) nAREE 24

H
1w

A

anlAe] 256 met A5 Juldid hE DAVEEA FOI% Holsh
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Oll

J=AE 457 A8l ANOVA 45 stk <& 4-15>9F o], An[z
ARl wel Asak Aol g nATHEE {3 AJelrt glden, w
B <7H 52>t Z1ZbE ek ey 200 oldke] FeHE.86)e] T woka,
50t ol el Feh4.00)0] HHw7E =A A H AT

U

<E 4-15> AW AEA G Pa] DARSE 24
T = e | Fet | 2282 | Awd | A= | BEAT| F Sig.
20t o] & 29 | 3.86 88
30t 126 | 354 | 92 | 2072} 3 1601
181.371 | 222 317 2.069 | .105
504 o] 13 | 4.00 1.08

(3) s 4B Y2 DAVEE 24

steol wet 2k Rl Gael digk nARHEIE Fod Zolrt eAE
BA4317] 98l ANOVA #4& 3tk <& 4-16>7 o], g2 o3 =5}
Al ael tigk aANSEE fog Zolzk gloja] <7pd5-3>2 71ZhE Tk 1
gy LFolate] Fe(365)0] LAWNELEE s wekn tiEFolabe] We(3.71)

o] MEEI Fbg %A A AT

<3 4-16> shed AEak JHldae] uAnRE 24

T 2 We | Ay |ESAX | AFE | A2 | Ho A+ F Sig.

1ZE0|E 75 | 365 78

aEls 133 | 2 -

o & A &t 60 | 3.67 91 180.724 | 221 ‘818 081 | 922
180.857 | 223 '

& ol A 89 | 3.71 99
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<E 418> £5AFY ABA GHIdse DAVEE ¥4
- s - e T .
T i HE Aot | EFEA A | AR F Sig.
Al &
o e | 36 | 353 97
100-1502+ e ek | 58 | 357 98
1502002k vlwk | 61 | 3.66 79 | 23T 5 o
Pernn 17769 | 210 | | 505 | 772
— ul 2o o .
200-250%H 1wl ¥ [ 21 | 367 | 106 | {79993 | o
250-300%+1vl Rk | 16 | 360 | L0l
300791014 | 24 | 3.88 80
3) AEARN A 2] Aol g E 2
(1) A AR AH] =] A o] &% zfo] 4
aulze] Awol weh AEa Auigad da Aolgne feld 2ol7t

AE=R2 BA3L7] 98] T-test A3

A
Qadl e Aol golwt &

= O
=

At <E 4-19>9} o], Ao 23

e ] ook o7k glefA <7hd6-1>2 717
k. ey o wH(3.3373)0] A H wH(3.4068) Brt Aol g o Em vk
<E 4-19> A AEAH A H] =] Ao]go]r xpo] HA
T N B | xeEst T AHr= | Sig
W 176 3.4068 7023
631 225 529
o o1 3.3373 6615

(2) ABE AEAGH H] 29 Aol g2 AFeo] 4

aulge] Ao Wk A5 gudad e Aol gEE f9
AeEAE 487 98] ANOVARA S stk <i 4-20>3



3 AEA Aulgad] dF Aol FImE FoF Aolsh vheht, <FhH6-2>E
Aes vt 53], S0t @B2571)0] vhe JER Aojgors 7P Wk
5041017 Fe(B3.9231)°] v HEEu 7P =4 A4 = A
<E 4-20> AFE A AP AN 2] Aol gl E o] 14
T W= | gt | 2583 | Aue | A= | T Ay F Sig.
20tielet | 29 35172 5412
30t 126 | 32571 7301 | 6923 | 3 2,308
100802 | 222 | T1° | 50827 | 002
40t 58 34862 6169 |107795| 295 |
5041 o4 | 13 [39231| 5974
s P<0.01
(3) s <pE g u e 29 Aol g9 w To] A
<E 4-21>2 s wet AxA Auddel g Aol golwE feold A
o7k QEAE EASY] 18 ANOVARAN L stich. 244, o) 9@
Ba A daol et Aol g wE FoF Aolsk glojH </HE6-3> 717t

otk Teluh wEelste] HEHEA20)0]l WAVFEE Jbg welu, vetAeE
2l HH(3.4500)¢] RFEETF M A A E A
<E 421> SEW AFAGN A 2] Aol FolE Ho] B4
T & | B (FeUA] Awd | ARe | ddAw | F Sig.
1% o]t 75 | 3.4240 6151
D67 2 933
ek st 60 | 3.4500 203 1 106.189 | 221 ' 090 | 555
480
. 106.756 | 223
= o] 89 | 3.3348 1353
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4) AE AFAGHAH 29] Aol o= o] 4]

avlAel AEF A ze] e Aol ol n

M

S Aol wel fol
Aol7h AEAE B8] da ANOVA B412 ahirh < 4-22>5) o], 4
ol o1 AFF Aulgdiol hE Aol FEE Fo% Aol glolA <A
6-4>t 717HETh 2y $R9 ARE1TE)] Aol SelwE A vk, A

4 GEE5385)0] Aol G EE 7 wA 24U

Sl

<E 422> AW ARG AH 29 Aol % Ho] #4]

T e | A3y | EEAA| AFSE (AFE|EdAE | F | Sig
s|AL 76 | 3.3474 | 7854

T4 16 | 3.1375 | .7615

2+ A 39 | 3.4308 | .6165 2994 6

AEH 26 | 3538 | 7414 |106.045| 219 :igi 789 | 579
T4 14 | 35286 | 5469 |108.339| 225

e 23 | 33130 | 5651

7] e} 32 | 34438 | 6216

aulge] a5 mek AEA Fuldad] e Aol gwE Fo% Fol7}
QEAE EHA7 998 ANOVARAS shgeh £HA% <E 4-23>3 o],
Aol % AFA GugIzol B Aol GRE Fol@ Aol folH <P
6-5>% 7175t 2eg 259 100-1507] 7l eh(3.2690)0] A o] &l m

7h wkekar, 250-300%Hdwlwke]l Heh(3.5125)0] Aol &=t M =A EAH
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T % e | d3d 2582 Aud | A= | HdAw | F | Sig.
100+ W] vt 36 | 3.4000 | .7529
100-150%F M) ¥kl 58 | 3.2690 | .7289
150-200%F ] ¥kl 61 | 3.3475 | 6500 1.520 ° 304
200-250%Fd W REL 21 | 3.4762 6115 103.205 210 493 OL7) 087
il - - 102.025| 215 '
250-300%Fdm Rkl 16 | 35125 | .8609
300491 o] & 24 | 34833 | .6404

441 A gk olg 543 AuH| A H A

2 Aol M= AEAk AuiMels Ed, ARk, Aol g SO Mt &

Wzbe] ApEatel & SAol meh o @Al Abelzk tEAE EAskel, AHEAAM G

Al PAYAAEE ATHLA Ttest A% ANOVARA S A 590,
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T [um| 9w |wEad| AR | Aes

F Sig.

Asigleh | 16 | 29583 | 9339

L. 1A w] Rk 57 | 34503 | .7753 16.388 4 1097
3 1-2d 78 | 37479 | 7370 |133.017| 221 .602 6.807"" | .000
¢ 3-4d 45 | 34593 | 8625 |149.404| 225

S5dolal | 30 | 4.0444 | 6357

Asiglc | 16 | 27375 | 1.0398

3 1d =k 57 | 35158 | .7416 23093 4
Edy 124 78 | 37615 | 8369 |158405| 221 5‘771773 80557 | .000
3 3-49 45 | 32800 | 9633 |181.497| 225 | °

5o

17 | 30 | 39867 | .7574
Asiglch | 16 | 25469 | 7143

Al 1d =k 57 | 3.1491 |. 4553 8.850 4 P 013
! 124 78 13.2500 | 4080 | 55648 | 221 ‘252 8787 | .000
3 3-44 45 | 3.0722 | 6670 | 64498 | 225 | °
5dol4 | 30 | 3.4083 | .3634
s | Adglg | 16 | 27109 | 9351
Al
S| 1dvws |57 33662 7192 | (oos 4
Q 12 | 78 | 35881 6703 |110810| 221 450318 8.851°" | .000
; 3-4d 45 | 31611 | 7479 128561 225 :
H
;| 5deld | 30 | 3.8000 | 5729
sk p<0.01

2) AUl o] &7Izkel o7t uARSRE Ao

M AE S A A AH g A o] & )3l whEl AsAf Agujd el gk uA

)y
WEE fFold A7t A ANOVA ¥42 ol ga A3HUh<E 4-25>
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Fx). BAAI, 2045 AEG Gzl S Aol uhek AER v
of HEF RAVEE FF o7l dsom, 2ANY A5 Fulgidl o

4 §lE 4900 7P wEEs vov, 5d oY o &% 4
of Qi FVUD BY MY wA BAsHC, AEF Augad ol §7]

s AANHEE FolA= Aoz Yehy Aj2e a4 SHEGE V|EL

rok

4
il

)

pA

Jut

By
o

T i |NE| He [ ZsdHA | Aad | ATE | A F Sig.
A& gt | 16 | 3.00 1.21
19 wgk | 57 | 356 95 14.499 4
1-24d 78 3.82 .85 173689 | 221 3768%5 45887 | .001
3-4d 45 | 353 87 188.111 | 225
59 o] | 30 4.03 67
%% p<0.01

3) AUl o] &7]3H Aol g Ao

<E 426> RHAES ABA Gulghol g szl weh 4B ek
@ Aol gelmst fo@ Aol7t QAT #E5] 91% ANOVA #4230
g aokd Aotk BAAN, LAY A uYaolg el ©e 4F
A Aol g Aol gew Felg Aolsk dgom, 2AYY AEF Ay

& Adel A3 gt AS2850 13 Aol g E vom 54
& Agel At YVES00 F3 Mg A B, AER Ay
Q9] o §7Ize] A5H uAY Ao §EE ol Aow vheht 45%
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X
e
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,83,



—

<HE 4-26> e o8I Alo]golE Aol A

T e | Hd |EFHA | AF

glth| 16 | 2.8250 | .8668

19 wwk | 57 32281 | .6964 13.327 4
1-2d 78 134692 | 6080 | 94.856 | 221 ' 77627 | .000
3-4d 45 133289 | 6594 | 108183 | 225

54 o] | 30 [3.8400 | .5519

s
_>‘~l_,
Ho
k1
o
=Y
2
=
o

Sig.

AN

sxx p<0.01

2. Az AW ae) qrEek GRlAu s

D Az Avgae] gl o AbsaAn s Fd 0 24

<E 427> Z2u|Abe] AEA Au| v A A AYe 5o AEsteE A
FAAN A qrEel wel fojk Aol fl=AE FE ekl flE ANOVAR

Aoshs HEB9867)0] =2 Ml FE4S BT 3 FA1/598 2delA
2~

S AT A 20 FaA W Ale A Ao A
FRpths gnel &5 gugad Auzs Fdo e 3L noln 9
o a=0055FN A $4e AL W EAMow foldo £ sow

LB
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H 427> A5 AFAgudae] FEE 2HEak AujAul s F- o] A
T & s | A | Z2oHA | Aag [ A= | H A F Sig.
2 A 39 13.2393| .9333

o F g ] 86 |3.5000 | 73838 | 11454 4
e A 25 |3.9867| .6418 |137.595| 220 2.52%3 4578 | .001
4 | ASxAgAgu g | 70 [37333| 8018 |[149.049| 224
71 €} 5 |39333| .9832
28 A 39 |3.1744| 9637
= F =7 86 35744 | 7940 | 7433 4
Edy SRl 25 37520 | .8432 [171.888| 220 1.'7%318 2.378" | .053
g | ASxAAu A | 70 [36600| 9506 |[179.322| 224
71 e} 5 |3.6000| .9487
2 AN 39 [2.9808| .5689
Al A 86 |3.2035| .5403 2391 4
%) A 25 13.3500| 4841 | 61974 | 220 :gzg 2.122" | .079
4 | ASH AR MY | 70 |3.1464| 5273 | 64.365 | 224
7] e} 5 |8.03003c rilikda
5 e R 39 13.0449 | .8012
A/ A 86 |3.3459 | .6527 9395 4
< SRl 25 136450 | 6631 |118.184| 220 25‘2371 4,340 | .002
S ASK A Au A | 70 [35946| 8144 |127.509| 224
€ 71 €} 5 |34500| 5632

%% p<0.01, * p<0.1

TR wEt fodk zol7b EAE ANOVARAS ol g3 AZsth<iE
4-28> Fzx). BAAI 259 AEste AU AL FRel wel A
AU G2l g nANEEE §o)8 zolrt dglow, AFAH(33D)LF
5 AsAgud el dig uANSErE gow Rt & FFAHBR2)E A
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<E 429> Am sk Al gt Aol gon Aol A

1

7B M| A | EEAx | AR | AR | EdAE| F Sig.
228 ) 39 [3.0513| .8179

B0 g ) 86 |3.3651| 6538 | 6954 4 L730

F3A 0 25 135360| 5057 [101.502| 220 '461 3.768" | .005
ASHAAuAE | 70 |35029| 6876 |108456| 224 '

7] e} 5 [3.8400| .4980

st p<0.01

3. AE=f o] 8 5o 4

D AEAE £771%

¥ 4-30> AFAEAS

T T W= () H] & (%)
A RkE-§- A} 202 89.0
sh= 2} 15 6.6
71 Ef 10 4.4
il 227 100.0
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<H 4-33> A

T Hl=() H] &-(%)
92ydel 20 3.8
93-961d ) 32.9
97-00d 102 447

01y o] % 31 13.6

A 228 100.0

2t e Asake] WY 3 dAA SEA AT 64.7%7F
QA Aoz Yelyon, 344% % AsAS Aol e AerE BEAHJKE
4-34>F %)
<HE 4-34> WHE7) 79
T W15 () H) -8 (%)
245 st 34.4
TE 145 647
Hk2}- 5 2 9
A 224 100.0
6) ol &35t AHgae] =
SHEHAES] =2 ol&sla AT A Au|dae] R U A A}
AASeAre] 386%= FUFE I AEHE, 31.1%E A/SHABGAES, gz
173%E 278 7} AHE o] &8t1 e AL R YEhITH<E 4-35>% %),
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<# 4-35> o] &3l AuFAe

T %) 1] & (%)
27| 39 17.3
F= A 86 38.2
T A 25 11.1

ASA 773 u] A E 70 31.1
= 5 2.2
A 225 100.0

o
—
©
o)
X
r
w
=~

o
N
N
N,

f

(o]
-0,
o
ofo
ol
rlr
al
o
fru
i
o
3
)

<E4-36> AP Y 2o ol 8-7) 2k

i HE () 1] £ (%)
a8 glot 16 71
1wk 57 25.2
1-24d 78 345
3-4d 45 199
54 ol 30 133
A 226 100.0
8) AFFEA L oA =
SHAES] AFAAUAAS A7) Aol AT Ao thIt ol HEE 5
A A AR0: A8 F3d, 58 v 2HHE ol gdte] BAF A, <

E 4-37>0l A9} ol WA 335%i 18] EUhR 200%% thAh Zar gk,
103%% tha B3tz Suakslth
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F 437> AFEA ] oA

T = H % () H] & (%)
a8 =Tk 20 89
oA RET 23 10.3
aA gt ) 335
23 4a At 65 29.0
- 2 &3 v} 41 18.3
A 224 100.0

9) A-EAA B FA A5 7]

$HAEY A5 A AAE AR © FolE <E 4-38>% 2ol A

4 Avd

20.6%% X E o|FH, 19.0%%=

ggoz AN YA FH=

<3 4-38> Au| A A E7]

zol7] WEel'st gusske BA'R Qs AAGA B A9
e BA ARG Ae A=
AEAQNIAS AAse Ao RBP4 wAve] 5949l

2 =9 Fav} gt}

T HE(7) H] & (%)

Tl A 36 159

U EAE A A o 7o A g 43 19.0
A7 BHld & 67 29.6
guld kel A 67 29.6
7] B 13 5.8

A 226 100.0

10) ZrAbs=ke] =37
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ABSTRACT

A STUDY ON THE DETERMINANT FACTORS FOR
AUTOMOBILE REPAIR SERVICE QUALITY AND
CUSTOMER’'S SATISFACTION

Young-Hee Oh

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

Supervised by Professor Hyoung-Gil Kim

The aim of this thesis is to identify ways in which to improve the quality
of automobile repair service, which needs marketing to achieve qualitative
improvement. This was achieved by examining the standard of automobile
repair service in the Jeju region by means of the research related to the

degree of customer satisfaction.

The results of the empirical analysis, in short, are the followings.

First, the recognized quality of automobile repair service provides
customers with a positive influence on the degree of the customer

satisfaction. The higher the standard of recognition of mutual understanding
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and credibility in the automobile repair service is, the greater is the amount

of customer satisfaction with the automobile service center.

Second, the credibility of the service provides customers with a positive
influence. The more customers give credibility in the service, the more they

will use the service center.

Third, a higher degree of customer satisfaction in the service results in

customers visiting the service center again.

Fourth, there are some different levels in the quality of automobile repair
service in relation to the customer’s age and occupation. Older customers
have more credibility in the type and confirmation of response. People who
have jobs which are related to transportation are recognized as having more

credibility.

Fifth, the research shows that the degree of customer satisfaction with the
automobile service center has not been influenced by the customer’s age,
gender, education, occupation and income. Instead, the degree of re-use of the
service center has some difference according to age brackets. The older the

customer is, the more the customer uses the service center again.

The strategic points which are based on the hypothesis test results are

outlined in the following.

First, to increase the amount of customer’s satisfaction the automobile

"

service center has to keep in mind the Customer i1s First ” policy. In
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addition, repairmen have to give customers help voluntarily, make their
stand-by time shorter and give a prompt response to the requirements of
customers even when repairmen are busy. Furthermore, repairmen have to be

knowledgeable about the automobile maintenance and set a reasonable charge.

Second, to increase the regular customer’s frequency use for the service,
the service center has to set the work schedule in accordance with
customer’s convenience. The staff have to understand the customer’s wants,
desires and needs regarding their automobiles. They need to treat customers
politely and courteously. thus building credibility within the relationship. As
notifying customers the merits of officially approved goods and the problems
which can occur in the use of non-approved goods. Especially, the service
centers are required the introduction of Customer Related Marketing(CRM).

The longer length of period customers use the service center, the more
they have credibility about the center. Customers would believe that they had
been had better service from the center. Therefore, customers will have
credibility about the service center and their intention for the service will

increase.

Third, the degree of customer satisfaction with the automobile service
center highly influences the level of repeat customer’'s to the center. And the
higher the degree of customer satisfaction with the service center, the more

1s the customer’s intention of coming back for the service.

Fourth, an automobile maintenance business needs to choose the Target
Classified Market which is focused on the regional market and requires the

operation of regional friendly marketing since customers are influenced and
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moved by stimulant marketing. The older, the higher the standard of
recognition is. The business needs to aim at the groups which are related to

transportation.
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