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1. APy

Aoz 749 3URRASHY o144 VEEE 23] A3 vy EE
32U F 34} WMo ¥E3FZ(convenience sampling) S A}431e] 2004
99 209 E 109 20U7A 149 5 & 280529 HEAE wEsigin).

AEZARE PYe A7 33 HEAE Esn 42X 34 23ye =
B3 498 F $9A7 /19 4EAE A5 U Afsgn. =4
H4 Z92E ‘AFN85Y, AFRY3Y, AFHRESY, AZIW=5,
azeEeR AF, uigzell AF, AF2HETY, NAE KALs D'} 2
2 8/} 598 MR 2 sdnpg 35RY REZALE AN

2. B4y

THE ARY FAFH BYS %o FAEA =233 SPSS 100 for
Window versiong ©] 88t QA (coding)®} SAEANE AA s

B2 9y 542 48] g8 NEEMNL ANHD, Wi AR
giotel7] gk A AE AL Cronbach’s alpha AFE o] 43 BAL AA§o
o, Q7AANAN TEFEA 2 37 228 FAT e 19/ W] g
3 (validity) S HZ 317 93] 2908 A(factor analysis)S AAEYth. aglm
TRAPRALY BH Ao AT o]8AE9 VEEE Colry] YA vz
Ng ANSKR, 2 A%E aRTe Yehgs.

EY 71 HFA AolA TEHRALY o]gAe] ENd e} TEPRAL
W BF Aolrt JEAE HAFEH) Ast] Ttest P APujx] B2
(one-way ANOVA)S A8-3t}. d2]ln 3RARAIAY L FAss AR T A
AERED, Mu2FA] g3 o] AwrHY LY RAAY uEo] &g
PlIAEAE AF87] A8 oI5 3 AL A (multiple regression)g A5},



A4d 2HA
A1d FRe] AFFAF 54

TRAE A7FA A 5 & ghe}slr) $18to] W x B4 (frequency analysis)& Al A]
T AAE OE <BE 41> 2r) AFEH] o8 F 238 P9 FE F 51.7%
9 1239 °] FPoIAx 4L 483%Q 1159-¢ AAstn gl

SEAS A¥E X & 2007} 483%(115%), 30th7} 42.9%(102%), 40T o)A}
o] 88%(21%)2 vElirh e AFUEY olsr} 51.2%(122%), sty Agt
2 &9 oo 488%(116%W)2 vEdTh AFE EXE AYFO] 67.2%(160%),
FIF R AFFo] B.1%(55%), FFF o)) 9.7%(23%9)eg ZAE QY.

EY EHAle ¥4 EXE #e SE(VY - QAL 279, A8 - 84, 7o) -
A7, A%, BEF)7F 290%(69%), A4H FEI} 433%(103%), LR L 43 HE
(45, A3, =)t 277%@6%)2 ZAIEAD. 274G BEXE $@Re
311%(74%)7} 34 vigto| 1, SRA9] 31.5%(75%)7} 3 o]} 53 o]}, 22.3%(53
B)7F 6 o]} 10 ]38, 2Ex SRl 151%(36%)e] 119 o] 2EF Ao
2 E24E3.

FRPHALY AL ZEE BE AT tslHE 39 mwo] 45%(107F), 34
old 5d olatr} 31.1%(74%F), 64 o]} 10d o]atr}t 13.9%(33%), 1149 o]Ato)
101%(24%)2 eyt a8n $9A7 2 A4she 948N e 2:
Aol YelME Front Dffice N29E AMEsE 7$7} 517%(123%), Back
Office A2¥& ANl 797 181%(43%), POS A2€e AMgshs A2y}
18.5%(44%), 7]e} A 2=¥1& AME3h= 7971 11.8%(28%)2 B4 =)



<E 41> ¥ ATEAH EAX

5 4 T HE(d) 8] &(%)
N g A 123 51.7
' o A 115 48.3
204 115 48.3
d 3 3049 102 42.9
404 o] 21 8.8
& 2 AEd 24 o3 122 51.2
3t A 2 £ o 116 48.8
AL g 160 67.2
4 F F9 9 ARF 55 23.1
H}gF ol 23 9.7
¥ part 69 29.0
TERA 224 part 103 43.3
A& ¢ A3 part 66 27.7
3d volgt 74 31.1
o 3-54 75 31.5
A 6- 10d 53 22.3
114 o]4 36 15.1
s 3d o 107 45.0
A2 3 -54d 74 31.1
A8 6- 109 33 13.9
113 o]4 24 10.1
Front Office System 123 51.7
F ol2 349 Back Office System 43 18.1
AR A A Yos N2d 44 18.5
71€} 24 11.8




A2 A 994 2 B9 24

39 FEA2HY g ojgd ng 9 273 P 53 sy 2Py=
= SPSS 100 for Window Z2 o)A QAEAE ALEsle) 258 1 A=A
3 g4 L E43a

1. A=Y AF

£ 479 A3 AF e WA YA A(internal consistency reliability)& 12)3}
€ 28u5 gul(Cronbach’s a) A%E AHgsle] AZHYYG. 28 aAS
€ 0914 1742 W3y 19] 7471&8 AEs} Eoe AL onsim, guy
o2 ARAFINE TEME aAG7} 06014 o NATH} £G1 Do)

€ 470 AH8E WrE A EHEFdE <E 4209 2o

Y FEA2Y FAE Wro] g <E 42>37 2L A 2yFH, A=
AAE 39 AEA2H ] ART A BAE W] AHA ASE 091858 &
< AHEE e, o] AA AFHL ANT = Ae ‘YEAAN Sug
(alpha if item deleted)’o] HA] N4 A5 09185 B} £L WHE glE A
22 E4HUY. agn AA 32 A4 BA S (corrected item-total correlation)
T HA 0692824 ALB|FHBEofolA WA s|FEo 2 NS 04 oy
£ WEA73 QUoh

aza 62 AAE SAPRA2YY A2 EA7 BAY W59 AH 2
g4 Agt 08466011, o] HA A AT £ FEAAA Suge &
AgA e Aoz veht 67) W BE A 4 A W42 s
223 BA FE FBAFYA H2 048154 A2 BALYA $AH2 7]
B/8014)2 7128 BEA7D o,

B¢ 702 AA® 3@PBAAde qulx T Bd" wao o
24 B F AN AP ASE 08863024 & AL 2 Ao
2 UER®, 67] W5e] G2AAA dnzt 9A] o]8 xHex] @ Aog

83) %A}ﬂl r:’éig—t}— ﬁ?%‘ﬁ%_} ’ gﬂ'\}/ m} P92



Jeh 67) WS %

AT 4 A& Ao GAY

=

<E 42> 39RRANAHS ZUEY, A2HFY, MEI2FE 959 A4 7330

Q=& Correted | o redbultiple]  Alpha
Item-Total | ¢ elation | if Iten Deleted

W o Correlation
X1, ¥ &Y .7648 .6815 .9023
X2. 323AHA 7780 .7153 - .9009
X3. 3EZRE4 .7841 .6575 .9007
X4, BEANZTY .7508 .6178 .9041
X5. Ol2E2|A 7640 6163 .9023
X6. F2AQH .6938 .5621 9112
X7. HIS&54 .6944 .5592 .9095

Alpha = .9170 Standardized item alpha = .9185
Yi. 8018014 .5330 .4454 .8374
Y2. 2Bl d .6451 .5510 .8175
Y3. LRUHE 7321 .5649 .8002
Y4, RXI/E=x .4815 .3737 .8464
Y5. IR ANER .6749 .5269 .8114
Y6. YUO0IE 7119 5757 .8031

Alpha = .8460 Standardized item alpha = .8466
Z1. SLEXH .7184 .5285 .8638
22. {DDIsNS 7347 .6097 .B603
Z3. 0I12u=R .6701 .5729 .8706
Z4. RFX & .8000 .6702 .8484
Z5. 2NiolZ .6922 .5613 .8682
76. YR0lol< .5920 .3775 .8820

Alpha =  .8857 Standardized item alpha = .8863




B34 B4 4FZAE 98] AH4E AFY SU/MdEd 9@ 227 e
€ T8 FEY Mol grid FHAAE Yoty % ol B A @
T AN 438 3UARA2HY YRFY, A2GFD, AH2EY 24
TE€ B Y ITFLL2 G&SEle O BIAHL EAsted 8184 (Factor
analysis)& AMg8lc. QQ1EA S AUBAE AN T 29322 vy A
Astx, 89 £& ZAsA 22 REFL &P T 29 Balako] o] g9l
oA £A HAHEA ol wepsty) 8 8ANAYAL Ao A}E
A8 v |

€ A7olMe 29 #4271 98 o481 e FAE EAY(Principal
Components Analysis, PCA)E Alg3l9128, 29 A F B4l 93 &
AHH WPo=E Hw3)A W (orthogonal rotation) F subel mjEjwix
(varimax)& AAIBIHTh 89 £ olo]A geigen value)e) 7S 24 3
2l8ta] ofolzll gro] ‘Velgo] Hi 89 F% 229 HwMF(explained
proportion) §& 2{3le] 2919] & BRI,

AAEHAN AL JehE L2 WRABRAY AcE 4HE £ g
€ Kaiser?] ZEAHTE 09 o|old A9Y3] £ gloln, 08 o)} T&
Zol: 07 o)L AHJBEn, 06 o)gold RFEFFo)m 05 o]eld wokg
golxn 05 ojstol® 2R NE APty TAF goz dAA YY), Z 3
dARA XY 74 ‘9.';{:-9] LAEY ZFY AA FEAHYEMSA: Kaiser's
Measure of Sampling Adquacy)t FEFAQA 3¢t 0889, A|AHT A AL
© 0803, MHIAFAQ] A9+ 08522 & F£F9 APAL Yehiln U}

<E 43>¢ 2L 427 3EABAI2HL 371 geg FEHYm,
899 F FHd%Y(total variance explained)-L 67.248%, 57.113%, 63.989% =
RE % oldez yayd A FgdMe AE7 € dedy] gEo] 14
B 60%E AHsle o] BnEo J|Fo|T

84) o|l&R, T8AEN I,, &AL 1995, p.67-80.
85) 443, op.cit, 2000. p.151.



<E 43> SUANALY ARED, A2PED, Au2ED ¥ee B 24

2z oo o Eigen-value
Qo108 By A 3—11}{‘_%‘ WA -nality ex(pTI(:atie:xled Ko
- T variation)
x1 838 .878 701
x2 850 863 722
x3 853 919 727
aeEe |« | &5 | ew | e | (AT | 889
x5 834 915 .695
x6 770 .875 .593
X7 767 8754 .588
y1 680 .75%6 .462
y2 770 .806 593
827 .825 .685
HEEss 3)2 6188 | 764 | .32 (5710 | 803
y5 .70 .B18 .624
y6 825 .814 680
z1 814 .903 662
z2 828 .838
z3 779 .809 .607
HOISBE T | w0 | e | G0 | B2
z5 793 .841 .629
zGﬁ 706 921 498

olst 2& A 2A¥ML BT HEA ¥Ry} Fosy] gio =
A= A7 Fosth 28 olfE B 29 EYdAMe Axe gae
Eol7] A8l &t ¥4 HAg(factor loading)o] AA 43 o]Aolojof e A
Astan GFE040) ol3tE 8 HAge 2 e Wy gded ¥y

asn oz 89e MYsie #9uEse d9yge gnjse 3TFA

(communality)e] 9A] 04 mwo]d 2z} 298 HWae Fe=2e Mnigo)



FEY Aoz BYs oA W} YeA nYSREAD, ENEY 2EA

o HAZE ‘v N2 BARYA $ARS 7b5/E014 WER 308 U

B} 2 olele WsE] BE $AH0z o6 Yk 7ES 4T Ye 2
o2 eyt Y4 y4 W5 AP ZE MSE oF R4 QY 4
e VAL BgAdo] BuE Wse weste] AR A0 olgaan

A3d N335

FTYREAEY FRED, N2YFQ, NHAEAT BAD W g WT
24 2% 228 HE(mean)S AW <¥ 4453} <aY 4157 2o}

B34 B4 AE yads ol9o] 3YHRAAYY YT, AAYET
A, 2FRL WS 187 S Jg 5o WIS U AL GPuee
A@B352)0)x12, 7 gLo= x17% 2.3 8+44(3.50), y18-0]o] 3] 80](347), 219543
WZ(346) 59 EAQ0Y, 743 e BEge Ul WSE YR
ggd’'og HEztol 2720|0em 1 Loz z3°]%1%(2.82), 223 7|5 A2
(292), 4B AZNHAB.00), y6A 2P UHOIE(13) S¢] W} ve Bage
Yehag.

ANHLZ X1 ~ x4 F9 W57} THY SPARA2H) HAREA H
st WSES BEgto) wRm, ALFED O} MUAEAS TRHE W
& W4d e} Be B} ¥E £29 WIS Ui QU

v

g




<E 44> TRPEA LY A9 B BEAR

Variables | Mean(£4) SD Variables | Mean(£$)) SD
x1 3.50(2) .90 y3 2.72(18) .87
x2 3.36(5) .90 Y5 3.20(11) .87
x3 3.52(1) .86 y6 3.13(14) .99
x4 3.34(6) .84 zl 3.46(4) .80
x5 3.26(9) 94 22 2.92(16) 86
x6 3.20(11) 1.03 z3 2.82(17) .90
x7 3.24(10) 91 z4 3.09(15) 94
vyl 3.47(3) .80 z5 3.19(13) .99
y2 3.32(8) .84 z6 3.34(6) .82

<Y 41> SHARAAE HEyo PRy
X1HE My
xFY AN <
x3HE K84
XYY NEM
X5H W08 B2lH //
x6HY Al N \
XTHERE e
Y120 08120 ¥
y2HRAM B2 —
Y3QEAM UHN B2 ———
ySEIS A B
YA AE AHOIE pd
Y9 LH Y
224012 RI3
230i8 | /
249N N
2520 SAl B ~
2692018 S . : . .
2.6 2.8 3.0 3.2 3.4 3.6

SEHEBAAE QUANFE(ER)

._65._




1. 744 19] A%

Hl 3HRUAXY FQ9 952 o)At Ay, 97, 8y, 7o, oA,
THAE, AZRMAEAY, F AE sPPRALY EF] g =}o] 7}
Aot}

TEHAE DAY, 297, 389, 979, 522NN, 24, DA &=RALE
28, §F o1& sYPRN2e) mel ERYBA2Y BEA Qs Soo] 2
17} WASEAE T-tests} U] 2AHE 4 (one-way ANOVA)E F38 <x
45> 2ol 434 22ln ¥R 5402 UHY W) AF Bi(class)
7t el B9l Bt sEARALYY) FRED, NAPED, MuAER g
Al dHF A4 Folrt YeAE ARFHoz MWEs) g8 Arnz
(posthoc test) 31 5 Shtel PAEME o] g3ta] FolHZe UAHYY.

1) 4] BE xojhz

ZRPHALE o]gAg ‘AW wet sYPRA2Y BEE) spolr}
A Aolehe 7149 ¥4 A8 T-est® A FHE <E 4559 o).
242, e mPNE IYARAAYL FHSE FHEQ(=19,
p=661), A=R)FA(t=037, p=.847), Mul2 EA(=883, p=348)] Th§ <14
9 o)z} Qe oz debdet

<E 45> Q4 Mg TEHPRAAY BE Q40 xfo)

L9
AR gl A2l [ AFNu|AQ9l
Ad

‘d’/‘g 3.326 3.071 3.178
A

a4 3.368 3.055 3.002

. 193 037 883

T-value(sig.) (.661) (.847) (.348)

- 66




LY, ol e Tieste] ENFAE 2oz ey oS <a@ 423
2ol AREAA BF 48 AY I=r) YuiA ) 299 B2 vy
L, A2E B g BEA40) Jbg de A A4A ¢ 5 Ao

<39 42> Y80 BE 39NN 2AY BES

3By
ANABES
g4
ana
MHIABY 0y
3.0

SYITAAY OEE

2) A%l Bg oz

oN

SRHYHALY olgzte] Ao wle} sYYRA2H ) PuTa Al&"E
A, AN2EAe] @ Q=9 Holg F2ey] 93 YLuf X E AR
(one-way ANOVA)E AAlsle] <¥ 4-6>9) ze Ans Ak B 4dm il
°of Wt FHEFRAE VE A gg xoly} TSR ko L} (F=444,
p=642), A=Y FAL FAFE 5% olUolA EAZHoZ fog 249 A}o]
7t YEHt R (F=3.965, p=020), AMu]2 Edeo) gy <14 QA fo2z 1% oy
AN FrAR BE A4 zlolr} Y4 sE Row BAE) gl ch(F=5.156, p=.006).



<E 46> Y] HE TYRRALY TE 449 Fo]

L9l
Angal Al2dgel | AFAu 289

qa A
200 3.313 2.989(a) 3.034(a)
a3 304} 3.358 3.071(a) 3.166(b)
409 o)A 3.476 3.428(b) 3.555(b)
g . 444 3.965" 5.156"
F-value(sig.) (642) (020) (006)

** : p<.0l, * p<.L05, Post-hoc Method : Duncan’s multiple range Test, $Y8 32} el p< 054 3}ol7} glm,
e ¥AzHab, a<b)ol= p< OS5l Fel HF o)z} L.

a3, 449 ol AT A|2Y FAG Mulx FRC) diF] ALFEAS
3 " FIdo] FHHOE ¥ WFHE Holm 1¥A YLertE AWE 7B
3, A&Y F23 Muls FAA BF 00 o] $HAESC] ¥ nEL B
ole A% F3ELE Yeny, 20019 300 $BAE UiFes Yo 549y
BALY R E BYch o] 2L 9y 9ER Fole g <Y 4-3>9

A B 44 olsiE & Ak

<Y 43> A4 g ZTEARA2Y =g

BuERy Y
!
¢ ]
]
NAHER 1
| \
Vo=
2008
\-
v |
MHUIAB R i i i , i \ 4004 O1%
29 30 a1 32 33 34 35 36

SYLHTAAHY OIS




3) o mE Aojhz

RS Be) el $AYRNLY BE ANIE FHo)7 g Rojae
&€ A3 A8 YANNBYEHE WG FHE <F 4759 po,

<E 47> 8o g PPN AH w=

A4 o]

L9

: 3 PEX- R MUl AE

g AREAR |29 F3 LB 3|
ALYZ o)3} 3.236 3030 3.080

L

teHE ol 3.463 3.099 3.196
o 5584 639 1615
T-value(sig.) (019) (.425) (.205)

*+ : p<0l1, * p<O5

<3¥ 44> T 2 THAPRAIAY n=g

IBEE

NAEER

MHIAZZR

3.0

d2UE o6t

&0l 2



FHA TAPRA2Y 2229 FolA FHEAGATN F95F 1% o))
A feld A4 Holst EARIL(F=3936, p=009), UriA 29 A2e)
Aozt EAEA &ttt Iz AFEY AT Q9 oy} EAjstE AuE
AolMe T FAZLE F9F Aol7l EAsE 2B L g Aoz Y
Ebtch.

4) A9)o) e Aol1Z

FRRRALY oA Ao met sARRA2Y BE Adole Fol7}
ATHE R AFEH) A8 <E 46>9 2 AWA BAEA Aoy} vEs
Qo V—E-'-‘ﬂ,éi'—]- A B EFA(F=3506, p=.008), A|2¥EA(F=5592, p=.000), AJu]x
FAF=6225 p=000)% L& SYHUA2Y W5 7HE RE QA
A4 Aol7t H94E 1% ool A versiey.

<E 48> AFY SVPPALY B2 AX9) Fo)

L9

X A —):_ Ix My -}_:Ir

Aa AREA |2dE3 Juj 2 F-2
AQF 3.284(a) 2.960(a) 3.022(a)
AR | 9 £ AFF 3.355(a) 3.142(a) 3.215(a)
CAE o} 3.757(b) 3.394(b) 3.746(b)
~ ) 4.150° 10.370" 12.003"
F-value(sig.) (017) (.000) (.000)

#+ 1 p<0l, * p<.05, Post-hoc Method : Duncan’s multiple range Test, s A} Tede p<B A A}ol7}
23, d& HAHabe, a<b<c)llE p<BAM Fog HF zol7} e

783 Duncan MethodE o] &3 AlZEA oz 2t 29 Q4o wa} 27
2 Y@ Rdo] FAHHEAE AHE Fd7, ARIAqNE JYF, =9
_'l“_

B ARFC] HEFY] YL FIB@E FAHUD, HFF oL uE



°] ¥& FIYL)E ¥AHAL ol BL F 71X ¥ FEL Nujx 3
3 ALY FANME HSF goz Yeh) AAEE FY 2 ARFLe e
WEQNY o, APF o)L L UEQY Lo oY 4 Uk o
o 22 AFE 4 39FEAN2Y 20 dF VFEE Aolk <Y 45>94

X A ol 4 sl

<3Y 45> AFY YA RN BNEE

IEEF 1

!

!

!

!
‘.

:
\
\

L |

NAREE
e
oY NB2
R J
HHIABE RIS ol

-r T

28 30 32 34 36 38 40

SEZANAY O

b

<

]

¢

5) 233 M e FlHF

ZYARALY olgxe] YERNYUE 3YABA2AY BE o] o]z}
NEAE BZEH7]) A8 <E 49> 9 2L YYIARVRA FoE T3 2

AS49FE 29 + o



<E 49> 2R 3YFRA2Y BE A2 Aol

29
Au Braq A2gaQ | AFMn 209
_8E] part 3.494(b) 3.161 3.362(b)
28 .
T
ua | B4 part 3.400(b) 3.063 3.066(a)
238/93 part 3.108(a) 2.962 3.012(a)
Fvalue(sig) 5.176" 1.524 5.230™
g (.006) (.220) (.006)

** : p<dl, * p<.05, Post-hoc Method : Duncan’s multiple range Test, $Y% 7} 3= p<05¢]A i}olz} Qim,
9E ¥AzHab, a<h)dle p<05old fol% B alols} Q1L

42, 2RENYE PREAF-5176, p=006)7 AMulA E(F=5230,

p=006)] ¥ = A4 FAHLZ FF Hol7t e Aoz vehgoy,
A" FZ daidEe SRRAEE BEQ4L AR §ou)g Ao)s}
flt Aoz Yy, '

<1¥Y 4-6> ZFENY 3EAFRA 2 nEp

BUEY —7
Y/
-
/4
V4
/4
NAgEE =
i
1 —
‘ 22} part
1 — et
HUlABa r N M8R/P8 part
2.9 3.0 3.1 3.2 3.3 34 3.5 3.6



2R AAFENL 3 2RRA dwEz Q49 Holr} o¥A T He
2 JEEXE ANE 23, 3YPRAAY DHEEO) 3ol B BT
7 Hul2 EFe)N AL E/d8 part FAREL AWHoT Qe ‘FuEg
2 ANAER BEEE Jdehln J3, B3 part(7]Y - AL 22 . 9, Ag -
A, ol - AR, A, BE) FAASL ARED L NE2ZT AN AiEo
2 ¥ BEEE J}A3 Y

6) 2239 e AWz

ERPRALT o184 2RAY He 3IBRALY VF 7} o]
7 e Ag AEEY] A8 YYRARIEY AoE <E 41059 2. B
N2t FRFAF=2676, p=048)0) HANE §952 5% oJHolN EAFO
2 #9% VEE AXe Holr} Uehetn, A2YEA(F=6109, p.~000)5} Ax)
2FAF-7729, p=000)1 A $942 1% olhold Fg Aol EAeE
Aoz vehg.

<E 410> 2773898 SHUHRAI2Y BE Q129 3o

o U guea | mzdaq | agAnzag
33 ojgk 3.272(a) 2.948(a) 3.083(a)
27| 3g54 3.245(a) 2.982(a) 2.993(a)
B8 | 6- 109 3.396(ab) 3059(a) 3.081(a)
119 ol 3.638(b) 3.476(b) 3.629(b)
F-value(sig) 2.676" 6.109" 7.729"
(.048) (.001) (.000)

* : p<0l, * p<.05, Post-hoc Method : Duncan’s multiple range Test, $Y% ¥} Ztole p<.05e)4 x}ol7} gl
O& YA ab, ab)eles p<05M fo¥ B Aol7} US.




3P AFEY Fd, TRYol BESE IUIFR, AARED, AuAE
Ao g WEZ7 & A2z Yehy 119 o} ZEAEL & uERg
ZE 2PBOG)E YA Y3, 39 wlnol 3WAA 59 Alo] 2RAYE 7}
A SHASL Juzos ve UESEE 2 2YVECZ ALY 64
A 104 Alo] 28R FREYNE Be BEL 2E 2UY =L BEE
& 2 R2PY 2F@Eb) &3 Aou, N2AEAY Mu2EALe 59 o3 2
BAg go] ¥e REEE ZE RIYVE)OZ L83k

ol9} go] TRAY W FNEA, ALYED, AN2EA UY V=S
914 ol <Y 4753 o] Uehd & gtk

<39 47> 227Y0) e 393uA2Y BEE

3FER

f 4
~I ¥ 4
V4 2
~ /)
r)
x
’
2
' -
NABEY y 4 L
- ‘ —
i 1
: s 3 019
| 1
- | 3-54
l ‘ N1
- . 6-101
l ‘ - e
MHUlAEE . . . ,‘. 118 0l &
2.8 3.0 3.2 3.4 3.6 38

¢
SHIRALH OIEG

7) A& AHS-A Y] wE AolHF

SEPHAI2R] o] fAe] A 2F] AR wel TEPRALY HEQ Qo)
g Qo] AHolzt UeAE HFI7] A dYMAEANEY AIs <F
411>8} Poh. BNEHY, ARFAF=5066, p=002), AA=ED(F=11.303,
p=000), M¥AEA(F=10987, p=000)o] X B 1% ool Ho+ZoA 54




Hog §o8 o} vehgo.

<E 411> A 2¥ ALY sDARAAY 9E Q14 9] 3}o)

o] .
Aa £ Ang9l A2dagl | AFAu 209
3 vt 3.192(a) 2.889(a) 2.978(a)
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ABSTRACT

A Study on different satisfaction of hotel information

system based on user’s characteristics

So-suk Jung 7
Department of Tourism Management

The Graduate School of Business Administration
Cheju National University

Supervised by professor Byung-kil Kim

The purpose of this study is to evaluate practical use of hotel
information system and user’s satisfaction by adding service quality to

information quality, system quality.

This study’s questionnaire survey was conducted to the total of 280
users of hotel information system who is employed at 7 five-star hotels
and a four-star hotel. After that, 35 questionnaires was distributed to 8
hotels. Non-probability sampling was used in this study. This study was
done from 20th Septemder in 2004 to 20th October in 2004.

The statistical process of collected data was processed through SPsS
statistic package program and was applied to frequency analysis, t-test,

ANOVA, and multiple regression analysis for further analysis.

The results of hypothesis testing is that old users and seniority users
revealed high satisfaction and it can be inferred that actual young

respondents felt more inconvenient about hotel information system in



aspects of information quality, system, service than system environment
which is used outside of the respondent’s offices. To solve this problem,
users in short service period need systematic education on hotel
information system, methods of application and troubleshoot of their

department preferentially.

It is remarkable that level of satisfaction with information quality,
system quality and service quality shows differences depending on user’s
department. Generally, users of hotel information system who work in
F&B department or banquet department showed lower level of satisfaction
than employees’s those in guest room department or back  office
department. The reason is that employees of F&B or banquet department
shows lower level of application than users of the other departments and
wasn’'t enough to get a pre-education and program application of hotel
information system. Also, this study revealed the most highest impact of
satisfaction with service quality on dependent ‘variable of three hotel
information systems. Therefore, the further research on service quality in

hotel information system is needed in the future.

This study has not applied various theoretical backgrounds and case
study because there ars few studies about hotel information system. Also,
this study can not be generalized in that it only examined internal user’s
degree of satisfaction of hotel information system. To suggest general
conclusion, this study is required for classification of hotel information
system in other regions and statistically signified sample survey about
system wusers. Then, it can  exactly predict and explain levels of

satisfaction of hotel information system users.



This study can help to create not only satisfaction of employees,
system users, but also customers satisfaction in hotel information system

operations by solving several problems and adding to theoretical research

results of related research areas.
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