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1. FE9] R’

W AEIE ALY ‘86 oFAt AU 88 LHY AYLS AANEA FUABA
o gAstel HeH F£5 4L ojFo] fon, I FAAL IFH FAL
(GDP)ell AMul27}t A ste HIFol &4E Frleta U I FoA 3L
214171 7Hg 4] #% He Aoz AAHI glen, 1F FUY
(hospitality industry)2 2418] Zde] AA Aol 7dHL s AE A4
ol t}.

53] 2000 ASEM, 20013 §2HEe) &), 20023 Y= e 7F 27}
2 d¥ odEY NH7 dAFS e vl AALEY $9FLE AFE 3
g Aol oAl £ F719g A 2o

a2y $Evele IMF 93§ olF A78d, 44§ F7 Fog 3y
87t 54% Wstet #AFLAREY FEREH ] A Fo Sl J AR
A=F7lel= E78tn F - A9 9AM /18t WEde] Harde § B
Antell A ofgfgo] AEa Y.

wetd 71Ee] Ede 7 39 UEWE 54 e v A3 9% g
Ao MYA wpARo] 1 ol wrd F43) Wass o gauee) ¢
Holok & Al Fo|A HUow, 399 AR} AFMul o] 43 YA

1) 98. 78 & dA, Ax@Rzd F A4 277, FA 1674, = 2470, F) 184,
U= - o 2779
FIHFATY, "199d BFIAATY,, (A FIAFATY, 1998), p7



9 MH2 AFL 7P FAB BOE AN Ytk

535 sdoA ATHE AE Aulae AxFt BASIH 2 A4
3 M7k BN o|FANH, Bl Az G} AFHE Mulz FLo|
o2zl deht FASS E237 olEw ARY Aucd 44 = AZY
o] A4 Brbs e,

Bebd Az el AVHTL AFHe s AL Y FALY oHEA
o4Ro) et ZHEGT B & Yok ol T FAAY A oA M~
AF37] ARNE FAAY Mol E DEE £ BEHA Agold

Mg s 5d9 A%, 24% 249 a7 B UeF Huag gPoz
Bz $E Au2AE QAT Utk e old @ Auast 4FHes o)
AA7 ANME 29 FALY HRo| @ BF S8 Yojs| Folop @i,

2HANA FEHL FFY AuI2E A5 ATPoLA A9 27 3
JREE BY ¥+ Aok 1Y AGE A 4EES} B AHeZ o
A Bdsted B o, ALY 4RV HEA Py B BAL UL 3
235 & Aol

g Waelx “F& sQold Anz BEE FAYOET THY 2Ho|
D BRI ¢ 4 R0l 5E FALAY HHIAE BE Fao} A
Hoz AYstel n B¢, £d FAASY APVED HHlx 9o g
e e Qo) wast ¢ £ Y

B dFdNE Seue 3359 oANY o8 $EF 488 2E A9
o Al AFA FFAN Mu2 FA AZe sAe 43S wotad A7
A%o) G2 o2 AAYS ANKLA Foh EY 488 FALATY YR
of Aula Ao vNE JF BN 2o e BAY Bt L AN B
& 24%1A B,

2) H. C . Smuth, Psychology or Industrial Behavior, (McGraw-Hill, 1955), p.114
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geha & a7y 74N 2de dexn g
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2 A0 NYATE B ATHSE 22504 B

A, 228 d7H4E o889 39 2A9Y ARVEH w A2 A
AZ MAE o] oPA UBeAE getda 4LE Aua 4F T4
2 9% wete maB.

£ 3 B LA #HE

A7 FA4E SAEY) st Tl -9 FHe #Fd d7A=E B %
Fol WAt e d9E 48 E AN dEAE Sl 4zxxeg A
FAED, B4 2 9o G Folar) sk

AR, T8 Q74 (literature study) 225 RS, AulA Ao th§t o
4 182 A%t APAdT7 498, A2 gor BEMA, &, 4F A
BE o] 83ld o]& ¥R

4, 4%3 J74Y (empirical study)2 2= AMEA 9 E17 AR 4
N AAst 53], &8 FAYE Uos HERAE AAFUTG

ATZAITE 64 1097E 28U7A dAsgon, B 2a4de 237
A F2UHE o4yt £3JE Ay A& PCSAS HIAE o] &3



W% F-M (Frequence analysis), 2.91%4](Factor analysis), #] 7% 4(Regression
analysis), ThHF FAIRA(MANOVA), <49 EAEM(ANOVA), ITAEAN
(Cross Table)& Alg3t%ith 38 715§ FoFEe Yvtygoz ALS|FEHEolo
A 818 7Hed 5%E 4RAch

2 479 WEH WhNME AANEE ALE Neg TYd oz 7
HEUE o8 FAHoE Jesd e 2o

A1 HENNE W) Hegth 794 3 99, 479 AY3 golg
Aoz FA=EA,

A2 olgH LML /EATE Bl Auls A3 YRYDY o]
A 1#e Bl 979 EdE dAdA 59 Aua 4 A7 BRsd
g FAYY TR APIRNLE BY BTG,

A3Fe oEH AL wBos YZEA Wy, MEA 74, BRI M
5 45249 249 ddd Wes AAHEC

Aede AN 23 2 ARE WD @ o ANAEE AN
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59 AHAG durd e A A QA Agolake guield A H3
A7 M¥2E AFHE Rolth T YA §E2E Bsel ¢ gUA
BE 99 e AL duaedd drlde 98 A 59 4F) TE
G 58e ¥R oL FEE 3, $AE AHAFALS o Beish
58 AAHEAY $8 2 AAT 52 F2 AFHA 98 A0z @ £ 9
o

2. 59 KK AM2o] Kk

29 HER MulAE §43 $28 A AZ - AEsea A B
A HEd drldE A4 ZRole B4 SuFANNY HHo) AT,
YRAEEY B4 e 2ok

A, 447 Boh7k FAG ol TolATh g7 Mulat 4do|dN FAd
Au2g ABstel Bolz} ool

3) A%z, T5d A9, , (NE¥HE&AL 1993), p33.
4) el ¥, T Hotel Catering Service, , A ¥ &2}A}, 1989, pp.52-53.



A, FEAALGE 9oz o Muae AW RN A AE
of A AFFo] Az - Pirdrt

AR, FoF0] @sick. AR - XF .73 -U7] € 1HF HE 4T
o] 87t A WE shgAol den, WA +& dFed HAE TYI}A
U AEFE A2 4 ok vl AN 44 Zost FEL st 4
Aol 7be3t7] & oS 1¥T

Bl SN SHE AHEYE, A, T4 HA AYL gt 4FFo R
HER Mulee 2o 223 JANRA ol T g A ofod ¢dE
o MH 29 AFE Fhe HAW, HolE £, AASLE FER Fo o]Foj7
t}.

A, ATAQ AYE wed. 488 A2 AT QoA AHAHQA A
4Z W7 WES AFE HAAZN ABFHoZ TAA BE L LW
T A&7 =y Ao

A, A4 Mulxe gerrt A aMuAe FaAL 4L Hulid
AAH A Fad adelth I NPAME 1 90| 748 WA A5
ol 3 g&xsl ¥a FAHAT, &8 MHlAE “Uniformed service'd
AF Mul29] AAE WolUA Fata Utk THBEZ 2SR MulAE 1))
W 4% Ado] QA Mulzg] AAQ ghF FALE A7) gl AGAE
A& THA o D)

oA, digte stgzaed g8 gus $oztrt olFon. 97 )
of EAF v, A dF AE G2 AR 95td L5 E B
A Hez My 347 1 e g9 A2 GAAM B 5 ge 488 A
Hl2=9] 5491 Aol}.

e

oy
-

5 A%%, 3449 & 34 2WA}, 1989), pp. 28-29,



ARA, 4Fe AGH Adu, F= Fo dFPo] Atk IFA, A7 ¥+
o] 932 LYAFY PASEr war

3. 39 ffich vz EEH

9 AEE Au2e ZEAQY NEe 39 AYPA E88 £ Je
Aol BE EFo|oe] JdoH). F, FAY AEE nANA A= A4
AX EFFH Mul2g 2 wfAZ Aolol frh Mulie AP Y7o JHo=
A BoAge F oAF FEIN nAGA AFHE FF AMuiast 4 od
o g ANNA REE FA KE ALE7L $0E A MElAE BHAN.

)AL A5E AMAYL 3Y A9 ALE FEo driiFe Fa4E R
4 & vey F3 g

T HEE e F4% gHOE A3t HAe] = A uhet
A9 &7 £EE Fob4 7l Ak i nAY AeF &7 NB &
A, 3, AElA, Brld dE AA4A &7 Jd4dee 39 FAMES #eg
g o FoigFos FASEGT B £ v

39 458 FEY AfAe 454 Mulas 1AL E8, 7193 FAHE
BFNA ZAe ExY §7F5F, $I95 RBSA He o] Eda ¥
F Atk wEtA 3d A HEFE Aulie FHAY e AFHY sid
L2 FEHolof & Holot

1970t) o] hF-£] 3EEY HFE FE FAZE ¢ WA HiH
I ey, AR 3N A dHoZ o]fF A¥EE e F

£58 ¥s gon, HIde HFE wEe] A4 WESE dMvtE AT

]

6) &3, "HY 3R F AGE,, (ME: thFAL, 1989), p.329
7) Hotel Lotte, "8 &5 AR nA, , WEAE, pld



Atk o) G ANRE Hol AYREC] slE gloiA @AY e wEd 4F
B R WEE fEA w1 2 wFe AR FUse A Ao

olg g AL vzH Y9 T oA Wk AL Eola ed,
n=e M olE Ad $99 HFo] A Ve e ude] o
9 Ao 48 FE ¥4 2 Ao: veua o).

<E 21> 428 PE WFY Wy

T8 e 59 de 4
A9 52.7% 23.7%
EER-L 38.2% 6%
das 8.1% 30.7%

A% go] 29 NEE hge MFe selme WX Fold AL HolH,
oz Trte ASEM, 4= AY ol e FAAd L5 AAAY A
29 B7t a7d

8) AAY, "sdFALE, , (H2), p-226.



4. 39 RE AL A¥2

1. AW Mul29] HEHE

A&r Mulzd ol ARNu27 AgE FFS TS 71 ES
A PHeLART & 4 & olfE DATS 101 FENES nATY 4F
Zge) g FEANY 420 €1, Nul2 AT AFse AR oD A
29 Wgol wet Mujase] EAGE0] W7 WEolt).

g §ol, FEF 40 UF %A ATY B ol & 240 AFHA
U, B 59 27 3ol ¢ & ASFAY TH0] 2 RAE HIE £
A FesAY, ade A £ 99 At e $A99 B 9939 ¥
ol% 2 AT, F7le) HAAH BF T Mul2 AHZ Qe mAHe B
EWEY 4 gl

R 71 oM AYAe FAP 9¢e FAHYeE doF Avade
7Y 4EE AANA EAL oeAMRH P2 AFHA vt F43)
WRE FAHY AAMMAE B3 g8 YR 4TL A% F8F 8k
& % 4 Y.

olst Bt Georges “FALEL AEL NFEHY Hul2 AFL EF
B EH AFE He Aotk 4FAHA A2 A87 87 9sME 2
Aul2g ook §oh m FHoho,

Kinisely)& o2 Ashe Aol QoiA FArde AnA 4E9 9%

9 9483, "5 FAYY AFUNER A 2AFEE R 4 B A7,
A =g, AFdtin, 1992, p172.

10) William R. Geoge, "The Fetaling of Service A Challenging Futere", Journal of
Retaiting, (No0.53, Fall. 1977), p.90.

11) G. Kinisel, "Greater Marketing Emphasis By 6 Holiday Inns Breaks Mold",



2 ngv

Mille mAze FAANHANRE N2 AZAE AAY HAE BB
AT A2 el A2 ABAE AF) QPR ANFoRH B A
2 AN QF M¥zs FAAE AEHW, <IYII>H 2 2YE AN
a4 oha).

<19 31> A7 Mulze 27 FAY 4524 B

\ 4 | ¢

NN YF A4 9 71
249 7)) FA9 Y A
v ‘
M2 F3e) A4 Myl & FEY A4

AL &: Robert C. Mill, "Managing the Service Encounter," The Cornell
Qurterly, (1986), p.138.

Advertising Age, (January 15, 1984)
12) Rober C. Mill, Managing the Service Encounter, The Cornell H.R.A
Quarterly, (New York: Feb, 1986), pp.39-40.
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%3 Ferguson & Bergert “ZAFAE FAMEE ¥E EE v FAHNA
&P AZeA G3 AN 7 Feldn AFE JFoE Hopop &
o o).

Z, qHlA FARES 1Az HE Nnrt B3, #L HFZosE 19
Azae Muls Ao & 9% F7) dEo FALEY AT 39
HAEE 939 AFHRE WHESe 243U 247 I

i 39 4&E 43 AN AdT & FL EMNG f20)A%
718 $-4A solop & o4& FAME A AFAH AT T+ A

2. Ay Aul 29 HEgH e

VH Mulxe 39 Mula FAH82 0 IRZ HGEgEN, FAld 149 A
M D& oie) ue 1 SAE gD,

Wyckoffe 1749 &FHE£S EZH 4+ 1H]A(substantive needs service)
o} W3 &7 xu)A(peripheral needs service)Z thEdHTHY. $4 EAF
HrMulEce 390 &3, A SR FI Zo] 14 F0] FHAHLRE ME|E AT
AHdE 89T ¢ Je Ao, FHAH LFMuAe BFY §FEGE ¥
Yel o Muls 3L 9FEE AR, £F MuAE ST Rejth o
HE 829 FAHL 4, AQ 33539 ¥4 Foldh

Martin a3 AJv]X(procedural skill service)®} iz A H]2(convivial

13) Dennis H. Ferguson and Fiorence Berger, "Employees as Assets: A Fresh
Approach to Human-Resources Accounting," The Cornell Hotel and
Restaurant Administration Quarterly, (Vol. 25, No. 4, December 1985),
Pp-26-29.

14) D. Daryl Wyckoff, "New Tools for Achieving Service Quality," The Cornell
H.R.A Quarterly (New York:Vol. 25, No. 3, 1984), p.82.
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skill service:tj 12§ AMul2 7]& o2 FEFAcH Y Musre FE& W0
2 AEL nAAA MuiasrzR ] e sgeln g Nulie HA
FRFANN $olsta Ad2HE HEYG BFE F3 FAFE FI3, 27
T4 #AE De ¥FH FHoE FALY AFY JdF ARG #AE
ZH3 Qe AulAE TR,

FU Mille 4FHA JAA Mulz2e ATAEY Y4 28 ULy 10
4o Haleh Ase] wio] HASA PFHoF 817] o) Mul2 AFAE
Agrge]l Y AAE Awsor dvhn Fx:dn v Zol TEEHA
Th6),

AA, ¥54 A& 3T (Behavioral Flexibity) o2 o7lels AAJE ALAY
8o H&3te 5, AAARAAM A7ALE HFsA EHIE 2L #¢
71 gt AN-E o AR WRA7AY AR AR F98 J)&ole Y,
ABA NN A9 oiatg RPstn PFoz dehle FAoA d8o @
g Ao AYe FA - LAY F ok Y, 5F A% B we ¥y
A FEE 7Y € ole T8, 4% BE FTH AgE APolx o¢H
£ 2T ArlE HASR P50z FEE £ ole 4BAHL B2 ith

X, e 718 ZAE Ad¥ £ oks ¥R oY 7)H(Emphathy)2 1
Ao] AHLEYPA FEE FYE UZE AF FHE =¥, ngo] Hdhe A
S ¥ F AEF 2% BE, 149 S7F HEAND £ Ae AFE AT
AEA e & Y, 29 FalE Fdde BoAA T £ A

A, dBA NHez Mg AYE mel detdd HEE g,
8 MojFd HEE T Fud A4H RIS 4L F A= g+ B

15) William, B. Martin, "Defining What Quality Service is for You," The Cornell
HR.A Quarterly (New York: Vol.26, No. 4, 1986), p.33.
16) Forber C. Mill, op. cit., p.39-46.
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W 5& 81 A

YRCMill)2 o] 7thate Mulae dAZAN AFde Hulze dd
meba] Q1e] gEtAe, 1) gt B2 3 FAIYY Aulx Ao g F
848 Zx 3EAM I Aul2e] g Hrte 149 7 w1 Hrizh

gd4d £ 1&g vehd 39l

HEE FEAN 2Ase Y Muzd EFEAE 249 st g A
HlZ FALEY Mul& AFFE Aol 24 doka & & ok B 2
AEHT S B o F(menu)} 2uEEE Wol mAAA Y
o ooz adE AER AES AT7HAY, HUZA e L8 AFL
71 87eeH 129 &34 #Fdgitty B £ Ju dyS 299 #
ARA FEFARE Fele WRZEY AAse 1oz dodF 448 B
2 dod|A 3o B), dEnAL WY P7aA g3 Ao STNE FFA
718 e dEo] B FAAEL ¥ Yok

FERCMilL o] F HA Muix FAHGN SAHE EAFL g7 g
°of AN stach AA, BF AFeA] Gt AL 87 Ay o@e 5L 8
T HeZA AuA FANY ARE AAEY B2 ARE GulEA dEL.

A, oy AT A BH sl 2AE 272 0.

AR, #F2 B3 He] 718F 49§ Yojue 5 L dBS gk

WA, BT EAEE 98 BE AR Y FAGePF S Bk

OAA, nho] Nulx FAYE FAGL TEY 2L ¥ ARG A
A -

17) Robert C. Mill, "Managing the Service Encounter ", OP.it, P. 4,
18) BAM, "gxA23de g AP #e A", HAHY=E P18,
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B9, D489 §7E o9 oA VIP o] ok o, A& nAE ¥
of 9eW FALEL 7B FAHAA VEE FSE FF YD deon,
o3 e ARS MYNMASA WEdD e WA A ATT B 5
Qe EW, Auls FAL9) ARAN GAAE BAE gol dEd, Aulx 3
Ao Ade 47 FARINE, BESHIIE o Aol 1A% TARY
HE DA ANALA FoiA QANE BFHL A7IAAY o] ohy
ANY HAHAL B FAQNA HFE do] YAY $E oW 149
£7% 47 AEH Z 4 ULIE A2 AR o HE BN HAL Ayt
5o WY + Atk AL Hula FAMozAN 1Y 878 H2A A%
@09 elN 25 AA Fe3 mdske qul2 399 Ado) 15 A
G ZdE HolN 248 4 dE BAolh i@ TAWE @2 37 HalA
£ dgcit Mrdel Q4w )xole @EF ARFNOE mho] o FHA
ok Bk AHY S 599} ALE Aula RSAMEN TE 0] YakaA =
2398 5ol 02T 3.
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5,033 HolA Bergerst Vanger: ZAW ¥ Wgold oW IY &
A TR a0 NHE vgoRd AYAH dAAg F27F FAHRS
z3 Borlz $AAA Wit A3z dY9 E42 MY 4FY FHRG
H% A 4AE 7HHE ALZ NZ Y¥FIT 92E JTaPTYOEN
Z2AY FALY A71E DFde] ANEE AL B2 g AMs FE
S fdEt=Ed 2 grt Ak

ol el AL AT E FUNA AFMu 29 FEFL 8 GE <&
2-2>8} 2z},

<E 22> 9% Muze B4

—
BN ¥ 71%3, 422, 233) o1
f}_‘i_'f; 3; a7t EEp ERE
224 54 227 FEE
A4 e o4
AN ZAT B9 @A 7 a4
=44 A Erge T
AF A e Sy

AE: 43, “#BEd A Nulx Ao #@Ed #F AFET, BHE
o, 9rALEHS) = F, 1988, p.64.

19) Florence, Berger & Rachel Vanger, op. cit.,, p.82.
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3. Ay Aul2o] fuge

QMU 2 AEE 2H3E BHE B &3 2ok Marting
2387 A%l %A 222 TAY AR Az 4oz 7
hg 2k 942 TAE AEF Az 9oz 9

Bl& g
9 829 AR Exv A9

A3 A

NS RAE FEEC] b <E23>9 Zo] ANGFYT.

<¥ 23> A3 MHx A £ Ve R Aa

AxH M & 7)1

gy Aulx 7|1

(1) #-&(accommodation)
(2) < A (anticpatyion)
(3) A A (timeliness)

(1) A2 e = (attitude)
(2) 39 & (attentiveness)
(3) o] Z(tone of voice)

(4) A7 2}(organized) (4) <2 (body language)

(5) &JALA F(communication) (5) A A (tact)

(6) 72 3 =wl(feed back) (6) & (naming manages)

(7) 3% (supervision) (7) A tBuf(suggestive selling)
(8) 0}1-}] (guidance)
(9) & A3 4 (problem-solving)

Zt&: William B. martin, op. cit, p.36.

ARA qulA 713 E 7]4eH A2 (technical system)o] L gHE o] glow,
7Y TAHRATY )

A, 4 MUz AAS e g4 Yoo RFo n&H
Ut 149 daot £38 FE2EANY F AEE 1F AR ojoF Tt

2 o] o}

20) Wiliam B. Martin, op. cit, pp.32-38.
21) William B, Martin, "Defimng What Quality Service is for you,” The Cornell
H.R.A Quarterly, Vol.26, No.4, Feb, 1986, p.33.
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A4, d74L 22AY AHl2e AFE A8 Aol aTdr] e FHE
A A For gtk RAeolrh

AA, AAe AL IAoRE FHEEL F Aulart IAAA AeHE
H dele AE & A7e RE ¢

A, dFARE A2 A7 J#eA AYHESF 37 AfAe A9H
AN " BEAH Aulae dAdM g GAE A AR 4FF
Ao dajM FHHoR o] FojR o} Frks Aol

OAA, dAtAEE 14, $AMY A3t 28 FAEY 5] #A
A EIRa EEE gatEgo] & ojRojAA GUs AY, AR & ¥
9 Mulad A8t Fevh. 2HEg 3t o gArE EEEAY H)
AXg Agstux & fole A A 28 A %A =&
frolste] Agstojo} o},

XA, 17 HEwe HFaE AuArr nSe] &7 NHE FEAH
FAEAY 5 F FF AL£Hoz Aol d. 1% gutd AFH
Qe Mula7l 29 &RFZ Ad HIen dertsE ¢ F e, A
2 HAHNN mE&He FAHE A £ gig.

YEA, 5L A3 E A2 A7 e & HHEF 3] Y8
€ A7) 6/ 845 E&FoE HEST 2@ ¥ €at Aok

FH R AHA 71EE IABA AN A" 1 &7 2FY £
A FALES] =88 ¢aty 9lle) a4 2 FAF AT

AA, 2ol Ao oj| Algg s 1 AAgY grs 2wz gE A
oA desn ddHed FA MuAE AFEI] A= 434U H
=& FA sk gt

A, T8 AAHA 1UZE 4] A% Mulae] Had Aoz uAE
8 ALY K74 Vg 23 ouiEw JFE Edishe MHIAAFRG
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W 9de ARz FEWh

A, oz YoiH LANA B Be) SAREE FAKAT oz v
A4E dulvt 2R AUAA FRetn FA2Yn Yusn e A 2
& WAL AL HES grsE ALE FAY AuzdNE FEIG. 2
Aoz Fde) AuzE AAME ARHL SEHM dFF 2AH7INA
1A% 2A¢ 988 HrEs @,

9, date EBAYE YUt Aoz RAQ dadlA dae garEg
o %9 AV AA Gk YFEA, Y €L, &9 A §& 5 aAEL
FAHUEY gEst AAE AE 4 Ak

oA, AR, Fg) G JANN LA F& DL ol HEAE
Lol e A¢ ], YFAA AL H7] AsAE LA HMNE A8
A s B T& do] QoI Arkn Hsjor Bk,

ARA, EHE A9 clgL HEE Aoz ARHoz AT ol
A %, BuE wHS HY, RS 21 e B FoH BEFE
2o

A, AdBohol GolA) Fae) Nu2E ATHE ABEL AUBE B
Wrieilos 9]ie o wno) 28 Un, BAPTA 25 FYPE Q
Hajob @t 28w o] YA GE AulA Ex AEE FHSA wo}
3 RS 2THE YL ANHLE AT T g Avag AEE @
AgolA GaAFE Ao =g Aok Do

AQA, dUE TAe) Wk AAL #A 2o A= 4%, 24 A9 B
4¢ B3 HAW 21 xYse 4AF HoiFolo} 4w, AFsE AR
Aulzd) gate] An BAE 4L 21 Jojok T

HEA, BARNZA Qo] nAL2RY BAMIY BHol BASHA HY =
#3322/ 221 AAYA HYsel AR ARt he-g DANA A
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ofFe Zd ugl HAE 149 vpgo] FAANA F& AL dEeH

Aol 1678 1A Muize] HrUlEL 3d 48 G AH, AR Auj2d
AN 1 71EL e F Utk F, Hul& AFA 222 QA MuaE AR
@ u nAe) Yl whEe w9 o] &7 F&) E F¥L WA 4 St
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£ 286 BBREY #EHI PBRERN

1. BBWLS] &

Ao BHAA MUY ARgRF) #F AFE 2 79 HAE AYL
Aok 28y ARPEG e NFANY 454 dF ZAEE HAHEY AF
HEL A3 9HAM AHEE UEol AR g2tk 1 olfe FAFTFA B
F o283 ujFo] flo] M2 & Ade FY oM ME & FAYYE
E2e d77t £PEA7] dEolnt

oJHY ARUF JNES ot HFHA Adrle AFAY dIHHL
2 ARuZold dFoly BE 2y AL F JF2AA B ZMFH
¥ o2 ojopy]H ).

2Rk E ) Fojo gis) 2719 AF%2 Hoppock?E “FA7} 2439 4
FEYE 4oz BEE LA He A83, 844, 28 8§44 439
Aol A9 WL loH, Smith®e FFUFo|d “Z AAdo]l A4l
A5l BAstd AYPste LE TGTY F3 Ex olH@ s4ne wIFLH
o 71dd @Y B AHeste] AR e #HAE FAAAL
o, Tiffin#} McCormick#e “ARgHFold JFZRE AFHAAY fddc
L7z ALZA o Z MY FHXAA wat AolF AHE JEd
93 ahgleh

Porters} Lawler®)= ZZg&-& “HAAZ 4L BAol Ay AAHE F&

22) Hoppok, R. Job Satisfaction, New York, Harper & Row, 1935., p.47.

23) Smith, H. C., Psychology of Industrial Behavior, New York, McGraw-Hill Book
Co., 1955, pp.114-115.

24) Tiffin, J. & McCormick, J., Industrial Psychology 5th ed., Englewood Clifs:
Prentice, 1965., p.354.
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& FEFAAY 2Aste A"0R B ol $£Ed vEgdFE Fo4I 4R
of ¥ Ere o ARGy FoEAnt.

LockeX)= ZRgtFo|d “A419] AR Z2 ARYo i Hriz2Fy 2
ReofA e A AN FAFAY FAHHA Ade G Fosan e
H, 453 4ot o|8M TE Hrlr|Fow HYy #AHE U, v F
o oM FHAHA Aols} F8of] whel Fol BAY AAo]E E1 Ut

McCormick?) 2 “Z FtFold =AY US4 YA FAHE 7o g
HESY 54 T2 (subset)”olztn Aodin, AFojr dojxe Ar4E
(self-fulfillment)8] A3} 7MA 3 e BHAALE A7A ARAZ5E9] Hsle
7FA Wt og wgETn Tk

Albanese?} Van Fleet®)x AA, R gFo|d A7} AAZzAd i Bx
Ee 283 oy dxse APl 3 FRPHEHE AR g A9
W &4 =g AFAY 4242 & U A, AFVHL £F AR
A 71t A AAE AEE Az HlaR st AP AA, AT
e QA F JAF, AFAA, 49 73, 28 2 39 2L oy 7}
A 848d o8 A= Aol gl

3719 ARDHe P HAAEe] FoE FPHRY Y e F RES
E uFe 498 4 Ao

A A, Smith, Constance, Beatty, McCormick £& ZZw&g 799 74,

25) Poter, L. W. & Lawler I, E. E., Managerial Attitude and Performances,
Homewood, Irwia, 1968, p.31.

26) Locke, E.A., "the Nature and couse of job stisfaction", In M. D. dunnete ed.,
Handbook of Industrial and Organizational Psychology, Rand-Mcnally Collage
Publishing Company, 1976., p.1300.

27) McCormick, E. J. & ligen, D., Industrial Psycholigy 7th ed. Prentice-Hall,
1989., p.303.

28) Albanese, R. & Van Fleet, D. D., Organizational Behavior: A Managerial
Veiwpoint, 1983., p.244.
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A, B, 4HAT 22 A8d Adu2 sy Jdov o 494 FHE
FAIE WrEe BAFHQ £WE Ui e RAeZ YeyT.

€A, Porters} Lawler, Quinnd A zH3} B4, W8 59 dALEd o
HE BELE By F JFUEE d3e AF dA G Aoz ojjol
O e, o 2 FA4EL BAAFH SEE A3 ¥ e
e A FH AHE WERE 2FEE FFE Boln Sivh

o3 &2 g FTHIAT JFUEL AU HEY 71X, Y R &7
9 2ol FFohd A wet FAol AR} FHANAMN FAHE #IA
Hedt & 5 T oAl B HFREo|d Algo] 2 ARgM FE F
e 47, 4718, 48 F% 2L o8 st FARzP o 249 7]
0 475 FFNA Fe £249 2" #34 BHoladt & & AR

2. BBREA A MR/H HH

A5 B¥E F o282 wWe ggsA AAHI Yok 2 olfE
EAWY Ade] BAF A7E R Eo] 249 FEA HFEN FEDFS A}
S8 A7) Bt 1B ARQEZY FEE AT 2FYY) W o
T8 CJEES EREUT T 4 Utk 2 FOAME FARWFH A7 xny)
2 9FE 2 FLY o)2EL Maslows] &FwA 0| E, Herzberge] 24.910]
€, Vroom®] -Q17}o|&, Bl Yahate] 0|88 FYE Lawlers] 7]thol

€ 5% % F dok
1) §7dA &

Maslowsz Qizto] 7FAR e &79 W44 g8 7o P& dFad
A Q7 o dd e 2 WA dAste dFdaz &g
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AA, A7 S7E A EAZA F4 & STEF za Yo, & &7
7t 24 GE &7 A0

24, 258 &7/ H99 718902 AL A opyH 23 ¢F
HA & &7 P98 $713% Ao

AR, AZETE B A9 AFAH £E02 FEE F Ade Aot

ol d AR zste] Maslowe Q7te] 7tR &7 & tigte] AF
Aoz BRad HAF &7 @A, ¢AL&T A, ALY &9 @A, &
Ao &3 wA, A7148 £79 @A U o] SFAAT BE AL
A 2FHez HLE & e AL o Ry Zed veve A¥F
Q #¥oldh. Maslowe] o]0 &3t v ©AY &77 7 FoF AR
Vel o)Ad & £F9 &35 ¢4 RERHYP & & Pon U4
02 BE &FqN £ £F2 oA @ A &7 4 TR
g2oe Aotk £ @ A &FAS oA 4= SHEFE Sy
ER7 3oz ZriE 3 gk ATy, B0

Maslowe] &T@AIHLE P9 3hte dd &7 o3 F78 H= Al
olvx, z+ gAY & pEe 1PE Aol ofln, Fe &FARE BE )
AoAA L gL FE3A Rt AL A8 Aot

getA o2 d &FUAE FHoH o] BdHFo|dE oY FFFES
FAA BHEAD £ Jok. ZE EFEL AFAoE £ i dAFeE
A7) Aol olUn E§ &79A Zelx EHE FAN AL F Aok

o]2| ¢ Maslowe] ¢]&2 A3} FAztel #AE olfdtsd] FoF T2
nzleH & $EY &£7E YEHEH FEAde AL AAE F ey

29) Maslow, A. H., "A theory of Human Motivation," Psychological Review, vol. 50,
1943, pp.370-396

30) A&7, “FAAY AFUREd B 477 @I AR =E, 1991, pp.14-15
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FAst 4A e Aud 2L &7 I8 Fr13% HAL Aeel 1 ¥
AE ARSHE PH) el A AFHA Fo} o] o2 RE Aol g
e AAANE SARSAT ARE BN 1 @A AUT U

2)2 89 o8

Herzbergt A7%E $7 31t 2088 AT¥REE 9/ s 298
e @l Relz PEHE Relan FAHFADD. F BEHLAL IPA#
A" 20|, oA (recognition), A& (autonomy), A ¢ (responsibility), ¥ 2
AA(Work it-self) Fo| sig== o] @E&dze ARUFAT g¥& vA 2
ARERFE J¥& vAXN gerke Rolvh whde] BHad o 4%
P JRETELS YT (pay), AYEB(working conditions), #FEAL FE

e

o

17+ #A) 3 & (human relations behaviors of supervisors or co-workers)©]
e otk thAl LA A Frig AFde fAdoE: 48]l
(hygiene factor dissatisfaction: €43  8.9¢1)3} ¥7].8¢(motivators or
satisfiers: W21 9.9)o 2 FEF 7t3d AF7tA Y HE53 EtFel g
A & (unindmesional continuum) 7§38 FAsn WFHy BuFY =Y
AEMES AXNTLEZRN F7189 8089 A4 9493 AE £93 A
o,

Herzbergt A17t4% &7l o A20] 225 AAAA s Faathn
Ak F AeAE 45 5€E F FFHY HE & &7 g HFIL
Ned o)E2 A9 FFo HZ EE =74 HE @A BAHE ZA H
I, S E 278 del BEEL Ye Ade a2 BEe] o AA S} @A)
AT ZAojth

31) Herzberg, F., Work and the Nature of Man, Clevelland:Ohioi World Publishing
Co., 1966.
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Herzberge o] 3 WA WF9 771 AEe] &7 #F Zojn 3
22 Jutsle 71RFY 715E g9t fdadels s F WH HFo
27= A2E ®v) ¢ £53 FHEE FEF Aol do o] T
£.90]8 § Aolth g <H24>M A4 LAY F7)80E I

‘N

<E 2-4> YA AT 789

#4221 (Hygtene factors) %7] 2 9 (Motivators factors)
3 5 o1 A (Security) A1 3 7+ (Achievement)
H 4 (Salary) 914 7} (Recognition)
2t ¢ & A (Conditions) % A 7H(Advancement)
A] 9] (Status) 24 9] ZH(Responsivility)
AL3] 4 J (Policies) A5 @3 (Growthand development)
7123 7% (Technical supervision) Zol4 &
TE, A FAA Gude] #A d, 2 AA
9] A (Fringe benefits)
FE59

o] o]BdMEe A7 wEH3 FUEFY JF¥BAE FAF}L WF
e 5Y5AA NS AN F71808Y AEIAA TAE £
At EF o] ool WM Be HAF olee Ao wHFa
=NHRUE N2 #d4e] 37 WEe o] o]&d] thF 7tAFe] ol
T 3t

ﬂﬂﬂ

3) a4 o &
F93 olg& I AR} o= AeAA JHA JE A (valued outcomes)E
A€ F A=ue ARE RPOER AFVERE AMSEE Aow 1
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o]Zd] FRtHoltE BHo B olft AFI} o AZAA UHET YA

B Foojved ZE2E F7 REHARD)D. J1RHe2 FEF ogd
e od Hoz ggaiels AN 2=:e 2 PFol AT AAZ o]
Atte 7Y Axe 1 BT A BF e 2t FFAG 2
WA FHH o2& v 2o AVA WS TEEHL Y

A, 359 Axte] W of F(attractiveness) 22 A FA4NN BE F Ue
ZAHA Eadel datd 2 siQde] =712 e F84, d7]dME 2 7419
FE£HA d= §7& 1Tk

X, 4387 B4 @A (performance-reward linkage) 24 oW £
9 8L AL 2R0] uiFHH B 502 ojojF FHolgx
A AEE g

AR, =E31 gAY dF(effort-performance lankage)Z X AT =S
71€ 438 £ €AS ALY 7 g Aot steAd tE AAe T
(A E)»).

59 <ad 32> ARUEY F9A ojge A mdg AAG Aojth

ol
©

ki

32) Af2, Z2AYHE, cthitE @A}, 1992, pp.231-235.
3) Add o, 2JYFE, BEAL 1992, p7L.
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<1 32> ARV S ol

g | AT NERELS A $Q7t 2E 0Y
B Aztd 4% () = (Vi)
i - Vi(¥3 B39 #217h
NE UYF, BT
V
E NE 2B, LE) ?
Y, v
i) ’ 4% 3 ’
14 V4
A& 4
b, A& n Ve
S AY
4) W30 &

o] o] AHFETFHo g o]&F A 9 ARHD e ALEAN AR
HEol@ A)91e] EFE(individual's standard)® 2 EFo| o XA YX
dt=vke] g MU R Z(individual's perception)7te] oj® wlmo)A AR
ane) A=ty ZHsa ok wek AR e AQe ¥F2 a7}
9 ARZRE 92 & Yz de A Aol BYN A9 F4o|vh,
Vroom2 o] o|&& AR gEo] T4 o] & (sub-tractive theory)o]aty H &1
AT, A7)M Aol FF ) the] Morses} Porters 7}919] &% (individuals
need), Lock-& 71919 7}, Smith, Kendall# Huline QXA S HF2oz R
ool grt= A#7F Aen, McCormicks} Iigene & 7RI 7xuU EAHA)
=0 22324 o FYside AdE w1 Ao

34) Vroom, V. H., Work and Motivation, New York, Wiley & Sons, Inc., 1964
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G) A3 3 o8

Salancike} Pfeffere 2§ gtEo] Hlmo]&d thale o &E-& A3 ALHE G
e F8A4E AANSFATN). § FALL 2189 HFo sl Ity DEFe
v odte AL AR #dd 2ZE AR 93 AAsE Ao okt AR
o) FAEE O 8 AlEE #EFoEA, ada G2 Alge wFe sty
FAgoEAN ZFEde Aolth

ojgt AR FF0 2 Weiss9 Shawd] dFAE £ & Ae
oFd AAL dd] & AR BEFLEA 1 AN BEFE
O gohn Sch(AEd P F AAe 2 AR AaA drhg 4ES &
ANAE Z23 Q2L AFd Fo7lH FHE 48y 1 A7 e
(Ee 2UF) 28 AAFA FAS 48 AHES BA S o#g #Fe] 2
Adel 28] AFo) drp} whEsHEste) F3g IAA dobe Rolrh. White
¢ Michelld] 7% AL T AFREY BZo] & 159 N7 o8]
F& 0 Qe A& FHst U

kA ol AFurEe] Al A G o] AP AHH £42 AHE
[, A 2PAFL FAHAD JRVZH A4 9] U7z HEe AN A
= HelA dds) 5 wgy o).

5) ¥4 o8

T4 ol Adamse] 93 TAE TR FFo|gL ¥H o] ol
2 489 AYH uwolEE F9 FUE FHA oled HUL AYEY 7

35) Salancik, G. R. & Pfeffer, ], "An Examination of Need Satisfaction Models of
Job Satisfaction", Administrative Science Quarterly, 1977, pp 427-456.
36) ded, 2AWAY #a, FEAL 1980, pp.53-55.
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47t BT FANN FFAL FAHE Foz FrlYdr Aoe R
). o] olgs) AAE M, TE AFL A £ A B 2E7HA
7t B5E o TAAL AgsA € A4, FAF, AEFE, HEH, FAH,
Agd adz Adw Hashe 7hed F84e AR AA, 234 7
$ olE HAidly] Y8 VFFoH BFILE =W AeHes ARRH
EAzelA A F1g BFo] o] foAA ks Aot
%, o] o] NE FHEe] A& glo] FPLHET gL Hypg Ue
A w B wimagel B3 FAY el Aom, E3BAEL =
7A HE E47T 1€ FUseZ oW HoEE FPHL HE
E x¥E 712A dA

3. BEWILS MR

Aoz @ N AR W 7% WAE FINAL W, =7E A
8 st ARVEY UL AMNW <1y 3B>As ol ARE B
$ 92 @ s A4 ARRE ATIe 2A7 2UK G4 23
Sl

37) Adams, J. S, "Toward on Understanding of Inequity", Journal of Abnormal and
soctal Psychology, vol 67, 1963, pp.422-436.
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<1¥ 33> AFgRe 29

5o e 7]

97, YR
$3, 4422
5, 4939

AA AFe 24

A7, BAAAA
A L B
s, A

| zAed Aves

|

A &: Armoid, Hugh. J. & Feldman, Deniel C., Organizational Behavior,
McGraw Hill Co., 1986, p.91.

5, A% tg Sveh WA ARz YNFHE W) AFREo

=olAl

3r

¢

b &S Steerse F39) EYU7 FAMY &7, 2R, 59 $9 NAH A
A B o9A AEFE e #4S e Ao Foditn <1y 34>

I 22 2dg A
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<219 34> FEAH #Ed AT APHsr 2d
]

Al A3
A9 A 4 FALY AQH =4
I T
7} A3 2
z2A T2 A5y
5
} T %
7 & T 9
l L AzZte 24 £9471
-
AN, FAEFUA §
qA X8R

AL®: Steers, R. W, Organizational Effectiveness: A Behavioral View, Good Year,
1977, pp.101-103, A A&

GB APVIWe ARG 2AET AA FYAR) W BEr} Y4
Ao P4 BEacdd os £gE HE Ao 4 B4cisie] u
42q% 530 YWk TAme ATVEL ARAAY BAD L4 T
529, & A9 X% 2e A7 VALY TRBH, AY, J%o] o4
Fol di#t 9] B@sol YA o 2L AT YARHL AH Ay
57t A49Y R0 FAYo] HARRY dojAE Aue 4F 4, o
o wd, YEAY $¥ 53} 2L A BFo] Yl 234 £
9% YT A2, A2, A2 5& 2AsA Aok okdY <39 35E I
% 2o HRUES YYHYE Ve Aol

J

!

4

C

)

d

¢

38) Yoder. D., Handbook of personnel Management and Labor Relation,
N.Y..Mcgrow-Hill, 1985, p.148.
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<2y 35> ARgE AR Y

AR

f: ZAFn%o] Fea9l
O: 93

ZhXgge) 2AHE =
]
f1 01
[9] o2
£3 03 2%
f4 o4
£5 05

AR ARwE

M 4AEA

A8 : D. Yoder, Handbook of personnel Management and Labor Relation,

N.Y..Mcgrow-Hill, 1985, p.148.

oYy}, olHF Fake] wdlel Avery, Bouchard, Segal, Abrahame] -
© AFNEErl A HExe NEZAM 83 FHo ¢
otz FAREL FEIY) FE A4S AR xgsir]) BES A 3

e AHBT),

F s o] @ FAV bi v FE Jvke AL ARG

Locke®} Lathamd AEUNZE e o W4 #AAE F£ Qa0 e

39) Avery, R. D., Bouchard, T. ], Segal, N. L., & Abraham, L. M., "Job
satisfaction: Environmental and genetic components", Journal of Applied

Psychology, 74(2). 1989, pp.187-192.

40) Locke, A. E.,, & Latham, G. P., "Work motivation and satisfaction: Light at
the end of the tunnel", Psychological Science, 1(4), 1990, pp.204-245.
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o MEERE A F84, 4R OGP, AAAN U WA, A
4, EAR) Aok AGZEA oiN A4l AT TFE YT +¥o) B
Feedn =7t FA9EC] S0 WE BEZEs}

4. BHREY HES VA BHE

& 88 EFE WS dFdn ofd d7e AR
GEAY of" A7e FFe FEE dFUHA FET

T ARREY FAHLLY dig FUE Aol A7
ML otg Fo] Hof 3lA ghon A7 EFe uwel WeE A3 53
o o]&3ta Stk AFTH AA aAE W &Y ATHAAE ARy
=R =}

Forurnet, Distfano$} Pryere AR#HE£9 JFRAS /fAe FEAF R
Sdes st MY SHoEA A, 83 A5, 4, AATE 5€ B
1 glew, AR FHoRe AR #Y, ALY #E, AHEH #7, A
YAl A, +AA, 2 A (monotony), YF EL S gluk

Ginzberg, Ginsburg, Areirod$} Hermatly= ZERul&g0lo 2 AR H9)
B, 58 85F SR de 1Ed 24Y wnF, Al8E 8743 B
FH BHE F AMAR TR e, Marchg Simon®)e 2} ¢] o]u] X o)
W 579 ALx, ARBA o5, 479 e 483 28 § A7}
A adez AAEa gl

Herzberg, Mausners} Synderman®)e AF-9+E 891 AREuE golow

41) Ginzberg, E., Ginsburg, 5. W., Areirod, S. & Herma, J. L., "Occupation all
Choice", Columbia University Press, 1951, p43.

42) March, J. G. & Simon, H. A, Organizations, John wiley & Sons, Inc., 1958,
p-99.
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FEST JlEd AFNH adone A, AF, AFAA, ), 44E €3
qom, B0E ados AFFYL Fe, TF, FE2A, WA, dF, A
9, ARAA 52 ER glon, Friedlander¥= HE9E9 FaF 8A& A
2 -71ed 873, 244 FPSY, $A4L T ¢AHeE {1 A

Jurgenson®) 2 ZFutE Qe g WA, HAFY(F7L A7, BY, AWTLT
T) AHE(2 APE Sl 2R3t RAd ARAE =7 AHE), T8, FYNL, ¢
2, oH4, E, A, Ad2D 5 10709 298 EAL, o] 2AEL E4
B oo wat 2zt o A 47 g AL, 4%, A84E, FAY T
o dairz Watn gk

Vroom ARhE gee 35, 43D, A7 UE, 95, 319 713,
ZAAAN Y AGA7LA 890-& A AT, Porters} Steerstt)= FAAA 802
Y AV, AANBA G dA, HAGAE FYEBLANCZ AERY, Fo
A AEd, AYAE TR, T8 HGA4Y #A, #92, AFfLade
B ARYY, 9823y 9 982%, FA45Y, NLH 29z ARASS,
oYy & ek

Hackman)& 2 59+& A2 Ng 71&9] by, Aol FA4, Hdy &
34, HEY, 484-¢ ¥ ¢, 3, 443, A7 24 29, 7%, A

43) Herzberg, F., Mausner, B. & Synderman, B. B., The Motwation fo work, John
Wiely & Sons, 1959, pp.52-89.

44) Friedlander, F., "Underlying source of Job Stisfaction," Journal of Applied
Psychology, Vol.47, 1963, p.216.

45) Jurgenson, C. E,, "Job Preference," Journal of Applied Psychology, Vol.42, 1978,
pp-267-276

46) Porter, L. W. & Steers, R. M., "Organizational, Work and Personal Factors in
Turnover and Absenteeism," Psychological Bulletin, Vol.80, 1973, pp.151-176.

47) Hackman, J. R., "Nature of Task as Determiner of Job Behavior," Personnel
Psychology, Vol.22, 1969, pp.435-444.

48) Gilmer, B. H., Industrial Psychology, 2nd edition, 1966, pp.279-283.



7o) AHE 29, AL, AYEY, HHFY To2 FHREAG

oyl A8 RAAFL0E ATREYFaos SHYE, 4L, BT, <
A, Y, YAAA, 9, T2, BFA, A4, =94, 94, #4734
3, AA BAL ARF 9X), FArg Rae BA, FAY ANFH, GFA,
A2 F 207HH2 i3z Aok

oj9}go] HARWFL o8 ypA 819 BFAEN HFTEZ 2AA} S
o] A (entity)7} otz #Y(task) , g T(roles) , A (responsibihty) A5 2}
£-(interaction) , ¢l (incentive) , B AH(rewards) , 5o B&4% Az aAZ 74
= o] 31 ch.50

ANg7tA oz g5 LTS JFaQe HHE AWERE <® 2-5>9
2t}

49) Holt, N. C. L., The Relation Between Individual Vocational Need and Work
Environment Reinforcers in Sample of Food Service Works(In Satisfaction),
University of Minnesota, #%]=&, 1981, pp. 60-61

50) ¥+& 8 A=, P49



<E 25> APUEY 9% 29

A Fea el

AAH B4 34, SEUE 459 22N de 7R 23 uE,

=¥
i ARE - BRAY ¥5E BE

atA & AN elrAe] g AFHFE, AFAAY 4559
Ateld AR5} e 48y =3

7182 AR 4A, ARAA, 89, AR
=z AN BY, A5, A9, dABA, ¥4, A
HHE L8
#, AF4A

FHERE | AHE 7128 87, 234 A9FY, $A1E 59 9

LA 71€9 gy, #Y4d FA4, #9449 £, A3 AEA

uE ZAE AdYE, ARdE, o9, £39 718, A9

ARG, A7 A FA, #4989 47 IHH BA, 2474 2 89, F

1
= 4708, B4 2 A%E ®Y, 8, AABA
g9 WAH 89 AH, 43, AYAH, 24, A9
A4 8.9 B3, HAHEA, 713 ARA, ddud, F9=4
A 54 d®d, 3 A%, A, AREE
ol zA7 wal, ALY 15, A8F 83, AR
A9 B4

Aold, ARY, E22 8, Y7

&) 48, F7HRE A oE E, THA 4% &5 AR

&7, A, APEA, AL, BAADY 9

=] [+)
Eiﬂ BT 244 A & WA A2AY
ARG 289 A |04, 2=, A2, S8, I, 53
Nz 55, 449 o, B4o A7 oA, 2EEA, A4 BLT 5 A= A
W o} 2
an AHEAY, AR, B4) |2, 48, 37, 9%, £/1FE, 1Yz
FoAzHAA, BQ) | 2%, B, gAte B
e LA, RFE, Afd U U=, 58, QAT 9, YAE, 4G4,
N CES:
zgola [ AdAH, g, #2718, 2=, 58

THEE S, =AY, 524, 0%, 99, 392, IAEA, A A
o) vl A e} #, 3are Raiskel A4, A4, dF FA=A, 4, P YT,
'8, AFsY5Y, 94, 4H $EA

A EAA T
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o4 ARREe] PHE vIAE 2AFe) UE BFE SAFe Ao @
% o}H7tA AR E4olu ¥R 1T AT BHo gt ol sl A
¥59 9de @oits Bds] odnh wekd B d7ANE svlae g
o 3AQTLAN DA 20709 2 oAl 2090 o Be] YA EF
AZ F718AMAY 2t AYAA@AAH 2o FRAMN A4l
P,

&3 Avx K4t BBRLe Bk

1 BBRES Mulx 20t o] B

AFNA B HAES] ade] FHA Auiaet AnMAEH #AF A7
g #ex o). au MBAEAE FAAIEN A g #ATE |
U FA e g 72 Fa3HA oAl stk 149 @M B w A
2 33 Adle o] 233 A% 2A&(interaction)dt Al He AMul&: HF
AN AFE

A5 MHlA FALERY] F3AELE 1M Eo| Nulx AFEFE FUE
F g & 19384 sHe APt e g HEA wolgol A
Rite FHYE, 28 nAZAA MuAE AFE o 2EH2E FYEHA
U 278 7IRAE TEAZ zPo| BEF FALEL IQNEER FAF FHA
of g EAF JYEE ZEF & Aotk IHEE Mux FHAEL AF

51) Bojanic and Rosen, 1994; Cronin and Taylor, 1992; Knutson, Stevens, Patton,
Wullaert and Yodoyam, 1991; Mary, Gregoire and Downey, 1992; Zeithmal,
Parasuraman and Berry, 1990 %9} 477} Sit}.
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dstel o] €.

A gEAM o} fe EFTH 2o BEe Az 1 F4& AF YA
AFste WAL FALo]l E el glom Mul2 FE ] FEM AF7A
AIAMB 2 AA7 1 AES 7MAE 7 FE AT F2AE £2 A7)
o £ o] o}

ol¢} #B#3la] Ferguson & Bergert: “Z}Aro.2A 9] FALY olghE EEAA
BAe FAEE NG Ee 49 FANCA mgueE AZ4ER G 3Ale
A 7V gERE AFF ANe 2 Holop gtk PN EF Mille Yy
o] HAAAANAN FE Mul2 AFAE A4S HALE dEse AFY g
7t A3 (oEtal e MHls AFAE AFY dRE d4FgeEN do
A Mqujs M AF ez FQAHL FEEFen, Georger “Aulx
AsAEe FEoR BF2HY Hul& AEL dEste £3 FEo] H& Ao
o AEHA Auz 7ol B2 Y8lMs nAolA AuAE Bufsts] o] A4
QA FALENA FF(ob)E Brlkslop st "Htu] AF MuAe Fo4L
AE B =3

TH MEAFE BAE A3 ARAA YA E@amE N2 AFI
T FANEY FEE NulA o] "eHoez gFHT Yot o] EHE A
HlZ AL AAQRGE Z7] 7o) dig FAHY Hrieh g 443n
2 A He #4% 528 ved £71 9lg Aot agmE (ae] F2o)

52) Bateson, J.E.G., Managing Service Marketing; Text and Reading, 2nd ed, (New
York; The Dryden Press, 1992)

33) Dennis H. Ferguson and Florence Berger, "Employee as Assets: A Fresh
Approach to Human-Resources Accounting," The Cornell Hotel and Restaurant
Admimistration Quarterly, Vol.25, No4, (December 1985), pp.26-29.

54) Robert C. Mill, "Managing the Service Encounter," The Cornell Hotel and
Restaurant Admunistration Quarterly, Vol.26, No.4, (December 1986), p.40.

55) William R. George, "The Retailing of Service a Challenging Future," Journal of
Retailing, No.53, (Fall 1979), p.90.



e gL FAGel nAE tigdl glo] A AF, BAPACE A

H¥M2E 98 ¢ AL Aol
2, BBWEC MM Rito] ML BN

Ngg AM2E 93 480 Byso W Aoz LYY S5
# 42e AU Atk F, 4gE Aad o) ATHE Sy obyy B
of U3, 4% BV F4T HE oo BAe 2AINY B4l A
27b 9t A HET A48 Mulat 9w £ 912 Adlth

53] AR 4EL A3 VAR AFdE BALEC ARAE WF
of nAse] WARFN Aulx AFsFol WAHEE FAde] AU
AMs AT5FEE ARRE 208 847 9o 3, FAHY A4 AR
22 m7my Ruzlgel gepy AFHE AuiaE 2ol 24T & Aok

oo) et uEEE FAde Aulzo Az 9Ean e BN A
49 qM2g dUA ERHoz wesd TANA FFF ANAE ATE
& Qmup B Aol AYEZE 249 AFAA BART AAHUA, Huls
AF AN FAQe) JATRE WL oD ARVEEES BAFO
24 A4 HEla B BY F2AL FERIIHTO.

A48T 4¢3t HeAY &) 517 5l 2RaE A43 3L O
oz xdd AAAY BAE AP ALV Nu2AITEEL FrEE
9. olge] ATINE ATEAN BAH AAL BE Fol, AU A
2 Ag4ze Aolg Belsm Trgcln HHLAT AREANRY ol
shestel ARUZ oA Hul2ABsERe) VAL FHHo2 AT

o HY

-

¢

56) w38, AT
57) A4 - 43, ‘ARHEH ¥ A FLE0) B
UL, 1992

bl

T, ARHAT A6E,
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4 kiT HAE
1 ABe A4

Td FAYL RALE § ARkEe B FUE ATEL AVET
Ho] E0l9} 3G FANES] FFETEo) B dFEo| #BIA e
o, 42 AlL U (Saunders)e 59 FALEY IR ¢EL AA}E Wt
HQ WL ZAIEY] Y8ty vl v EEla ARIEEZ AT 74 =
do] AAR 94U3 16195 FAYR FE34 —1-‘?—‘%%‘*“ A HAERAE
AAstdn. QEFRA GEo2E A7 FAF ¥HFs B35S IFANA
ed, E£8Qld #3 FEoeMes FHBLEH A4, =94, 544, o
G4, 49, A4, AEHH AF, HA FA, A (AT, FEEA, F
2859, 94, A3 85480 22 gy HdE SHEE AU
E3, EEHo)E 44 449 d2Ed ZF3e dolEe) HolEg L9
ARRES BrAstn ARAsa0-E Ay Al 725 elH g H o]
Eg2, 3499 F<¢)(supervisor)2 WAL E HEZAIE HAIEAT. TES]
AFE AT Z3ae A6 @3 ATBAH S FAEL wF 3
&g uRe 40e AFoz HotEged, BHEF8loeiRE FHEE, =
34, 254, FAA4, oY, B9, Y3 AHEF AH, A AA, ARG
Fatete] #A, <t
44, 4=, AL, ¢33, A A4 FY, §8 B4, AF,eH, 94,
BHZL, 854 T ALY 97 dREME, AA, A AUy FA
A A, AFFAHQA AH, N7 a8z AAFHA A ¢SE AAs
=dl F8% 8do|x, X, U2 FAHYER AR W3t °F80% A
=7F AnkzR ez $rEg FAEET AwARE aEdA 717 Foidn
9, YL ukE JAE Uvkn e e, viAges AR gL A
A, AAH AR L FAA7 Atk RS ¥l Tk
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2. B9 A9

e ASolE AAR, 3P FAAS ARZVEe i vy A
TFE ARNE 29 7R 23& #FRUG(ALE, Holt), EAE, ¢4
o TAMH2 EAL nAGA Aesy] AAME 149 e} 2T »
Sohs MHIAE AFdt &0, F5F AF Nulx FAe FALY v
MR e met FPEcn By, 39 FAYY AR UEy FTPdMuHx
EASERY R4HA Aolg Lolrm 77 ANIU(AGE). AA,
71Ee AFolME nAolA nAY e &7E FFAAFH Y FA
de] AEREe FAAIE AIHA £Fo2N 59 Mus FAo BiF
AAAQ d77F wFE
YEHHY Mu2 AEPZ A o8 ZW § 17 599 F FA
ZRIE FAPEY ARVER MHl2 AFFE L 2 Ao BEte 24
€ stAEd, oo g AEH ol2EL EdE FFEIL WG =3
9 FEERBAE el e e pEe 4ASHT

L 39 A AREA, A9, 235E, Y, HA70, 2EQE, 9%
83 JEe U9 Axe @A 1S Zojth
2. 39 FAMEY ARRA, ALY, A&, AE, AF7L, dEQE, 9%
a3 e Mu&e AT 2T BA7 S Aok
3. 871803 A2 Tele oA BAZ Ug Aodh
4 39 YR A ARDEFD Au2 AFFELAE o FHA #AVE U
< Aol
5. 39 Wi nMe ARGEH FYEAde AHadztee A oA
vebd =219 AA7E & Aol

ol49 FHdE& FE7] H}WA Martine] AAF FEEL FHoE 4A

58)d 532,59 FAYY AFTEH Mulx AFFE R JHe] B3
AT, NFuE D AR =7,1992.
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shed, 29 d7ARE 2otaw oed Rk

AA, A7 FAA Qa0 AFUZH Fd] ks zHo)7} AU

A, AF0E Y A Nus AF #E HP AFES ¥ 2
B AEgEe] ¥ FALE Mul& AF FEE A vEhgTh

AR, §71820% A8l g n&g B, FEvEt TME 2 29
o|o] El®EA WwelEdAy Qloke A& ¢ F 7F AN

WA, 17709 9FaA-g F&38t9 24T A} AT0NE0 Ui AF FF
2 A BAge] A 298 F3E EA4E 2 EclER EHE © F
Fol2Rd S ojF YT
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HEakar R BHR

#1118 Hxe BA R RR

1. Boemny

E A7 23 3d AL8 FAYY AFuFe] 9F Mulx Ad vl3
E 9%-¢ gopalr) gtd A8 dFAge] dA7d AARE ENR 9 <Y
36> Ze 2y S HAAT.

<319 36> d7+EY

SEERE

(g4 71y
e #A)

gq4% 829

o7 23, A A4
e )

A

-
|

ARA Aulz

g Mujx

AFEAH 54
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282 Ry ARuEo TARNL Herzberg7t F4F 5718907 882
o2 ARHPE LT A4 A2 D9 FAHAYIL Martino] FFF FAHH
Au) Ak oy Mulaz AR B2 APdA7dN B JrgHol A
H& Ao G432 nlAe Ao Yehd & dFME AFgEe] Q4 Ay
2 A gFE vd AR BAG

gty dTRYL /)2 475 58S Hgoslu A2 JMHE e
H o]&H AT

2. R AR

B ApddE golA ANE A7RYE AFH) Astel e e AT
Hag AR,

1) 714 1: 38 g2 B ARVE 47L& A4 Aulx Ao G vl
Holth.

() 714 2 A7 BARA B40] g 39 ALE ALY Aux AT
Fole Hol7h A& Aolth

11: RAH 2@ iy quze] 9 w1 Aok

22 4AA 29 ARAA A¥ae] FE WA Rolg



# 28 K PR

2 A7l AEA 7HL A A FELE FA4H0 1 A HA FEL
YAriEe] #d Y F WAE AF Aul2 AT @ 23, AR
2o ALEARY Fgoz FAH At

£ dFdM e AFTE, A4 Aulx AFe FAHALAE BAEI] Ho 1
A 57tA19] g zte UAE F%(Likert scale)o] FHZHA FAEE FAS:
% Atk A714 AMEE FFH(rating method)2 “AF 13A Fu'e 12
agm “w$ 2R 52 Adgen FAE HAE o HEL 302
Al skt

AFEESo] Ao 71FS AFNM ARURe) JFE vl 4 A& B
e 77 Aevk FEAHY 5EAE FHUTUY Herzberge] 2890 o 297
Porter®} Steers7t AAIF ZAAARQ, #APEAL_, FAF YL eYdes ¥
FOL 4 AL, VlEe T FadFAA metsd 20719 Q6D
A 2890 o] 29 AZAE A £/FAZ Fr)aA(AF 8d)F AL A A
A aqhez FEE F AUt

A4S Grbg 98 23E& AF 8A(F780)F 9AF A8
DLE FR3oq FA5H

AAH 2L F 8 EFoz JAAA, Fatst BA, 4P, A4, £33,
Ha, 2873, A T5E, A8E A4, AAnRAEe g s Ee

59) F. Herzberg, Work and the Nature of Man, Ohio World Publishing Co., 1966

60) L. W. Porter and R. M. Steers, "Organizational Work and Personal Factors in
Employee Turnover and Absenteeism," Psychological Bulletin, Vol.80, 1973,
pp-151-176.

61) L. M. Saunders, Exploration of The Usefulness of Important Work Related Needs as
a Tool for Studies in Job Satisfaction, University of Minnesota, 1981, p.34.



Egoz AN, YAA 2 By, 94, B34, 5984, 54
4, A9, 4A7, AU, G55Y VE, FRAAE BE 9N By
FAHL,

B A7dM 2AE ARPS DY ARAY HEETE <E 263 2}

<E 26> 49VE By 74

72 | 2349 = 3 g

B
W B 9E A% P Bes BEAYY
AR wHo) AWHE BN da BEET
gile] ZERAL Oe AEH vEP W pEAGS Hol
AAH | Ut AgeA Q8% AE AQel FAST
} g | e ARE wasg) e Holn
i AerHoz B o o A% pEag
o) 45 g dRH |
Gol ARIE Banee @ Belss dolg

ot 9E FuAM 3 A Ade Aol Fot
Wz g de ¥ 7187 AolA Foh
AFEANA ot A& ANE 7137t B Holot
WY | 4FE T3 vEL U THY 717 ;o
H P THEDL AR Z 4g¥ A A%
e T ARE S AF 9ol FARIL Slthe Re| BELAHT
ARE YA v SZYo AE4E THY 7135t
B Heln

—d

A

D Ml Ao Qo] B Fago] AVF F5o] glon}, Br} fojdn
Aezog H2Y 4 UE Marting] 93 T AAHL e FAH Mulx
293 guA Mula 298 2402 HRSAT

AAA Mul2 812 F 7 dBo2 &, oA, HA, AFAA JAAHG,
1 HEY, AFEL Ev Fgow FAHJen, gl MElA 298 9
N Rz FAHR, F99, olz, 43, A=A, 29, Adwd, I, A



e BE 2goz 7490 Atk O <E 27>oNE & AFIA o¢H
Q7 Mula Qo) o ARA T8 ANt

< 2-7> A Mujx A Bge A

T 5304 5 3 % 5

Mul& @ AL, ALE Nulag A} mat AFen Ao

AN&sta AAd AHulAg8 5z Qo

ol R o] HASFEE MulAa A2 HoAlHo] HFE.
el &7& vlg nelstn FEo) $3 U

HE

o | TF | s Az 29 duae gl @ 8 ge,
AF Adlad 249 WEE B3 A3 A5

. ARl ATl F $99ES 2% 3 290] o|F0IAT Siek
AE ATA A4S ATE BRED,

. LA% T U P WSE ATH.

¥ Had Sz nAR g dok

qaa | SEEARAME AYge) ARG A3 AAUA AT
aues | 7F5R nAe 3AE FE2D o,

2 T | 28 AEA] Kol BFol F9 92 MuAg PR
IANA =gol He AE A gAF 2 ik
IAAA ol g7t FFL FHSHES ARET A
a4} By s YEstm A¥eA A=lstn ok

>

48 £ gFANE A7 49 Hon 4ANE ATFARE WFES
AFFAH 297 APBW FWOE hro] YEHATH<E 28> AFFAT
3 us2E 4Y, 99, 28y, g on, #RBARE AFTRT, 2
=, A&71zk0] gk
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<# 2-8> AT FATH Wee 7 H FHH=E

78 | F3Ad Z 4 d % AE
<k =

az | orEA | 2% ne
A Agoiy 4%
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RS 71 M
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B 4w OHEN oW R oERe BE

#16 AE oo #E
L A& AN

ZAL AAT ZALEAY F g olEo W] A daw AfS A
olty. A7 T Yy, Wy ARH A, HE MY, A8 53, &4
o e|l2r7tA RE EFH £EL TEU wtM A AN H4FE M)
& AHA LY FdFgaU FHFEe AHFEES dA A7 AT %A
HEI A=AE ASEAE Bt AT FH5US M) SYET
Aol YA of7|HEvte] B EAA WA, Ueid A Fo|
WA old FHIANE A&7bdstd BE BAL] A etdA4el e
A3E Este HANTFE 28 aR §o] & A EAHoth

1. ERRESE

B a4 248 ste 2AREE A7)7192] HEAE o] &3o A
o aAstn e 515 BHILAM 98T AR FAES A U
L2 HAstal 19999 69 209 %H 69 28UAolo] E@ANA FFe EF
S AR Fol A AAHEE st

AL ARFE F 3800 MEAJ} HFgHUo, 2% §He EHAHAY
49 QA 71AE AEA 200)e) HEAE AYF U 36077 EFHERE
FE AR AT

62) AHF, A3} AFZAPIEE, NE, 47, 1988. p.6d.
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2. #pte] R

2" zAge AA¢ 2AuY Z SAS for Windows 6128 |83t o
&3 Zo] A}

AR, AT W 98 Muls d W4E5E 2908 87 Astd acjlE
A& AAEgd

A, 893 ¥ ARTE 2 A& Mul2 d a7 #AE netas)
dotel 58 B4L A

AR, AT FATE Wre AF AMul2 A 279 BARNE A SHE
HEE BEW ANOVA &4 7 slolats AFS AA it

£ 2 8 GRAE EAS MM

2 47E FY7) 8 dERAE B §7ol B AY THWE
of RARY Ao Hose AEAE AT 360ve] A HEF ATH
=02 AAH4.

€ 479 4354 244 4 $EAY ATFANY F4E AHRY
<® 29 >g} g}

FA ZAINAAAEY FEAuE BHd 3l 2107 (58.3%), oA 1509
41.7%)e.2 vegun o $ast i Be] F&=Hgou & A7y 2L
E&dtede A7 H4 gedy #ddt. AEGEE vE 238%(66.5%),
71& 1209 (33.5%) 2 & Vet Qo] & de] L H&g X Ut

ARYWE = 244 U)ol 1629 (42.3%), 254 5-E] 2947} 867 (24.0%), 304



B 3447} 46 (12.8%), 3542 E) 394]7} 3073 (8.4%), 404 o] Ato] 347 (14.0%)2
24 mjgto] & A o] wiE i Po] FEHAY

52 ¥ o, 0F BIQ4%) HEUS 269 (632%), A& 343
(95%)e.2 ZAtso] 39 ALE FALEY FHE gy ARZUYE oA
nHEYge ¢ F den, 453 A7 AT o) uhet AFH MulA
A% 4259 Aolg AFHEd 488 WFE AREG

<® 229> ZALREY AT FAEH EA

H oy T HTEo 29 ¥)&

X 210 58.3
q e el

o =} 150 417
24 A 0] gk 162 423
25~.29.4) 860 240
d 7 30~ 344 46 128
35394 30 8.4
404 o] A 34 14.0
1z 98 274
g 9 AZRE 226 63.2
) E ol 34 9.5
“ & 238 665
axA¥ NE 120 335

% . Aeq(missing value) 58] S5 gL Hol AN ABeUL.

BH B dPN A 59 AL FAMYe ARd #dEY 54 49
e <g 2-10>% #o. 4 #FGEAFAY dfMe B34/ 2209
(63.2%), v)AFA 1289 (36.8%)2.2 Yehtzn o] £d ALa FTAYY 7
$, AFTAY vl go] A3 22 Aoz o T H4FHA AN



AFA HAFATY ARPE 2L A A2 A Fxd dF HFAME
S 8% Wyl @ Aoz g
ASEYE AHEYE 1009 Q0] 7 1269 (35.2%), 100~1309H9 1507 (41.9%),
1305t9iol 4 827(22.9%)& AA T U FHE A4FY FALY durHA
2S5 E0] 1309H90]8H76.1%)Q Ao E metE gl

AF 7)ol daiA e 1o ko] 62%(17.3%), 1 ~2d 709 (19.6%), 214 ~3d
407 (11.2%), 3d~5d 729(20.1%), 59~109 62W(17.3%), 10d~15d 369
(10.1%), 15\d0] 4 169 (4.5%)22 vt o] AA7)Zke] glo] 124 X
F oz ZAEHYLH, 5 o]Fe ZHT FAdo] 31.9%2 et 39 4
T8 FAE 370 2Fe A2 vy

<E 2-10> AR RS AFZ#A 54

L T/ HEEY FE ¥
AR pAGE K 220 63.2
AEoAR H A7 128 36.8
80gH¢ v vk 86 28.7
s = 80~100g+¢ 100 33.3
B 100 ~120%+] 62 20.7
1205+ o] 4 52 17.3
1dm gt 62 17.3
19 -~249 702 19.6
29 ~39 40 11.2
) 2 713t 3d ~54 72 20.1
59 ~10d 62 17.3
1049 ~ 1549 36 10.1
154 o] 4 16 45
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B3 BRI BE

1 B3R 19 BX

7Hd 1 39 HLE FAHY AFNE FFEL AF AMuls A F
TS vd Folth

1). BHwmE BRERSY _E

E Q7N ARREL A% A% TR o]&d HFEY UIAEE
AZ387) $13te WA dFA A3 %(Internal Consistency Reliability)& %3}
£ Zgvulate] ¢ubA 4 (Cornbach’s Alpha)E o] &3t E§# AF¢HE #¥
HEEY BEEE WolAFE ¢ WEEH T (content validity)9h A4S
3 /) deld = (construct calidity)E ZF 8%}

<E 211>E APUE g dif A ggxc dE JFERE
AT Aog ALUE 248 4T FHE ANUIAE AFE 08402 % 1}
By AEEe wg S92 Ao vEgc

W&o 1o Z+zk BE59o HolAlFr T 100% 32 g BXE
Holx 3l FAYEo] WEEIGEE 7ML & & AU+

LQEMS 23 pHElY T (discriminant validity)$} 3 B} (convergent
valdity)2 A#Eo2zH Z2AAEY MNIee=s AES 2% RS B4
FEEo] vdade] oid 5709 SYE ader FEHT ARY 4t
W 9 9 H A F(factor loading)o] 040 o)z 7} A4 8210 ¥R 94A 3
o AHL o] £ A7) o8 AFUS FHFYEEL HHEFE 9} ITH
BE7F Sl Aoz weHoh

o



<E 211> AR UE 53Y29) VY= ¥ BIE AF

Hol HEF2YH

o Al 9]
8l 3 2 1e A% A%
89 1: 2%z
Ut stn QE 989 93 1aE =AY 3581 0.838 0734
At A wile] Al wad did) ¢EPG | 2684 0864 0726
33;1 THEFE e AT Hng 4 HELE 2621 0.820 0715
a2 2: AMHH A
Ue AN QAen gle A FAkE ik 3486 0831 0.701
el H5e TAH7)87F gL Yot 2897  0.824 0.689
29 3: gF8 YA
o] HR ofL obal H ol 2683 0.836 0655
wo] ks FaA g 4 #ese Hejrt 18.03 0808 0.653
8 4 wAN
d& AN P4 A Qe Re) Fu 1796 0834 0628
w2 chopat 48 & 7187 QoM B} 1947 0.829 0614
ARRENA slokd Ag AAE 7137 ge Heldh 1898  0.844 0600
3;3 ;3:{%;;??}%% ot AEE 2690 0835 0581
FT-5 T3 FHL AU #HY 7137 g 37.75 0.824 0563
2 5 gABA
TEEH MR F olEd AUz Yot 36.67 0.832 0541
dE e ARES A% 9 FAen ok 203 0840 0576




2 drdAe 29 #5 2RI 98y AR g3 144 2L A
T 8BNS @ A, Rfzol 1]y, AAHaEd o3 ARL 57
9] 8918 HEaQoz AP <F 2-12>0] HRo] aJA¥Y AH} HA 5
Me) a9le] Mdn e E47E2Htotal variance eplained) 78.3% & &}
v ik

<¥ 212> ARYVE 2909 A%

N o o o R R
HeE 8494 RIRTE4 A H & R
o521 4391 0.292 0.292
A3 A ¢ 3.151 0.196 0.488
AELE | A5 AR 2.081 0122 0.610
27 7) 3 1.990 0.108 0.708
ol 21 #A| 1.065 0.075 0.783

2 d7dMe a0E 2R%7] 8 JRdE #d 15709 £¥E 7HAn
8AFE2WY F A5 JFAN 4 AFLESTY] FALE E4ss P F
¥ 2 M (principle component analysis)-& HA|stAch £§ WEEY JAdA
YRS HANA 74 2dE0] Fold MLE Brh JHEA wgstA 5 3l
5 A3 AE dAEAT.

83 AL AT A, HFAHLE FAE JATUE 299 FAE AHE
W <¥ 213>} 7}

<E 2-13>= 293 A) F(factor loadings)® F5 A (communality)& ‘}ER] L
At 8 YR 1A% ABALE el ZeE dwrEe R
£05 o] old frodMdel goH, £ oldle FHARY fHS 21 AL,



03 o}sta fel4o) Y& AT WAV, B FEHE B2 2o
£ A% 435518 dBhiFE 2o2 104y 058 slzoz s B}
o BHERE ¥ W 59 488 FALY FRUE £2L AFH A2 A

AZszol AFE v Aolgke 7Hd 1 o Ay fidh

63) 4% ¥, SASTe BA4AL, delE M|, 1993



<E 213> 479 249 YETA

89 AF
89 2 2AYPE
EAd A G dalE]
Q91
7t st e 459 gy Rage vEAYHT 0734 0381
2a | SRS B AESE YA O BEET 0726 0402
Al 2R84 e A3 uag ) BE2E Rl 0715 03415
2912
A]—jf] = )
3 L= AREA AT e A}l FA51 o 0701 0401
29| Ude A2Es A Hs} Be ol 0689 0317
8913
f;_;g 1}e] AR oS ok Holnt 0655 0.406
ok
B 0g e wetdae 3 edse goln 0653 0353
[l 4
g slHA 34 ulmA Qe Ao Fof 0628 0.384
[ gu dgw de ¢ 7187 oA 9 0614 0426
A [ AGEAA Aokt g AAE 7157} Be Holg 0.600 0441
ALg HFAN 1o SFAo) AFe4L BHY 7)H7}
7] ge gol 0581 0525
3 [ dRE 24 59 AUy 29 Y7 2y 0563 0505
495
SRETS N2 & o]y W3 U 0541 0526
el
= gE ALEL 4% ° s3 Qoke A
an :;;&w IHES 98 do] FAlsin oe Aol 0526 0339
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ARGE 912 o) AzFs FEAEL A4uEd Z 4 2o diF
AgFo) +05014 02 Yeht e foj4dol o AR Brps FFAL B
& F2o|M 104 oj3E Holm o] FEo £ Aol @A vea 3l
o}.

L8N Az, HFHoZ MY ARUF 809 FAE AWEY oEFH
AFNM 2dZ 4L Herzbergd) 28.¢1 ¢jEde 4z t2A FAHe A&
& 4 UTh Herzberge] 2891 oA AN ARHE ZHI UL WA H
2203 QA g9oz dyse v B A7 ZFZA, AHHE A4,
AT+ AR, L2738, AAFAZ FAEHAS

a3y 2FE 899 FEL AHEA 2F2Y, AYA AY, 455 ¢
AL A4 Wt LA/, dAdRAs WAH dge e gEOZE T4
E AL EY E A7 ol23 HWHE AA oA gt AL ¢ + AN

K"

(2). AHY MBI H BRERS RE

A7 AHla A 542 9P 272 £Y AES Fo 02 A¥ag A%
H Auzz 7ESC 2337 AL 39 442 FEY A AU
olstare] TAHE el e AFol o FoiAth

<E 214> VR AH Aui2x Ao] 9@ WEEHTEL A7 Yo
HolA47h 100%0l8t2 e REE HolRL 3ol YEEHTES Use ¢ 4
1.

AAEFEE 4337 AW LARHeIH i 2oz TEHAeH 7
299 3 F2E9 2AHAF| 05 oJyoz Yeht JFHYEI} vk
g 4 9t



<3 2-14> Q1A MulA A 2A4YE AIH: F HIE HF

ol Ag 8 <
Ae  Ax HAZ

8 2 F3YE

£ 1: haAfMux

715 § nle sAE Rax gtk 2578 09430 0.770
DN B i AEe ¥vEA Adsiz Aoy 2490 09414 0764

TP AFAME 4G 24DEE A8 AAUA
Wesn 9ok 2306 09424 0752

2ANA o|47V5E HEE THAES 43
Afstn ok

HAan Hetyd Zag2 nAg gIE Fioh 2514 09414 0728

2308 09430 0738

A TFo] He AHHS AEEA deiFn Aok 2240 06743 0682

nAS AMAY &7o| RE] FAA Mul2® o oo e

3t ok
A vpEg o AhFEE nAE et 2317 09416 0.656
I AMulx 2 FTA 240 =8 FASTH 268 09416 0544

89 2 AxAH MulA

Na&gha Ao Hqu 28 83 gt 281 09416 0.795
Mula AFA 2o HEg HEFPCh 2573 09430 0.752
MUARZA] FAY A3 Jatage] F Hx ick 2277 09438 0.733
aAe) &3E vz metEla F8d 231 U, 2372 09431 0.719

ne] HHEE MulA A2 HeA|Ho)
AFHD gt

AFE Mulzo nel weL A 4da 9ok 2298 09419 0.681

Mul 2 AFo] & YRR 45 g FFo]
o] 9 A1 Uth

2154 09444 0694

2234 09424 0517
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9N AF[ER L PYPOE UH Mulx A #¥ WAFE 88 F 2
3, <B 2158 2& )9 8oz ad4E AL, AA 274 890
ARSI e FABELLS 61.9%=2 vEstt

<E 215> A% Aulx A9 AH

& AR

Hed 8309 L FAd & g
Sk Y Mujx 8.675 0.331 0.331
Mul2 F | dAxAH My 1.242 0.288 0.619

<E 216> 29084 A7, A3 Mul2 A 2de) PAHL AHnd 83
FE 05 ooz YEt Fode] e AT HriEy, 3L ZE &
=0l 105 o]FS Hoj: #H W7l AF Muja AL & 49 Y8
& F 3l g A7 AR E HaE ) oAty Ader FAEE &
A+ AN 53] AH Mulx Ao AGL st AL FAH Mu2R
o iaA MulAvl 8% Aoz @usEo o)



<E 2-16> 1A MulA A 8919 FEFA

] 8 q AR
89 g
% 539 ARG W
89 1: I AMH L
tsd 3 2o 3L ¥E3 gtk 0770  0.653

e Buol Uy AFen ADeA AL Ak 0764 0671

T AFANNE Hgo DHTEE H8) AR
Be B S 0752 0.648

LAANA o] &7 FEE Pl E HF
Afrata o

A en kg B4 14y g g 0728  0.670
A =go] He AEHE JuEA deiFn 9ok 0682 054
aAe] A & o FYUA MBAE

0.738 0.608

gsa 9o 0680 0653

A5 o} u) g vA8 Aed 0656 0610

M= AFA o] B g AT 0544 0589
a9 2 AR MH|~

A& FHAld Mui2g dn gt 0795 0740

Muls A FA 2AY Y=g FFHL 0752  0.643

MulzAEA 299 482 SAidge]l # 93 QY. 0733 0585
1Ae 878 vlg) Helan FEol oz AT 0719 0623

o] B =E Myl A Haja)doe]
AR Yot

AFE Mnulzd nA e vgg ¥4 49 U 0681 0631

A2 Ago) & #9YLS 2= % 2Ho| F
SEEEERIE

0.694 0.543

0.517 0.525
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8RN S T3t F2d 479 AFUNF 29g] FHAEC] AR
R e A Anlz A Fxd dgte] duittF %YL AU=7tE
setstnz g AFelMe $&8 2709 97 AHL A aJd(Had A
Hl 2, A2H Aul2)E SHE4E 83 AFUS 898 FESAFE A
o} dFBAALHE FYIA

<E 217> 94 A2 o] WP ATVE 2AEHe] FFHARY A%

a3

A m| ATEE 2L HAAF EELA t @ p &
| 0.225 0.260 3.927 0.005*

ALE A 29 -0.061 0.376 -1.040 0.299

5’_7-11 j= o A *
) 22 A8 H3A 0.161 0.317 2382 | 0.018
3 713 0.149 0.453 2.155 0.037*
A #A 0.295 0.217 4818 0.000*

aEZA 0.119 0.176 1.967 0.050*

ALE Y R Y -0.047 0.253 -0.867 0.386

A 2} A P 0 -
) 29 T8 v A 222 0.215 3.504 0.001
1A 7] 3 0.010 0.304 0.183 0.885

A aA 0.352 0.145 0.352 0.000*

t1) *E 5% FAFFAN Fot

2) Fgk = 24.055, p gt = 0.0000, R’>=0.49

3) Fat = 30.715, p gt = 0.0000, R*=0.55

4) £49& EEHRAT] H4E S ALY E

i
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A, ) Mulzd g HFEe dFYE EHY dFAAEHEAH
& AMEE(<E 217> ZF) HARYEY AL AFHA FE (3ol
19.0552 WEh ¢ 1%9A4 e /& 2¥Ye] #3zien Z a9l
o A% bz Aulze 4982 Jehe ARPAFR)GC] 49%2 e
st wekA o] REL gluy AulA aclg 83 AWHISAE ZIAW F
A% 2¥9ds ¢ & A

iz Aul2 gQle] thd Rt 9o JFHE HAAA g 274
w2t AHEE 5709 89 BN 449 g<le] FAF RO Yyt 2
HE AuEd dddA, 2723, 9559 AR, 247199 ¢og 9%
F HAe Aoz FHAAG AAAT A EAH FA4E 1%9) {9F
ZolA HAASY gho] 0olzke AF7HE0l 714 He 2t 2AF9] F My
AFAE 9Eo] A& o2 etz gk w6 AgE Z9E du
A Ml Lo GFEE wAA gE o2 EHHJT

8 AAH Aux agld] dig AFEE 299 dgg Ay AR
B9 AFHE AFHA Fe fgo] 307158 JEhd fA5FE 1% ¢ &
A% BYYE & & Aew AAASE 55%2 veh) AR Mulxg @
At 2ol A=A

Z 89 9¥EE AWEE UUdBA), dFFYNRY, TREHY go2
FHE AT ez degen, AAASFN B FAH RAHE 1% F
AN FA8 ez dehvn gk e 2719 299 AgA A9, &
718 e AR Mu)zo) 4FE VXA g Ao EAHG.
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2. B3t 29 W@

74 2 AFFAHE SAonet AERFANLY M¥E A AFLEAE
2tel7k A Aol

11 fAE 208 g XH2e] FgE w3 Aot

22 94 9 AXH Mulad JF¥E uF Aotk

AT75ARA Wsd gury Mus 2 ARE Mul2ste] Jojg HFE7
98 x2(7telAE) ABE HAAEGET QFEATE Wy Y, 9%, 2E9
R, 89, AFAR, 255F, A7 AojE €7 A¥ K4 AFZA=
<¥ 2-18>9} o] AEE AYF ATFATAH WFE] FYFE 5% ol
A f93 Zolr) e Rez ENHAG

<E 2-18> ATBA A Weh AHMuL Fo & AR slojAs ASAH

W5y hol 2H4( 1 2) 9 % (p)
a4 2.68 (0.063)
A% 78.46 (0.000*%)
AEAR 65.22 (0.000%)

L= 13.06 (0.005**)
AEoA 4.228 (0.026%)
25FE 96.33 (0.000%)
A A 712t 75.74 (0.000%)

[s)

“ §o|2Z p<0.059] A

o
o goldz <0014 9 F

Lo to



<E 219> BA@# 4L NHA AL 097} 3§ oFT gow, 3¢
0 A Huz A e ge Aoz yeht 9936 ¥&4S A
3 quzg AH5F0 ¥ee & & Utk



<% 219> A% THELTY /A

T3 (%)
M A Mu 2 | AZAME 2 A Total
A R e
201 85.8 19.7 4538 x2=79.39
®3 | 30m 131 308 214 df=2
40t) 11 494 238 p=0.000

24757 924 Ans A Pae nE FARNSe, A4 w2 A
we gugoz J1E FAAS] BE Aoz vehgth 71E FAREC W&
FARE val BgHoR Aul2E ATHL Aee & 4 Aok

<} 2-20> AEAH o} At #A

=3 (%)
LS WM~ A" A0 2 A Total
g A
nE 84.8 432 65.3 x2=65.72
éf df=1
il 152 56.8 34.7 p=0.000

<E 221>& 39 FAAES) AS5EH TASHY BAE EHE ol
. AEWE FAAEY fay Mux Ao 714 & $£E0F Yeend,
AR el Qo) 3 dEolde nEY FAAEC ¥A deyh o
ARHAYFE ALY Mu2E FPEHL YS ¢ ¢ Yot



<¥ 221> A&FEH AGY #A

3 (%)
W g~ A|lAxAM A 2| Total
Ao A
& 326 222 27.7 =211
g | ARYE 64.2 173 459 df=2
~H| Z 0] A4 33 605 354 | P=0.000

<® 222>+ HAFARG VY #AE Holxn Sleud, ZHEYF vAF

FAAEY BaA

MHl2 A GFol

=2 ug

K day 1 1/

39RF FAASLS EAH

Mula Ao FEo] #A vyt AitRo s SYHFT FAREY AHL 2

o) 627%2 MAFAE] Wal ¥ 428 KoL Uee L 5 AUtk

<E 222> TR} ko] B

=3 (%)
i M~ A FAH 2 F| Total
ks e
Az | A% 422 68.4 52.7 x2=4.026
- df=1
A% ) waz 57.8 316 47.3 p=0.029
<# 223> 3 FAAES 25557 YUt ¥AE Yehia Aok gag

Auis d T2 1009 vhe) Ax5aEe, JdHog 1503 o9 1

5420 ¥4

2% FAAELS FAE AElA o] L& AU & & Yk AELE

TE AAHo|n E&AQY NHIAE At 2ES VY £ AUk
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<E 2-23> 25457

T3 B

3 (%)
W A2 | AaHMulA | Total
4 A A 3
o | ro0wge 554 6.4 286 | regsg
= |100~1505+4) 133 283 19.2 df=2
T [isonrgiol 33 65.3 3g1 | P=0-000

<E 22>& 5IBAAEY ALV 2HLY BAE YD Ak ¥
4Fs 2R71zte] He4%F g Au2 A £F0 w4 dshin e
®, A4 A2 A $e AR A9 AYIIRe) 4718 HE B4
& Bolm th3d YRAGe] Be4E AN Aulze E £Eo) ¥e
& % 9ok

FEo]

Jl

<# 2-24> A A7)}k

=3 (%)
s W ME A | AEAE A Total
4 Jd A Fd
1w g 283 6.2 179
1~24d 26.1 111 19.1 )
A% | 2~39 13.0 9.9 e | &80
A | 3~54 174 19.8 185 df=5

p=0.000

5~104d 12.0 247 179

10d o) 4 3.2 28.4 15.0




AEFHA EME FAFAAEY Q2 Zo] B2 A 548 8%
HEE WAA 29 o Nulx A F£Fo] F& I 200 S A
29 39 TR0 FE AL5E9 vEAERE 3UPYE AFE A &2
FAAEZ dehgch i E&F0ln AAHA AN2E AT dFHa]
Q HAH Nqula A £Fo] L JTE 0ujolde) 3UIF FEo] €L 1
A5%9 7IEAEE FUFYE FAFE 1Y FAAER FAHO e ALE
velydth <® 225>

<E 225> 59 AR FAR AH Aux Ao hE g 54 99

g oA Hqua 2 | HAxH Mujx &
T E e Ag
201
il 300y 200y 300) o)
40tj o] &
Agey | OF mEx e
31% I’.%/Z‘]‘:EH& EHZE—.Q])&-
2842 | RS s =
B (A8 A} (31818 #})
1009+¢1 w) gt
A542Z | 100-1500HY 1009+91 w9t 1507t o)
1509k o] A
Agan | 2i® 59 WAEA 549 43R
1 dno gt
1~2d
A A 713 g:gg @7 24£4 A7) &3}
5~10
10 o] A
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B4 oWER] BR R RmRE

B A7 2Ae 39 AR Auad g £39 MHE B AF T
oM 714 28%F AF Mula A} FALY AFTEHLY #AE TEEL=
W 5 Agg Muae oy Hula £F7& FAA7aR ded o o
gA 2 479 3d 4S8 Muize dug 4F FAE A% AF £
AlAL B vtzh A,

AA 59 428 94 Muiart oA FAHeA, 39 FALY AFuF
o] %A TAREA WG LUEH Ax, B A7dA £ L8 AHA
& Ao i@ o] I8 53 £49 EAZ 42 Marting] 13 Muj&
A F37ER FU9F AHE 2R, 2R FAF Auze g Muls
2 FEHUY

34 4R FAYY ARNEY Ui adEHAFGME o]gF dFel 2
29 oERE 47 b FHEY £F HA0

Herzberge] @7olA =Z" A4 ad34 gAFH 8o £ AaFdAe
o2, AR E A9, g4red A, 24713, AFAR L4 A

<H 2-26> Herzberge} 28.¢] o]&3} & @79 30|

Herzberg =& 47
5z
A a9l AL3 A A9
AF53Y A
7 7] 3]
a9l
A g
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Y <E 226>0|4 HFEo] & @79 AARE FASE FHo] 284 o
& F4%e F23 dASE A & W, B A7 £24%= o124 RS
golatA deg @ & At

EH ZF2A0 e 89l0] TE A& FALY AFVEL 4d¥se Ut
A FaT AL ¢ 5 Aded, AHF A9, dF,d ALY L2 T8
3 Agacoez velygt o] A 8L EF 289 o9 % gAH 87}
02 EHHY, 39 AL FAUEES JAAY, AL &4, HAE, 94,
3, Be, A4, A3 AA FF 2L 24 g H£E 447, JY
A, SRS 2L MUY BFEG FaAdTE AL ¢ 5 AhEL HER
FAYY] ARNZH 39 4LE AF Nux F9 #FAE 24 AHIAN
AA, A Mus 2o JEAE G FASE 549 22 FA AHFH A4
& AN UnA 4] 2ol T FHgE v Ae: dEhgon, 1 F
AME AeAY TFEZH 714 e %L wAn vk PN 2134
Afel g TFL uy MEl2d ¥ WA Fe AoZ degey
FFY S Bdde AAAGFI RRHQA JY¥HE A AL R e

AAY AH 2o @ 7 29 F¥FelMe 2524, 47549 ¢
A2, ABAZ FAAA S A Aoz el odaAY g5
B ABELE M & 9¥YE /A Az vegten, AEA A9, ¢d7]
He 9L vXA ge Ao Jenen, 53 A3 A9 $AH 9%
H4¢ 7MAE Reg veyd.

UEHA 2 AddAM BE APA F, T8, A T3 BAV QF
MBl2 A $E P i & d¥EE AU Sle RAE E 9, 23 YA
A% 849 z3e 39 458 AF Az £52& FHAE F8F 8
V9E& & & gk
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A e 3 29 Ayl sk 2HM =2ATY FA, ALY BA
o) AgHI glen, d= AxE o) ZFste FAL WA ¥tk Y B
Ao AgeA BE £o] gt AL 53, 39 A8 AuzdA A
A) Age] A ML B v, Fzd AFE ¢ AL opg & Aot

Hhe o] AL A X 9o i PHE ARWES AW FAY 8ALE &
2ELdE € AR 97 MuA Ade 9L nAx XIe A=
velgon 23 Mula Ao 23 FHHE Ad Aoz vehy 9
HEE FAYY ALSlE £ AU A4 A 2 A @A Hrista 3l
5 ¢ 7 At

AF Mulx Ao £ FHaQosRH 2709 £HE] FEHJLH, AF
A48 93 Mula d A48 FAHOE {oF Aol Kol Sl
ot A3 Mul2 do] el dug Aula A JAuy A Helx 4 Jde
2 AEsEd

AEHER AEstd A3 Aul2 A o] FAelg HEF A diy
M2 d G AYA A, tA@A N JAFNELF] o, HAFH A
2 Ade 2RZHE, dFePe A, Td7Fd i AR NS0l
A dehva A 93 Muia A Al g AEsd Jdd A7
AT deEH #AE 248 £ A, AES AW 9, AEAR, &
Y, AFAY, 2558, AFTH FoAF Aoyt A Aoz BAHYDG
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RARY 27 dFAHL o] 4E 4 Ao AFFASE WSse] B
g ny,

AR, Bny Aus A £Fo ¥& FVL 209 FL AFFY 1WA
e ALEFoE MEREO) 58 o$W, 34BY WAIANYL ¢ ¢ A
.

A, A4H AHx A $E0 £ AV, 309 o4y 3WAF] BL
15099l ol 4 nASFOR, |EASCH, 3UPA HEL o5 YEolY
9 FAREZ Ueig).
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HES5H &

909 $elue 39 ALE RES U A5 U, €NTY ¥
5 RE AAAA 27 HolN A& A 43E Agsad 284y
H2 Seluel AAel 3 IMFehe AAA $17) &M 59 ALR RES
PRUY Y 84 SHE daf A3 4%E olRX EaY

Hey 59 ALE RES o9 e oHEE TEay] fata A A
& 4 A4 B8 BAL AT 8L A% 9¥E 43te G2
2AE AR Asobet s 44 FPLY AuA BHe YA e 47
2 o)%7) ojguh

A% 3 AR A Aua Ao Hy BT FALEH 14
g e A2 Az 3048 nANE o FALEL nAB0] 1A A
v o) U@ A4 Watg AP AL Yo, oA & FALE 7
Hold Aulag ATSHE HES =¥ 3, A8 AHa £3d me Ay
Aol ARATE AL dnd B9 AL A2 FEELE 2P,
A Ade AR 9= 53 BA=IYY] HEe) 228 EAR 24
oF ).

% Z& BA ANE Wz ¥ dAFdME 59 4Lu Aua Fe
FAAFed 2 20 e A N2 A 26 JPE FE 4TRE)
9 #AE FsE A
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2 A7e 2HE @48 AN £33 A7 (literature study)d 4F
2 o7y (empirical study)g WaAstgon £33 aidMe 43 A
Hl A BoiQlrl?, A4 Mul2d 9L Fr ado]l FAAsA tE n
€ Fgen, e & a7 589 89 ARRF Ads 1 74
el n&ad

Az AFUYeEE B3F d7PYE §3 =28 ¥5& HEY 3
of Agel AA8 Qe S1F FBIdIAN Y= AFE FALE A
ez AARste AAFPeH F 360v)Y 5P AEAE FEARELE
3t F4o st

ZAAFHY] A HoeZE dlEEM(Frequence analysis), 814 (Factor
analysis), 3] 7 &4 (Regression analysis), ThH & 2424 (MANOVA), 4¢ &
ALR A (ANOVA), 22184 (Cross Table)® A&-319 vt}

EXAS A Aula AL o3 A7 Marting] AF MulA A% 2
2 TAE Yoy, AFUFL o] w79l Herzergd 289 o|&d= &
A AU B 7N 2E2E AR 7RI TFERY,
At A AY, dFed $FA, $178, dAdBARYG. HE o83 HFRE
TAEE] dEA veygoy Az a9 FAFFL ZL ez FPHR
22

=59 A3 Muiax AR ARAEF AT BAE HHEE EA
A ZRZA, dA@As dug Mux 89, AAF Mul2 8 FHHY
FEE vzow FFPo) e A2 Ve ASF AYe RAAY Y
& Fv Aoz Jeyg.

AT Z AHF EAE(MANOVA)E HA5e & Hux d 748
Aol o)ef chuA Mul2 A JeFd AXAH Aulx 2 JEoz AEsAS

9 ARuEa AEsE JAEne Aojg AFEH) A3 dY BAEAS
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(ANOVA)E A% A% 2323, 49599 ¢4, BA@A, 22713, A3
3 A4 2 aQ¥E 4% Mz 4 Fedl 4@ g HolT Atk ¥
Yashe Edz 9EFY ¢, TR/ add BEF gue BAH Ay
2 A A9Qvl, A8F 9§, ABA 899 ITRELFe duA A
He 4 gaede 2 4 Al

ATEARH B4 W AH Auz A ek AolE AEH] A
BAENE AN A, 9%, ATAY, %Y, ATYR, £59F, AT
MEgo] AU £A8 Aol db AOZ Uehge. aREH @ Y
d S4g AHRY, gud Aus @ A9 09 Fe 9HFY 39 2R3
Fol Fe ALS3Y VMEAEZ 59 BA WMATAA WY, ARAF A2
4 Awe 04 o4 $UAYC BE TA53e EAEL 5V 43
AQE ¢ & AN A WEANN 25 A% BREdol FALe) AHR
4¢ FH02Y A2 71 oae RAdE g8 dA7 gox ok 53
A4l el ALHAAT Y& AANH TR AHlE 2L BALEL 2
gold Mulzg U HEI2E AL 8787 HEelh Ao dHAA
Az 4o BA% BgE 479 DAFR FAAEY 222 =3sE A
Aok Ae At £2¢ xwFo] A4S LTFHAANE BHAN AAY
He
AR, FAY 2229 QAF Aux dg o] aTFgH,
£, Ae BAAMT FHE F& 8N AAH slewe] oz, T
FuFE %1, BUYE A7 AASNA GFE 47 22 Y 24
B Aulzg Hokdth S TWASIYNYT WEFFUETNE B,
e Az
AA, AGAE $58 FAAY T4 FRHT A& 2LTAL 5
HEQA FHo) AL Ao} oI
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1L A7 ¥ 2 & 7YY

£ A7E APste ¢ "ESR FEOY AR FEE ANH Af7 7
FH3, & 79 g¥NA AF dFHojor § F&4 I WS osH 2o

4 A9 FAHL ohg 9] 57A 7 e,

A, ZAANGE BHED S8 FHRED dARFOR AP RAES
v, O AsE A5 dAd HEE 5 Q0 A dHAM FANESY
AFNE g Mulsd st M2 wing £TF, A3 Muiz do) g A3
AT 2 BERF nFo] thd BHE sH

A, dEAE B¢ A2,AL Y7 dEC od ZEE $F FAXNHE
FERoY, SEAY &35 Aol w5, AT BEokst A H W
et Z3hyo)

AR, A A7y dFRE] NELAH AW BFEd 51359 V12 A
A= #A44 SAADL dAHol AUk

A, 39 FALEY HAAHFHAY E=F Mu2 AFFEEL 29 A4l9
Aol AR HEE Aule de) Watg f&slos AF,guy Muls S
of g A7} o] FRR ek & Aolu}.

UAA, B A7 IMF o]%9), 39 FALES AFNFo) g YHGLE
Aol R olgx, ¥, IMFE A% 71Y9¥ Yzmops,BAZ 1% @A)
stol 39 ALE FALES FENEF Mulx Ao B AFE FIA

Qo9 AFe nAY &7 Mulx wEd JFL viNe ¥ FHP
TEG Muls A HAAAT oM BEok A@AHQ &3] ds ook 8
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Abstract

The study on the effect of Hotel
Restaurant employee’s satisfaction on their

jobs to the quality of the service

By Man- Hee Kim
Department of Business
Administration Graduate School of
Business Administration

Cheju National University



Korea’ s service industry has made a significant growth with
the active national economy since the '8 Asian games, and its
importance is that the ratio of the service industry in our national
GDP is increasing. Among them, the tourist industry is known as
the most promising industry. Among them, the tourist industry, it
is true that hotel business, providing hospitality industry is also
expected significant growth.
Especially with major international events such as 2000 ASEM,
Visit Korea Year 2001, World Cup 2002 planned ahead, it 1is
inevitable that newly constructed hotels, providing rooms for
international visitors is being built. However, after the IMF
financial aid, phenomenon such as economic depression, increase
in unemployment, etc, has led to changes in the industry. Even
with the increase in the number of international visitors, the
number of shut down/abolished corporation are increasing, and
marketing sales are decreasing. Thus, creating difficulties
throughout the entire business. At this point, existing hotels
(Facilities) should each create their own distinguished sales
strategy and marketing for expanded sales marketing, They have
come to a point where they need to establish countermeasures,
and because of that reason, the personnel management and
providing quality service by personnel service is thought to be
the most important problem.
It is not too much to say that the quality of the service is
provided by man-power relies on the hotel employee’ s mental
attitude. For an employee’ s to provide quality service, it can be
said that it is an essential item to understand satisfaction on
his/her job.

'S’ Hotel, located in Seoul, for example, practices custom-service



as a part of fulfilling consumer requests. However, for this
service to successfully be complete, the hotel itself needs to allow
satisfaction upon the employees on their particular job. A
corporate can only achieve it" s expected business goal by
providing brilliant and satisfactory service to the consumers. Just
by looking at this, the interest in the studies of the employee’ s
satisfaction and the provided service action is more than
important. In this sense, from the quote, "A good corporation is
an organization made up by employees who are satisfied with the
jobs, it is necessary to illustrate the employees service
systematically by studying their acts. Also, it is necessary to
illustrate the relationship between the employee’ s satisfaction on
the job and the outcome of it. This study provides different
issues concerning the conclusions made from the studies of the
effect on the quality of the service from the service provider’ s
perspective in the fields of restaurant division, which is one of
the various areas of hotel marketing in Korea. Also, this studies
analyzes the effect on the employee’ s satisfaction on the job to
the quality of the service, and thus understand the problems
concerning this and provide direction for improvement.

From the backgrounds of the problems provided in the previous
objection, the purpose of this study is based on providing issues
through the establishment of the relationship between the
employee’ s satisfaction on the job and the quality of the service
in the fields of restaurant division.

Thus, this study’ s specific purpose is as follows.

One, Establish the relationship between (hotel restaurant)
employee’ s satisfaction on the job, and the quality of the service
provided. Also searches to create a variable conclusion through



preceding study.

Two, By using the variable conclusion, provide direction for
service quality increase, by understanding the quality of the
provided from the satisfaction of the hotel employee’ s job.

To complete the purpose of this study, verified surveys in real
life to create a general theory inhered in everyday life through
the surveyed study data of national and international documents
was planned to increase the accuracy of the analysis and
evaluation.

First, With literature study, I have observed satisfaction of the
job, the quality of the service by using the preceding study
method, and various documents, article, related books in the fields
of business and psychology.

Second, With empirical study, I have selected 4 of the 5 star
(First Class) tourist hotel in Seoul, especially the employees
working in the restaurant section to do a survey.

The survey was conducted from 10th of June through the 28th
and the selection was made randomly.

The data analysis was divided into frequent analysis, factor
analysis, regression analysis, MANOVA, ANOVA, and cross table
by using PC~SAS package. The significant level was set within
b% as generally accepted in the fields of Social Science.
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The extent of this contents in this study is made up of 5
chapters including the 1st Chapter, the Introduction, and is as
follows.

Chapter 1. The introduction, includes the purpose, the method,
and the extent, the plan, and definition of vocabularies.

Chapter 2, Theoretical study provides ground for the quality of
the service and the satisfaction on the jobs through previous
studies. However, the study on the quality of the service is
clearly limited to the tourist hotel restaurant employee's.

Chapter 3. Provides preparation and related information on
positive analysis method, format of the survey, construction of the
sample based on theoretical background.

Chapter 4. Provides various improvement plans based on positive
analysis results and analysis.

Chapter 5. Conclusion. Survey of the Study and its limits.
Provides methods for further study.

The Conclusion

The purpose of this study is analyzing the effect of the
relationship between the seoul area five star hotel employee’s job
satisfaction with population statistic elements to the importance of
the characteristic quality of the service provided, and providing
advisable business strategy for better service, and also, examining
the difference of the characteristic effect through main attributes
of job satisfaction elements.

To complete the purpose of the study, reference study and
positive study were done side by side, and verification of the



model was done in two big methods 1. verification on the
effect of the job satisfaction to the quality of the service
provided. 2. verification on the effect of the population statistic
element parameters to the quality of the service provided. 3.
The verification on the difference between the population statistic
elements to the quality of the service provided. Through the use
of resource study, standard analysis was created by the base
theoretical study of job satisfaction elements. Randomly selected
groups for the positive study was analyzed by retrieving valid
360 survey reports from the 380 survey reports from seoul area
five star hotel employee’s.

To examine the elements that effect the provided service quality,
a positive analysis was done by abstracting six hypothesis
elements to a single variable which was retrieved by element
analysis through leading studies. Job satisfaction elements in
other words, job itself, pay, growth factor, job environment,
co-worker relationship, supervision / direction was created into a
single variable, and provided service quality, which is a dependent
variable, was detail divided into systematically service and
customer service. For this, population element was added as a
sample variable. The results for positive analysis on the
relationship between the above variables are as follows.

One, the hotel employee’s job satisfaction has a positive effect on
the mutual relationship between the service provided service
quality. At this point, the main element, job satisfaction, which
effects the systematical service quality was mainly job
environment, pay, and personal relationships. On the other hand,
supervision / direction, and growth factor had less effect on the
variable, Also, these job satisfaction elements had no significant
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relationship with customer serviceTwo, if we look at the
difference between the population statistic characteristics, the
relationship between the hotel employee’s sex, position, martial
status, college degree, pay, duty section, and the provided
systematical service quality had no significant difference, while
age and experience shows significant change.

Three, the employee’s sex, duty section, position and experience
shows the effect on the job satisfaction, however, age, martial
status, specific work related degree, and pay shows no significant
differences.From the analogical interpretation of the above
conclusions, six of the five star hotel employees show that they
understand the functional service that is based in effective
systemetic service. Such systemetic service is appropriate when
providing effective service, however, attention to the customers
are very indifferent, unfriendly, and in most cases, cannot fulfill
customer’s personal needs. Thus, since systemetic efficiency is
only stressed during the process of providing the service, there
seems to be no improvement. In other words, by strengthening
the internal training for the employees to convert their awareness
and understand the importance of customer service, employees
will have a totally new mind towards service quality. Thus a
harmony between the systemetic service and customer service to
create a customer satisfactory service type needs to be done.

The conclusion of this study is suggesting a change in awareness
that needs to be made in systemetic service, as well as customer
service which effects the provided service, along with the job
satisfaction. Collecting information was helpful in a sense that it
provided basic information for various variables, and analysis,
however, there were limits to the methods in the study.
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First of all, since the extent was limited to the areas in seoul,
the extent was within the limits, and was also limited only to the
top class hotels. Also, time-wise, and limited funds created
limits to the study. There also might be a slight difference in
the questioned category and in the related variable’'s
measurement.Such limits to search the effects on psychological,
environmental variable which effect the seoul area five star hotel
employee’s provided service quality, general conclusions could not
be made. Thus, studies proceeding to supplement such limits,
could bring out confident conclusions.

The Conclusion

The purpose of this study is analyzing the effect of the
relationship between the seoul area five star hotel employee’s job
satisfaction with population statistic elements to the importance of
the characteristic quality of the service provided, and providing
advisable business strategy for better service, and also, examining
the difference of the characteristic effect through main attributes
of job satisfaction elements.

To complete the purpose of the study, reference study and
positive study were done side by side, and verification of the
model was done in two big methods 1. verification on the
effect of the job satisfaction to the quality of the service
provided. 2. verification on the effect of the population statistic
element parameters to the quality of the service provided. 3.
The verification on the difference between the population statistic
elements to the quality of the service provided. Through the use
of resource study, standard analysis was created by the base
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theoretical study of job satisfaction elements. Randomly selected
groups for the positive study was analyzed by retrieving vahd
360 survey reports from the 380 survey reports from seoul area
five star(first hotel) employee’s.

To examine the elements that effect the provided service quality,
a positive analysis was done by abstracting six hypothesis
elements to a single variable which was retrieved by element
analysis through leading studies. Job satisfaction elements in
other words, job itself, pay, growth factor, job environment,
co-worker relationship, supervision / direction was created into a
single variable, and provided service quality, which is a dependent
variable, was detail divided into systematically service and
customer service. For this, population element was added as a
sample variable.

The results for positive analysis on the relationship between the
above variables are as follows.

One, the hotel employee’s job satisfaction has a positive effect on
the mutual relationship between the service provided service
quality. At this point, the main element, job satisfaction, which
effects the systematical service quality was mainly job
environment, pay, and personal relationships. On the other hand,
supervision / direction, and growth factor had less effect on the
variable, Also, these job satisfaction elements had no significant
relationship with customer service.

Two, if we look at the difference between the population statistic
characteristics, the relationship between the hotel employee’s sex,
position, martial status, college degree, pay, duty section, and the
provided systematical service quality had no significant difference,
while age and experience shows significant change.
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Three, the employee’s sex, duty section, position and experience
shows the effect on the job satisfaction, however, age, martial
status, specific work related degree, and pay shows no significant
differences.

From the analogical interpretation of the above conclusions, the
five star hotel employee’ s show that they understand the
functional service that is based in effective systemetic service.
Such systemetic service is appropriate when providing effective
service, however, attention to the customers are very indifferent,
unfriendly, and in most cases, cannot fulfill customer’s personal
needs. Thus, since systemetic efficiency is only stressed during
the process of providing the service, there seems to be no
improvement. In other words, by strengthening the internal
training for the employees to convert their awareness and
understand the importance of customer service, employees will
have a totally new mind towards service quality. Thus a
harmony between the systemetic service and customer service to
create a customer satisfactory service type needs to be done.

The conclusion of this study is suggesting a change in awareness
that needs to be made in systemetic service, as well as customer
service which effects the provided service, along with the job
satisfaction. Collecting information was helpful in a sense that it
provided basic information for various variables, and analysis,
however, there were limits to the methods in the study.

First of all, since the extent was limited to the areas in seoul,
the extent was within the limits, and was also limited only to the
top class hotels. Also, time-wise, and limited funds created
limits to the study. There also might be a slight difference in
the questioned category and in the related variable's
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measurement. Such limits to search the effects on psychological,
environmental variable which effect the seoul area five star hotel
employee’s provided service quality, general conclusions could not
be made. Thus, studies proceeding to supplement such limits,
could bring out confident conclusions.
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