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1) C. H. Lovelock, Services Marketing, 2nd ed., New Jersey: Prentice-Hall, 1991, p.2.
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3 LAE, AT B PR HA AR 2147 BRIAY AF BB may A
EA4, 1996, p. 15,
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6) Roger Doswell and Paul R.Gamble, Marketing and Planning Hotels and Tourism
Projects, Hutchinson, London,. 1979, p.79.

7) Christopher H. Lovelock, Service Marketing-Text, Cases, & Readings, Prentice-Hall,
Inc., Englewood Cliffs, New Jersey, 1984, p.31.

8) Andrew Vladimir, The complete Travel Marketing Handbook, NTC Business Books,
Loncolnwood, Illinois, 1988, p.149.
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9) ey, "wFAGs,, WS WAL 1992, p.206.

10) Terrence E. Brown and Michael M. Lefever, “A 50-Year Renaissance: The Hotel
Industry From 1939 to 1989”, THE CORNELL Hotel and Restaurant Aeministration
QUARTERLY, Vol.31, No.l, May 1990, p.23.

11) Denney G. Rutherford and Jon P. McConnell, “Understanding and Managing, Your
Liability for Guest Safety”, The Comell, Hotel and Restaurant Administration,
QUARTERLY, FEBRUARY 1987, Vol.27, No4, p.63.

12) Geoffrey A. Parker and William E. Kent, “Utilizing live entertainment i hotels,
restaurants and clubs” , International Journal of Hospitality Management, Vol.5, No.l,
1986, p.13.
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14) Peter M. Mudie, “The service industry front-line employee: an unenviable position”,
International Journal of Hospitality Management, Vol.7, No.l, 1983, p.11.
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15) AMA, Marketing Definition, N.]., Prentice Hall, 1982, p.477.
16) W.].Stanton, Fundamentals of Marketing, 6th ed., Mcgraw-hill, 1981, p.55.

_ll_.



A He B4 AL Uk B AulaE Hus AEas sux, due o) g
3 2ulal, £ ulzbsh ulaste] 43 Lol dHA FEEG. gy e
25l o B8S A7 urkes Aulae] FAY Sao] ofs Ar] gRo 25A)

WS BYAIIA %3 7 ol8AL AAE 54E 2 W
5 Az A FANE 43 1 4380 we BRUYL ARAUY A
A Aoz g5 gou, Badel dolN TAMAL 1 Fre st

thersh, A9el thztag gn w5AN s Austs F7se BBNAY Fa @
A%e FP3kn At Gty TYAH AT 22 Bgsl gFystEE swslde
ol wtet aelm nAe 87EEL st Bz Wzt deudn o,
7ol s qgre HEAA sSAM ©Mste 5ol AuABel A}
FA, o, 254y Add BAG Au2E AT e Aoy fRo
bl e MulzofA] ¥ 23 RoANE Gl BEF 5 e Hu~E
Ao Mulzel vgstg Fdsi Aok AFE - 2349l s5E BHA
s AE FFFLA Aulas Bor)sd Hulaz 2Rs sbsad e

1

A Aqulze AG)E, dadeld Js, 284 s, A5 2L A B
Aulag wake, wolrlsd Mulse 59, 84, F43% 2 AEA s
st M%), &, Yuad, Boish ¢S AuH J5ANAE 2T

Aok Pol T M 2E AT At YN 2E AUA & 33
AR 2ahHQ AN FAHA Aula FHE AL e AdAdn
¢ 4 A gad 2de ue) Jdosd gesdl 493 Agr 9 F43
Y Au2E AFTe AU oddE dHET sdezM AL 7g
ololg BHog & AM Bl AHFF @ 4 U= AMoln 54 uA
wro] ohd ¥EH U4 E B sk BFAASY HAE ma g ol

4) TAAN 29 FHLL
Fde QANolW FAUdos A S, 3L 9¥ FNE Bun:

2g 7HA3 glonz g4 AFQA Mul29k X E fx5ojof o) wul oy

=2

N
-

Jm
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o s 2Tzt FEYHE st A2duoly o] o]WHQ REBoz 7
dEe] A, 7k R 4EEY £8 SAHQA dFd FEF YAz 7Y
sl e S4E AR At gk sEAE A FTAHRAE ule Tops A7
o 7HAS gl dHel & SAoltt Iy o8 ss¥E s md AR
HEETE, FUAMEESR Us £ U o)L 247 AMEaor @ Mulxo u
Wb M2 gE et $Ag A S U 2A4 2 gEHoz A
T HAA FEE dtool o) 53 sdo] M dYw v5e R EMS
ZPAA ol mel sdMulae] SHT YN S SxEA nAT B el ok} A Q]
Aol M 540l gttn & F Qb aEz 4R, AuAsgw A 22 o4
A AEl s Aged 543, Hds, B2 288 s AY So) wizyow
Ao ok gk a2y HHlAE AP £2¢ FAGE dh Mul2s) HPLER
& frASA Ret fYMulazt gAY A HEE oW, ARG one A
22 Bd 4 Qg

SPAN DANA AFHolok S EAA HHA 2o AL £4 AHel
Nt oA YU $A, AAY Yo $2Y AL ABAHe &

4P 22 BRIIAZA M 2ot ARMHAE sdnAY PN @
Toll AN TRAFALde] g AFHE M2 85 S I AN A= 7)A
St g3t Aol Aokg Wy WEo 2t REME HEIle o wE oA o]
A 1AM Mulmef o|E o] FE 848 AT Utk waly AYAH 2o o8 &

1339 AFEol AHYHE Aol

TEE F¥e FHEA Yeds ANAds g8 v £, ARE o
AAEEMNZA B Mul2E ATEYL BF MulAE sdMuzo sbxE A
AATIE A BMolt 24 Mulak JRHow sde A dirkmk B
HAE R TP TR sAUe 294y D FAAH, FFMu 2 So] ¥
gd.

T A AAsE APzYR 249 Y5 AAHATH 2HA AT
AN AR, AR, W8, i, folHT 2L FEAXNZAY AAE Husot A

17) ol@+, "aastA A, WAE WA}, 1995 p.263.
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e quat A AuAR dopAags gol nAe) Welg AHM AT
G Aulzolg. WA Alzdd Auar nAdA Y4 w4 adn FA
4 5ede 8% & AW

5) 3dAMulxe] 54

saMuze A9 FAAESH e AZeM o st AL o] Azt 2
L gz ned SAS A7 dEold. QwHoz FeHn st Auzel 54
o wuug Ty Aus svel aEay, od4, 294 9l A= de
o9

(1) 734
quxe) 7BAHQ EAE Hert doe Rolth A@Hoz FrAAY HelE
Rz ANE F glod ZANY BAAG B £ ok gy 2 7EANE etk
AU Holae Aol olY¥u. uhH|&(Bateson; 1979)0] mawW FHAYE Aster An
r2 FESE BE Aoy shedl Y AAAQ g2 AdsAn Aulzst
o g8 Ay Aug Eesn QAT Aulse FRe pARoR FYPHe

58
!

+

olelg Mulzel BaA B4o] gl W, AuzE olgdt A ol
s BHANS Zol7] 9 A~ EAL vehie Haold FAE Foodn &4
dowa) Abg, Adul, ARAE 1A 52 B8 Auz A 38 & Ag ¥o)
G20 med Ausslge 24HA 44 7H Auag Jsd Fuz AN
g7l gon, auAseA NHFFY FEAANEES gol FHASAA A4t
quzo] Edol 4t ARS HlE Wast Ankw

o

18) 2t 3 “SdMn| A Prro] BY AT, Eolstu sty wAE =&, 1995, p.20.

19) V.A.Zeithaml, A. Parasuraman and L.L.Berry, "Problems and Strategles in Services
Marketings”, Journal of Marketing, Vol. 49, 1985, pp.33-46

0) $28 - o|4%, "AYnAYE,, WHFMHFA YA} 1990, pp610~611.

1) g2 oA PE,, g AL 1996, pd63.
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=, ot ddd FAE IRV A8 1AL Mulae] AAE Fol Bole ¥
B2 5ol F1, Mul2x YEETE MulAg 2gogd A He FHAHA A
de ZxsEA, 27t ATHe Fa, AH2E AFsE AAge B3, Hua
AEA ALESE B, ARYA A AHEEHE A5Y HE 5 ol Role g
€ & 2% aAEANA Mul2de] Foe A4S FE T AFL YAE A
ol

@) Wy
Hulze Agatel oa AFAE A% FAl nAcl ofs Ausle 42 7
Aok AF) F9, 94 A4E o @u), 2uEHAY Hulze FS @A oo
HE 3 YAk Lu7h FAlo] o] FolWY D Hul2g sgsE Re BaH dus}
A, 224 =5% A 2ol AFL oustd) o wEaAYoz st
o maol Yumgol MYst AARe] ZWolHE AHze] @ REOT AY 8
a9 840 ¥757 Ao

3) o1aA

Mul 2ol A 2 A% B E o pdA 247} By g @ mAd o
@ Mulzzk g nAel g Mulxe OF 5ol Atk = Auze] A
Agabat, zvlzb Sol wheh weEbAw Alzbe] wal g@A 4 gl Hojth olsh 2
& Mulx Az olgYe Mulast EHFHA AL AR 1ge] MHx A
A5 el 2E e AeARHY 43 £@ A oz dByde AN 5
Atk d7Y Aulxe] AFaAPel thg mAel AYFEE oo tha BT oY
T ool ol Aol el wal 2 FrF o P A AR

22) Regan, Williams J., "The Service Revolution”, Journal of Marketing, 47, 1963, pp.57—~
62.

23) Lovelock, Christopher H., Services Marketing, 2nd ed., Prentice-Hall International
Editions, 1991, p.55.
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4) 23 A

M2z AZ7 g f3o 2E0) obunz Aush Aol Brhssnh E
g gojd Aquad sogs 1824 AUske 29 FAld Aulzel #elw A
At mepA MulsE sash THel A e A9 FFEAA Yo} Be €
Aol Uedth =, e Auxd 184 5408 iy RagoE <l
@ olelsle] gaeleks BAt BT weha o Ay AMME Fas
2370 2512 ol Mol Basith

olsh g2 7|EH B4 olgol Muzst A FRY SAEL AHEW o
3 gk,

A, Nl ae &

A, ANl 2E B

AA, AEsel Hrhe F2 ndd o8 Fumez ofoixm Bt FA of
2ojan = ne] 58 9 WES dvhy FEAZAEAE 14 2227 H7e
1 0 ANE Adoz Adsd AFEHA HE Aol Aulzel @ 5ol ¥ &
glq'%)

GA, qulsel $EAZE ANAZRE 2ulaHe] 8D A FEHE Aol B
Bue 2eo.

o) gel A Aulz7t 2E SAES Amugch ol e SAER A Auz
Coanae S7o ge thpe Welst e /XA A2 pEde Yt =
5, gZsh 2aad, qulxs FAYge wdold, 2 a AuAE o
& Mule s]ee) melow Muze AAdFRT Ede Auye =Ry 3
© A 5B} o 3o 3 At

¥ & (Francis Buttle)?0& o]2]d Au|xg sd4EFY 74842 57IAE &1

o
o
L
c
I
e

rr

itk = 9 A (location), Al (facilities), A1H] 2 (service), ©1v Al (image), 7} (price)

24) 954, "E8d U}?ﬂ% *4"4 , F9 74494 1991, p.904.

25) Lev:tt, Theodore, “The Industrialization of Service”, Harvard Business Review,
September-October, 1976, pp.63~74.

26) Francis Buttle, Hotel and Food Service Marketing, London: Holt, Reinhart and
Winston., 1986, p.6.
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<E 2-1> 394 £ g~

g [1EHY AN SHA =4 A2 @9 S) s G o)
A4, j:]o]k] = Ao une;;,u ;é}o m u} 5] 4]

Ad (AN 9 Eﬂl—l*%}, 4974 5 mo]l ALET £ Q= A WA

. |BY AMAg S99 24E AWa 2 ude a4 @ Ause]
e Ny e ey |

o] g} 7] o] sdo] BB 3 9l Zof X, AA, Anlx 29 o) -‘t’}A
o ANFE

AR, AH, Az, o)n)z] 5 sdol AT Aure Ao o 7 Al

i 7+ Ao
| 59 97} ]

A+ Francis Buttle, Hotel and Food Service Marketing, London: Holt, Reinhart
and Winston., 1986, p.6.

2. 399 x4

T AL sdo) FRY 39 YA, FF 5 A 7HH) 7Fo] ga} g
A9, A" SHe sdxzAo] MELAE 2Edn @ 4= A dwHoz 3y
o 2AE A Folg PPt JYREN, Ao +9g Udax g
AFEOR brojAld, Aol HARE, 4SaRE RgAARE So gu,
FAel= d7), M, £ § AB4A BYRASY, A4} A, AAL 5o dduz
FAZE QA a1 olEe wde] Agoly sYe YPusol mat oo A3}
g 2202 AEsse] glon Mz REsso] o

Ay 2 22e 34599 1Y 2 AHoln, sYH IR0 7t B
AEE FAREUD FEEHANA SUEHH AR ok, datung
FA, 2 PRA Fov Y 5 Q)

AV RS 2983 FEERobs nAste P2UE} b3 g2 mAdgA 3

o)

20 A3, "'TAAGs,, S BAL 1982, p.39.
8) AAG - FA4, "EAAGE,, WAE @A} 1997, pp.73~78.
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rir
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e
kl
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o
we,
o
rs‘_x‘
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dz
o

0
kd
=]
Ky
p
x
=
>
iy
X
ol
p‘t
rr

Aol Exold wolw, Wyl ¥, deMEINY, 2SF3F 2d Fol Yo, TR
ez aagd Agwe, nAe 4%, H% AAE Fi, 2 P S
AR g,

LR 22 FARES 9day YU F2 AsudTe 992gF
2 faxd e Solth. AW nAR HE
Aol A BAZE FA GEZ BE Foyt Bast, FA¥E 4F ARHS
gEgsde, 4% #ae wud 34 Fo A,

ForABYRAE AASo] AHeT FARA ol§ F & ALF Aol A,
wa WANHY fAE F AN AEFL A4 Bste Foldh

sdo NoEnge A e, Adg AHF T Ay A Fl5H
290 Aug SRt AA £ SHM Y AYRE 82 @A & HEE
GAs T Qed, 59 AeRREel 494 FEE ode FEE Folok ¥ Iy
o] B¢ BAEAM A& #AFofo} FER
S masth oleda 2Ae sdel FEY edwd =t dgdHel oet g &
7 At

sdode] zanEe AN, AEAM AAAYS BAF s 2AF 4
of zseat @ FHNE aR¥oz A7 AF BE Fdo B, AH
Nxed wa 247 72 dPHEe EHd Wy FAXsE wAEn
dauAe] AE= sde 2AM AED 599 AU Au2E THH 2
ANE ZANI T, ddRAe 9B L9 F A= AYH wAS J¥ 2
= Fojth, = sde] A9 /1Yy £dol oY AFUY, AAweY, FRY
g wAE, zA#e, 94 5 48 ATE FEa zAUe 4F 23 B
oz B 9 AFHAF} ANYIFE AFE ot

sdzde AV ATE ANME 72 LB WRruASe B frE 3%

A g3 EaEE Auag 8] gEe 1
o4

A
T

\0
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3 AXFe BE Z ALY §7149 WEsh wEA Wastt, fusd uAd

Aol Mul2g AZSA 2 o 2 AUF Y27h glol: FL Hul2st @
F7k 971 el
<3d™ 2-1> AFAY 5539 2H & Al
o &o| A}
l
A 2o A}
e
7184
| T R
34 el
LR e
] | [ 1
99 qegew | | zaw N Fry
1 l I
_ﬁ,i T
5 A - R
Bl (gl Al alalE] 2w
A=l a8l Al A AR R A R A
ol bt I et W Rl e R R R R R B

g GEd, 1997,
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3. 3dAu A4 FALA P HELY

1) S 2d9 P84

(1) Zaxqu 2o Ay

Aulze gRAED go vE4 oldy, 2u4, wreye 54 Hdew
ga) Mulzde) gelol BE ofelge] My dwHoz AMuzde 54 A
xo] $443 BAFe 2E Ajdel AWHA BY T Bz Fojdnt™ a9
1 Eg Mulzel W@ Az2E AdsET A48 YAYze] ol (SERVQUAL)Z
249m ot "sltl-47 BAA wyrel o4 Jwe ¥ otk o AdA A
£ oj%e sAso] nAMOR ALgs 23 UTh

qulade Frhsks ARY 2RA7E FAKA @ PN Auade 33
s A dae Ao dE nAe A% EFse Aot Hux BFL 1
AA7E nAAGH G5 o Dol ot Bzt b FRa] W ol
2o gas

Aulzde Auzd dig AwAd $UYH $44E dehhE Adez BF
3 ohe Adol A Biest s Aoz TAHY ol FgHeln
GARHA Aot BES FAE Adolmz Ay AR wEolde Adnne
q&Holm F71H) Aehz vl td WA wekolu A3be] Aol wet
Moz Wsat FAH PGl k0

Hqulzae wx Hulze A% 29 ojue Azt AFHe AQAAE 2
9 shdolth shebreheh(Parasuraman)®l & Aul=a e sldish Fael Wizl
W Hquadel Wrhe Aswd oues Mulz AFAY HrA olfeiA 5

P

29) Parasuraman, A., Zeithmal, V.A. and Berry, L.L "Communication and Control Process
in the Delivery of Service Quality,” Journal of Marketing, Vol. 52, 1988, pp.12~40.

30) Boulding, William, Ajay Kalra, Richard Staelin and Valarie A. Zeithaml, “A Dynamic
Process Model of Service Quality : From Expectations to Behavioral Intentions,”
Journal of Marketing Research, Vol.30, Feb. 1993, pp.7~27.

31) Parasuraman A. Valarie A. Zeithaml, and Leonard L. Berry, “A Conceptual Model of
Service Quality and Its Implications for Future Research,” Journal of Marketing, Vol
49, 1985, p.55.



S AMul & Algabsh izke] e atgol FA Hbol YolA FaAEoloF g1
Yot

125 2 (Gronroos)3Vel oatH MulA2d 2 ‘7143 EA(technical quality)' 3
44 Fd(Functional quality)’'e] ol Mul2x AF8Z0 Qojrs Exrl E3
TR Frh of7|A Ve FA olg iu|Ast RS AL Qs B
Ao2A HYS AFsts 8% 1 AAE 2uA7F Au22 msotsts Aoy 1
gTo 7ol me Hdst EHGs se HE Wdg B EAe Az
b ARA 23S 2 AYst #F Aog Ho AFolzE #8F 1 A} of
Heb Aleel e 2uAt Aulag sebste o)t o)g mastd Huxa
o Hrhe @A A3 B9 ol AFTHYE msfol dohE AL @ 5 Ao

Melae 3 54 d&ol Aulzo] g NP @] ojfx, Hrhs Mula
A Aol dxga FulF Pz A o)FoAE A EAoly & & U

IAELE Mu2d g Jldigh #3 Hag S AAeE Hols gRrrel 3
Aol o3 Fo7t o] Rl gtk F, vldd Aulael QAP Mu|2E vlay 2
 Aul=do] A sEd], ol AE nAe Jdg A Aolo] Yt BAX 9 Yo}
ol B £ vk 71N QA @ AT Aua Ee AP Muxo B
oo Bgoer Fojdd. agn sl v nigolud &F = mAo] A
Hl 2 Z1]do] Alsd Zlo] ofel AlFaorst grtx =7t Aoz Holdr} olm
Mul2d dFeA Abgste Zld'g aARE AdA AHEEHE g Age
M2 Aolde 73 ok BFe] ATANE VA7t AdE € W doljg A
2 A9 o Z(prediction)E v @tk F “VldlE TAo] oW YFS & u
st Abdol dis) nzjo) Pg gL 9n|in} ojgtE: PzHoE MuAd A
ANE ZIHE ‘Al vhdol} &9 Z Hulx 4R AFsor = AL o)
3t it}

32) C. Gronroos, "A Service Quality Model and Its Marketing Implications,” European
Journal of Marketing, No. 4. 1984, p.55.
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olate] Mul~ JHde W8S aostd g 2o

@ Mul2zde aMe Aztz FA€E Hdeolt

@ Aul2de gEs} FAE /Adelth

@ MulzaAe Au)zel au Az 2 ofyet FHAo] tigh Brtelth

@ Muxae Tojdol ny Hrig £ e gAY FARGE AFFNH &
vl A Hriste A¥A FA9 540 dS o |

® Mu2Ee et S8 uad o AFE

(2) sdMu| 249 FAHLAE

Aqul Aol AeoloA AFa upel gro] AulaA e mAe} s Mulxe x7td
Mqu ze) stolo] ola ARAG. oA71A A Mulzst Az Aulzel ¥ F
Coaase Jgel Be 2 A SHelA B o F bz RRFd 25 Ao
AR AoAu 2o dEe Fr 8h F 7199 g&o] FTASEH, AL
AoH a7 A AY, HAEIH AN, FH R AFUANN T 2nja b
AolHel xphe] aclo)y] WEd T4 Erisd giolrh uhdel A zbg AMuzd
Qe 2= 94 F 294, 294 £449 2 o A HEFed, FAuAL ¥
A7} 7bEd g st

et Aula 71de BAEIEE 2459 %
2o e BERGE FASE ANz4d AniaE
ZAaop & Aotk we MuAAS ger e diFEe] dTE
829 Aztd Mulx 9FIAES HyoR o
b AFE wpel go] 123 A (Gronroos)®E A ols xZEE MHad
o sl A9k Azte Mulzo] F7hR FA LA o Adduva T,
w3k gba}erebuh(Parasuraman) S8 47bA 9] Aol o] Mu|2E AFT EI

[«

33) C. Gronroos "A Service Quality Mode!l and It’s Marketing Implications,” European
Journal of Marketing, No.4, 1984, p.36.

34) Parasuraman, A., Zeithaml, V.A.,, & Berry, LL., "SERVQUAL A Multiple-item Scale
for Measuring Consumer Perceptions of Service Quality,” Journal of Retailing, Vol. 64,
No.1, 1985, pp.41 ~50.



AT LASE Fdz sto) zAg A3, Mul2 dFo BAIGo) Hu2Ae i}
g o AbgstE dubd Z1Fol AL AHUL oG E2SL AuAHe] AR
8 U (Service quality determinants)’ 22 2] % 3} t}.

oleld RyPof ostw nAL JJhMu 29} AW Mulxo] HTE S8 Hu A
2 Artee Mulzde APele] st Mulxel AztE My 2o FE e v

T A @ 7 olenz ARY AR JBEHoz sy Muast xZ4E A
Hi&o ojsf A mepy o] F 7|2 Qo] JFL v FHH Q48 B
Hafjof 3t}

(3) ZIdl Mul2of JFL v 24

U ?E(Lewison)oll oJ&t®, 1ol AulAE Ml s)de] AER Hoz mAol
Ndshe RO2AB), 0 35 Huo wat Mulad £30) Aoz sg Ay
2% o182 FAUH #HAA B o ® s MulAd s)Ze] @}

AFsAs oleld Jlg) Anlze JFe i A9 HARY, AE, AYH 9
& T AEFAM, EA 24 NAA 54 52 B3 gon FrE s 3
Y, £108%, BHAY Y 5 53 e, sehsrelvk(Parasuraman)®e T A
JYer2 B3 Yo WA aggs
1Ae 842 719459 4% A%

52 51 o

AFrUAlA, MAH &3 HFAAY 5
(Gronroos)3"& ol e]dk 7)) Aju] 2o g3

AHE, #A e A, A ARFUAA, A

to M
g

2
o
a

(4) AZtd Al zof JFL = 24
Azbd MEl 2@ Mol 71gjo] Fae Mulzo] st mo] QAAs Aol
oh 293 F(Swan & Comb)e A E3 Baste xztg ALE =73 Ao ®
Y AR FEAAGD AF) 7N M EFY HAH 589 waig)

35) Lewison, D. M., Essentials of Retailing, Merril Publishing Company, Columbus, Ohio,
1989, p.344.

36) Parasuraman, A., op. cit., 1985, pp.41 ~50.

37) C. Gronroos, "An Applied Service Marketing Theory,” European Journal of Marketing,
Vol.16. No.17, 1982, p.36. :

38) JESwan and L.J.Combs, "Product Performance and Consumer Satisfaction : A New
Concept,” Journal of Marketing, Vol.40, 1976, pp.25~33.
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o) He Auso] HEAA ME Aulz Adzgel B W RANA de BUA
28 A7 Lel Uo FEH A7E HPAA A3 AL Ao CIRE A
ul o] HEAAE Mulse) AusAgelA uAT sldel g A9, BEHe] BE
483 BAHE Aotk WA sldol A AT Mvulsel dd A4 3
Mol A AFH Azel Az By oper A2k ATEHE WHAE FFE #IA
= oaaz e BAY-B2U4 A8AY, dud YHad FeuAel AAE
4 Quu® 248 S8 Aoy vlEele B & Arh £F WA HE
Qe @Eol gwo] mebd, 2en FelmAel Sl GAME nAe AL
Aquag g2 Azte ol

2) TAAMH 24 HZEY

(1) SERVQUAL =23

ste}4 2} gt (Parasuraman) 5 Mulx ERe HrhEAE ARHOR FHepdt]
os) MuAZ ABLI Qe A ZUF Huls Al FAbske #AE el
A Hqul~ 24 29 AAGAG

o] mEe Awzto] o BFriEE Mulz FAL lde Aulseh Azbd A
~o] Folz HErpi oA 18F2(Gronroos)d REI} A 1 glon, o 2
o) 7}y Ead 54 MulAde Hriste d o) Anlx Fud A 59U &
T2 2340z msta dve Holth

<ag 2-2>% Au|agolgy Add 2R FF Ve 825 WA T
8% BAES AAEL UH

-

39) C, Gronroos, op. cit.,, 1982, p.38.

24



<29 2-2> Fegrete, AolehE 9 wele] A2de) Yriug

A 8] 2 A2 2} Jl’—‘i;}ﬂﬂﬂl‘?}

B
T z}o] 4 AFY Aol

Aol 3 o

—>

Aol 1

MUl 2F A AV
ol 2] {
z}o] ¥

,_,F_Lﬂsﬂ kel W

A9 Q14

Z}&: A. Parasurman, V.A. Zeitham! & Lenonard L. Berry, “A  Conceptual
Model of Service Quality and Its Implications for Future Research”,
Journal of Marketing, Vol. 49, fall, 1985, p.44.

ARl atols AIa AA zololth. Pzt mAe] EAIRE RYGsA
VARG = gvl2A A FzALY} S BMA BAge ARAZ, 7o sy 2
BEsHA A9 PR, SAGAE Gt F80 P B nA JdE Alo)g &
AREAA ATHE FAYAAY SHGAE = AR, 29T DAHZ
#Bosts ALAN £3HE Aut B3P 2YAAZ Qe BAHAY HAH=
3 F-olth.

ot & Aolg #2237 e mAo] susts RS Adm uwjYol Fuh
S UE% e A g o)sisiop

- EAbeh 2MEY, uAd 5 A 24 JUE F ol Fr
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3o We olalg walvl B AT FgATt AW AEHE A wAG
S gaQozyy Adadze 484 dNLES UL FAN ASFE F
ek,

Cgusne e 5o BaE wAd g@ A5  dEoz Vo

it

S WA Aol Muls EARYAE AR Ay A7 U ¥
wgac o ol AAdel BANZoz Fdol THEA W W FAHY
AGHA AR AT A= BSAE A7A He el

olg slastsl A A DAVNE AR FAYASY F A A
ggo] MAHojoF #t  thg WASl A xol Adaor vk 53 HuAd
2o EAd G BT BYL o SANA AP 43 Aol oo} A & Ark

A WA Aol Mz AT Aoz EFARAZE Avlz FE R AT AHAA
22592 2ot Agolth olft UT BFAY AAE Aqulz gA, Aol ¥
Aol gelu A ofels, WAl AE lQEstet F2s), Aulz el v,

uoopAEe BE, g /&% Aade] BAdl o A QaA R el

A owAel Aol2 Ayl A FAs FATE PHE FGAet Aol
gelste Aol whaAstth UF AAE WAL Aulz Aol FAsA el o
Aeba ZohA oha A otdwe Foh aem Aash Aol FA A4
of @ty 94 Age] A wsHe AARI] e w§ - FAS A BEY
Wol WA T Mol MEg F ugoz st 2R Uy mAgel st o A
o= WY HEs NFEARE ofrld & Yomz ASHE WAAAE AT
oF @t

oA el A% ARUACA Foldl, AF AFUAIY HE o8 o
59 Aquazt B4 A28 Auas 2AAE 9 s, A AFYACNE A
go] Aulx £oin Bdol 54 %0 vAYS PFRER 2Ho] FHAAG ¥
A, NE ARUACIAe f&xg xHo Ago) M, w wa SHFRAY A ok
Qo] & A7 A ol frolth

olg #asty] AdME AR ARUAcIA Hulx & L AT AR - LY
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3 gxate A29e Bsolol drh AA2YA okEH Hula AFo] XA
99 6% ofgol U@ oldlxst A ot&o] APRE 2wWe ARUAA
A8 Ao zm uastaor g,

sAvo 2 ohal WA dol AYE Mula FolAd, AR MMt Al
Mulzoh dAetA ofe Aol BB o] Aot Bee EASEL oks] At
% 948 4, ool 74, $4H o|n|x), A17)8 44 Fo| 1ok

of o7t flow sexoz AW EAoAY &L HGEAZ B 5 ok
gl 2 Abolzt YEtUE A AFE olf F sholAy 1E Alole] Agoz A
71 Aolt}.

olshgol A F74A 4w PZBS Mulx BARWS F¢s ww soy A2
© FAALE, AAY &F, HAY AY, 26A AARe YALE ol o
g8 AA vl sdsh 2 7ldel BE B ztaol(Fol)E Bela
b mAel R sk e BB oldelx £@ Az wagrh

avlzte] slthel i@ gelabel Azkap qBl2g FASe] d A A
M zol(el2)7t AR tul ol AUNFold, Belate] HALE Sol oo
e, |

aey obge) Aulag 2 Fdsn xS ez detes Aol 49y
AT srieks Mulzgdo] AuAdA AztEE Hulzde 2 4ge nAx
¢ 259 $g0) WeA EFHEe UX Fomz Huae] Pash Au o
AZ = 3ol (2}4013)7h W AIs7] vhdolt,

a2 el od Az AT Auzsl A e dArE = sqe)
i T, Bl A% PH GALE 5 2uAe BEY PEo] JBL F
Aol (zola)7h AR ol @ Muladel BBe AR Aulzol Y@ Luze )
doll chal AA AMulzol st ARA AZAHETre] Fol(Rol5)e A7Ish Wl
geigl.

#d, Auzde god Fde o LARZE 2] A AolgE
(Zeithaml)® 1 FHE2 SERVQUALo|2t: Rdg /ML), o] Rde HEx
g §o SHAE0l 54 /A9 oM@ Az 4o #@ 159 S R
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A

L
L

S 53 9434 I LHAEL w1 /gy FIE
AZas Gk oleld 242 Sa sk Yol g Aol

sS40l te Y3E

umaA = o7

A g Ast sldFEEg 2o o] R Mulxae] wdrke Zolx, 1 Wy

Fo Mu2Ag Jehdth o]59 AFE HulAg FAH%e 84 R oY EF
o i L AT AUk

Aol Ado] B grEe AFE AR FAAJAG, zo]EHE(Zeithaml), ¥l
(Berry), #2}+7eteH(Parasuraman) $& ¥AAIFAEHAE 3 <E 2-2> YE

84

o s ol

o] qul AR BrsE

10714 7]

<E 2-2> Mu|2=Ae AAHLR]

g 277l 2AsA

2 o 7 P
Az sas 2 Rgstel JHy
A g4 - ATA ARY ] 2o] A BA
(Reliability) | - %729 &4
CAH s A LBy |
Al AEAe A& dgsA/Auz A7l H
RACIIN et LIRS
(Responsiveness)| - A &4 Ao )3 wE FX
A& qula AT
B e ~g 98 & Ax 1ET A4 2 h
59 CAAE ade A4, 1 Aul s A EEE
(Competence) AR Qg o] A& 7l &,
23 25
A2 R 4 §o14
Astel @ B £ol4 .
429 qusg vl g8 sl Jw o1&
eecess) | meg Agelel ol & °
Sz AZ e BE 9A YA
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(F A%)

2 ¢l o 2 ¢
AP EQ A HAHE
o o] ,ijw‘qﬁﬂ iﬂ;" B B EP
(Courtesy) ) 17-}1@3% 290 ’é}?i’} 8w wa 12 R N
279 oS ¥Y & Ut GALE 59
gatag |- A¥lA AAC g Hy 14T} ofAba
(Communication)| - A H] 2 u] &) 3 Ay =
(I8 ;R Mulx hxo gig g
nAol Q= M
Ay |-dEy 7o) QAjshe
(Credibility) |- 71dol) o3 A
- AAYE Ao AAA 4o e A
ik A4, A4 AA Au) o] ob A
(Security) |- 225 A4 - AYH AAY - ]9
olsiztxy |EHIAE &TE oldfEnz} g =¥
(Understanding ° 57—7)19‘] 5_'.;%] '-%'?' ﬁ}g} _),\_H]Z}— @r:ll—q
Knowing | . 3o gigt 7l o o3 =¥
the customer) | & A A 9l
Hulzol 22y ZA
o | EAA gAY
BE | AU Nawe be nas Aul 29§94
“AHIAE AT A Mu), &7
- Auze FYHABIE F)

A} & Parasuraman, A. Zeithaml, V. A, and Berry, L. L. "Communication and
Control Processes in the Delivery of Service quality,” Journal of
Marketing, Vol. 52, 1988, pp.12~40.

o149l 104 ¥Be N8R Yol 2 FEHE FBA ANY weA 7
FEE0l SYE AL ohch fustY XA~ 1§ dUBE 9, U™ =
Aol7] mEolh oled $RHE ST FFHA WYL B 0a Rajuyol
g},

o4l SERVQUAL 2% & gokstel Mul=de e sgst Qoo gat



rir

7+ abole] Aoz Aelgth 1w mAe) gl FFE FE FTaWFRE A
ArysAold, AAY &7 #A AY, o4 ARUAINE 5 F A EE A
mAne Hrists Al Prir1FE 107H0E sAsAct ol s T 1}
B Au2d 2de oo <1y 2-3>02 e & o

<19y 2-3> SERVQUAL =9

quza | L:% A (ﬂﬂ e
Adar A a7 2R ARUANY
I L o
%94 W | B
RIEI I
3 o A :
O .4 A2 7] J —
4 2 | o
N8 E |
R ,,l M
SESER L
A A o A :
IEXERLE ‘WA RECEEE R
oo AN o]He ol Wil ARIAG YL WAL o)L

the e 5ol e Adez FTAIAG

FEA - B4 22 Y

g4 - 28 5 A, g 95T

BgA - FAHoa Ego] ¥

Sax - A4d, &Y, 223y, 2 A4

FAA - AA 4o F AT, dArEel FHE, aME 2 ol



<& 2-3> tAZIA Muj23d AAH QA

2 2 K ik
#3949 [gxax9 oy 2HAM, Hu], 3999 dx

W+ UL JUAA G4 AMZEE
N2 e + e U 43

9% 59

2AE Fu AEY Au=E ATerd
gy (ME4T £

R

FAdL A4 o9, agn AAH

NHE 2ol ¥7] AP 5
1ol MH[2E Al2ste ude o

B9 AHAHQ Fe

L%’-%“é H2A, JrtAa%, 17 o84

A& © Parasuraman, A, Zeithaml, V. A. and Berry, L. L. "Communication and
Control Processes in the Delivery of Service Quality,” Journal of
Marketing, Vol. 52(1988), p. 47.

ILF MulAs FA XA diE A7 oA AE, oA A5 & ofFeH
ou 2AEH Yehde Moz 23 9L Felay, zolME 2 wa)(PZB)7}
AZ1g 2tAe 2A Holux g Aoz Yehg 0

=, HAYA(Brensinger)9 #8 E(Lambert)= PZB9] SERVQUALS 3} o
THEAE Fad AgMulzd gid AZATE AAEQY. z2AAY
SERVQUAL #915& Aty oz Aztg Fdo gk dygo) REg moz 4y
Bttt @b SERVQUAL ®+E #7118 A% 2 290 tidt 2842 w3
A& AA AT £ vlR(WBMartin)e Mul2 A7} A3ats Mulx~ 583}
oAl Muls FAg A Nulast 9AAY Aulaz PRIUY. WA
Mulas Mulaol Agaga qulze] YAy, uAe) 87 222 9 Ho A
d 5 AAAA AFE AR BEA Mulzoly, AAH MulAE glumA Ay
& Ao EFE BEe distE 53 4SS ATsm, nAT AR B

e

40) JM.Carman, “Customer Perceptions of Service Quality ; An Assessment of the
SERVQUAL Dimensions”, Journal of Retailing, Vol.66, No.1, Spring 1990, p.37.
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i

HAste 7oz FANY AR WY BAS 2 dv AE=olnh

(2) Gronroos? Auj2~3dAv§

122 2 (Gronroos)E AHl2Ael W@ Azte slgiqulze dA dgd Mulx
o] Aol aoldl, e AEAHQ vAY FF, AE, oldgzy], T, HA9
Aol Age woul A Ayd Mulax B9 g FE, M A& 3,
olulx o] #&7t ArMhm SATh 714 ouxE 71l AMEdE Mulx Fits
Aqux ATaEe el b 2 dFe wA g3 Y e AYe LA &
& 87, 74 ARYAA ax Fau TR g vAREE AHME
go Wi o, e 7o gg uAe oju o HME JFE LA drh

<19 2-4> Gronroos® Mu¥l2d 2

Aoz | e [ Huzde A4 e Azte Aus

AEAY BAYEE
(g3, A4%0, PR, ]
A4 5) S oA e
AE, old&27]
Yol 9%
BELT
v | eud agsd | g He  ow | A%
| wayagzy |7 SR EECE L P
7 oM
BEHE 429 A R 2

22 Gronoroos, C., “A Service Quality Model and its Marketing Implications”,
European Journal of Marking, (Vol. 18, No.4, 1984), p.40.

41) Gronroos, C., op.cit..1984, pp.36~44.

42) Cardozo, R. N.,, "How Images Vary by Product Class,” Journal of Retailing, Vol. 50,
1975, pp.85~98.
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3) AR utEo] NulAAo X ot

e e HEE F2 F¥4A 4Foz 94 AEe AzPFN mxo
e A8 A8E TSt BB, TANELS TP Murop 5
AA MM 27 B3so] BulHs RozA Ui 53 43S AYn Yo
Aldel &gt g4 sto] o}fa Folx ojo] FAlst: FALe] FAold AuA
7t @7 StetA] dow uAe g SHLES o] gdx ¥ Aol

AL =Y Aoz AFMN2E AFE YRDAS] 24X s
MlZol Fob nAze PARANM Nul2A$Fo] Hrgme YruAe ATy
F2 MBI 2ATFES A S F2E 247 @,

WP Ao FYold Aulazt HojA s RAE xp7)e 2R urEg Lz}
F=7l=vel gaq Aedon 2 £ gon Wiude ARuEe gats n)x

=& ¥4 B8 Zold.

deHog ARo W VHe P wHo PP Ft 29e Tz Uz
f7 7180 Fau Aok oA @eW =28 2(Herzberg)s <2Y 2-5>0) A
AYLAL2 wHo2 Fgax gon U A, YA, LA, AP 59 E78
ded AFoz Hgste] Yoo JFL v Ye Aoz Fosgtd 1%
B ATASE 32 d(Herzberg)e] —EHNEH e AEglol ATe Ao
2N ghEo] fg )88 AAlsn U}

£ ARAEL 2AYF ZWAM HA9) HESY X AY P 27 Sof
ok BAANA A He A HEWZ, B71%de) e PYNSEY vpaisl
2 A dggQoz B & e &do] i, JAF BAN Ao o T
E2 5 F UMD dHTH o} RE YR HRgEo] Mulad nx:= g

S 71dB 9 4HE H9se EAGL SE Ho] ofd Hojo},

i
o
In
(o4

43) F.Herzberg. B Musier and B. Snyderman, The motivation to Work, New York : Wiley,
1959, pp.59~83.

4) 771d, "2AYE Mg 97 4 A}, 1983, p.200.

45) A7, T2AYPY2 . e tHAbE AL 1982, p.34l.
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<9 2-5> =wae] gALdd FrlaEad]

A
A a3l
B
7189
(2744 812 i
(RF29)
R R E o
2. 7]:}-% 2‘ ?_];(é
3. 2% 3. A58
L L,
e

2} g&: F.Herzberg. B Musier and B. Snyderman, The Motivation to Work, New
York : Wiley, 1959, pp.59~83.

4) Mul2Ae B7e %3

Au A Eae] AgelAd  Aulzde Hrtee dEAd dxme b
(WBMartin o2 Aul~de daxpgruzrlesd Aol gel A 2~7]
o] AgHol Yrkn skATHE WA Mulz AFeld FF A AHI=E LA
A WriAe 7149 AAE Grhste Ae2A <E 2-4>sh el TH FHL

2 Ho] gon she A Aulx siFolg iy #AANM Aztviel $-A o2 st
2 oass Aue pAe F4eel ARA &7l w28 4 e Wl 5
g Hrhaht AoeA 9 gHoz sof vk

AB = (GERE)DRSE ol g EHAS st Mulne FRE AMAE A st

46) W. B. Martin, “A New Approach to Understanding and Teaching of Service
Behavior”, Hospitality Education and Research Journal Vol.11. No.2, 1987, pp.25%6~
257.

47) A E, “NRK4 Bl z2Abgo] % ARwEgol R 1 G AT AT, A
8t wlA} 819 =¥ 1994. p.55~56.% &
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o gl

AA, HAH A2 oA SAH wod, HEY s&e] AL, N4 2 Adel
482 £ah} 1 wFol: BlolA 448 EH: FRYNo] BAUG.

A, =AY Aul2e 043 gahe FRoIA o] BE KA, 53 By &
WA L ol g

AA, AEH Aulzt @44 9 2 ATE ey ¢ ARE Ly
AT grdth AFH Mulxag vistd BEY Auis g gARo Iz sy
o HAY2Z YYPsAE T@T o9 2e YU Fuhz Auadn Heui
E 9TA Azt e Aua2ASS wie o ug /EFen ASHoldn o
& g

AA, S qul 22 549 494 E= FI4Y 4744 = SR B
& W8oz & el AR A AN 2T ofn gy

o4 ol Alvlz mEt AAG R WA AAY Aulas o WA HAH A
Mt o 2 AHAE "gala e WRzAdAE NEA Aot g9
M FR S Aok 7 onwe] F wAe BRd Huss 4 WAe] Qua Au
bz Mulad WRmAL huA MulzdA ol ok F WAHA YRatm
g 4 A

<E 2-4> Mulxael Prr)E

G2} A A 8) 27 2 CELLEE
(1) 4 $8accommodation) (1) 28 % (attitude)
(2) o) 7 (anticipation) (2) 79 4 (attentiveness)
(3) A Al (timeliness) (3) ©]Z(tone of voice)

(4) H3Hbody language)

(4) AF A2} (organized flow) (5) A ] (tack)

(5) ¢ AHH @ (communication) (6) %W (naming names)
(6) 3174 o] =¥ (customer feed back) | (7) ekuj(guidance)
(7) %= (supervision) (8) A<t vl (suggestiveselling)
| (9) & A & A (problem solving) B

A& William B, Martin, “Defining What quality Service is for you”, The Comell
H.R.A. Quarterly, Vol.26, No.4, 1986. p.36.



AFEc s e YAy 2AFEHY T2 ANEZ Y7450 4 R uig
=9 A7) AR W #FEs A%
F Ae =79 shge] A o & Aolnt

$H AFLEe FAHsE d oM 71E WS I AFUSS A9
aA F /2 dEs Ao shue AFnFe distd AR E

FAsE o8 FWe wEe BiA H(composite index)Z B BT o F
ZRE BEA goy Jge vhEe & F7b Ak waAAM & kA 89l
o BREHD Yolx GE AAES VEGGE FHolth Steerst ATAH AT
A, Fo, £20713. 25, FERAAA 5o 57HA 2o hE B} FAS A
daclo]l Folztel dhsfr = obHE Farg il 9

Do
—a
rﬂ
N
ol
AN
o
R
9
N
n'c)
2
X

o
it

S g8 2AEE Fotdue Aot I ol AFT
g 2% F£7 Yo AAMHQY VX E Beve Aotk dE8W "Havt v
Sol 2 A AAHoR AFo wFstE Holtp'ghe 4o Frielg. iy
ol21g Tt W F of® Aol o F2vbel dEME AdAE At UeA F2
Ak,

AFAA AFGHES FHs Yo dE ¢ =A% 2H9-8(Wanous
and Lawler)ol 2l 47 ¥ W&o] <E 2-5>0|t}.49)

48) G Johns, Organizational Behavier, Understaanding Life at Works, Glenvie W. Scott,
Foresman and Co., 1983, p.106.

49) ]J.P. Wanous and E.E. Lawler, "Measurement and Meaning of job Satisfaction” Journal
of Applied Psychology, Vol.56, No.2, 1972, pp.95~105
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<E 2-5> FFENZF =] Aury

!

By r s
ARRTe A%e wE 2ud o wEe g
1,JS=33(JFS)
5= Aot
ARoEe %o vE 2ue qa wxe] 2
2J5=Z(Importance x JFS) Zuo] ge HEANE TG G0l
4RREe 7o BE Zge) GaAD At
3, 15-3(Is Now) U ool AAALA G §2o) e el
ol h,

4, JS=3(Importance XIs Now)

4202 359 2 0o U HFANE B
Aol

5. JS=23(Should Be-Is Now)

AR BEe “dAviy YHsob & RS} o
Be A vkt AASALI N UE we

9 Apolg e Aol

6, JS=2[Importance X
(Should Be-Is Now)]

AFEe 539 2 S0 U HENE T
Aol

7, JS=21(Would Like-Is Now)

ARerEe YA te o4z B Alolo
oot ol

8, JS=3[Importance x
(Would Like-Is Now)]

A7 RE2 799 2t 2dol U HENE Fa
oo,

9, JS=>)(Importance-Is Now)

4Pezold YR 2} Zoo) Wy EAS}
A @ A4 Abole ool gt Aol

25

JP. Wanous and EE. Lawler, "Measurement and Meaning of job

Satisfaction” Journal of Applied Psychology, Vol.56, No.2, 1972, pp.95~ 105.

AERrEe A 2371Mole 4, Fady, ayd, @99, A5

9 5o Uk

0) #7718, "2AYEE, |

7973 94k 1982, p.201.
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(1) A4 Y (rating scales)

Araze 27y F 7Hg Qg ASHE WEe dFdelnh drlde HA
227 &2 (DD w28 gHEAF(MSQ)o]l HEA ot

ARy e EG dvre] AAAgstgsol o AH A HxedH o A=
v wEale] wEol} EwES % BF £3, 58 2 ATAA T oA
AEzuy Bdstd 245 Aotk $EAES AT gaZkA A el o
o 2o A%E oz FAs: YA FE Y(d), NEHHL) £ 23
2 BE Tor AT

o] §E= ]S vt BEst golaty ML wotM ARURFH FHF
25z o vl$ BHAEA AHEH T ATE5D Minnesota?h 4 E(MSQ) 2 vl &

o

gl atol Al A A AE 7E g d JAFANZA BF 16578 & & (short form 31
23 long form 131%% &Af71EA 3 £ sojgled zk e HAEE R
Likert8 o] 5eA 8%, = O Strong @ Agree @ Undecided @ Disagree ® Strong
disagreeoll o&iA A€o

oz Mol ol@ JMEL WA pudR titnel AREL A FH &

(2) 28 A4 (critical incident techique)
zg A Aol & =8 I(Herzberg)7h ol &3A e deln wyoeg St
A A7NAZAH 28 wErYAY BuEadYu Adg AysA & us 2

$uARE 2AR HA AFVES BASE Pt

51) A A, "2AYFE, A 1991, pIio.
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(3) AHY( interview)
dAME A AP B 3 AU AERZ gy HMEH 2AE e
ZIMolth o= ¥ MUY ARNEE FFaA 24 £ AdE FHo Aoy &
kel =5 Thsg, B A @& 49 xbo], Alzto] BT W] Yut.

(4) 91 d A9 Y (overt behavior)

dAaPeYold EFH ez g yRrude 39, F AgIse A2
&, oA & & #FsE 7ol

(5) 357 3 Y (action tendency scales)
YEdGYold AT T+ AFgse dAH AFeA HE Qe BEAE
& FAsE Adog FgAdA A7) AR FAGHA oD PEan Aests
= Wyoltt

4. SAMu| 249 A2 #AF AF

Aulezgol B8 AFe F2 2ulast oA Au2de AAatEAel dd A
°f FHE olFoigid, FABANA FWN WY PR NYATANES 2ty

we g 2o

U3 (Deming)2e FUAe Fedst GHANN FojB e AAsE wdo] 9
ook gkt A FEAYL, AEAG ALY EHA ARUYAM, £49
g A% £AY ZE FFAY A, FAol B 24 FTA} WS FE
stk Fd(Juran®e EdBeloA 71&H 2US FzaRed, Z, SEo) 9

52) W.E.Deming, Elementary Principles of Statistical Control: A Series of Lectures,
Tokyo: Nippon Kagoto Gijutso, 1990, p.55.

53) J.M. Juran, "Japanese and Western Quality: A Contrast in Methods and Results”,
Management of Review, No.67, 1978, pp.27~45.
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AN71e FAPE, 54 T2 3 FAFY =¥, agu FAFEE A4 A
oy Hdeo £y 2 AA, FAUA §& T A=dF 7S Fxsn Ao
ol A 7k} (Ishikawa)® &= FA LS AT A5Ad FAL & Fxsey, &
AEZAE Adstr] A3 Ad-a7 tholojaF o ALES AAst FHU Fojgt
Zzstgtt. 2228 (Crosby)® e MEF F2& “Sol9 dX"gdxn
stm, FAdd AAFHA Mol 2HE TR, 7H(Garbin)e WA A}
QR A Ajtel ML E AMNFgozn AF FHE FAHFALH

UM AWE a2F2on MEAAE 274 Ader uRded, F Muadd
FAGel 71EH AEL dviste V1ed A, o veH dHo] ddHE WA
71% % Aol 2RIt 57

Aul2de Agss FEAA F AA8AA dsf Aoz #Add dATe
19853 s}e}sre}uH(Parasuraman) $°] &2 I 229&S AtsId F, 4AH
o] 3%¢] SERVQUAL®l &= R oA n#3 upe} o] 158 2H[AEC] MHlx
AL YA d Au 2§ Aol TEHeE FAR VIES
B o)5S 107HA] MFR Fof “AMulxd A e AR

£ Muads Fapgel AFUIe AAE A HYPARES 4HRY
oh& 3 2o

o
ity
_>r.
rulo

ilo
o
ob
ﬂ'(){_l‘
30

ARgrEo] J|EAFH L AT LRI et Aot 2AhEe] S wE £ 9
47e Fdgstels nETAY FOoR FEHE T EORM A7
AR FAZ ] A%, AP A A7) EF9E, A AEeh Wl A e} Ad et

dHY A+ 5 A VA BFE YFoizich
EubEol A gigpt wFo FAHAHA Aggol ¢ Adde HolA T
AL AFNE ojBojltty 32 1(Herzberg)®i= FAAG. AEwZFHo] A

¥
o

54) K. Ishikawa, "Guide to Quality Control”, Tokyo, Asian Productivity Organization, 1976,
p.55.

55) P.B.Crosby, “Quality is Free”, New York, New American Library, 1979, p.55.

56) Garbin, D.A., "Quality on the Line", Harvard Business Review, Vol.61(Sep.-Oct.), 1983,
pp.65~73.

57) Gronroos, C., “A Service Quality Model and its Marketing Implications”, European
Journal of Marketing, Vol.18, No.4, 1984, pp.38~39.

58) F.Herzberg, The Motivation to work, N.Y., Wiely & Sons, 1959, pp.52~89.
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& IFAA LA FAbate) &7 E VENPOZH AMYe 3
$E s e Edz du Atk ey gus wxe EgAn v

A wAse Rele dstoln, Ux 5 FRANY AHBAE Augm 2
T AT A=A gmetel BA: 2zte axgoel o A¥Hoz A7y Yast g

i
i)
o
e
)
rir
P

Ao ARUF B4 M E B A7) o)Fol Py, guy Ao
ATREat 2 Jaddst Aok 28y aelg dnwde ye= A @gon,

T AEAEE TN A7 QUIE Wtk A ARaEaAg0 gsto E RS
S dAe gag zddds d7AR AYsd, Lo a2
(Porter & Steers)®& d o 218 22 4% 29 2o A 22, FHF Y
84 29, HAH 89 §F X2 BRFEG wEy dxye @A T4 A,
TBHA DA E BAA FBBA} AL S v A,

Mul=zel @9 d7e 19809 olFe Wz qze By AT Eord,
L MHE FgaAse] FERE AY 29 AT Ui HU wy A
MZAe sete dA @ ®eb o 2L Hostn 2Hsr] e FEHY
Wdolth60 mat Aulzgo] B AFARY AFE Murde Ay % o] 3}
254 248 ded F2 2o Rold £, oA sxzte TEY oz o]
EEHA & e o) AMojr)

=]
T U
o] &

A2 dRnA Adz QWL
1. ARz Ay

1) 279 Ao

AL ARz AFL FARAY MulAE AHE FohR, 2u2 ALE A

59) L.W.Porter and R.M.Steers, "Organizational Work and Personal Factors in Employee

Tumover and Absenteeism”, Psychological Bulletin, Vol.80, 1973, pp.151 ~176.
60) J.J.Croin & S.A.Taylor, "Measuring Service Quality: A Reexamination and Extension”,
Journal of Marketing, Vol.56, 1992, p.55.
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s 9hegm @ 4 dou ool @ Belt thystel, AAA elnjzA e 1A
o moe ong Ad & Uk YAVVE oA AohH wAL VIl A
Asel 71odskm, 1ol AT FES AT Aol stlth
s AT qu2g AEHor T A
e waAw, Aol HEFALAWY opeh HFo| gl A ATt Mulx
TQUs o8 Fgee A¥L e dAY 5 AEYA 2 /4
o QARE AT ARIFY = /1Y9ELT FE dAIN 5o FHAAE
ogx ;A WA gol 1 Wt Welxa Aok &, el AdelH nAL F

waw

e
=
2
o
u
=
a2
rlo
_1 m

A g gasts nAd WRnA, AL HAH Fe a4 a2y

]

A g xvlEte HF 2HAR BFE 5 A4

B AFoAE WiaAg F4oz AFsn doerz uMo JHgeM ¥
A HAog st 11 AEE AHEd & 24
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63) Howard, John A. and ].N.Sheth, The Theory of Buyer Behaviour, New York: Hohn
Wiley & Sons, 1969, p.55.

64) Westbrook, Robert A. and Michael D. Reilly,”Value-Percept Disparity: An Alternative
to the Disconfirmation of Expectations Theory of Consumer Satisfaction,” Advances in
Consumer Research, 1983, pp.256~261.

65) Oliver, Richard L., “Measurement and Evaluation of Satisfaction Process in Retail
Setting,” Journal of Retailing, 57, Fall, 1981, pp.25~48.

66) Hunt, H. Keith, "CS/D--Overview and Future Research Direction”, Conceptualization
and Measurement of Consumer Satisfaction and Dissatisfaction, 1977, p.55..

67) Engel, James F. and Roger D. Blackwell, Consumer Behavior, New York, 1982, p.55.

68) Tse, David K. and Peter C. Wilton,”"Models of Consumer Satisfaction : An Extention”,
Journal of Marketing Research, 25(May), 1988, pp.204~212,
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70) K.Albrecht, Organization Development, Prentice-Hall, 1983, pp.76 ~68.

71) Pickle, Hal B. and Robert Bruce, "Consumerism, Product Satisfaction/Dissatisfaction :
An Empirical Investigation”, Southern of Business, 7(Sep), 1972, pp.87~100.

72) Westbrook, Robert A. and Joseph W. Newman,”An Analysis of Shopper Dissatisfaction
for Major Household Appliances”, Journal of Marketing Research, 15(Aug), 1978,
pp.456 ~ 466.
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73) Mason, ]oseph B. and S. H. Himes, Jr.”An Exploratory Behavioral and Socioeconomic
Profile of Consumer Action about Dissatisfaction with Selected Household Appliance”,
Journal of Consumer Affair, 7T(Winter), 1973, pp.121~127.
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75) Westbrook and Newman, op. cit.,, 1978, pp.456~466.

76) Hoch, stephen J. and Young-Won Ha,"Consumer Leamning: Advertising and the
Ambiguity of Product Experience”, Journal of Consumer Research, 13(Sep), 1986,
pp.221~233.
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77) Y.N.Chang & F.Campo Flores, Business Policy and Strategy, Goodyear, 1980, p.122.

78) K.Albrecht, Organization Development, Prentice-Hall, 1983, pp.76 ~68.

79) Gray Dessier, Organization Theory-Integrating Structure and Behavior, Practice Hall
Inc., 1981, p.399.

80) D.J.Skrovan, Quality of Working Life - Perspectives for Business and the Public
Sector, Addison Wesley Publishing Co., 1983, p.115.
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81) HEd, "dd AARRE,, gt 1988, p.463.

82) R.V.Osborn, J.G.Hunt and C.R.Jancy, Organization Theory: an Integration Approach,
John Willey & Sons, 1980, pp.90~91.
Aquol w8 “stv|de] QWLTA LAY @3 A3 "AGgaT,, A23d A%,
1993, p.270.
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1985, pp.202 ~ 205.
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Adoz FEHAYoY, B dFATANE A180] BeHH BEAo] sz %
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4, ABRL AT aga A48 “NY” Fo2 Fuyagd. o= gee
FT R 77679%E HdEsfFa Yot

<E 3-6> sEAH 29 WaE B
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293 8P AW 5 1 > | 5 | 4
(W16 AR EAe ge agAA 767 357 219] 229
WII5 428 & e 38 2 2993 678 340| 338 233
whey |[WII3 3938 870 u5el B3 642|  127| 448|368
RS Wi 4 9= A7) a7 633 220| 466| 300
WIS AUEelol g Y A4 624  345| 389|239
W12 el 8 573]  272|  as8| 301
 win "ag 20| m| 23] 268
oo WA ARE RE A 10| 769 223] 24
TET Wiz dan suas 9 gy 330 .768| .157| 205
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(9] e e, Bl AZsFe AdsErd o Ave A dedg. o
G4 B AZRAAA Uehd Aulade] £FE <E 3-7>e) vehd vie} o]
AHoz 29 gol YEUD Jomz AA5ENG JldsEel gol Atk 2
g olujshm, WEnASol Al BWAuA FF0] FE ool drka 4ze:
eg BAFn Yok

3 wEse £73 JsEnd ot A 2 FRe HATY VIR

Zzog 7120l A“s "M Azt JFHPAALE o] &3t AY Y WHF
Mol Aol A A AFeA st A7 otk EE JMEl A AES M w2
gre Hayd FAAM, $d9 Mulz a3 &5 AU Aula AE e
Folged, 7EFol & wE o) #E AAMHE FEE A UEHH
<E 3-7> 9o yRanA uSded A0
W~ AR 1o ) B e e O ] El B ] P
i B (A) (B) (B-A)
HAl e 3.2604 2.7208 - 539
AEag 3dAd 9 F4 3.2868 2.8264 - 4604
G4 3 27 %—E 35057 3.1434 -.3623
AHg FEY, oy 3.5208 3.0340 - 4868
v}k F oAl 3.4302 2.9094 -5208
A g FapAA 36792 3.4075 - 2717
SdEg Mulx 35962 3.2491 -.3472
ZAo g AE3 e A 3.4642 3.0264 -.4377
of &= 3t Alﬂuu AMu A AlF 36302 3.3472 -.2830
AANA I HF 3.3094 2.7245 -.5849
A3 e 2 AlF 3.4264 3.1434 - 2830
A =g 3.2453 2.7509 -.4943
e AP /o A3 oS 3.2113 2.6679 -5434
—"rﬂam 7] 1A 3.2792 2.8377 -.4415
A F de AY 2 FIgA 3.1887 27472 -.4415
?H—Erxﬂoﬂ o 3t zdrﬂ 2] 3.2792 2.8302 - 4491
AT 7129 F&3 {7 3.4717 3.1774 -.2943
AQEoo 3 FET A4 3.2906 2.9057 -.3849
A AL #A 3.1547 2.7057 -.4491
A3 A7t AFBAHA AL S o] & 3.1094 2.4981 -.6113
HAdso BEEY F97129 31019 | 24717 -.6302
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Al diM e sdMu2s FHAUS] WRERAY BEEo] A o
ol B Aoz um Yoy FREE Wobar] A <E 3-8>~<E 3-11>9
e vl 2ol 517 BAe sqn.

BHANE QAN debd Mulze 4 29, 2, wg/mEy S8y
49, A=Y $9 293 F4WSd YRRAY VEEL AngEs} Alge wa
g o183 ARYS, AP, vs, FaBA 5 4 WS oA

SALNEHA <E 3-8>o Yehd vhst o] SYW5A Aula AUEe HY
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Aqu)2xp o] Rigro] 03718 F8Abe] 37%E Ads Fi don, 374 i F
AZ Anli= Ful7} 3827284 0019 folFFdA 33 Ao frelaelnt old whet
sdo YruATEe s F AAPLE 4FS F Add F¥HE=E L 43,
AAASLBY WEHB#S 2 o, AAe /I gFgo] F Ao BRI Ry
t} o]Z 3 AN FHH S #r
A§ 7 E=1205 + (0192 X WS/HEA) + (0112 x ¥74H)
+(0.0249 x FEA) + (0280 x 2154)

olN ~1\r

o

<HE 3-8> zEAul2d 2o FAade] AH@E VA= Y

- rR_ | R ca R | FAde BFeA
I O N 361 o sma
Model Asg  |df Lt 2bs F
aPredictors:(Constant) E(;gresslon 49.987 4 ﬂhrﬁ~172721197* 43&??2
A, s, Residual 84.897 20 | 327 o
FEA, /R EAE L B R S
- - ?{}71]77"-777 | 134.884___# 264 -
+ & H &3 Ale ;in ﬁ}"‘ﬂ‘l
e e i s L
~ (Constant) 12 | = A . 7877 | 000
C wegmzy | ae | om | o | 2a6 015
B Lz | el | a3 | 1817 | 070
Cwey |zeeeoz | os | o 391 | 6%
LR 20 | o0 | 36 [ 019 | 000
La Dependent Varlable SD1 /~l§l7“ﬂ

WMol BrET 249 F A gatel <E 3-9>el vEbd vhe el A
v~k o] RAgto) 02728 EFR4te] 27%% AW Fi glow, sAA dd FA
z Az Ful7b 2428424 0019 ol Al felHoltt. ofel wet
sdeo WHIANEQL F ATAN FFS Fu AMuls Add F¥AEC F



Yol 7Hd A3 Bge A4 woz drhin gen, og FANow ¥
shal ohgw o)
B F A =1.732 + (0.138 X ¥/HZFA) + (00196 x F7HA)
+ (0189 x FFA) + (018 x AHA)

<HE 3-9> zAMu 2 A9 FHRA] AR wA = G

F‘ R | ® 49 R | F4ge) EFes
| 52 272 261 5718
[ Model 2% 3 df 745 | F Sig.
aPredictors:(Constant) | Regression 31.762 4 7.941 24284 | 000
;‘igﬁg : 37;’: /i:;g y  |Residual 85015 %0 | 327 ]
g ] uem | oma i
T H R F3} Al EFSHA 4, -
— B o N T t blg
- Model B [EFLH Beta
B ‘@Dﬁ@“t) 1.732 156 11.128 | .000
| we/uzd 138 078 172 1776 | 077
A | -1963E-02 | 061 -.025 -320 | 750
] 189 064 219 2949 | .003
L 185 070 218 2657 | 008
a Dependent Variable: 24244

Wiae]l BEE AU F sEBA gstd <E 3-10>0] vehd uish ol
Aulz=abele] Rigkol 02352 F2Abel 235%% dWe) 1 gon], gAN el o
Fd3 vz Frl7b 1095724 0019 fol4 2ol 5720 foldolth meby
FUo YRaAURTas F ERBAN 9% F& v 49d YRS A
g0 Age] 7hg 2 Roz etk @ olF AT FPSHA ey g
o

SEWA=1.893 + (-0.00179 x ¥r/HZA) + (0.056 X B7A)
+ (0.08285 x H8A) + (0.311 x AA)




<E 3-10> zEMu|AA 2de] FAH_0] Fr A v I9F

WrmAe BEE Y F

dl2atd el R°gkol 02832 FRAMY] 28%E Hys) F1

sde] YWRaARZe A F

R R’ +49 R =4gte] BEoA
485 235 o3 . 5784
Model A5 | df oy As F Sig.
aPredictors:(Constant) | Regression 26.706 4 6.676 19957 | .000
NEA, FHA, - oo
8, WS/ | Residual 86.984 260 335
A 113.690 264
T B H ¥ &3 Al R .
- t Sig.
Model B Exex Beta
(Constant) 1.893 157 12.027 | .000
HHg- /K FA] -1.791E-03 079 -.002 -.023 .982
T34 5.560E-02 062 072 895 372
384 8.285E-02 065 097 1.281 | .201
AE] A 311 .070 371 4.421 .000
a Dependent Variable: %3 &4

Hao tiaid s <E 3-11>0] Yepd vlel Ho] A
Aom, 3|HA A3 FA
3 A¥x= Ful7b 2559924 0019 frolaFEodA Aol FolFHolrt. oo we}

H4=0855 + (0147 x ¥rg/BFA) + (-0.02734 X FZA)
+ (0453 x F&#A) + (005082 x A#AY)

Heo 9FE Fo AMuls Aol ¥ ¥4

o] 7}F R, ol& AR FHIYW v 2o




<E 311> 39Au2A e FHe0] e vX: 9

R R’ #44 R F3ae mE s |
532 283 272 7270 B
Model As%  |df | H#As | F | sig |
ors ((,onstdnt) Regression 54.113 4 13.528 25.599 .000
"J *J %‘ 4, .
SHA Wy Residual 137.400 260 .528
A 191514 264 ]
] 7R W EE3} A4S EFsA4 .
. ] t Sig.
Model B EFEox Beta
(Constant) .855 198 4.320 .000
i WS/ EA 147 .099 143 1.486 .139
34 -2.734E-02 .078 -.027 -350 | .726
T34 .453 .081 410 5571 .000
A 5.082E-02 .089 .047 574 .566
a Dependent Variable: B4

2) ATEAH 54 2L 3453 ©E sdMu 29 A

ZHd2)e daide sdqu 2o THRRE0] Muladol nAE ggo] the
A2 Ba, AdH FAEE Hotaly] Y8l <E 3-12>~<FE 3-19>0] vheby u}
$ Zol t-ATolY ANOVARZS ANt 58 t-FZAde 338 Wso
FE E@del $AHY W SR Y A9 A gL wu, TR
A we W Sl /HEA @ Fee] ARE ol $IT® way Yun 3
AT #F52 Aol RENe SAYFHZ)AR et At s Riol

(|

WA, A7EAH 54 Be sdAn2ds Ao g BE2E5} 2ol g
A ASY A sdAu 2 w/mIHel gHNE AS(<E 3-165)7 7
HA(<E 3-19>)0) me} BExe] olg uyYn, 49, 3USH, A gy, 2y

98) 4FD - Hol7F, "SPSSWINS o] &8 A A, 973 A}, 1998, p.290.
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raBA So §E7os BEEe] Aozt FANOL YA F, £HWE B
Q| amo] 10004 olahel Ul (2682201t} 1512 ol F WA
(32733)0] WS /M= O DEEJF O wRL, 159 Al weMe ARF
o] AH(3.1444)0) AH(2.7265) 0]t o) F(R26752)RT ¥ w& UFEE Her).

CE 3-12> Ade] @E sdxu A A9 Hitatol

SR [V R R P B P
wamen |34 (g oo [ | v | o0 | a0 | v |
sae |38 %2%{?4 3 |74 18| % |3 160

F84 gﬁg 2000|9014 138 | 532 | 263 | 55 | 00
BEEE gjﬁ,ﬂg g)gggjl_%; 20, | 512 %3 | 60 | 09 |

F) * p<01 xx p<0.05, *** p<0.01

CE 3-13> 95T w2 suMu syl xdd 9 3t 2} o)

v e wme | F s T e
B A S (2-tailed) | © 7
= o l==a 127968
/03| e 428 |14 | M0 | 28 | 89 ) O |
waxy  |[FSE (298 Log 8o | -700 | 263 485 073
D D = Rl 2 At AN A N SR |
ama (S5 (30073 1g966 | 002 | 1686" | 250.130 | 093 157
N B = Rl 1222 T A Dt AR S SR B
nma | TEH 31241 1gg) |95 | 803 | 263 423 077
15} °] 3} | 3.0469 I 00 7_J

'r) * p<01 xx p<0.05, *** p<0.01

sauAge ¥4 Qe dadE FH(KE 3-15>)% £5(<E 3- 16>)9l
et EAMQ zol2 Bgn, YA ATEAN S HAAE FEA A

=

— 82_



A teh FFHLo folHQ zHolzk U Aoz Yeth FAHoZ AHuw o
Soll mebd nFolste] Wy uAR6I8DHETHE Eol e W nAM(3.1053)0] F8
B Aol did HEEVE O e Ao UYeygn, A5H2E 49F 250 100
W olEl WRRAQIMNEGE d¥F 250 1019 ~150T A R A
(31013)elHt 151+ o] 4l R AB5300)°] ¥ %e WEHEEE wBYx, 101

U~15004e WP LANTHE 5199 o4 WA o ¥ VIEEF N,
atol ¥24% A 2o AR P BEES} Zoska Yok

T4 Aol dals RE ATEAY S4o) et zolzt foy sUUR
Al HACE 3-19>)0] e FANA Aolg moli UANT. =, WrmAe
H947k AbEQl A9 @E028)8 T AFT o4 ASQ28667)7F o VEsn Qe

uhAlro 2 AA Ao diF UHEEE A5(KE 3-16>)0] waAu 4o

2 feldolgd), %, 4gd 250 10089 o)ahel Ul (29891 Mk U
W Aol 1519 o]l R A(3520000] H ¥S wERE ug,
<E 3-14> ARl ME s W 29y P ajo]
N . Ast | dar [wass y
s B wemwem BG/WG/D) | Bowe) | T | S8
200013 | 27336 | 1557 2 78
WE/8F4| 30 W | 27995 | 179306 262 o1 | 1187 | 322
40vH°1 8 | 3.0067 | 180.862 264 '
20diolat | 25271 | 3008 2 1549
T34 30 o | 25203 | 188023 262 De | 2188 | 118
40tol 4 | 28933 | 191121 264 '
20tholsk | 29205 | 287 2 143
94 30 o | 29126 | 156644 262 oy | 240 | 787
409014 | 30300 | 156931 264 '
20cfo] &} | 3.0769 | 039820 2 0199
A% 30 o | 30894 | 161464 262 “sle | 082 | 968
40to) 8 | 31200 | 161504 264 ' N

) * p<0.1, ** p<0.05, *** p<0.01



<E 315> oteo] me sdquade] 49 FF ol

o l 2% df  |"gzas .
e B pewen |sewen | sowa | F| S
TEola | 26759 563 2 - ~
We/HE| ARYE | 28023 | 180.299 262 o 409 | 665
g Zo]4 | 28246 | 180.862 264 :
nEols | 25093 260 2 130
A | ARG | 25814 | 190.861 262 o8 178 | 837
=0l 4 | 25205 | 191.121 264 :
nEols | 26181 5267 2 0 634
S84 | AEUE | 29390 | 151663 262 g | 45507 [ 011
=04 | 31053 | 156.931 264 :
TEol3 | 28819 1.760 2 40
N | AEYQE | 31148 | 159.744 262 sl | 1443 | 238
g Zol4 | 31316 | 161504 264 :
Z) * p<0.1, ** p<0.05, *+* p<0.01
CE 316> A50) BE sAMN2e] AW FF Aol
) n e df  |g#A% .
T BE | wowoen | sowen | owe | F Sig.
o | 10031015} | 26822 8.061 2
g/ 4031
= | 101-1502H 90 | 2.8665 | 172801 262 oo | 611177 | 003
S’el|51urdol A | 32733 | 180.862 264 :
1009H2 0l 8 | 2.5093 3.195 2 1597
27H4 |101-1509 | 25527 | 187926 262 v 2227 | 110
1519k 404 | 28933 | 191.121 264 :
1003+ o) 3 | 27547 | 16.267 2 2133
S84 [101-1502+9 | 3.1013 | 140.664 262 tyy | 151497 | 000
1515H 9014 | 35300 | 156931 264 '
10091 0] 3} | 2.9891 6.530 2 2965
ANA 101-1509 9 | 3.1487 | 154.973 262 S | 552077 | 004
1515H 0] A | 35200 | 161.504 264 :

F) * p<0.1, ** p<0.05, *** p<0.01



<HE 317> &35 BE sdu Ao Uy 7z}

i . 5 e .
T e B | sowern (BG/WG/T) | BGWG)| F Sig.
1d0l8t | 27797 332 2
}, O
28 o5 | 27660 | 180580 262 1661 on | 786
y——o‘*o 689
6dol 4 | 28513 | 180.862 264
190l | 26328 681 2 310
T4 2-59 | 25130 | 190.440 262 o 468 | 627
6ol | 25897 | 191.121 264 :
1d0]3k | 29449 2.484 2 1942
w384 2-54d 2.8528 154.446 262 589 2107 | .124
6ol 4 | 30885 | 156.931 264 :
1do)8t | 31229 1.459 2 730
21 2] 4 2-59d | 30213 | 160.044 262 611 1195 | 304
6 dol A | 31962 | 161504 264 : |
F) * p<0.1, ** p<0.05, *xx% p<0.01
<E 3-18> 25Nl WE sUAN2Le AQE BT o]
S 244 % df R .
T ¥ | mowen | sowen | sowe| P | Sie
2 A | 28889 2.392 2
}o
;;2/ Aga | 2679 | 178470 262 1g8916 1756 | 175
O BARA | 28242 | 180862 264 '
A A | 26373 1.3% 2 608
TR | ANew | 24753 | 189725 262 o4 964 | 383
2R | 25758 | 191.121 264 :
A A | 30204 2.882 2 Ladl
84 | des | 29329 | 154.049 262 ceg | 2451 | 088
#e] R A | 27455 156.931 264 '
A A | 31789 1.482 2 -
AR | Hez | 30139 | 160.022 262 811 1213 | 299
el A | 30591 | 161.504 264 :
T) * p<0.1, ** p<0.05, *** p<0.01




<E 3-19> A9jol e Aol Y FFatol

SR A5 3 df | .
For | B pawem | eewen | sowe| B | S|
ao | AR | 27265 | 6897 2
wot| Fw | 26752 | 173965 262 S0 | 5193 | 006
S8 | qgitol| 31444 | 180,862 264 :
AR | 25028 | 5202 2 2601
T | FAF | 24615 | 185919 | 262 o0 | 3ese | 027
Agitold| 28667 | 191121 264 :
AL | 2.8936 1.037 2 519
K94 | FAF | 29551 | 1568% 262 o9 e | a2
Aol | 30611 | 156931 264 =
A9 | 30456 | 987 2 193
afAg | FAF | 31603 | 160517 262 a0 ss | s
A%l | 31889 | 161504 64 |

F) * p<0.1, ** p<0.05, *** p<0.01

3) AFEAR SA BE WPnA BF

(7Ha3)ell M E A FEARN Ao wet sEUyR e HHET gE Ao
2 BRI o2 #Za7] Y8l <E 3-20>~<HE 3-27>°] yehd ureh gol - F ol
U4 ANOVAZ S 4rstglch sdlpanel s ¢4 ad@sdd dehd
) A, F AALE, ARAA, BERHA 283 2y 59 WFE ettt

AA ATEAA EAo] wet AFHPEA i BEEo) dEME 2EFHER
3-26>)d e wELo Aol MW, ek 4Y, FHEH T AFEAH 594

sEtoE wErel ozt FAHoZ At F &2&FAEE 4FEFAA

4

ofof] A&® WRDA3I242)8 Tt o ¢EF2e9sHA

He

= R 2(2.8596)0] A
23 Ro g Jebgdoh
WE e Aol thdt BEwe M E A5(<E 3-24>)q whet =44

nux

N
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Abstract

A Study on Service Quality and Satisfaction
of

Internal Customer for Hotels

By Moon-Joong Kim
Department of Business Administration
Graduate School of Business Administration

Cheju National University

Today, service quality is one of the most important factors for every
company including those who produce manufactured goods. Especially hotels
which their major tasks are providing services must be interested in
improving their quality of service.

Unlike goods quality, which can be measured objectively by such
indicators as durability and number of defects, hotels service quality is an
abstract and elusive construct because of some features unique to service,
such as intangibility, heterogeneity, inseparability of production and
consumption.

In previous studies, external customers were the object to study the
quality of service while internal customers were separated as an another
subject, even though they are very close as shown in the phase that

Albrecht mentioned as “the moment of truth”.



The purpose of this study is to consider the improvement of hotel service
by reviewing previous studies and examining the SERVQUAL model in hotels
in Cheju.

To accomplish this purpose, 300 internal customers in high class hotels in
Cheju Province were given questionnaires of which 287 were returned of

which 265 were used for empirical analysis.

This study consists of 5 chapters:
(1) Introduction
(2) Theoretical Backgrounds : Service Quality, Internal Customers and
Present conditions of tourist hotels in Cheju
(3) Empirical Research
(4) Summary and Improvement for Hotel Service Quality and Quality of
Working Life

(5) Conclusions.

Frequency, Reliability, Regression, T-test, Oneway ANOVA and Cross-tabs
(Chi-square:x®) by a statistical package, SPSS for Windows (Release 8.0) were

used to analyze each variable.

The study can be summarized as follows:

(1) The dimensions of hotel service were extracted in four factors such as
Responsiveness/Assurance, Empathy, Tangibility and Reliability while there
were 5 factors in SERVQUAL model.

(2) In hotel service, the degree of influence by the variables of reliability
and responsiveness/assurance was bigger than other variables for the

variable of management and supervision.
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(3) In hotel service, the degree of influence by the variable of tangibility

was bigger than other variables for the variable of task.

(4) In hotel service, the degree of influence by the variable of reliability

was bigger than other variables for the relationship of coworker.

(5) In hotel service, the degree of influence by the variable of tangibility

was bigger than other variables for the pecuniary recompense.

(6) In hotel service, the degree of influence by responsiveness/assurance

was different according to variables such as income and position.

(7) In hotel service, the degree of satisfaction for management and
supervision was different according to department and for task

according to income.

Limitation to this study is that samples of data were collected only in the
Cheju area, so the results of this study may have the limits of application
and the questions used in this study were introduced from other studies so
that the questions which will be developed for internal customers should be
used and more internal customers who are in high positions should participate

in this kind of studies in future.
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