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1) M. R. Soloman, C. Surprenant, J. A. Czepiel and E. G. Cutman(1985), "A Role Theory Perspective
on Dyadic Interaction: The Service Encounter”, Journal of Marketing, 49(Winter), pp.99-111.

2) G. L. Shostack(1985), “Planning the Service Encounter.” in John. A. Czepiel., Michael. R Solomon
& Carol. F. Suprenant(Eds). The Service Encounter, New York: Lexington Books, pp.243-254.
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3) M. J. Bitner(1990). Evaluating Service Encounter: The Effects of Physical Suroundings and
Employee Responses, Journal of Marketing, 54(April), p.69.
4) M. R. Solomon, C. Surprenant, J. A. Czepiel and E. G. Cutman(1985). op.cit., pp.99-111.
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5) J. Carzon(1987). Moments of Truth: New Strategies for Today’s Customer—
Driven Economy. Harper and Row Publishers, pp.1-6.

6) L. L. Price, E. J. Arnould and T. Partric(1995). Going to Extremes: Marketing Service Encounters
and Assessing Provider Performance, Journal of Marketing, 59(April), pp.83-97.

7) B. Roger & J. M. Gottman(1986). Observing Interaction: An Introduction to Sequential Analysis,
Cambridge: Cambridge University Press.
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Bitner & Booms(1994)10= CITS Ab&ste] &8 &AL d2EHS o] &3}

8) Jacob(1992). Tactile Stimulation and Consumer Response. Journal of Consumer Research,
19(December), pp.449-458.

99 M J Bter, B H Boons and M S Tetrealt(190). The Service Encounter: Diagnosing Favorable and
Unfavorable Incidents, Journal of Marketing, 54(April), pp.69-82.

10) M. J. Bitner & B. H Booms(194). Critical Service Encounter : The Employee’s View Point, Journal
of Marketing, 58, pp.95-106.
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16) T. Rento(1963). Person Perception, Handbook of Social Psychology, 2nd ed. V.3. Gardner Lindzey
and Elliot Aronson. eds. Feading. MA:Addison-Wesley.

17) M. R. Solomon, C. F. Surprenant, J. A. Czepiel and E. G. Gutman(1985). op.cit., pp.99-111.

18) M. J. Bitner, B. H. Booms and M. S. Tetreault(1990). op.cit., pp.71-84.
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Experiences, Creativity in Services Marketing: What’s New. What Works. What's Developing, M
Venkatesan. Diane M. Schmalensee and Claudia Marshall. eds.. Chicago: AMA Proceeding Series,
pp.40-113.

20) Ibid. pp.44-113.

21) M. Johns & G. M. Zinkham(1991). Emotional Responses to a Professional Service Encounter,
Journal of Services Marketing, 5(Spring).

22) V. A. Zeithaml & M. J. Bitner(1996). Service Marketing, New York: McGraw-Hill Book Company.

23) G. L. Shostack(1985). op.cit., pp.243-254.
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<GE 4-9> AFel wE vdoA 2% T8% Aol Hlal
Faw a7 N Bt B Fit | #9520

204 o]a} 45 3.4000(b) 1.30334
21~30A] 50 3.9600(a) 1.02936

AA 1ol 31~40A %6 4.0893(a) 95873 4110 0003
41 ~50A] 4 4.1364(a) .82380
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204 o]3} 45 3.5333(h) 1.30732
21~30A1 50 3.9400(ab) 34298
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gHl 220 3.4636 1.14019

F1)"p<0.5, “p<0.01
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<} 4-10> 9ER T 54 mE vdod AT F8% #o] vl
Z90% W 54 N it EF=AA} Fax F24(p)
RS 36 36944(ab) | 1.16667
4 49 41020(ab) | 1.12259
Nz 48 44 4.1818(ab) 84283
ol sy} o
AA Aol 23542 7 38082(ab) | 92282 2.060 0.072°
27% A
3714 11 3.4545(b) 1.36348
7] et 7 4.2857(b) 75593
) 220 39273 1.03111
bmR> 36 36944 1.09073
4 49 42245 87233
Nze A3 44 39545 91334
. SRR
A A9 73 3.9589 87303 1.497 0.192
7% Az
57)4 11 37273 1.34840
71 e} 7 4.1429 1.06904
3H) 220 39682 95749
bR 36 36944(ab) | 1.237%
2 49 4.3265(a) 82633
Aze 43 44 4.1591(ab) 98697
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7]E}f 7 4.1429(ab) 89974
FH) 220 40864 1.01891
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A 220 34636 1.14019
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i

TR o]3) FE N 3 EFHA F#t o= p)

9 7)1 2 &3 61 35574 1.13320

Al Ao FIT 159 4.0692 95546 11.377 0.001"
| 220 39273 1.03111
5 7] X 3 61 36721 1.2209%

A 89 FIT 159 40818 81107 8.339 0.004™
A 220 3.9682 95749
9| 7) 2] 2% 61 3.8361 1.18575

oA o FIT 159 41824 93359 5191 0.024™
g 220 40864 1.01891
7] 2] B3 61 3.0820 1.24224

A A €]y FIT 159 36101 1.06683 9.839 0.002"
A 220 3.4636 1.14019

F1)"p<0.05, “p<0.01
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<ABSTRACT>

The Effect of Nonverbal Communication of Service

Workers on Customer Satisfaction in Service Encounter.
-Focused on Culture and Tourism Interpret Service-

Young-nam Kim
Department of Tourism Management
The Graduate School of Cheju National University

Supervised by Professor Young-kun Suh

Companies work hard to improve service quality and to satisfy their
customers in the service industry. Especially, companies directly related to the
tourism industry work extremely hard to gain an edge over their competitors.
Major companies, including air lines and hotels, constantly endeavor to
improve the service quality of their service workers. However, it is a fact
that service workers in small tourist destinations and museums have little or

no chance to study service manners.

This study examines the degree to which the service providers’ nonverbal
communication has influence on customer satisfaction. Already, there is a lot
of interest about non-verbal communication in service marketing, broadcasting

and medical service. However, this cannot be said for the tourism industry.
The purpose of this study is to examine the effect of nonverbal

communication of service workers on customer satisfaction in service

encounters in the Jeju Hae-nyo Museum.



To accomplish the objectives of this study, the theoretical reviews and
empirical analysis were carried out together. The data collection of this study
was performed at the Jeju Hae-nyo (women divers’) Museum during October,
2007. A total of 220 questionnaires were finally used for empirical analysis.
Frequency analysis, factor analysis, ANOVA analysis and simple correlation

analysis were used for the statistical analysis.

Findings of the study are that the dimension of nonverbal communication of
the cultural and tourism interpreters included in the model, such as Kkinesics,
proxemics, physical appearance and para-language, have significant effect on
customer satisfaction with the museum. Furthermore, customers who were
satisfied by the service workers also felt deeper satisfaction with their visit

to the museum.
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