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: S. L. Fink (1992), High Commitment Workplace Westport. Com : Quorum Books.
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Parasuraman et al.,(1985,1988)¢ AH]=#d ZAA Qo] Jd&=dH &+ =9
M PZB BES wg o2 ATt

Parasuraman et al.,(1985)% AMH|2FAS AH]L Z|QolA  A-F3l ok
T =7 Auj2=e)y Aol AlFE Anj=e] 3 2 Aol dfs A7
Hapolatar AGolsta AL A M2 2 MulA7t AlTEdas o] A

HZEAS A4 HE A 1ES SRt AL wEu a9 BEE

o

o,

e a7k Auls A HaeR (29, NS, AR EAE, ey

WA AL A A FA FALAE 107HA] AS o] 24 AFEA A

T4 2k U] °
WS T 9 S A/ 7Ide] k&g As FHe)
(reliability) = A (GFE AR 715, Al +38)
k343 2ol oA, F=nd, AAAE
(responsibility) (SAHE, AE&A9)
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T4 A Bl &
9 Q3 7| A A HA
(competence) (A9 7%} A2, 2H9] FA}
A2 A 7FsA ) J59 8olA
(access) (d3t=2e] H golAd, "7]Al
o < A Ao 94, 14, 59,
(courtesy) (27 EXuE, 223 1Y
AL a1 7ol o]&dt ¢ Q= 8=
(communication) (Au) 2 ZA Ad, Auj 2~ v)&
284 A1 i IS %] 2]

(credibility) (7197, B, HE5 249 7
kA A A8, ooz BH Y A
(security) (B84 ¢, AFH <A, H

a7 o) 5 a7 "ol gk o]
(understanding) (2] S5 o7 ¥o/N.
34 2 H] 2~ o] F571 < & 3|
(tangibles) (224 AlA, 29 97, An

At&:  Parasuraman A., L. L. Berry, and V. A. Zeithaml(1985),"A Conceptual

Model of Service Quality and Its Implication

Journal of Marketing , 49(Fall), p. 47.

©]& Parasuraman et al.,(1988)+= Al-&3|A}, A3}3| AL, AH]4=A 3] AL
A & U= 3 ASEAE Sl Hoh theFst AH] ]l

8 5 Yt FHLEE ALl 129 1070 97 B THRAE 5714

.

227) BEoR Fopsdtnl (& 2-9 o Asarh
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71de] AN A AFsh= NEAEQA A} wy
(Empathy)

A& ¢ Parasuraman, A., Zeithaml, V. A. and Berry, L. L.,(1988), “ A Multiple— Item
Scale for Measuring Consumer Perceptions of Service Quality, ~

Journal of Retailing, Spring, pp. 40.

(2) Mu|=F4e] 54 =9

Aul SAS 93 B3 PZB(1985)9] ¢7¢t Cronin and Taylor
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ZF& @ A. Parasuraman, Berry, L. L. and Zeithaml, V. A.(1985) " A Conceptual Model
of Service Quality and its Implications for Future Research," Journal of
marketing, Vol. 49(Fall).

PZB(1985)% AH|2FA Y] A Al Aolg AT & UEF AH|~
Zld et Auj2s 149 xfelE YERUlE GAP 4 BE¥S JEeigla, 47k 2t
ol (GAP) <} o Zloll o B %= 17FA ZFel(GAP)= &3to] 5719 GAP= Al
Astar JEd Mul=Fdold TlthE Anjzof A ZbE Afu|zeke] xfol! =
A <3 2-6) ol st An[AEY] TgiE Aujzoh AE Aujxeke] A}

o7} 4 AAAD Aor (GAP 5), WFIE ] QA ww AuaEe] =
e FAO GAP 5% 24 WelA AT & & 4719 @clo] HEHow
Agate] QJare WYL Ba ek

Aqu] 29 A (GAP 5) = f (GAP 1, GAP 2, GAP 3, GAP 4)

o] ol olabwl AnAES] Y Aulsst QAR us (GAP 5)E

£
FEUFRA BAT 5 ok 99 240 AT Y SFNF 47449
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é
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GAP 3 :
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YHE B
X
GAP 2
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YR oA

A}2: Parasuraman, A., L. L. Berry, and V. A. Zeithaml(1985), " A Conceptual

Model of Service Quality and Its Implication for Future Research,"

Journal of Marketing, Vol49(fall), p. 42.

0] %] Parasuraman et al.,(1998)+= F&:%¢] AZFAGE 3. 1 Ay

37 g8 571 29 227 dgEo=m FAE ‘SERVQUAL R3S J)ust
ATt SERVQUALONA A zZtd Mu|AEA S o35 7idlE Mu|x9le] ot

2 Balq Z4HE Aol ofe, AZE AujsFEde] o s|Ee] unE F

Aola, whe] Ag w2 AujaFdo] AFHATE AL v
Parasuraman et al.,1(1991)¥ A% SERVQUAL E&E AA3ST. I
AE BEE 7] YA olgd FeAAd ¥d ‘ShouldEWill'zZ <

XA mdsklon 2270 oA FAT R FHHE 671 FES ST

=<
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2 1x Fdsta, 59 AX7F AE 2/ dEE RS xdor uFr)
T3 57 A TheAE PP AHer Bt a1 Ay 4

SERVQUAL E&& 7|£9 nygxtt Al o] =4 velhy 43 437 =

Qe 239

o

iy

2) A7) Au|=Fde] g
TAHES] T4 sl T el tig AtE BAC o ghAw

271 M| 2= A (Own Service Quality)o] & 8°]= Boshoff and Tait(1996)
o oz WFuAEe] FFS ATFHA HFoE ARRHUATH o] AFeA] o]
2 WHAR Y 43s dFetHA JYEY AF A% SAHS O Y 22~
= Brkeste A @ w571 Brbete A @ #EAE Brbele A @ aAe] ¥
Hbe wbR PR 2
(Own Service Quality)' 2 3o 7]gle] WiriAE &F 3 =xEdo= <l
3 A YPEo] P s AFSGIT

<3} 2-10 A7] M= F4 7E>

Adgo] ~xg Hrhshe

A= A2k M A9
24 74 2227 ARlEe] W

Boshoff and &5 #7kskat, Zlsi o] HiFviAE 25 Aa=
=

Tait  ehbe AASe YSlemel uid A A
o3 Wz el
FAAG] A HEe] FHAel g A%,

FHHA B B, ]
2004 FER (A= olofAn, odd Aruxe A%z <3
Uehbe 4950 B9 gER gsa, o|g A

4, A, AFom 7

A& : 1) Boshoff and Tait (1996), "Quality perceptions in the financial service

;The potential impact of internal marketing, International Journal of
Service Industry Management , Vol. 7(5), pp. 5—31.
2) ZFEFE (2004), " UFeAE dgel el AFAT Aot Br e = p. 63.
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(When at work I am nearly and well dressed)
Wy e aAE JEsH -
- (I treat all clients courteously) 2 o] 7}
A} ok F
(When I promise a client that I will do
something by a certain time, I do so)
dEsk o A
REE (I do thing right the first time)
BAA A& g A 2
(When problem occur, I give them all
my attention in an effort to solve them 2] =2 A
171 O
speedily)
SIAF AlE R A 5H]
Sk Al A (I am knowledgeable about the company's
product and services)
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T2 W
A 2= = XNE AS
31X A] 2T %’i 1Tr =176
—1 - O .
(My paperwork is error—free)
Mgt
TAE tigk 7R -2l wj
7 (When a client has a problem, I provide
him/her with individual attention)
A= ¢ 1) Boshoff and Tait (1996), "Quality perceptions in the financial service

;The potential impact of internal marketing, International Journal of

Service Industry Management , Vol. 7(5), p. 30.
2) AEF (2004), "sE UYERAE ARl #E AFAT" Avjgista drAlstg

=1, p. 63.
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ABSTRACT

The Impact of Internal Marketing on the Own Service Quality

By Man—Saeng Kim
(Supervised by professor Hyoung—Gil Kim)
Dept. of Business Administration

The Graduate School of Jeju National University

The purpose of this study is to examine the effect of internal marketing
on own service quality of hotels staffs. In addition, the study suggests the
directions for the competitively superior strategies through the internal
customer satisfaction management.

In the study, a literature method and empirical research are carried out
side by side to achieve purposes of the study.

This study consists of five chapters. The introduction, the first chapter,
proposed problem and established study purposes and specific study methods
for problem—solving. In the second chapter, the literature study was
carried out as a theoretical background of this study and the previous ones
related to variables was reviewed. Chapter three is the design of the study.
The study model and hypotheses were set up and the methods of data
collecting, empirical analysis reported the results of basic analysis from

reliability, validity analysis for core variables, the parameter estimates
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including Chi—square, GFI and the results of hypotheses inspection were
explained.

Fifteenth hypotheses were given from the previous research. To verify
these hypotheses, 295 valid sample data were selected from the 320 sample
from self—administered questionnaire survey method. The SPSS 14.0 and
AMOS 7.0 program were employed for the data statistical analysis method.

In the conclusion, the last chapter described the summary and implications
of the study and also contains limitations of the study and considerations
for the further studies.

Total fitting index of the study model can be accepted and the findings of
empirical analysis are as follows.

First, the educational training only influenced job satisfaction positively
but the organizational commitment didn't. Educational training could assist in
our understanding of how this could motivated employees, more skillful and
enhance the attitude.

Second, in—house communication positively influences job satisfaction, but
organizational commitment doesn't.

Third, the welfare affected job satisfaction and organizational commitment
positively. Welfare enhances quality of work, organizational productivity and
job satisfaction.

Fourth, job satisfaction had effects on organizational commitment. The
higher the job satisfaction, the greater organization commitment.

Fifth, job satisfaction and organizational commitment had effects on own

service quality.
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Sixth, educational training and compensation only influences own service
quality positively.

Based on the results of the study, job satisfaction and organizational
commitment through the educational training and welfare will had effects on
own service quality of hotel staffs.

In further study to objectively measure the performance supervisory and
the peer, evaluated by the customer with efforts to reduce the gap between
them is required. According to the executing of internal marketing, internal
customer satisfaction and organizational commitment and efforts to improved
own service quality is not to be realized in the short term, but need an

in—depth research.
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