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7= e HIS

A =2 227 65. 2%

oy 121 34.8%

10-19 2 0.6%

20-29 128 36.8%

Lol 30-39 148 42.5%

40-49 43 12.4%

50-59 17 4.9%

60N OfAf 10 2.9%

assta &Y 32 9.2%

chet At 20 5. 7%

== s &9 192 55.2x%

M A} 97 27.9%

BFAL 7 2,0%

$2,000 0|2t 100 28.7%

. $2,000 0|4} $3,000 OfEt 69 19.8%

(T%%) $3,000 O[Af $4,000 D2t 77 22.1%

$4,000 0|Ar $5,000 OfEt 64 18.4%

$5,000 O A 33 10.9%

13| 95 27.3%

o 23| 132 37.9%

19;(@3):54# 33| 84 24.1%

43| 14 4.0x%

53| O|Af 23 6.6%

EIE| 57 16.4%

etzz2as (3 75y <) 133 38.2%

_ MNE 218 7|& 79 22.7%
s o ol

RS W M 50 14.4%

as 29 7 26 7.5%

71Et 3 0.9%

o 158 45 4%

the 0| 70 20. 1%

s o =5 o7t Mg gl 23 6.6%

Hel HAzr grat 95 27.3%
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) ‘Z& A A ARoIAY AHE L HYE B4

N

A <=(Cronbach’s alpha) X3k 76894 .833 Alol9] X5 HolH 7|FX2 60
ol Fe BT WAt 44l E = (Composite Reliability) k-2 .862¢1 A]
O12AFel 2 YEhY 7IEX 6001 FAE UEWdld. BdEAbsE
(Average variance extracted) # 9A] 610914 838ALo]=Z 7]=X]2 500 4<
sk FEHEEAA S SR & ¢ ATk

Wl g E RS 9kl Wt d5 Zhzhe] AVESH FAeql b s
Al Blaste] AVEgEe]l A aql 1 3559 Alure Ay ddetd Aol
Athar g 4= 9l t}(Hair, Black, Babin and Anderson, 2010). whgba] ofef ] <3
V-3>¢ #4435 Edz 2 A7 A8 €@ Mdse] #d gIdds grst
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<E NV-2> 'as ™ 2AFAGHo|M FelH ol FM A
AN s eolxzt Cronbach’s AVE CR

BR1 0.810
BR2 0.783

BR 0.787 0.610 0.862
BR3 0.733
BR4 0.792
BE1 0.837

BE BE2 0. 856 0.775 0.690 0.870
BE3 0.798
BL1 0.836

BL BL2 0.825 0.768 0.683 0.866
BL3 0.819
cs1 0.798
Cs2 0.816

cs 0.833 0.667 0.890
Ccs3 0.810
sS4 0.842
RI1 0.881

RI RI2 0.849 0.815 0.729 0.890
RI3 0.831
PW1 0.891

PW P2 0.815 0.824 0.740 0.895
PW3 0.874
QOL1 0.911

QoL 0.808 0.838 0.912
QOL2 0.921

<Note>

CR(Composite Reliability): EfA{AlZ|E, AVE(Average Variance Extracted): O EMFES
BR(Before class Rational Experience): S X O0|AMZX ZAE, BE(Before class Emotional
Experience): 1S XM ZIAM=® ZAE, BL(Before Class Relational Experience): S N ZtAA
A9, CS(Customer Satisfaction): 2ZHOIE, RI(Re-use Intention): A{O[2 2|&, PW(Word of
Mouth): M Z 2, QOL(Quality of Life): &f2| A
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<E V-3 ‘AT A 2AFTOIN TANE 2zt HEAS

BR BE BL s - o p—
BR .601x%
B Cgggree 6%
B w6
s ( ..753485) ( '_75?3) ( '_7:51) . 667
RI ( '.646464) ( '_645394) ( '_6503;) ( '_756991) 729
B e Camy (e (e (e O
QoL o5 609 -o4d 622 580 530 838

( .417) ( .371) ( .296) (.387) ( .336) ( .281)

<Note>

BR(Before class Rational Experience): IS X O|MX ZE, BE(Before class Emotional
Experience): 1S N ZAMA ZAE, BL(Before Class Relational Experience): IS N ZtAA
A9, cS(Customer Satisfaction): ZZHOFE, RI(Re-use Intention): M O|& 2|=, PW(Word of
Mouth): M Z 2, QOL(Quality of Life): &f2| A
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(6]

PLSZ 233t

2

T Ry A= A4S et RdY g3 A7 (Effect
size)Ql f23k¥}, el A gt% (Goodness of fit)E &elstith. 3o =7+ Cohen

et al.(1983)°] AR Aol we}l AAEH ™ 7]EA o wh2p Rdo] A A=

i

il
i

gotgttt, WS A AT BYPY BHAT = AR4EA, wf§- 2 G99 A7)
= Holu g} mdeo A3 = Wetzels, Odekerken-Schroder and Van
Oppen(2009) ] AE 2ol whel -3 4= glom, uwg d A5 By A

A81= wff- =& A EE HATh

<E V-4 ‘a5 " aA4FEHoAe =22 HEg=

Recommended

Interpretation Size . . Mean of R? Mean of AVE
Criterion
Small 0.2
Effect size Medium 0.13 0.326 0.708
Large 0.26
Small 0.1 or greater
. . f*= 0.484

Goodness of fit Medium 0.25 or greater GOF=0. 481

Large 0.36 or greater
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) ‘A5 T A FPAAY AHE L BHPTE £

1

Wg ANAE AT BT e AP 0% F AS T4

[
e
il
lo
ko

-

A AHA k2 W7 764004 9232 7]EAIQD 50014 .950]8ke] W fel K
=l

¥ty = FREA 5o Al glo] RE E3S ALE WHERA A5
2nls 23 A 42 (Cronbach’s alpha) H3F 690014 833 Aloleo] X2 7|54 <l

60 oo s 25 vtk 44 A1 2 = (Composite Reliability) gk B39k 828
AN 912AFel = YERY 7]FEAQA 600140 FAE HAY. HAEMFE
(Average variance extracted) # 9 A] 616914 838ALo]=Z 7]+=]2 500 4<
wrEsto] FEHEBEAS SR & 5 3l

4l BR = SEE fste], HrF 5 Zbzbe] AVESF A el 3 FEE

7}
A S Hlalstol AVEgLe] ZHAladl 3 559 Alwrv vy Sdetd Aol

PLS® 283 A5 Ry e BAS 98t mdo &3 =7|(Effect
size)Ql f23k¥}, el A g% (Goodness of fit)E &elstith. &3¢ =7+ Cohen
et al.(1983)c] AAg F2o] we} AEFHA oW, Y]FH o wep mdo] At
AEE gopsted, s T A B vl 5072A, v =2 &9
715 Hola gon, wmdol X == Wetzels et al.(2009)2] AAF S=2]o] u}

B wg F AP R Agnt 4872 WS = AYEZ Hlrh

ﬂl
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<E V-5 ‘A5 T aAFHAA Hely 20 24 A

2 Ay st QoIER|Z Cronbach’s AVE CR
alpha

DR1 0.784

DR DR2 0.764 0.690 0.616 0.828
DR3 0.805
DE1 0.798

DE DE2 0.797 0.729 0.648 0.847
DE3 0.819
DL1 0.838

DL DL2 0.829 0.787 0.701 0.875
DL3 0.844
Cs1 0.801
Cs2 0.815

] 0.833 0.667 0.889
Cs3 0.809
Ccs4 0.841
RI1 0.882

RI RI2 0.850 0.815 0.729 0.890
RI3 0.829
PW1 0.893

PW PW2 0.812 0.824 0.740 0.895
PW3 0.874
QOL1 0.909

QOL 0.808 0.838 0.912
QOL2 0.923

<Note>

CR(Composite Reliability): BfMAIZ|E, AVE(Average Variance Extracted): HOEMFES

DR(During class Rational Experience): IS = 0|MA ZAE, DE(During class Emotional
Experience): IS & ZAM X ZE, DL(During Class Relational Experience): IS & Z A
& ZAE, CS(Customer Satisfaction): 1ZYBHE, RI(Re-use Intention): AO|& 9E,

PW(Word of Mouth): TX &3}, QOL(Quality of Life): &fe| &
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<E V-6 ‘55 T AAFHoA FYAY 2t A

DR DE DL CS RI PW QOL
DR .616%
B g 58
oL Cen e T
e ¢ 728) ( '_861506) Cem
RI ( '.646328) ( ..649864) ( 611,4122) ( '.756991) 729
FH Gy G ('_822) OO
oL ('.28318) ('_28318) (%Z) ('.63%:27) ('.538306) ('.523801) 838

<Note>

DR(During class Rational Experience): IS = O0|MZA ZAY, DE(During class Emotional
Experience): 1§ = ZAMA ZAE, DL(During Class Relational Experience): 1S = HAA
A9, cS(Customer Satisfaction): ZZHOFE, RI(Re-use Intention): MO|E 2|=, PW(Word of
Mouth): M Z 2, QOL(Quality of Life): &f2| A

<E V-7 ‘A5 & aA4FEoAMe = AHete

R ded
Interpretation Size ecc-)mme? € Mean of R? Mean of AVE
Criterion
Small 0.2
Effect size Medium 0.13 0.336 0.706
Large 0.26
Small 0.1 or greater
. . £*= 0.507
Goodness of fit Medium 0.25 or greater GOF=0. 487
Large 0.36 or greater
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3 ‘W& F 1A APANY AHE L BHIFE 24

W AMBl2E AR 29 WS F AAGPAS A FEEY &9 A
A g WHE 741004 9232 V)X 50014 950]5te] W glel BT g
of &3 A9 glo] e w3ds AME WEEA SA-sdo A8nts du A
% (Cronbach’s alpha) T3k 716014 .833 Alo]¢] ke Ho] 7]Fx ¢ 60 o] 49
e BT wkEstgoh. 4418 X (Composite Reliability) ZE% 841041 9124}0]
2 7]E=AA 600]17de] S HAu ¥k oy HirEAFS+E(Average
variance extracted) @ Al 638914 838AFol= 7] A 500]3S TS

e 2 dREATL & 5 3

4l B3 E SEE fste], b 5 Zhzbe] AVESF A el 3 FEs
Hlaste]l AVEgEe]l #HAl gl 1 35529 Alwro Aty ddedAol
oo & 4 Auh(Hair et al, 2010). webA, ofzfie] < IV-9>¢] Azl o]
2 AT AR | iEEe] 3 BYAdEs gEENH & 3

PLSZ &g A4 BP9 Ad= A4S ot 2o a3 =17 (Effect
size)Ql f23k¥}, &l A g% (Goodness of fit)E &elstith. §3e] =7+ Cohen
at al.(1983)°] ANAIgE Aol e} W § A 2] aapar]s 4992 A, v
T =2 g7 arZ1E Holx Yu. Bdeo AIFEE Wetzels et al. (2009)2]

AR el wet FE 5 oglom, wg A AF wPe] APEE 4B v

N
H
o

l

%0
Rl
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<E V-8 ‘A% F AAFTIM HoIH 20 24 A

A o= 2015 °r°:f:§:'s AVE cR

PR1 0.828

PR PR2 0.741 0.725 0.647 0.846
PR3 0.840
PE1 0.838

PE PE2 0.812 0.728 0.648 0.846
PE3 0.763
PL1 0.810

PL PL2 0.792 0.716 0.638 0.841
PL3 0.795
Cs1 0.796
Cs2 0.818

CS 0.833 0.667 0.889
CS3 0.809
Cs4 0.844
RI1 0.882

RI RI2 0.850 0.815 0.729 0.890
RI3 0.829
PW1 0.892

PW PW2 0.812 0.824 0.740 0.895
PW3 0.874
QOL1 0.909

QOL 0.808 0.838 0.912
QOL2 0.923

<{Note>

CR(Composite Reliability): EfA{AlZ|E, AVE(Average Variance Extracted): O EMFES

PR(Post class Rational Experience): =S F O0|MA ZAHE, PE(Post class Emotional
Experience): IS F ZA = HY, PL(Post Class Relational Experience): 1S F ZAH
AEl, cS(Customer Satisfaction): ZHOFE  RI(Re-use Intention): AO[E o=, PW(Word

of Mouth): +A S22}, QOL(Quality of Life): &f2] &l
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<E N-9> ‘AT T AAFTOINY TANE 2zt HEAS

PR PE PL CS RI PW QOL
PR . B4T%
FE ( .'367196)*:** 648
FL ( e ) 75%81) 638
e ( g )« '_861689) ( '.646899) - 667
RI ( 63(:‘5 ) g ) S ) ('_723) 729
FH Cmn o Gy (e ('_822) OO
oL ('.27;5) ('_28497) ('.63?518) ('.63%:27) (‘i"iZ) ('.523801) 838

*WE, wM BT, e (M EHAT)?

<{Note>

PR(Post class Rational Experience): S F O0[M® ZE, PE(Post class Emotional
Experience): 1S ¥ ZIM A ZAE, PL(Post Class Relational Experience): IS F #AHAE &
& CS(Customer Satisfaction): 2ZHBFE, RI(Re-use Intention): AMO|E 2=, PW(Word of

Mouth): M Z 2, QOL(Quality of Life): &f2| A

<E NV-10> ‘2§ ¥ 2A4Fd8oAe =23 NE=

R ded
Interpretation Size ecc-)mme? € Mean of R? Mean of AVE
Criterion
Small 0.2
Effect size Medium 0.13 0.333 0.701
Large 0.26
Small 0.1 or greater
. . f*= 0.499
Goodness of fit Medium 0.25 or greater GOF=0. 483
Large 0.36 or greater
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o g o3l FAWHAY(Common Method Bias)e WA 7Aool ot

ftlo
El
Ho
2
El
Ho
o
El
Ho
<
o
o
=
>
2
k
>
N
=
k) FJ
)
ofi
_0|L
2
s

D ‘s A Ad £33 sI4WEAEY AF

Ml 2deo] 4% 3ol WH Q@ 9l(method factor)o] EE FAWMSo =4

rE

4
iy
ftlo
ke
ot
ol
i
=

=
=3
]

[oR
o

=2

model 24, x*(209) = 760.375, p<0.001°]3, M2+
Zyzvol &7 o] whdst= 54 Q<l(trait factor)E°l A A= trait-only
model 24, x*(183) = 456.566, p<0.001¢] Z ¥} S Sl mpA o2 M3
= =4 WUy 2 Jfdoe] FAlY ¥ ¥+ method-and-trait model®ZA x
2(165) = 263.566, p<0.001, GFI = 0.937, CFI = 0.979, NFI = 0.946, RMSEA =
0.041 A #He ==slAt
A Bdg HustRe w, M3> M2> Ml ¢22 £ AFLE HolH, =4
5 A= M39 A= M13 M2ET 204 1 AX7}
AA Aol YA k&S FA(AxA(23) = 193.000, p<0.00D)3F T whaka] 2

o g A A BPNAE FAPRAL} BN G A0 B & Yk

>
2
Rl

_53_



<E V-1 ‘2% W WY 2gtol SYgyEol A3

Model (Before) Goodness of Fit Result

X*(209) = 760,375, p<*xx, GFI = 0,817, CFI

MI: Method-only model = 0.882, NFI = 0.845 RMSEA = 0,087

X*(188) = 456.566, p<*xx, GFI = 0,884, CFI

M2: Trait-only model = 0.943, NFI = 0.907, RMSEA = 0. 064

X*(165) = 263.566, p<xsx, GFI = 0,937, cF1  ~X (23) =

= 0.979, NFI = 0.946, RMSEA = 0.041 o

*xxx: p<0,001, *x: P<0.01, *: p<0.05

M3: Method-and-trait model

2) ‘A5 I g

T FAUHAEY HF

&

WS FolAde] M1 wee] A9 x*(189) = 682883, p<0.001, M2 E@e] 75
X2(168) = 447.382, p<0.001, M3e] ®&le] 79 x2(147) = 273811, p<0.001°] #

FEE HAG wS FoAe sdHHEe] TS M3> M2> Ml £o=2 £
A EE HolH, FA WHHI Jidoe]l FAle 1y I = M39 AHFE7E M1

p<0.001 3o,

<E V-12> ‘2% 5 MY 2gol sYgyEel A3

Model (During) Goodness of Fit Result

X*(189) = 682,883, p<*xx, GFI = 0,831, CFI

Ml: Method-only model = 0.887, NFI = 0.851, RMSEA = 0.087

X*(168) = 447.382, p<*xx, GFI = 0,878, CFI

M2: Trait-only model = 0.936, NFI = 0.902, RMSEA = 0.069

X*(147) = 273.811, p<=*x, GFI = 0,930, CFI ‘j§3(§#i =
= 0.971, NFI = 0,940, RMSEA = 0.050 571,

Wy
p HRER

M3: Method-and-trait model

*xxx: p<0,001, *x: P<0.01, *: p<0.05
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2(168) = 376.735, p<0.001, M3 ®<e A x*(147) = 240.047, p<0.001,°] *

3)

ol

‘TE ¥ A

&

T FAUHAEY HF

& Fo M1 29l A x2(189) = 669.634, p<0.001, M2 =<

a- =

(o)

BF X

q
2]
s Btk awF $o gAUHAL] B M3> M2> Ml w22 F& A%
EE Holn, A Wy Jidoe] FAlo iy EE M3 A= M1 M2H
ot ou O AL F Aol7F EASE= Aol ofdS FA(AxA21) = 136.688,
p<0.001, stRem, 1 Ay sAdWHAL WA g AR AEAS F
[e])]
AA
E W-1»> ‘1S ¥ AW Bate] SAwwEe AS
Model (After) Goodness of Fit Result
. ~ X?(189) = 669.634, p<xxx, GFI = 0.827, CFI
MI: Method-only model = 0.886, NFI = 0.848, RMSEA = 0.086
M2 Trait-only model X?(168) = 376.735, p<xxx, GFI = 0.900, CFI

= 0.950, NFI = 0,915, RMSEA = 0,060

2 = www = AX*(21) =
M3: Method-and-trait model X*(147) = 240,047, p<*xx, GFI = 0,940, CFI

= 0.978, NFI = 0,946, RMSEA = 0,043

136
p<

.688,

Wy
b3 34

#xx: p<0.001, =x: P<0.01,
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<& V-18> ‘2] H° 27 FolMe| I AS

Standard

B Average Deviation T-Value
H1-1 BE -> CS 0.313 0.318 0.073 4. 27%xx
H1-2 BL -> CS 0.317 0.321 0.075 4, 249%%x
H1-3 BR -> CS 0.253 0.243 0.089 2.840%x
H4 CS —> RI 0.769 0.767 0.032 24, 029%xx
H5 CS -> PW 0.806 0.806 0.027 30,385 xx
H10 CS —> QOL 0.622 0.619 0.051 12,099 xx

wxxx: p<0,001, *x: P<O.01, *: p<0.05

<Note>

BR(Before class Rational Experience): LIS X O[MA ZAE, BE(Before class Emotional
Experience): 1S M ZAM A ZAE, BL(Before Class Relational Experience): IS & ZAA
g, CS(Customer Satisfaction): Z§OHE, RI(Re-use Intention): ANO[E °|=, PW(Word of
Mouth): M Z 2, QOL(Quality of Life): &f2| A
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2) ‘W& F nA BFANY HHAF

W F ol AdA Aol A W gIFs W= H2-12 t-value=9.121
p<0.001= FAA o= FolatA yeuton, as T A4 dde] 1A vk
s mFTE H2-2v t-value=3.938, p<0.001Z2 SAIHS=Z fFoAds ERls)

Ach. E#, W& F BAN FPel nA wEe] gL mALGE H2-3E
=

a7 who] Aolg ofme] PEFE Wtk H6w t-value=24.34, p<0.001= &
AMoz  frofsty, 17 xwsol  FrEde  AFES  vHvh=  HTS
t-value=30.4, p<0.001% EAHOZ =& HoJAS Felstgrl. Bk ozt o
2] qkEo]l siQlel &be] Ao 93-S nxthE HI1 B3k t-value=11.337, p<0.001
2 FTAA fFouds gelstdint. wetA wg Fo] nA Aol uA wE 1
M o]l Ajojgon, FHEY F A & Ho| IS vA= pHS B

T A g s A

<E V-15> ‘2] 5 27 FolMel I AS

Standard

B Average Deviation T-Value
H2-1 DE -> CS 0.49 0.486 0.054 9, 121 *x*x
H2-2 DL -> CS 0.224 0.228 0.057 3. 038%xx
H2-3 DR -> CS 0.230 0.231 0.047 4, 875%xx
H6 CS —> RI 0.769 0.767 0.032 24 34xxx
H7 CS -> PW 0.806 0.807 0.027 30, 4xxx
HI1 €S -> QOL 0.622 0.620 0.055 11,337xxx

#xx: p<0.001, =x: P<0.01, *: p<0.05

<Note>

DR(During class Rational Experience): LIS = 0O|MA ZAE, DE(During class Emotional
Experience): 1§ & ZAM A ZAY, DL(During Class Relational Experience): IS = ZAA
A9, CS(Customer Satisfaction): Z2ZHOFE  RI(Re—use Intention): AMO|E 2|=, PW(Word of
Mouth): M Z 2, QOL(Quality of Life): &f2| A
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H3-2+ t-value=3.906, p<0.001= FA A o= Fojn3s gl ¥tk ofy

2h, ag Fo @A Adel uA wFel JFe vIns= H3-32

=
A& Holw 37 wrFo] FHEgIH JEgFS vt HIS t-value=29.418,
p<0.001= =2 FAA FAdES skt A whso] Jile] 4te] Ao o

S n ok HI2 %3 t-value=12.041, p<0.001E =44 #nAS da o]

s Fo 1A Aol nA WE, 04 wEe] Aolgelw, TAEN 2 el
o Aol e MAE AR mE AEEc
<E V-16> ‘a1 ®° a2 FEoMY J1d HS
Standard
B Average Deviation T-Value
H3-1 DE -> CS 0.490 0.490 0.054 9. 047%xx
H3-2 DL -> CS 0.224 0.227 0.057 3. 906%xx
H3-3 DR -> CS 0.230 0.227 0.047 4 9lxxx
H8 CS -> RI 0.769 0.768 0.032 24, 203%xx
HO CS —> PW 0.806 0.805 0.027 29, 418%xx
H12 CS —> QOL 0.622 0.623 0.052 12. 041 %%

xxx: p<0,001, *x: P<0.01, *: p<0.05
<Note>
PR(Post class Rational Experience): S F 0|AMXA ZAE, PE(Post class Emotional
Experience): IS § ZIA A AE, PL(Post Class Relational Experience): S $ HAH
A9, CS(Customer Satisfaction): Z2ZHOFE  RI(Re—use Intention): AMO|E 2|=, PW(Word of
Mouth): M Z 2, QOL(Quality of Life): &f2| A
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<E V-1 A% A AAFHY Mol o= z HFEY Y 2ABHFe| il A 24

IV DV MV DE SE t-value p-value LLCI UCLI
BR 0.192 0.074 2.598 i 0.047 0.337
BE RI 0.115 0.066 1.752 0.081 -0.014 0.244
BL 0.014 0.066 0.208 0.835 -0.116 0.144
wooow owm B Boot Dot
BR 0.172 0.062 0.060 0.299
BE RI cs 0.189 0.053 0.095 0.300
BL 0.193 0.050 0.101 0.299

wwx: p<0,01, =% p<0.05, *: p<0.1
<Note>
Number of bootstrap samples for bias corrected bootstrap confidence intervals: 10,000,
IV = independent variable, DV = dependent variable, MV = mediating variable, DE
Direct effect, SE = Standard error, LLCI = Lower limit confidence interval, ULCI
Upper limit confidence interval, IE = Indirect effect, Boot SE = bootstrap standard
error, Boot LLCI = bootstrap lower limit confidence interval, Boot ULCI = bootstrap
upper limit confidence interval, BR(Before class Rational Experience): IS XN O|MX™ &FH
S, BE(Before class Emotional Experience): 1S XN ZAMA ZHEY, BL(Before Class
Relational Experience): IS X AN ZFE, CS(Customer Satisfaction): IQZOHE,
RI(Re—use Intention): AjO|& 9=, PW(Word of Mouth): FX &2}, QOL(Quality of Life):

M-OI p|
an— =
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<E IV-18> ‘2§ #®° aFdd2 ¢

2

53 7t HMS U AABT| Ul AT 2N

IV DV MV DE SE t-value p—value LLCI UCLI
BR -0. 465 0.065 -0.721 0.472 -0.174 0.080
BE PW 0.174 0.058 3.023 *% 0.061 0.287
BL 0.163 0.058 2.824 *% 0. 050 0.277
voow o ow o oot Dot
BR 0.179 0.065 0.062 0.315
BE PW cs 0.197 0.054 0.097 0.309
BL 0.201 0.052 0.107 0.312
xxx: p<0,01, *x: p<0.05, *: p<0.1
<Note>

Number of bootstrap samples for bias corrected bootstrap confidence intervals: 10,000,
IV = independent variable, DV = dependent variable, MV = mediating variable, DE = Direct
effect, SE = Standard error, LLCI = Lower limit confidence interval, ULCI = Upper limit
confidence interval, IE = Indirect effect, Boot SE = bootstrap standard error, Boot LLCI
= bootstrap lower limit confidence interval, Boot ULCI = bootstrap upper limit
confidence interval, BR(Before class Rational Experience): S X O[MZA ZHE, BE(Before
class Emotional Experience): 1S XA ZAMA ZHE, BL(Before Class Relational
Experience): 1§ ™ ZtAA HEY, CS(Customer Satisfaction): IZHOIE, RI(Re—use
Intention): AO|& °]=, PW(Word of Mouth): XM E2}, QOL(Quality of Life): &te| &
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<E V-19> RS A AAZAD Aol M 7t ST U A0S B AT 2y
IV DV MV DE SE t—-value p-value LLCI UCLI
BR 0.424 0.085 4.978 oKk 0.256 0.591
BE QOL 0.185 0.076 2.443 " 0.036 0.334
BL -0.068 0.076 -0.888 0.375 -0.218 0.082
VoW owom Boot Dot
BR 0.087 0.045 0.015 0.187
BE QOL Cs 0.095 0.044 0.022 0.194
BL 0.097 0.037 0.029 0.176

wxx p<0,01, =x: p<0.05, *: p<0.1
<Note>

Number of bootstrap samples for bias corrected bootstrap confidence intervals: 10,000,
IV = independent variable, DV = dependent variable, MV = mediating variable, DE = Direct
effect, SE = Standard error, LLCI = Lower limit confidence interval, ULCI = Upper limit
confidence interval, IE = Indirect effect, Boot SE = bootstrap standard error, Boot LLCI
= bootstrap lower limit confidence interval, Boot ULCI = bootstrap upper limit
confidence interval, BR(Before class Rational Experience): S X O[MZA ZHE, BE(Before
class Emotional Experience): 1S XA ZAMA ZHE, BL(Before Class Relational
Experience): 1§ ™ ZtAA HEY, CS(Customer Satisfaction): IZHOIE, RI(Re—use
Intention): AO|& 2|=, PW(Word of Mouth): XS}, QOL(Quality of Life): 42| &l
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<E V20> ‘1% 5 AAFHY Mol o= Zt NEEI Y AADHE o 4 BAD

IV DV MV DE SE t-value p—value LLCI UCLI
DR 0.256 0.055 4. 656 sk 0.148 0.364
DE RI 0.173 0.070 2.469 * 0.035 0.311
DL 0.100 0.063 0.159 0.874 -0.114 0.134
oW ow e oot Moot
DR 0.120 0.032 0.063 0.189
DE RI cs 0.267 0.059 0.157 0.388
DL 0.119 0.031 0.062 0.183

xxx: p<0,01, *x: p<0.05, *: p<0.1
<Note>
Number of bootstrap samples for bias corrected bootstrap confidence intervals: 10,000,
IV = independent variable, DV = dependent variable, MV = mediating variable, DE = Direct
effect, SE = Standard error, LLCI = Lower limit confidence interval, ULCI = Upper limit
confidence interval, IE = Indirect effect, Boot SE = bootstrap standard error, Boot LLCI
= bootstrap lower limit confidence interval, Boot ULCI = bootstrap upper limit
confidence interval, DR(During class Rational Experience): IS = 0o|MA ZFH,
DE(During class Emotional Experience): 1S & ZAMA ZAE, DL(During Class Relational
Experience): 1§ & ZAA HEY, CS(Customer Satisfaction): IIZHDIE, RI(Re—use
Intention): AO|& °]=, PW(Word of Mouth): XM E2}, QOL(Quality of Life): &te| &
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<E N-21> ‘A% 5 AAFHY FHEY 7t NHEY Y AADE o 4 24

IV DV MV DE SE t-value p—value LLCI UCLI
DR 0.141 0.049 2.861 *x 0.044 0.238
DE PW 0.229 0.063 3.637 xR 0.105 0.352
DL -0.031 0.057 -0.550 0.583 -0.142 0.080
vooow W om Boot Dot
DR 0.139 0.036 0.076 0.214
DE PW cs 0.309 0.058 0.200 0.427
DL 0.138 0.036 0.070 0.212

xxx: p<0,01, *x: p<0.05, *: p<0.1
<Note>
Number of bootstrap samples for bias corrected bootstrap confidence intervals: 10,000, IV
= independent variable, DV = dependent variable, MV = mediating variable, DE = Direct
effect, SE = Standard error, LLCI = Lower limit confidence interval, ULCI = Upper limit
confidence interval, IE = Indirect effect, Boot SE = bootstrap standard error, Boot LLCI
= bootstrap lower limit confidence interval, Boot ULCI = bootstrap upper limit confidence
interval, DR(During class Rational Experience): IS = 0|MA ZAE, DE(During class
Emotional Experience): IS &= ZIMA ZAY, DL(During Class Relational Experience): IS
= A AY, cS(Customer Satisfaction): 1ZYTFE, RI(Re-use Intention): MO|E 2o|=,
PW(Word of Mouth): THM&Z, Q0L(Quality of Life): 4f2 A&l
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<E N-22> ‘A% 5 24P Mo & 7t NHEI Y 2D o G 24

IV DV MV DE SE t-value p—value LLCI UCLI
DR 0.268 0.066 4.043 sk 0.138 0.398
DE QOL 0.120 0.085 1.420 0.157 -0.046 0.286
DL 0.158 0.076 2.076 * 0.008 0.307
VoW oW ot B
DR 0.067 0.030 0.012 0.132
DE QOL cs 0.148 0.061 0.031 0.271
DL 0.066 0.032 0.012 0.137

xxx: p<0,01, *x: p<0.05, *: p<0.1
<Note>
Number of bootstrap samples for bias corrected bootstrap confidence intervals: 10,000, IV
= independent variable, DV = dependent variable, MV = mediating variable, DE = Direct
effect, SE = Standard error, LLCI = Lower limit confidence interval, ULCI = Upper limit
confidence interval, IE = Indirect effect, Boot SE = bootstrap standard error, Boot LLCI
= bootstrap lower limit confidence interval, Boot ULCI = bootstrap upper limit confidence
interval, DR(During class Rational Experience): IS = 0|MA ZAE, DE(During class
Emotional Experience): IS &= ZIMA ZAY, DL(During Class Relational Experience): IS
= A AY, cS(Customer Satisfaction): 1ZYTFE, RI(Re-use Intention): MO|E 2o|=,
PW(Word of Mouth): THM&Z, Q0L(Quality of Life): 4f2 A&l
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<E V-23> IS F AAFUY Mol o= 2 NFSH Y TADS o Y 24
IV DV MV DE SE t-value p—value LLCI UCLI
PR 0.110 0.045 2.421 * 0.021 0.199
PE RI 0.236 0.065 3.632 xR 0.108 0.364
PL 0.146 0.059 2.464 * 0.030 0.263
vooow W om Boot Dot
PR 0.454 0.026 0. 000 0.102
PE RI cs 0.280 0.068 0.147 0.416
PL 0.085 0.034 0.025 0.158

xxx: p<0,01, *x: p<0.05, *: p<0.1
<Note>
Number of bootstrap samples for bias corrected bootstrap confidence intervals: 10,000, IV
= independent variable, DV = dependent variable, MV = mediating variable, DE = Direct
effect, SE = Standard error, LLCI = Lower limit confidence interval, ULCI = Upper limit
confidence interval, IE = Indirect effect, Boot SE = bootstrap standard error, Boot LLCI
= bootstrap lower limit confidence interval, Boot ULCI = bootstrap upper limit confidence
interval, PR(Post class Rational Experience): S F O0|MA ZAE, PE(Post class
Emotional Experience): LS ¥ ZIA A AE, PL(Post Class Relational Experience): IS F
LA™ AY, cS(Customer Satisfaction): 1ZH0FE, RI(Re—use Intention): XO[& 9=,
PW(Word of Mouth): THM&Z, Q0L(Quality of Life): 4f2 A&l
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<E V-20> ‘2S $ AAFUY FHSY 2 NFSY Y 2ADE o o4 2y
IV DV MV DE SE t-value p—value LLCI UCLI
PR -0.019 0.042 -0.463 0.644 -0.102 0.063
PE PW 0.169 0.060 2.795 *% 0.050 0.287
PL 0.088 0.055 1.607 0.109 -0.020 0.197
wooow owm B ot Bent
PR 0.066 0.038 -0.001 0.149
PE PW cs 0. 406 0.064 0.283 0.533
PL 0.124 0.491 0.321 0.226

xxx: p<0,01, *x: p<0.05, *: p<0.1
<Note>
Number of bootstrap samples for bias corrected bootstrap confidence intervals: 10,000,
IV = independent variable, DV = dependent variable, MV = mediating variable, DE = Direct
effect, SE = Standard error, LLCI = Lower limit confidence interval, ULCI = Upper limit
confidence interval, IE = Indirect effect, Boot SE = bootstrap standard error, Boot LLCI
= bootstrap lower limit confidence interval, Boot ULCI = bootstrap upper limit
confidence interval, PR(Post class Rational Experience): IS § 0|AA ZAE, PE(Post
class Emotional Experience): TS § zZIAM{XA ZAE, PL(Post Class Relational Experience):
28 T 2AF AE, cS(Customer Satisfaction): 1ZYT+E, RI(Re-use Intention): X{0|&
O|=, PW(Word of Mouth): FM&S I, QOL(Quality of Life): 42| &l
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<E V25 IS F AAPUD Aol M 7t NYEY U 2ADHE o7 & 24
IV DV MV DE SE t-value p—value LLCI UCLI
PR 0.158 0.054 2.938 *x 0.052 0.265
PE QOL 0.078 0.078 1.003 0.316 -0.075 0.230
PL 0.312 0.071 4.416 xR 0.173 0.451
vooow oW m Boot Dot
PR 0.029 0.021 -0.001 0.080
PE QOL cs 0.176 0.067 0.037 0.300
PL 0.054 0.030 0. 006 0.122

xxx: p<0,01, *x: p<0.05, *: p<0.1
<Note>
Number of bootstrap samples for bias corrected bootstrap confidence intervals: 10,000, IV
= independent variable, DV = dependent variable, MV = mediating variable, DE = Direct
effect, SE = Standard error, LLCI = Lower limit confidence interval, ULCI = Upper limit
confidence interval, IE = Indirect effect, Boot SE = bootstrap standard error, Boot LLCI
= bootstrap lower limit confidence interval, Boot ULCI = bootstrap upper limit confidence
interval, PR(Post class Rational Experience): S F O0|MA ZAE, PE(Post class
Emotional Experience): LS ¥ ZIA A AE, PL(Post Class Relational Experience): IS F
LA™ AY, cS(Customer Satisfaction): 1ZH0FE, RI(Re—use Intention): XO[& 9=,
PW(Word of Mouth): THM&Z, Q0L(Quality of Life): 4f2 A&l
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<IE V-26> 215 AlE H a2 FE 2y s HE Fe
IV DV DE SE t-value LLCI UCLI Result
BR 0.192 0.074 2.598x%x 0.047 0.337 accept
BE RI 0.115 0.066 1.752 -0.014 0.244 reject
BL 0.014 0.066 0.208 -0.116 0.144 reject
BR -0. 465 0.085 -0.721 -0.174 0.080 reject
BE PW 0.174 0.058 3.023%x 0.061 0.287 accept
BL 0.163 0.058 2. 824xx 0.050 0.277 accept
BR 0.424 0.085 4. 978%xx 0.256 0.591 accept
BE QOL 0.185 0.076 2, 443x%x 0.036 0.334 accept
BL -0.068 0.076 -0.888 -0.218 0.082 reject
DR 0.256 0.055 4. 656%xx 0.148 0.364 accept
DE RI 0.173 0.070 2. 469% 0.035 0.311 accept
DL 0.100 0.063 0.159 -0.114 0.134 reject
DR 0.141 0.049 2.861x%x 0.044 0.238 accept
DE PW 0.229 0.063 3.637xxx 0.105 0.352 accept
DL -0.031 0.057 -0.550 -0.142 0.080 reject
DR 0.268 0.066 4. 043%xx 0.138 0.398 accept
DE QOL 0.120 0.085 1.420 -0.046 0.286 reject
DL 0.158 0.076 2.076% 0.008 0.307 accept
PR 0.110 0.045 2.421x% 0.021 0.199 accept
PE RI 0.236 0.085 3.632%xx 0.108 0.364 accept
PL 0.146 0.059 2.464x% 0.030 0.263 accept
PR -0.019 0.042 -0.463 -0.102 0.063 reject
PE PW 0.169 0.0860 2., 795%x 0.050 0.287 accept
PL 0.088 0.055 1.607 -0.020 0.197 reject
PR 0.158 0.054 2,938x%x 0.052 0.265 accept
PE QOL 0.078 0.078 1.003 -0.075 0.230 reject
PL 0.312 0.071 4.416%xx 0.173 0.451 accept
xxx: p<0,001, **: P<0.01, *: p<0.05
<Note>

Number of bootstrap samples for bias corrected bootstrap confidence intervals: 10,000, IV
= independent variable, DV = dependent variable, MV = mediating variable, DE = Direct
effect, SE = Standard error, LLCI = Lower limit confidence interval, ULCI = Upper limit
confidence interval, BR(Before class Rational Experience): IS & O0|M=X ZAE, BE(Before
class Emotional Experience): S XN ZIAM & ZAE, BL(Before Class Relational Experience):
25 M #AX AY,DR(During class Rational Experience): IS &= O|MA ZAE, DE(During
class Emotional Experience): S & ZAM & ZAE, DL(During Class Relational Experience):
1€ = HHAX ZAE, PR(Post class Rational Experience): IS ¥ 0[A A ZAE, PE(Post
class Emotional Experience): ZS § ZIM A AT, PL(Post Class Relational Experience):
18 § #HAXE AE, cS(Customer Satisfaction): LZHOFE RI(Re-use Intention): 0|2 2
&, PW(Word of Mouth): X &2}, QOL(Quality of Life): &f2¢| &l
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<E N-27> AABEZ A B 53 A5 Fa

Boot Boot

IV DV MV IE Boot SE LLCI UCLI Result
BR 0.172 0.062 0. 060 0.299 accept
BE RI 0.189 0.053 0.095 0.300 accept
BL 0.193 0.050 0.101 0.299 accept
BR 0.179 0. 065 0.062 0.315 accept
BE PW 0.197 0.054 0.097 0.309 accept
BL 0.201 0.052 0.107 0.312 accept
BR 0.087 0.045 0.015 0.187 accept
BE QOL 0.095 0.044 0.022 0.194 accept
BL 0.097 0.037 0.029 0.176 accept
DR 0.120 0.032 0.063 0.189 accept
DE RI 0.267 0.059 0.157 0.388 accept
DL 0.119 0.031 0.062 0.183 accept
DR 0.139 0.036 0.076 0.214 accept
DE PW CcS 0.309 0.058 0.200 0.427 accept
DL 0.138 0.036 0.070 0.212 accept
DR 0.067 0.030 0.012 0.132 accept
DE QOL 0.148 0.061 0.031 0.271 accept
DL 0. 066 0.032 0.012 0.137 accept
PR 0.454 0.026 0.000 0.102 accept
PE RI 0.280 0.068 0.147 0.416 accept
PL 0.085 0.034 0.025 0.158 accept
PR 0. 066 0.038 -0.001 0.149 accept
PE PW 0.406 0.0864 0.283 0.533 accept
PL 0.124 0.491 0.321 0.226 accept
PR 0.029 0.021 -0.001 0.080 accept
PE QOL 0.176 0.067 0.037 0.300 accept
PL 0.054 0.030 0. 006 0.122 accept
wex: p<0,01, *=x: p<0.05, *: p<0.1
<Note>

Number of bootstrap samples for bias corrected bootstrap confidence intervals: 10,000, IE
= Indirect effect, Boot SE = bootstrap standard error, Boot LLCI = bootstrap lower limit
confidence interval, Boot ULCI = bootstrap upper limit confidence interval, BR(Before
class Rational Experience): IS X O|MZX ZHAE, BE(Before class Emotional Experience):
25 ™M ZAMA ZAE, BL(Before Class Relational Experience): S XN ZAA &
S, DR(During class Rational Experience): TS & O[AMA ZAE, DE(During class Emotional
Experience): 1§ & ZAM & ZAE, DL(During Class Relational Experience): IS = HAA
AE, PR(Post class Rational Experience): IS § 0|AX ZAE, PE(Post class Emotional

Experience): 1S § ZAMA ZAE, PL(Post Class Relational Experience): IS F HAA
AE, cS(Customer Satisfaction): 1ZHDHE RI(Re—use Intention): AO|& 2=, PW(Word of
Mouth): M Z 2, QOL(Quality of Life): &f2| A
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(Lee, Sirgy, Grace and Chalamon, 2015)

(1) ‘25 A’ A4S A Y 23 HF
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yv+B3 - BE+B4 - BE_Dummy+B5 * BL+£6 - BL_Dummy+el 2]
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2 ey o

‘2

<}E IV-29>

Coeff t-value

Standardized

Cs

DV

0.333

BR

—1.963*x

-0.108

BR_Dummy

0.353

BE

IV

-0.645

-0.038

BE_Dummy

0.259

BL

1.134

0.065

BL_Dummy

<Note>
IV

clagss Rational

BR(Before

BE(Before class Emotional Experience):

dependent variable,

DV
=2
=

independent variable,

a8 ® 2y

a5 ® oldy &4

, BL(Before Class Relational Experience):

Experience):

3

=2
=

25 ® 2AH F

=2
=
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Az MYy 2% FF

K

W& F wAwEe wuAA4 an AFS wAWF-p0+El-DR B2 -
DR_Dummy+B3 - DE+B4 - DE_Dummy+85 - DL+£36 - DL_Dummy+el 24 &
el A=A ws F oA AP H uS T o)A AFY on] W, ws
T A A % us T AAEA AP gu W, aga a5 A4 A
W% oag F wAd AYe dudsl ud 95 v 4P selat]
dall vl A Ay, ws Fo oA A, A AY B wAH B9
o] BE fu gL uARtSo B A S THAA Ee Aew FRlHAT
<E V-30> ‘A 5 AR HOYY AS
Standardized
DV CcSs Coeff t-value
DR 0.249 4, 393%xx
DR_Dummy -0.024 -0.463
DE 0.524 8. 523%xx
Iv
DE_Dummy -0.041 -0.817
DL 0.264 4. 261 %%x
DL_Dummy -0.048 -0.893
wxx: p<0.001, *x: p<0.01, *: p<0.05
<Note>
IV = independent variable, DV = dependent variable, DR(During class Rational

Experience): IS & 0|MA AY, DE(During class Emotional Experience): IS = ZIAMH

a9,

DL(During Class Relational Experience): IS &= #HAX FH
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3) ‘1S B AT HYHAY &9 AF

s T mARFHe vUAAd g3 HITS LANE=p0+B1 - PR+B2 -
PR_Dummy+B3 - PE+B4 - PE_Dummy+85 - PL+36 - PL_Dummy+el $2]< %3
AdEEAT WS F o] Ay A

W% F ool4H AP vl WE, wE F
44H A9 2 wg F oadd 49 g we agn wg F oaA 39

= o 1 [¢]
% WS FoAd A9 uEsst nA gl nXe 93L shepats) 9

S thEaA B A, wE Fo A4H ¥ GrlusE 5% A 5
=
-

A mARE Fod JFS vAE Ao eyt WA mf Fol o]4H
AR BAH FPel dr) wrs AR felnaA 2 Aow vek
o ool2 Fo W% ¥ A4H A@wel RAH gAY aNe 2e ANE
Q5T
<E V31 ‘a§ § aA40kx9 HdEY AHS
Standardized
DV CS Coeff t-value
PR 0.052 0.959
PR_Dummy 0.085 1.758%
PE 0.697 11.966%*x
v
PE_Dummy -0.114 —2.282%x
PL 0.191 3.018%xx
PL_Dummy -0.008 -0.151
wxx: p<0,001, *x: p<0.01, *: p<0.05
<Note>

IV = independent variable, DV = dependent variable, PR(Post class Rational Experience):

218 F o|M=x ZHY, PE(Post class Emotional Experience): S ¥ ZIAMXN ZAFH, PL(Post
Class Relational Experience): 1S F AN Y
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Abstract

The Effect of Customer Experience
on Organizational and Individual Performance
in Education Service Encounter

Jihyeon Yang
Dept. of Business Administration

The Graduate School of Jeju National University

The definition of education has evolved over a long time. As the notion of
education changes frequently, it is hard to define it as a word. However, the
importance of education has continually emerged independent of the
generation. Education is a natural phenomenon in human life, and it is
important in terms of individual development, social development, basic human
activities, and the driving force that makes man human. As a matter of fact,
since Individual, cultural, social, national, and economic growth can be
promoted through education, modern society has favored educated people,
which has led to rapid growth in the field of education services. In addition,
as a paradigm of education using various media and tools is presented, the
educational service is expected to change and cultivate new forms and
various fields compared to existing educational programs; thus new service
managements strategy are needed.

This study aims to understand the service quality of educational services.
In particular, the point of providing education services was divided into three
parts: 'before education — during education — post education’. The

classification of customer experiences provided in each case has been divided
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into 'rational, emotional and relational experiences’.

This study defines service processes, service blueprints, customer
experience, customer satisfaction, re-visit intention, positive word of mouth,
quality of life, and asymmetric effects based on previous researches, and
establishes research models and hypotheses. Following this, on the basis of
the survey questionnaire, which ensured the reliability and validity of studies,
the researcher used questionnaires on 348 subjects, who had participated in
paid education programs offline for two weeks using Amazon's Mturk. After
that, an analysis was conducted using the Smart PLS 3.0 and SPSS 22.0
statistical programs.

The results of this research are summarized below.

First, all customer experiences at every point were found to have a positive
(+) effect on customer satisfaction.

Second, customer satisfaction at every point was found to have a positive
(+) impact on reuse intent.

Third, customer satisfaction at every point was found to have a positive (+)
effect on positive word of mouth.

Fourth, customer satisfaction at each stage was seen to have a positive (+)
effect on quality of life.

Fifth, customer satisfaction was found to play a mediation role in the
relationship between re-visit intention and customer experience.

Sixth, customer satisfaction was found to play a mediation role in the
relationship between word of mouth and customer experience.

Seventh, customer satisfaction was found to mediate the relationship
between quality of life and customer experience.

The theoretical implications of this research are suggested as follows: first,
this study can halp to improve quality of service in educational service field.
Second, the education program was put in place through personal experience,

which has a significant impact on quality of life. Third, the experience of
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different customer satisfaction and business performance can be increased in
the service field.

The practical implications of research can be summarized as follows: first,
based on active interaction with customers, customer experience in the
education service field will be able to develop an effective education
marketing strategy through the formation of a relationship between re-visit
intention and positive word of mouth. Second, it is expected to contribute to
improving the quality of service by verifying the asymmetric impact of the
client experience when providing education services based on customer
satisfaction. Third, this research was prepared to get business insights and
performance by suggesting customer experience management.

The limitation of the research as follows: first, this research suggests it is
difficult to generalize - with a sample to 65.2% of men and 79.3% of 20-39
yvears of age, it is hard to standardize the results to all customers. Second,
only three of the various dimensions of the customer experience were chosen
and wused, and short-term educational participation was unsuitable for
long—term improvement. It is suggested that research design in large areas

through access to diverse perspectives can produce significant results.

Keywords: Customer Experience, Rational Experience, Emotional Experience,
Relational Experience, Customer Satisfaction, Reuse Intention,

Word of Mouth, Asymmetric Effect, Education Service
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[Experience of taKing paid-offline educational program]

The purpose of this survey is to find out “attitudes of paid-offline education
participants”. This survey is an anonymous survey for academic research,

and promises to be used only for academic research purposes.

Please note that, this survey should be conducted by people who had participated
"PAID-OFFLINE EDUCATION PROGRAM” at least once.

Total 48 multiple questions will be given and

approximately 20 minutes takKes to finish this survey.
It is just simple questions about your educational experiences.
Thank you for your corporation.

JEJU National University
— Jihyeon Yang —

01

.Your gender

[] Male
[] Female

02. Your age

(] 10-19
[] 20-29
[] 30-39
[] 40-49
[ ] 50-59
[] Over 60s

03. Educational background

[] Attending in high school
[] Graduate from high school

[ ] Attending in college/university

[] Bachelor's degree

[] Master’'s degree

[ ] Doctor’'s degree
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04 . Your monthly income

[] Less than $2, 000
[] $2, 000-$3, 000
[ ] $3, 000-$4, 000
[ ] $4,000-$5, 000
[] More than $5, 000

05. How many times a year do you participate in ’'the paid offline

education program’?

(11
(]2
(13
(14
(15

06. Which educational institution do you usually use?

[l Academy

[] College/University (not regular lecture)
[] Specialized Institution

[ ] Local community center

[ ] Vocational training center

[] etc.

07. What is the purpose of taking 'the paid offline education program’?

[] For employment
[] Just interest
[] For Leisure

[] To improve individual capabilities

[] etc.

. Life Satisfaction(Quality of Life) <Extremely unhappy / Extremely happy—

08. How satisfied are you at the moment overall with
your life?

09. All things considered, how happy would you say you
are at the moment?
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M Before taking class - Rational Experience

<Strongly disag

ree / Strongly agree—

10. Before taking class, The institution offered
educational programs that reflected the needs of
customers.

11. Before taking class, The curriculum of the
educational program at the institution was well
organized.

12. Before taking class, Customer education
information was systematically provided by the
institution.

13. Before taking class, Customers were able to
inquire and request services related to educational
programs.

B Before taking class - Emotional Experience

<Strongly disagree / Strongly agree—

14. Before taKing class, Institutional environments
(facilities, lecture halls, employees, instructors,
etc.) were comfortable.

15. Before taKing class, institutional environments
are comfortable.

16. Before takKing class, I enjoyed institutional
environments.

Bl Before taking class — Relational Experience

<Strongly disagree / Strongly agree—

17. Before takKing class, I was looKing forward to the
educational program.

18. Before taking class, The employees and instructors
of educational institutions welcomed the customers
Kindly.

19. Before taking class, Employees and instructors of
educational institutions offered information about
the program in a friendly manner.

20. Before taking class, The employees and instructors
of educational institutions responded to the
customers with consideration and interest.

M During taking class - Rational Experience

<Strongly disag

ree / Strongly agree—

21. During taking class, Institutions and instructors
conduct student management based on the
characteristics of individual students.
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22. During taKing class, Program operation (allocating

education time, providing enough information, 1 2 3 1 5
answering questions, etc.) were conducted
systematically.

23. During taking class, Educational institutions and
instructors provided students with inquiries and | 1 2 3 4 5
requests for services.

. During tal(ing class - Emotional Experience <Strongly disagree / Strongly agree—

24, During takKing class, Employees, instructors, and
students at educational institutions were friendly | 1 2 3 4 5
and helpful.

25, During taking class, Classes were interesting. 1 2 3 4 5

26, During takKing class, It 1is expected that
educational programs will cultivate knowledge in the | 1 2 3 4 5
desired field.

. During tal(ing class - Relational Experience <Strongly disagree / Strongly agree—
27, During taking class, instructors were Kind. 1 2 3 4 5
28, During taking class, instructors were friendly. 1 2 3 4 5

29, During takKing class, instructors guided with
consideration and interest.

. POSt(After tal(ing claSS) — Rational Experience <Strongly disagree / Strongly agree—

30. After taKing class, Surveys and opinions from
students were used to improve the program.

31. After taking «class, Students’ feedback was
actively incorporated.

32, After taking class, Institutions and instructors

provided systematic follow-up management 1 2 3 1 5
(inquiries/responses, 1links to related courses,
etc. ).

. POSt(After tal(ing claSS) — Emotional Experience <Strongly disagree / Strongly agree—

33, After taking class, Rather than feeling burdened,
I completed the educational program comfortably.

34, After taking class, It gave me great pleasure to
complete the program.

35, After taking class, Further educational programs
will be expected in the future.
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. POSt(After tal(ing ClaSS) — Relational Experience <Strongly disagree / Strongly agree—

36. After taking class, Hospitality was provided by

. . . . . 1 2 3 4 5

educational institution employees and instructors.

37. After taking class, Information regarding future
programs was provided by employees and instructors | 1 2 3 4 5
of educational institutions with familiarity.

38. After takKing class, Employees and instructors of 1 2 3 1 5
educational institutions were considerate.

. Customer Satisfaction <Strongly disagree / Strongly agree—

39. Staff and instructors at the educational 1 2 3 1 5
institution responded satisfactorily.

40. It was as good or better as I expected after 1 2 3 1 5
taking the educational program.

41, I was satisfied with my decision to take the 1 2 3 1 5
educational program.

42, Overall, It was satisfied. 1 2 3 4 5

. Re—visit Intention <Strongly disagree / Strongly agree—

43, T would like to taKe part again in the educational 1 2 3 1 5
program at the same institution I attended.

44, I would like to visit the same educational 1 2 3 1 5
institution again.

45 Next time, I will participate in the program
offered by the same institution, not one offered by | 1 2 3 4 5
another.

. Word of Mouth <Strongly disagree / Strongly agree—

46, I will recommend the educational programgs I have 1 2 3 1 5
been involved with to those around me.

47, T will actively talk to people around me about the 1 2 3 1 5
good points of the institutions I participated in.

48, I recommend the programs of the institutions I 1 2 3 1 5

have been involved with to the people around me.
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