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. AsAF

Ganesan (1994)2 7128448 A1 Kelley and Thibaut (1978)8] A2 <1-&6}]
“amdRte] AR RS Wi o] A} 5 AArt A|H R LRt A o] <ol
2 AeR oqE e Ayl FdooEAdd digh 14 olgka Holstdth gk o
FTEAG A 2 AR 2 2dE AlEleh oEolzta Shith. Kalwani and
Narayandas (1995)= “%712Q #Alol d+= ¥5dA= AHE HWA S AHEste] 2
Aol Al MU ~E ATt FA o, vk g ] eo 22 9o Hjg-= A
SAog Z9oaH ¢ B 5 gt a stk ol ek A
DA} H|Rpe] A A Hlojnt | o= & W AR &
A5 sl sl mlHe] BFE 7Idst

= el
= 7YY e mger do= ts WAer] 98 gL Eafnlgol 2 HH

T
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©
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TAbl et = olE 4714 #A A3 (Long-term Relationship Orientation)’ © =
g}l B Ao AF 224 A7) x84 (Long-term Orientation, LTO) 2] 7dS =
Wxa7Igel A-eke] AaAlelA Fiiedl dial ztA He 471A BAE A5k
7t sk AdEelgtal olstes gt

2.1.1 H7|xgy 2z

—

20179 o] F Iule] ArIX g AR T Ao AFgS A& BH AA 371
A2 TR 2 4k AA, Mu|AZAy) By =Rog 7E AU AE
A& ell mx|= g gl A3 Ulgoltt. o] %
"3} (2017), 7734 (2018) &<
H 7dol A71A &

3 : T2
742 (2018), AulA] (2018), AFA (2018), oIFZ (2019) 5o] Utk AA, 218z A
245, AruAeld, 384 T4 7IE Jidel IRl niAle Gl BHE =%
ojth. o] Holse AFH AFEE £43 (2017), AT (2017), FI4! (2018), &1

(2018), &A% (2019), T4
A9 A7NA G B ASATFS el B4 A3, dHEAQ] AFAEFE A7IA
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<E 1> V(R Y AFHE
ks IHER ATEEF
e = B 3
A, dATH o E, AlE, =Y 4
MBI ADEE, dAaE, T T 6

2.2 FurZH(D2B)AH|AE

2.2.1 SSTOIAE(B2G)

HI A7 B2C) 2 vl sk B ol A AR A1 A1 71 (B2B)S] A{H] 2ol thgh &
t}. Boyt and Harvey (1997)& “AH] ZH"] o] Mu| e FEA, o]
g i"é‘“ T SHIAARH fFARE 542 7R A dvkral Fgskdeh v, e

; b

1

ol
i d 5
d (2011 “AH] =9 ER/E B3l @t A A MM awE AlFShe ATko] ofy e} 3
A, 2195848 2, 31, A4 53 22 A& AHl2ER AIAAI73(B2B) AH]
N
B
E_I.

O

o EET e, AAANAZB2B)S] AMH| e 2HIAHAGB0) Eot 84 H
Fsta theket e vekdtta sk ol APATES g HFT AvE
o2 Fujat= AIFAVE T AFRLE B2 Fujste AL el 4m]
AAEB2C) 2 AFA A B2B) S el Skt
Sekerin et al. (2014)E &3 TUAI A B2G)S w7t2A o] =7k 835 FHA1717] 9
3l WA o Aozl I Aate] mel AFS Fulste AR Gt FFTl
A% B2G) AB1 e AAFAAZHB2B) 2 fAFSHAIRE, R e dart Jtka sk
=3

2.2.2 TUXREAFE(D2B)

Z(procurement)©| &, “AA|FA| 7} 19 7]eS FH] flst] 282 = Al A
A, 221 A, 89 5= AF T F e 22 Y(source of supply)oll A Z o3
Aot A|Zre|| g 5o 2N AAFA Y S5 A ste e et FIAIES
g ol FR7IFAME FFTAIZB2G)H FTE2AHG2B) ot RFHoR
sl itk IRrZP(Defense Procurement)s F3ZEA|AH(G2B)IA A E = F5
AN QR oh= B R g AR, FEjvete] A5 771l U

ofN rlot
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ARIA A 22E Feta o, bFFFul(GeB)A A S| Yste] 3z
o o

2AZHD2B) o)zt 38

2.2.3 SL=Z(D2B)ME|AER

v A R F 3] (AMA)A A = AH] 20l tigk F o & “AlF A S 8] AF=AY &
o] FEAo g AFH = A9, WY, wErojgta Agom Aot G stlM =
e ~9] FoEA o7 “Tg X (Intangibility), 2B AJ(Perishability), ©]Z4J(Heterogeneity),
1] 3-2] A (Inseparability)”2} A3t Q) Th

Mu) o] EZo] 3 Hol= Gronroos (1984)7F AMB]| AFEAS «7] %2 &4 (technical
quality)’#} “7]%5% &2 (functional-quality)” 2 -3} T} Parasuraman et al. (1988)< 7}
BA o] opd FHA FH| oA, LuAtd o Azt Mu|~FA R A o5t
I HZ 100 ALe Fast] FA, AEA, WA, FIA, 3R Sl Ao R

TEE Mu|A~FASE ZHstE HE9 SERVQUALS Algter wh Sl ol

SERVQUAL & 3& Agat5o] o8 & v AAIB20)2 A QA1 ZH(B20)2] +
B Qlo] Mul~Ed e =ste Z4o s de AlgEojskont A AAIZH(B2B)S] A H]

252 FHslde AAA Fate Al £ A7I7F el ke, ol s,

2012).

(1) B-SERVQUAL

B-SERVQUALL 3Hg3l, o] zol <& 7idd B2BAIA S Mu|~E2d S =3t &
ZolthAAAA, 2018). MR, o] 5 (2012)= A AAIAB2B)Y] A H| ~FEAS =3 s}
£ X9l B-SERVQUALS #|¢kshH “Gronroos (1984)2] Au]~Z2
and Kock(1995)7} A|¢k3t g2 & 7|2 o7 3dlo] & o FA|Ao| A Au|~F2
S Hrleted  nddEeE ARES 23 AMu|aEFAAErgtn At
B-SERVQUALS ZAIAEF4, 7«34, 448454, 54, H)d54e s7i A
Ao Hdaosrw FAYEY B-SERVQUALS FASH:E 57 A2l W= i3t Feol=
oleff <3 2>¢ #th

fol
B
(o,
i)
T
=N
=h
5

<¥ 2> B-SERVQUAL2| 57X| &}

T % o
AR EA =44 H8H4 A

ZNEAEL AAZEE 72 L gagols o A&AQl A YAH]~e] 2
e ol ed B ¢z asre 39

FHEEA FeAgel g JHAA A4 Mulx dd s o] Al
i A a4 H e A
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) FZ A FHG2B)e] AB]~ZHA

774 (2018) B-SERVQUAL® did “7]& B2B HEE2 HAEAB]A JHd HS5
= o, B-SERVQUALS A 2 gt ol g} A2 A 7F Al g-she 71 Av 2~
£ xFste] oy f3o] dvEez RE mud ASH Mgl 34 A= g
3 Frkete FFT(G2BAIY] MUl AFEE S ste A=) EEA Eadthe

3}

olfE Y, olAZ (2012)7} /RS B2BAH| AE A H =<9l B-SERVQUALS &
o FFTFuiAIHG2B)S] Bl ~FH S S e vt Sl

(3) =HEEA(D2B)e] AMu|~EA

okehe Hold 4

SHEDAFD2B)S AkEH =] SA7F I3 ddd £ He
zpol7b QA& W AFR Y, FAANAA, AGEA T JFEAG AlaE SHAAE FF
Z2A(G2B) Y BLE EAL zha glvh w3 JFFa el A Ak dE
v AT GFEA dte] “q AR EA] A8 (www.d2b.go kr) = B3 HlUIH o=
ojFoixmg Zwzdr|¢doe] T VRO R AFHe Aus FIL fRE
FHAAZGA 28 S ALgsln @Agitia & 42 Qi) o]2f3h Mo Foksle] B A
iR AEE” & 5] 98 g Au|zo] 2ev]de] IR EA
2®H AL E x3A7In HEEA A8 (2018)9] ATt Zo] B-SERVQUALS
A&k T

. a7+
3.1 A=

A9 2EL B-SERVQUALS A= 5714 2k F4& A7 dig
Z4zke] SR ARt Mu|AFAS PAshe k9 A S ojud 8Rlo] A
Aol o FREG 210A] FRlste] AFAR A S EEdhE Ao 542 T
t} o]2 98] #H HAPATES vl e ® B-SERVQUALY| 571 ALES SgdHsR
T/t FEATE PIAF S AFomA o5 W o WAE FAHCE ¢
Atz ok ATFRG L ofgle] <ad 1> Zrh
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%ﬂ&%ﬂliﬂ% ZgrIgle] SpzeA e 2ol tg A2
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FANd =44 49 FREF(ED)
AASEAEQ GED)
2979 gz sd g | IEHEAIQ G

TR HEEY
AAA L FEHALRDB) AT = 52 S)Ate] £ 7104?‘5&\:}.
£q 2 %H{%jX}EE(DZB) R 2 S|Abe] Aol Zgo] Hrt.
(EQ] 3. TRAAZDIB) ARl = FAwEow Qlg) Wshe w8 gtel] =gl Hrh
4. THAAZEYDB) YR = 2] sAte] mjEo] 7o
L L EBRAAEEOB)E £ St TleH o A AHAg Algdth
715X o SUAAZZDB)E ALH Q] My =g it
%@ 3. TRAEY(D2B)S Held HEIES Algdth
[TQ] @ =EHAEE M) Yol #eg vimdoly 7]=4<l E* ﬂ%?‘&
5. TAHAZE(D2B)S Y] #Hg A E&HQ] agel= ‘;‘ a4 —% xﬂ*lf?lv‘r.
L 8713, 8, 24 & 9)E 7I9ES dstey °‘°W T8 72 gith
2. f&ﬂj&(ﬂ#}{é, SN 7 2 5 Muls B FEA T JM g s
P ) I%ﬂ:&(‘ﬂ{&{%, E.LHJ-:—, 7t —‘5)—8— HEZRE A Lrﬂ a}Al 2 whols<lt),
POl “la. Ifl’&(ﬁ"”?’ S ZF o 5)S 5] 3Abe] A AH| s ﬂl”ﬂt}
5. TE7IHCIAA, A, 2 7 5)o] 8 SAke] 845 ol EQith
6. TEIVHCIAA, A, ZF 7 5)o] 2] SlAte] @ pALge] AE 7]e<lth
1. £ 27TRCP, S, 7# T 5)e Aol sttt
e L T S7UCBA, R, 7t 5)E Ao I Fold £ IES Au|AS AlFdth
AR, T—8—7] A, 7—.‘ T 5 ygF Z.Méix}% Tt
F4 B B, SR, 4 7 5 3 9EEd S 2 AR
Q] W ?PJl FHOAH, 20, 4 7 5 2L AN e 3 v‘i‘—“éé}i g sttt
5. TEZIHCIAA, 2 7 S)o] 8she R Aae B &
L A= D‘(D2B) yAAA Pr 01 | Azt
HolZA . %3 e FdAAZZ(D2B)o] Tkt Wi o2 Ao Jlssith
[CQl PB. FElsAte %“Wx} (D2B) Lk ?‘04 7b 43 w=c
4. 2] 3| A= T Al A 42} 9(D2B) UF 37} 7hEsith
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3.4 2/ 9 AEFA

B dAqe guxgrIde A 9 vx e Fuxd

<371 s 2022 99 @A SEAAEEA 2" S5

JF FEAE ZAMIAE AT

202213 9€HH 102 71A] <F 271 7t googles 3 QAEUAE "4 o

o e AES st Aoz AT AN F 3,000 5 993
A

a2 B9 o] = B4 Stk B2 Alelal 937 Suhe B AbEShAT)

it
-
=

3]
ool

Lo

9 227198 @A 939 o] ™, SPSS22 =

S 5
2L )83 WREAE $AL A3k Gl FoAD 719l 36k AR,
& I el A AR ¥

67871 7199 & AFALAAAH I LDAD 8270(12%), Lo 22719 (=3 ¥94D 5967“(88%)
9 HE&S Ve glenz B AFo FEo or T 2GS gty B 4
gtk w3 eutate] ZRAHL B g 3-59 ol ZHI St AA &
gA9 71%m e Aea el A $del W84 B dusar

3k = ) FEo dutd EAL ol <E 63 #r)
<% 6> mEo| ety EM
e [ ] &%)
EHE 4 43
MEEEY =279 86 92.5
_‘?‘% 3 3.2
AZCEAA) 3 32
A 2T A) 72 774
ol 7 7.5
A =] 6 6,5
71EF 3 33
] 2 2.2
573 vt 9 9.7
5~103 v IS 16.1
10~507 W] gk 46 49.5
e

1t 50~1000 17t 11 11.8
1008 o]’ 10 10.8
Do 2 22
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A= 2 22
SHA Zol/d)al 6 6.5
AF R T R Tt e 36 38.7
AdLF ol 49 52.7
1d m|gk 7 7.5
134 15 16.1

G2 IS
° 35 30 323

5748

5~10%d || vk 17 28.3
106 o] A 24 25.8

V. d+23}

ATEde A T2 FE5 A7l YA GPower T2 1S AFE-SE] FA %
A EAR AZY 80% FIHEI Z7] 0.15, FIFE 5%(@=0.05)4 HALEEA] 7}
9270Q1 Ao 2 yehgtt. webx 2 dATte] fEFEC| 93lola HA i A7) 7} 9270
J AE 18l u] SmartPLSE ©] &3 FAEA F|7) gle Aoz dAddEn ot
B AfoA ALgsHE SHYEEC] 2l B
T B Eel A% A 9s) SPSSEA

Stk qaA 2R Ave <E 753

Rotation component matrixa
Components
1 2 3 4 5 6

1Q3 .848 175 .239 211 .180 .085
1Q5 813 237 244 202 .199 114
1Q7 .786 242 176 225 307 .183
1Q6 .766 316 338 124 229 167
1Q1 725 .063 .394 .128 269 112
LTOS .158 .804 171 237 164 182
LTO4 215 .802 153 .067 .063 280
LTO6 267 761 .190 261 124 213
LTO3 .094 727 151 263 352 -.049
LTO2 .198 .701 .068 326 348 -125
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EQ2 0.954 0.910
EQ3 0.850 0.723
EQ4 0.885 0.783
TQI 0.893 0.797
TQ2 0.893 0.797
TQ TQ3 0.934 0.872 0.822
TQ4 0.913 0.834
TQS 0.898 0.806
101 0.871 0.759
103 0.941 0.885
1Q 1Q5 0.931 0.867 0.854
106 0.942 0.887
1Q7 0.933 0.870
LTO2 0.839 0.704
LTO3 0.850 0.723
LTO LTO4 0.838 0.702 0.744
LTOS 0.893 0.797
LTO6 0.891 0.794
PQ2 0.871 0.759
PQ3 0.902 0.814
PQ PQ4 0.867 0.752 0763
PQS 0.854 0.729
cQ2 0.905 0.819
Q3 0.941 0.885 0.804
«Q CQ4 0.841 0.707
4272 WA dotM Alzlx HoF Zof
WA A4 AE = Grt A3 ofgf <iFE >0 #Zo] Qo ¢ Stk AEutst ¢t
tho A, CR@O] B QA9 07010l 22 RE NS B U4 Aoy Hes

AMElE "Hotdnt

Internal consistency reliability
Construct Cronbach's Alpha tho A Composite Reliability
0.60 ~0.90 >0.70 0.60 ~0.90
CQ 0.876 0.879 0.925
EQ 0.928 0.933 0.949
1Q 0.957 0.960 0.967
LTO 0.914 0.918 0.936
PQ 0.897 0.898 0.928
TQ 0.946 0.947 0.958
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4.2.3 EHEElE T EotZn

HHEld =] W7F= Fornell-Larcker”| 5, A2 AIX], HIMTS] Al 7FA 2 FRH T}

Fornell-Larcker’| F& &3t WHEIE ] H7/H2 7= o] < 10> 2tk A
A 7F ABRA FA 7P =S AL TQUIEAER)T 1035 AEER) tew
0.7480]t}. o] FLETE AVEA|F gro] ABE A 3t g es SyEdrta

= T Atk

¢

cQ EQ 1Q LTO PQ TQ
CQ 0.896

EQ 0.702 0.908

1Q 0.696 0.597 0.924
LTO 0.625 0.662 0.569 0.863

PQ 0.708 0.616 0.723 0.610 0.874

TQ 0.764 0.772 0.748 0.598 0.684 0.906

WAA A o] FrHd e <E 11>3 o] AARSER dste e ST E0

= Ao nz ddEdEr}t gRY Aow & 5 gk

<E 11> WA A grEn

cQ EQ 1Q LTO PQ TQ
cQ2 0.906 0.610 0.615 0.539 0.601 0.727
cQ3 0.941 0.660 0.641 0.561 0.726 0.715
CcQ4 0.841 0.617 0.614 0.580 0.571 0.611
EQl 0.583 0.939 0.537 0.635 0.540 0.673
EQ2 0.690 0.953 0.587 0.669 0.608 0.721
EQ3 0.562 0.850 0.510 0.538 0.467 0.647
EQ4 0.711 0.886 0.532 0.552 0.613 0.763
1Q1 0.595 0.513 0.872 0.409 0.642 0.686
1Q3 0.604 0.546 0.942 0.497 0.620 0.665
1Q5 0.639 0.560 0.931 0.538 0.647 0.683
1Q6 0.691 0.558 0.941 0.601 0.701 0.747
1Q7 0.678 0.580 0.932 0.566 0.726 0.673
LTO2 0.495 0.561 0.489 0.838 0.540 0.479
LTO3 0518 0.560 0.441 0.845 0.529 0.480
LTO4 0.529 0.491 0.479 0.838 0.469 0.475
LTOS 0.544 0.605 0.479 0.836 0.546 0.546
LTO6 0.606 0.633 0.566 0.895 0.546 0.593
PQ2 0.711 0.649 0.719 0.534 0.872 0.673
PQ3 0.574 0.441 0.566 0.521 0.902 0.564
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PQ4 0.565 0.510 0.570 0.541 0.866 0.527
PQ5 0.614 0.538 0.660 0.534 0.854 0.616
TQ1 0.616 0.707 0.662 0.507 0.562 0.893
TQ2 0.713 0.788 0.645 0.669 0.583 0.892
TQ3 0.722 0.662 0.684 0.459 0.617 0.935
TQ4 0.692 0.681 0.660 0.474 0.608 0.913
TQ5 0.713 0.649 0.736 0.576 0.724 0.899

HTMT 7]5el o8 et e Hrhdats <F 12504 Holx]%o] HIMT #HE©|
EF 0.85 "]|Hlo] =2 HTMT.8504 RE AAHF7d] SHe S JHel Zo7 3
7hek 4= St

<3 12> HTMT 7| &0l ot EtHEIS T HItAnt

Q EQ 1Q LTO PQ TQ
cQ

EQ 0.778

1Q 0.759 0.633
LTO 0.698 0.716 0.604

PQ 0.794 0.669 0.776 0.673

TQ 0.838 0.822 0.785 0.636 0.738
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<E 13> ct&3dd "ItE W FVIFLL)

CcQ EQ IQ LTO PQ PSQ TQ

cQ 3.068

EQ 2.712

1Q 2.882

LTO -

PQ 2611

TQ 3.991
&G0 LTOO Wit AR AT Hr7PA T < 149 A= Uk R —adjusted
A 05962 HE Are] AuEg sHm e Ao ek

<E 14> 2-8AT "I =H= RAMZ2Y
RA| & Z3 ¥ RAF
CcQ 0.754 0.752
EQ 0.705 0.702
IQ 0.774 0.771
LTO 0.623 0.596
PQ 0.715 0.712
TQ 0.850 0.848

4
TERT LTOS 27 Aol 7]0:15}: F7] A7|(fH)E <FE 155 Zo] =g
027622 71 Zlov, UHA] aQlEe] a#=r|e] Aoz mv|d Aoz e
U S-RTEY] 539 Ar)e Awdor 127 F3F o3 AR UEhsith

<E 15> Fofe| 37| HItADKf?)

Q EQ 1Q LTO PQ TQ
CQ 0271
EQ 0276
) 0.268
LTO -
PQ 0271
TQ 0.264

FEHE LTOY o= AL <E 1659 AAIE Cross-validated Redundancy®] 23}
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<E 16> oS etA "WIAHQ?)

SSO SSE Q* (=1-SSE/SSO)
LTO 465 262.427 0.436

2Zko] 043602 OHT} B FRRU S

A7 ASES $13] Bootstrapping A O Z AR = tvalueE ©|&3 ZHZATL
ST 4G9S B wan AT Ase aske ok <k 173 gk

17> 7tddd 20

Path Coefficient t-val P p<0.05
<HI>EQ->LTO 0.401 2487 0.013 A e
<H2>TQ->LTO -0.067 0.330 0.742 717+
<H3>PQ->LTO 0.210 1.264 0.206 717}
<H4>IQ->LTO 0.112 0.650 0.516 714
<H5>CQ->LTO 0.168 1.040 0.299 717+

flel <Gk 17>eM BefxRe] <HI>E A= Hom, vwA] <H2>, <H3> <H4>,
<HS>= 7174EEes & & ik JHEAS A maY 2R A T a9
T BAATAEQel 71X Rl Bl freld dd= v, W FAPQI ALl F
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A Study on the Quality Factors of Defense Procurement Services
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(Abstract)

In today's defense procurement area, the relationship with the supplier is very important.
The defense procurement is a little different from the typical private procurement in that the
delivery type centered on new development and the period required for delivery is relatively
long. Therefore, the long-term relationship between the client and suppliers has a very
important meaning for the successful procurement. From this perspective, this study aims to
identify which factors of defense procurement service quality affect the long-term orientation
of procurement companies. Data were collected from procurement companies registered in the
actual electronic defense procurement system, and data analysis was conducted using the
structural equations. As a result of the analysis, it was found that among the perceived
quality of defense procurement service, economic quality factors had a significant influence
on the long-term orientation of defense procurement companies. This means that the quality
of defense procurement service can have a clear influence on long-term orientation with
procurement companies. These results will provide implications for the improvement of
service quality in the field of defense procurement service.

Keywords: Procurement, Defense industry, Public service, Service quality, Long-term
orientation
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