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et d2 g Eskel Aldiel E3ke] Apolel] whel trE A wrolgoAal gl
AARAZ7IFH(WHO)= 179 10%AH=E Fofidlo® FAsta glom, dntygow
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T 1(100%) | (55.7) | (5.4) | (13.1) | (8.9) (10.9) (0.3) (25) 25) | (0.7
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1999. p.90-92.
26) Greenlry,].R.,& Schoenherr,R.A. "Organization effects on client satisfaction with humaneness of

SRR
service”. Journal of Health and Social Behavior. 22, 1981, p.2~18.
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22 (Greenley)9} £x 3] (Schoenherr; 1981)26)
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222 (Roessler) ¢} &£ (Bolton; 1985)20¢] Aol &= A =2 A FASFTAH #
HE AU a7 AAE o) ZANSETE =2 Ao R FAMIT

o] FgH1999) 8] AAI AeflAn] e Mul=d Ads AlFEAE, AN, 34

s Ao Ao R FEEHIJ, AHI AR o] AolQl Muj=d A F

] &,

i)
rM
ox,

oX
)
1o
o,

o oo A TS nx

, 2 32 AT gon, gy dAAE dFol
g Ao BAEglon 49, 25, FolEd, FAGH, T, 191 AEF 59
FERE FohIAu 2] AF A W FAR Aolrt gl wH, &, A
FAG, Aol Wt gl u sk el weh Aulze] A8 FFol 7t gl o
2 e,

< 2-25> FefdAml v AT

A2} AE T8 ATUE
Winter and keith 1988 [ei iAol 543 et a7
Reagles 1970 |Z&5 7% e A2 oot
Moriarity 1977 |[A G A A5 B Gl Ew
JKW International Corporation| 1980 |23 A& H] 25 #= Zofle] %
Greenley & Schoenherr 1981 (M ad e FZo|AdES BEHE
Winter & Keith 1988 (A A gAM | 2=E e Feljdle] vER
Schwab, Smith & Dintto 1993 HEARH AFATe e AAUEESG APAY

R
o] &5 1993 |2 G Al gol] gt wF= g o)
A& 1996 |7 29} vl ool FZ ATk APt
o] gt 1999 el 1A v 2~ Ak A4 a9l
2. Zelld #3F v #I HPAF

gofidle] el #I APAdTEe= AFLS EdalA 7 3(1993)28), Simon

Darcy 2] <129 Hho] A7l le=d APATES e <F 2-27>2
E]rul = 01 . 1:1:5_ éE 2

27) R. Roessler, & B. Bolton, Employment pattern of former vocational rehabilitation clients and
implications for rehabilitation practice. Rehabilitation Counseling Bulletin. 28(3), 1985, p.179~187.

28) BFA 3], AAA - AAA Aozt gl m A= B, AT o AAFEe =i, 1993,

29) Simon Darcy, Tourism Patterns and Experiences of New South Wales People with a Physical
Disability, School of Leisure and Tourism Studies Faculty of Business in Sydney, 1998.
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<E 2-27> A S AgATe] 2.0
A2 g HEAT A AF)
Clawson & Knetsh(1966) o] & e} wkETto] AA A
Clawson & Knetsh(1966) A= #3A8d, A7F 59 3%
Mercer(1971) 1, AX #F, dA 4Y
Fishbein & Krutilla(1972) AR WL, o] A W=
Fishbein&Alzen(1975) HE dojd xd, 9 dF
Heberlein & Black(1976) FAE e A
Pizam(1978) TAA a9l
Oliver(1980, 1983) 2E A WS ) ERES 7Y BY A o] &
Whiple& Thach(1983) #FFA, 7, A, BEUA], ©E, A=
Buchanan(1933) HAA F7)(0= Ay 71E) o7t HHA
Van Raaij & Francken (1984) 7\, A3, v H1 9
Noe (1987) S7IRE, Agrd, 7Y - 5dA] =g
Ashmed(1989) 71, A3k, dA, v e =
Fumito(1991) Byl FA, 71
Julie E. Otto & J.R Breut A9 B, 0=
Ritchie (1996)
Abm ok e gl o] #AAE W WA= g, diFdista wALEe] =

1999, p.70.
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sl 4714, ALEHor tEmg FAstaL O Aol 7| xdte] ENSAE S
A& s s Ausks FddEs Solth uANSS dWdte ol2de
5o ol gol de] AAE 8 gt
2. LTS AA BT o8

1) 7| EY R o8} (Expectation-Disconfirmation Paradigm)

ZIEYx sy rhdS = (Swan), Iebgrebvb(Parasuraman), =2 H(R. L.
Oliver)3d 5] dzfo] o3l 700 t) FukFH nAREESo] AdS o]sfst=d glo] 7]
A Aowor de] 47l oo ® AE e AH o] dig ] 7|girt
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4 1
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31) THAIRAIE AL, EH% AR A

32) o], “AoQlAnl~ AR
1999. p.13-16.

33) Daivid A. Aarker & S.Day, George, eds, Cosumerism; Search for the Consumer Interest, 3rd ed,
1978, p.2720; Robert A. Westbook, "International A ffective Influence on Consumer Satisfaction
with Producys”, Journal of Consumer Research, (June, 1980), p. 86.

34) R.L.Oliver, "A Cognitive Model of the Antecedents and Consequences of Satisfaction
Decisions”, Journal of Marketing Research, Vol.17(Sep. 1930), p46~49.

A7, 1996, p52
2496l B A7, AFWSE FGHAA AR
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ZItel 7ItEL A 7F v Ape] AFERESo] o S
© 3ol &, "xolE, Fxslo]E, FI-ulx o]ES & F UTEID
a. & 3}o] & (assimilation theory): & = =
A% vz e Fo dHHA 7] HE AFel tig AZs HAFoEN
28 EUAE Hast e $3AIE Aol ol Eolth el AT HIEe o

YA s AH A= 19 A7E )y &

o7
b. thZo] & (contrast theory): HZo] &L “AFo|t} AMu]zo tfst 7|7} AAA
o} X EA e 9o gl HERE HI AvAE I EYXE gAsHA

o]
=
I MR Z o auarh AAle] AlEA TS 2ol thek sdizke] Aol
4 FA7 Y Fe AAZ S gk F wep o AE] AwA At 2|

ZRel Z1dhel MR A Fdvhs 2o APAVIHE AYA @sks wel wla aAE R

c. 7%3} o]Z(dissonance theory): FZsloj2e] wEw, & dxg 7|gE Bx
sidel S5 AEH BEXAEHE o]t AAEES AR FxsE T b A
ZhE AAEE Aol FAE ZSIAA ALY AAA EBgrs sfA&ste] goh
A, AAE F oA LS Y £ E U BFE HEA It Aot 24l
(Olson)¥ =W (Dover)40= AFEA o] gk xzto] 7|tjel &3] F3FS WHethe
AL LA 1 o2 AR HFxIol2S &3

aejy o] o] 82 EUAVE A FEIPEGHE Boule AE HESIE ZHe)
e ddles AYa Aok FERsPAECE obrlH ] s AEd Ad WA= 9

37) Anderson, R. E.(1993), "Consumer Dissatisfaction: The Effect of Disconfirmed Expectancy on
perceived Product Performance”, Journal of Marketing Research, Vol.10, p.3.

38) Engel and Blackwell, Consumer Behavior, New York, 1982.

39) Leon, A. Festinger, Theory of Cognitive Dissonance, Stanford University Press, 1957.

40) Jerry C. Olson and Philip Dover, "Effects of Expectation Creation and Disconfirmation of Belief
Elements of Cognitive Structure” Advances in Consumer Research, 1976.
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Aol &= Folefof gt}

d. &3}-t% o] Z(Assimilation-Contrast Theory): &3}-t)Fo] &2 AnH[xLe] A
vl = A9 717G o] EAs = 4 2] Z(Sherif) ¢ &= W = (Hovland)4D o] F7
of 7% W Zlviel AFEA TR Aolrt AnjAe] TA8H G Lol x3HE
Are Aud A8zt ARE Aol ATstE W By B2 7 s 7R A
FolA AolE E3lstHE AFS HAth 2oy vbd Zjdiet AA AFAd S Abol
o] Eeol Ui AAM Aol HAA oo xFEY= tixa vt AEeA Ha
2H A= AF ASEl tigk I Akel o] polE FrjAl It

< 3-2> AFAAe Zldle] AA/EUA VL v A= Ze] dig o] EE
o] & g = 7 2T
A zkgl AFAAIATL 7 24 malx
A= 53}
EH&O]% 7} =) SLA] Y
A Zkg AFAA7L 7 B oy
HEN-E ol
Azte AFAAIA 7 4o ol
-t xol 2 = 53}
29 Fd
- A zkgl AFAIATE 7 worx wal Zpopde], EY L,
=5 ol A=t =27 F

41) M. Sherif and C. J. Hovland, Social Judgement: Assimilation and Contrast Effects in
Communication and Attitude, Change, New Haven, 1961.

_52_



olsh L& o]£& obgA(SAdams)D7t FEEH TR wFEL T g
g, 23 2 e #olS3k Bujae] o5 muste] AAle] ol Sel

Ay Ee 2ua Az o jESdvs Aot

17he] 7hA) gk EEEROER
aElApe] o5 < @jRe] g0l B
aulpe] fols = @ujae] fols e

ALY o5 > wulape] ol 5

r\j
I

A= J. Stacy Adams, "Toward an Understanding of Inequity ", Journal of Abnormal and
Social Psychology, Vol. 67 (Nov. 1963), p.442-436.

3) 7IA-AZEFE o] Z(Value—-percept disparity Theory)

JPA At E Aol 2 9 AE B E(Westbrook)# dl € 2] (Reiley), 7}=E|(Cadotte),
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42) J. Stacy Adams, "Toward an Understanding of Inequity”, Journal of Abnormal and

Social Psychology, Vol. 67 (Nov. 1963), p.442-436.
43) AW, “a AT FAY o] 2 A X = J el #e AT, A& oighd A Apst
=, 1996, p.13.
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ABSTRACT

A study on the satisfaction of tourism facilities of the handicapped persons
- focusing on the region of Jeju -

Yim, Su- Hucn

Department of Tourism Management
The Graduate School of Business Administration.
Cheju National University
Supervised by Professor Kim, Kyung-Ho

In this work the handicapped persons are considered not as the passive object
,only receiving benefits, as a category of potential customers in the tourism
industry, which is applied to the theory of customer satisfaction.

Considering the cases of the advanced countries, the handicapped persons
become a very important category of customers in the tourism industry.

In our country we can see the tendency of change, that is the way where we
have to go.

Therefore this work 1is designed to study and compare the estimation of
importance and satisfaction of the category of handicapped persons as the
potential tourism market about the elements of satisfaction.

Especially, according to the characteristics of the handicapped persons such as
the type of disabilities, the grade of disabilities, the tourism purpose, the
attendants for the tourism we surveyed about the difference of importance and
satisfaction of the elements of tourism facilities, at the same time we tried to
find the location of the handicapped persons, the category of potential customers,
in the tourism industry, in the way of analyzing the tourism complaints of the
handicapped persons.

As a result of this research, tourism desire of the handicapped persons in our
province is very high but the conditions for it are very weak. the many

handicapped persons are not free from the low income level and the status of
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unemployment.

Especially the tourism defects such as low income level, the lacking of
convenience and transportation clearly shows the weakness of infrastructure in
the tourism of the handicapped persons.

For example unaccessibility of the handicapped persons to the tourism facilities
1s the permanent negative element in the tourism business.

But the view of the handicapped persons about tourism activity is gradually
changing, which is very desirable.

Only after the income level of the handicapped persons is better, as we already
mentioned, the tourism desire, inherent to the handicapped persons, will be
revelled.

In that point we have to count the tourism of the handicapped persons not as
the measure of welfare but as the potential category of tourism customers.

In that case the handicapped persons can be treated as the valueless customer

group In the tourism industry.
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