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2= V. Zeithmal, A Parasuram and L.L.Berry, Op.cit. pp.21~22.

Parasuraman, Zeithaml and Berry7} A A3 1071%] ZA Q5L MdHor FE2y
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A& C, Gromroos. "An Applied Service Marketing Theory.”
European Journal of marketing. Vol.16, No.7. 1982. P.38.

23) Leon G. Schiffman, Leslie Lazar Kanuk. Consumer Behavior 4th, Prentice-Hall

International 4th Edition. 1991. p. 142.
24) D Daryl Wyckoff, "New Tools for Achieving Service Quality.” Managing

Service-Marketing Operations and Human Resources, Prentice-Hall International.
Inc. 1988. p. 227
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2= C. Gronroos, "A Service Quality Model and its Marketing Implication”,

Europeam Journal of Marketing, 1984. p. 40.

25) A. Parasuraman, V.A.Zeithaml, L.L.Berry, "A Conceptual Model of Service
Quality and Its Implications for Future Research.” Journal of Marketing Vol. 49.
Fall, 1985. p. 42.
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26) P. George Bensom, Jayant V. Sarph and Roger G. Sehroeder(1991). "The Effects
of Organizational Context On Quality Management : An Empirical Investigation.”
Management of Service. Vol.17. No.9. pp.1107~1124.
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27) P.B.Crosby(1969), "Quality is Free.” New York, New American Library.
28) W. B. Martin(1986). "Measuring and Improving your Service Quality.” The

Cormell HR.A Quarterly, New York. Vol.27. Nol. pp. 82-87.
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2) Ringer Hut32)
Ringer Hut® 3759 &5 7|U&E H71sk & A4 o d3toz 3 Ao~
Aol gt HrteFE A AT

A A el Vg, WA, &4, o=

DAEY &7 FEAATI skel BAAL BEH Au2E g Fasstg

3) W.B. Martin33)

e AEj s F A7 Zﬂ%é}—t— MUl @A dAIQle]l ARl FHold £ 7hx
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300 HFF. ;AR FHY WHrh 24 A #d ASdAT. wHA"RAT
St A Y 8Es]. A|8H A|235. 1993. pp.168-169.

31) A. Parasuraman. V.A.Zeithaml. L.L Berry. op. cit. 1985. 1988.

32) Christopher W.L.Hart, Gregory. D.Casserly Quality: A Brand New, Time-Tested

Strategy. The Cornell H.R.A. Quarterly. New York. Vol. 26, No3. 1985. p. 62.
33) W.B.Martin, "Defining What Quality Service if for you”, The Cornell

R.A.Quarterly, New York, Vol. 26, No. 4. 1986. 2. p. 33.
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2o BA ol el A=k

5) E.Babakus3%
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6) FHES Fo|2~(D.M. Lambert and M.C. Lewis)36)
A2~ F S4 A 7idiet T84 s A5He= nustry] fa dsiikd

34) JM. Carman, "Customer Perceptions of Service Quality: An Assessement of the
SERVQUAL Dimensions”, Journal of Retailing, Vo0l.66, No.l. Spring 1990.

pp. 33-55.
35) E.Babakus "Dimensions of Quality: Method Artifacts, in 1990 AMA, Educatiors”

Proceedings Enhancing Knowledge Development in Marketing, AMA, Chicago.

1990. p. 290.
36) DM. Lambert and M.C. Lewis, "A Conception of Attribute Importance and

Expectation Scales for Measuring Service Quality, in AMA Educator Proceeding:
Enhancing Knowledge Development in Marketing, AMA, Chicago. 1990. p. 291.
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7) J.J. Cronin and S.A. Taylor3?
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SA4ste =72 3r7he 7ld 22 (Evaluated performance Model)S | Al 8151
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37) J.J. Cronin & S.A. Taylor, "Measuring Service Quality: A Rexammination and
Extension,” Joural of Marketing, Vol. 56, July 1992, pp. 55-68, J.J. Cronin & S.A.
Taylor "SERVPERF Versus SERVQUAL: Reconciling Performance-Based and
Perception-Minus-Expectation Measurement of Service Quality.” Journal of

Marketing, Vol. 58. January, 1994. pp. 125-131.
38) R.Kenneth Teas, "Expectation, Performance Evaluation and Consumers

Perceprions of Quality.” Journal of Marketing, Vol. 57. October, 1993. pp. 18-34.
R.Kenneth Teas, "Expectation as a Comparison Stand in Measuring Service
Quality: An Assessmentof a Reassessment.” Journal of Marketing, Vol. 58.
January 1994. pp. 132-139.
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39) ISO 8402 Quality Management and Quality Assurance-Vocabulary. ISO. 1994.

40) J. S. Oakland, Total Quality Management, Butterworth-Heineman. 1989. p. 12.

41) J. Banks. The Essence of Total Quality Management, Prentics-Hall, 1992. p. 8.

42) M. H. Carlsson, "Consistency in Quality—A Baseline for Achieving Total Quality
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A STUDY ON INFLUENCE OF ORGANIZATION
CHARACTERISTIC FOR SERVICE QUALITY
- Focus on service of A bank -

Young - Jong Kim

Department of Business Administration
Graduate School of Business Administration

Cheju National University
Supervised by Professor Jae — Kun Ko

Summary

With complicated national competition in the global system, the
domestic economy supervised by IMF reached to recognize important
subject that a bank have to develope service quality.

A bank is in time that his success or failure is decided by level
of customer’s perceiving service quality. Therefore, this study started
at a premise that service evaluated by customer is coming from inner
customer (a employee) satisfaction. Satisfaction or dissatisfaction of
customer is generated at "moment of truth”. A true TQM for custome
r will be accomplished by satisfacting both outer—customer(consumer)
and inner—customer(employee). Besides, to support customer’ satisfa
ction , a bank needs to make humanistic business administrat- ion for
inner—customer.

A member of working system is important without considering pos
itions.

Accordingly, we study influence of employee’s cooperation as
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ingredient of system, empowerment and autonomy, duties contentment,

labor time, promotion system, etc to develope service quality for

customer satisfaction.

According to theoretical investigation about service quality, TQM
system, GAP3 of PZB model, Gronroos model, etc, this study method
have been done for a plan of developing service quality for customer’

satisfaction.

Study model diagram following that,

ORGANIZATION
CHARASTIC
VARIABLE

*cooperation between

office  branches and
duties
*job

division of work

indication and

*empowerment

*fairness of
promotion system

*wage and welfare
level

*labor time

*perpendicular
communication

*duties contentment

SERVICE LEVEL

PERSONAL
SERVICE, EEVEL

ENTERPRISE
SERVICE LEVEL

CAUSE
ELEMENT
OF SERVICE
QUALITY

*

*

*

Tangibles
Reliability
Responsiveness
Assurance
Empathy

The 1st hypothesis

Hypothesis

characteristic variable, person and enterprise service level

for

difference  of
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The 2nd hypothesis
Hypothesis  for  difference  of perceiving  organization
characteristic variable and cause element of service quality.

The 3rd hypothesis
. Hypothesis that organization characteristic variable influence on
person and enterprise service level.

The 4th hypothesis

. Hypothesis that cause element of service quality influences on
person and enterprise service level.

As mentioned above, We survey whether server make service
quality element well or not according to actual analysis with the
enquete to a hundred employee. We prove what service level with
employee influence on best cause element. The survey of hypothesis
have done with statistic package SPSS PCT(ver. 5.0).

It is showed that we have to be interested in following that,

The 1st, cooperation between office branches and duties.

The 2nd, communication harmony and proper labor time.

The 3rd, job satisfaction.

The 4th, authority commission and delivering autonomy.

The 5th, excellent leadership

Consequently, the managers need to investigate customers’ desire
and to present vision and the goal of organization, managers should
make a harmony with office branches by fully training supervisor and
employee. Above all, managers give authority commission and
delivering autonomy to employee in order to work spontaneously in
organization and high level of job satisfaction. Harmony of
communication in organization make developing service quality for
customers.

_97_



H]’Eﬁ/\] =
Al Fo| 2 H AR
B Fo] Zo]d
| Zeda #41 A
7]0
718 ZIALE =
= =YY

H FA= o
23 AH| 2~
e Hofo
g 8 yrae) v
Zz
L'ﬂJ_Q]- ,]__’_7]—1/\
MR 2~ A=
o =

g dots
171 98 AA s = A
= 2 A} T
1

L
2 AT HAE
o)A = sl
ZAd o Skl
NTARIE s B =7 MHl=E ATt
b A B EREE 1 9lg Ao
= o)A = _zr/\]uqo s A o] ol Ao zx Astrt A AAY
H ALY Aol Aokt ’
AEHth =gl o
])\/\

1
998¢ 119 o
=

N
N
=4
ie)
El
o,
of
=
e
(o
o
of
o
_Y‘_l,

N,
k1
Ef
¥
]
2
AL
El
¥

:?_ Z} A
]-. '1*]'3”}73 71 o
g =

- B -



1. o] A7AA HBAA A &AM =Zd HEH} 2P TAHXH X
a3 FEYU,
2t gt=uick 2 MFsicia Y2tsls Wad OEE stol FAUAL,
M8 == ¥
=X olct Ot
ot
1 HEI ARzl HxE & o/R0/RT YBLII R e
2 2%l 7i3] 4 2ol it HEE & 5 S R e
3. R0l OfEt RIAl U YREEe Ssacin ALl R e S e
4. FSETL BEII0f 2 YRO| WE Ol FOIFCIT AU R e S e
5. 5gl S0 SHAS0| A BHESHI LR R
6. Y24Z U SNFYH= HHAE BEHULT TR W S B
7. ASZ2IY0| B o[F0ix2 Yol 220l =20 HCkT YA T S R
5. Fstel 2mAlztol ofs) BHEsHAILITE T S S R
0. ERE2 NAAZOIL AYRHAHE mehel AYX Ml ofshA

10.
11,
12,

13.

14,
15,
16.

17.
18,
19,

20.
21,
22,
23.

24,
25,

& &3 9ot dztstd Lt
IHME[A0 H2B EXtel S
g0t oiEt Mels ME8a
2228l 2FFGrH
SEREPI MAIBL UASLZN?
H3l7t HEOMLYFE M2 Aol Bz Al
&2t st L7t

SgLAxE E5129 Hagh a0 x5t At Y2tstLvpe
HEX-SAI F=2AH 7 & o[FO{ X[ ATt Y2tstLvpe
Aot 225t AME= 22 229l o[SstA7(of B2t FHL40
&8t At Yz st L
Ha M s SHLF s B2 A4 ATk 2ztsta L vpe
HsMAME 22g gt FHs dista Aot Yzstd L
HaMME SYLFAHR O Y7E s200 HefAf 2 MYs| F2
ATk 2ztsta L vpe
H3IMM = =80l
H3IMM = =28 W
H3IMM = 2ol 2o HES F2 Acta YzstHL7Ie
HsMAME QSO ofF 2 stuciats FFOL 5HA Sf Ao
ZotECia dzistd Ll
HsMAME 2ol 27AgE # Oietsia
HsMAME 229 o[elg 202 SAIst2

e N =3
o= T

7ol H oIROX[A UELZI?
& tiSsta RAct g2std L vpe

=gl (M vHY ZRE

ofof

Zsh=
E [—

XXM E &

7/7d

PR 2

k=]

E?

=

S228ol EHUTALS B 253 cka 2Lk
22|

22|

ATk 2ztsta L vpe
ATk 2ztsta L vpe

,99,

Sof gnlst MBI AN FESCID HABAILIDE 1



o < HE o <
Ltsict,  Ofct. Zct

26. HsMe ClE SYEL} 222 ZRHFES o= & 0212

M2t siAlLDte S 5
27. Aalel X@lof distod A= etEs(YL L. 1-===2m===3====4———-! 5
28, M E A HHLR(ZR)0l A2 DT YLV ROHE) 1---—2--—-3-——4———- 5
20. HB7F HALEAA UMl Mu|AxFES FIIEHCHH

Xy E £ZFo[2ta M5t L7t 1-——-2-——-3-———4-—-5
30. st R2(28el MUMOl MulAxFES It SO ol £F0[2t2

M ZbsEA L }? 1-—--2----3--—-4--—-5
. ?si7t AEAolEt JHHsin MH[ARE £E2 WML 2Ist0l B BiIx|

Hetgr = QUCHH ZtefstA M=5t0 FAIH ZAISHISLICH

2. Uubabatel e vlgLUTh
1. Ao 22 BAz?

(1) oIZAC ) (2) iEAC (3) LA=AC ) (4) 71EFC )
2. 2 2Yolo 2FE J(zt2e

(1) 3-AO(erC ) (2) 3-54(C ) (3) B5-10H( ) (4) 1040]AHC )
3. A2l X2z

(1) #HHC ) (2) AFZC ) (3) dHe[(ZEHZ( ) (4) AEZolAC )
4. zEEH2?

(1 2&C ) (2) dR2EC ) (3) EC ) (4) DHEFRHAEC )
5. ®del HH2?

(1) 30M[OgHC ) (2) 30-40M[( ) (3) 40-50M[( ) (4) BOM[O[AFC )

- 100 -




HZF=sthyd S A

JEN NATIONAL UNIVERSITY LIBRARY

- 101 -



	표제면
	第Ⅰ 章序論
	第1 節연구의 목적
	第2 節연구의 방법 및 내용

	第Ⅱ 章서비스 品質에 關한 理論的考察
	第1 節서비스 品質의 定議
	1. 서비스의 槪念
	2. 서비스의 정의
	3. 서비스의 分類
	4. 서비스 품질의 정의

	第2 節서비스業의 品質管理
	1.서비스 기업의 품질관리 방향
	2. 顧客을 爲한 總體的品質管理(TQM)
	3. 서비스 품질향상과 종업원 관계

	第3 節서비스 管理시스템과 서비스 品質의 決定要因
	1. 서비스 管理시스템
	2. 내부서비스삼각형 모형
	3. 역피라미드모형
	4. 서비스 배달 시스템
	5. 서비스 품질의 결정요인

	第4 節서비스 품질측정 모형설정
	1. 서비스 품질의 諸模型
	2. 서비스 품질의 향상요인 및 평가 요소
	3. 서비스 품질 측정에 관한 선행연구 검토


	第III 章TQM시스템의 이론적 접근
	第1 節TQM시스템의 의의 및 이론특징
	1. TQM의 개념
	2. TQM의 목표와 구성요소
	3. TQM의 기본 틀
	4. TQM의 배경과 발전과정
	5. TQM과 TQC의 차이점

	第2 節TQM 시스템의 특징
	1. 경영관리와 TQM 시스템 적용
	2. 조직모형의 특성과 TQM 시스템의 비교


	第IV 章은행서비스 시스템
	第1 節은행서비스 시스템 및 전략 수준
	第2 節우리 나라 은행의 서비스품질 전략 유형

	第Ⅴ 章연구모형 및 실증분석
	第1 節연구모형 및 가설설정
	第2 節연구의 설계
	第3 節가설의 검증

	第Ⅵ 章結論
	參考文獻
	英文抄錄
	設問紙

