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I HrtE ek =Y, dutdom ZalatolAE Aol X o)Al A&
Al Arjx Bl kg AgE Tl GRS oS vl ZallAfo]A o] J}
A5 =9 F Us AFol AFA sho] Aol A A AlgetA At

) RS Taxlo] 2R NE Zdlxjo| XAl AFHE AE HUs
G& %, BARSE Y T4 A B Zdlxto] Ao Aol H Ao A
w2t AFg el FelE A AEFE Z W ko] Z(Product format franchise),
Hl=zU2 e Z#lA}o] =(Business format franchise), A% Z#x}o]A

_12_



]

(Product format franchise)® %7

=

(Conversion franchising) & Al 7FAZ WFoh(db3 9], 2009).
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ol
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214
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t}. ol FH A9 d 2 (supplier-dealer) ¢ FEHE%E H
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i
il

=
)

B
)
X
ot

o

A
2l

=
[

=i}
a4

o #AZE + 4

w7
DR EE s
BD) 4

)
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Apst 7}

L

B

ATt 9], 2009). o=

o,
o~
T

=<

or
}o] = (Business format franchise)® 25

54

°

&=l
7}supervisor)2] EA|

olo] el ] E] (brand identity:

T
L=

B =
LN

d

%
1S

¢}

o
)=
| 289

EAZ AL
ol =9 7]
VIks

Barel s & a4

J

£

o

L—_E—j,

915tel

=
=
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o

O

o

Bl

o
=
2
el
jant

X7

X

(Intellectual property)e] TujE

29 W3

ol
e
el
hSS
)

o

!

sk}

RS

AriA1g o) A}

Al ©.

-
1

Aol = B

v

3
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Q

1o

A
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]
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>
Lo,
2
2
ol
o
o
2,
>
)
rir
jin)

fr

o

z
=
to
=}
>,
58
rlo
2

(

0.

2 9 7Idel AGHAA gEgE ZAlxol= ) = M A
S A&ste] AdS FFsk=A tete] o Zok(mAE, A%, 4
Aol A7 X3 E A th(Hachemi et al, 2007) 71 & Z#x}o]=
Tololfo thate] AAE o]Z2o =z AA Y JHAE YFolA =Y 1

<
o2

o

N
rlo
=2

2]l o] &(Agency theory), AUF-Zo]E(Resource scarcity
theory), 7 @lv]€ o]Z(Transaction cost theory) % EMu]& o]&

(Search cost theory)o. 2 AW @4 <], 2009).

(1) theglelo]l #(Agency theory)

]2l o] Z(Agent theory) @& 19761d Jensen¥} Meckling®l] 2]3}e] A
719 olBo 2 VP4 wE olsjRAAEY A= 7Y WY Aok
Aol 2]sle] o] FojHhE o]Folth W AFEo] Ziato]=o] EA
giste] gl o]&& 7o R AW E S tH(Fama et al, 1983; Matheson
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et al., 1985; Brickley et al., 1987; Lafontaine, 1992). Z152] ol &=
el o] &5 HEA= 259 AHIAE AFsr] ek diEldUhlel
zA)Ie] Aleks Fotel Ao dig dAFdS oA fdIrn
A sl tH(Hachemi et al.,, 2007). E @ xfo] 2o A= Zalzlo] x| o Al A <k
AE Fote AT
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o
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=
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ftlo

oo
_0|L
Y

30,
~
£
M
2

o
Y
ro

=3E 4 Aol g JQAHEE Fojof gt ol F
WA A frk sHAIRE IR Afo]l= A
A (Owner-manager) & X #:z}o] x| oA AFS E3}o]
B -y A S ALl o] T AEjol”
T SdistE f&l w="HekA Har, o= I/}l
Al He Aed 727 48 F de Aotk o
Ade 544 5 99 gEg= 4
UH(Brickley et al, 1987). B3 Z el x}o] Aol g}=
AL pa= Fd% 4F, 799 SdshHE 7HA
AbzLe]l BA O A ZAAFol A =

A o A @A H(Bradash, 1997). Bruton et al.,(2002) 1-olA&= A A
oA FoA e FrtE 7199 AdE FY ATE A7 ARE
stk AdA o= fgERlol &S TAR ZdatolA] FE Y A 7h
Ak dEdE A A 91 A, Aok el diE Bl #a
Al o]l folAolgts o558 WA Hu ZdiAo|x= HITH A
o 2 A 5 AujAS T AMFLFY EEAS gRE F 4
GRS 7HAA At A RE gl o] #ol

Ao AFeNAE ZARe| L AWt BA 4F W vA=s} HFo
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Aol A 7F A v E & g = AETE ‘i’%ol %"Efﬂ‘jr. TR TR
=9 olds flste] A Aol A AL = ARE 7HEA
g A B g e TP EARY] B8 A Folrt s = o] MY
(adverse selection)®] A7} A4 ¢ Q7] wio] tfdo]&e gk H

Fol] s TAAT(CFG 2], 2009).

RETA
[}

(2) AL H-=0] Z(resource scarcity theory)
=

Zagel= FuAglel Bede 4ds £ 4 b T oA olgom
= AN Fololth, AARZo| B s AL B AL A

o
of
r <
ik
>,
ON
lo
ol
f
-
I
)
I
rlr
2
r
ax
[40
Sl
2

=2 MEAE + U= AdIEHERA ZdAolz= Ax"ES At
(Oxenfeldt et al., 1968; Caves et al., 1976; Norton, 1988; Carney et al.,
1991; Shane, 1996) ©] o]&<2 &st= 7ol Zlxfo]= Axgow B
3 Aws AAd ¢ dvka Ay, KFCo d Hu4ddAaud B
& (Brown) KFCe| Abgle] QtAstel Argixiaie] w7y Fo] A AA
S z7] 270070 o] wjFo] 2 & H= AHE olofy] sp=d], wheF KFC7}
x| E]oj\o

—|—’

A 2t E 4= i (Dant et al, 2003). AF=&A] ©
A #AY A Ade] TATE Tk AP b= AL S
%

S o] w77 %&]]Q/ﬂo] o]i——c pIp=R 7(:3]0&

-z A

e
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g o7l G B3 o EAs] Agl WE ugo] FAm oo}
ok e ZAdel 9] AS Ar|AHEe] FAbE Y] R o= gEe
AT ATAE AL ALY S

EA7E A~ sAe] © 4 Ath(Shane, 1996). Ea T xpo] A=
AuAom & Ade oGaha Ade(AAA]) te Are] o] &
Anc 987 WEe] BAZAE AesE ool A4 Ars 24
ga dwA 53E wE 5 Ak (Minkler, 1990). o]e] A% %o &
o mabAel A Fu e

g0 5 A A 228 BET 5 JE o|BoRA TdFelx A2HS

K
>
>

o,
o
i)
o
rol
i
=l
it
of
_0|L

Fov, Mrdsi} KFC 22 d7|gdE% o713 Zdzate
de Aegsta o] APF-Fol ol g A AYE A
(8= 2], 2009). 53] Norton(1988)2] A FolA = 7Fg A}
Htp Zdztol S Aot olfE EQHAT Al

gustels gaol Fsn stgom, ol = Ag

I
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X,

(3) A#H] & o] Z(transaction cost theory) % ©21H] 8 o] Z(Search cost
theory)

ool Al A3 F o]& o]elo] A H]&o]E(transaction cost theory)

3 &8 o] &(Search cost theory)ol A=t AH|&o]& 4% the

o] &3 w7k A = 71 +dn 8 dis HAoR de Al A

Aol =25 At ¢loew Minkler(1992)¢F Martin(1988) Soll <& =

= ’
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<Y 2-1> ZAxo|R A|AHEH Fx

Franchisee

_________ 1)
s48AE

1
1
Franchisor : « initial 2LE|
oj 5 H * Running 2 E|
s : « master franchise
Investing PR o
: ' TTEESE S
infrastructures ;
1

* ME|2 THA] K|

=
Q0D .
00—

Optimize service by prr.ividing below

|
—

‘MH~ HE

+ Buying power(lﬂ-%;lﬂli)
+ Associate logistics(Z S8 F) 4
« Associate marketing (201 &) |
CHEAS 4B, oo 23 AW S

3. ZlAol= Ah9 T2

Z o] =& [P(intellectual property)Atd el tHE 2l ALA Al Z4 Al
A BACAA 7 we] st =AY FEelth(ddw 3 &A1,
2003). < Ul A AA Bl BT Z#Atol = AMYS =y
© EE ZUxol= AY EAXR H=

A 597 v 5% ol AFAES 7
2008). o]l Wt o] Fujo A= Xzt
ZHojgton, A ARG DI Zd Aoz AdE Ay 9

A AM o ® Ao o] W= (McDonald)9b 22 qrR e BAl=s
3N o] whEol =7k Al R dAE] FEel 71 S5 kil Hs)
ATk AAR Zhe]= ol AR whel] ofstw 2008 7] oF
2,500 7He] Zeizo]= ZprgAbell A 13wk o JHe] ZpFo]l g H L 9l
L oF 1008 Wo] ZiAel= fFo] FAbstA 9l A= YERRT. o
= TEYA s A Age AL polmE HAl ZdAo]= AMY S
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<E 2-1> ZdFol= Ei4v] o] HA

Hl&(F A $143,2010)

Ear oM A ste

AA =4 IHRo|RE AT
H] 3 ] L U . L H] Z (%)
(20084) (20083 +4A)
E&=(H99) 527,924 77,314 18.5%
FAA (1) 2,422,391 1,001,492 44.7%
A =00 844,695 257,274 30.5%%
<E 2-2> ZARIo| = AY AR F-ABAY A9
9= 20029 A 20053 FA 20081 A 2005 thH|
° &) 70 &) 20084 Z7+4(%)
RIEA 223,899 (41.3%) | 391,160 (47.0%) 560,456(55.9%) 43.3
¢ 223,507 (39.5%) | 231,202 (27.8%) | 169,701 (16.9%) 26.6
A H 2~ ¢ 108,688 (19.2) 209,365 (25.2%) | 271,334 (27.2%) 29.6
A 566,094 (100%) 831,726 (100%) | 1,001,492 (100%) 20.4
A Sl ZAAo)= AP S oA J®ut olye, £Hl FHA, SHY,
Hold, g 5 7 dAAF] LHI DA A= BRE FZ A
Aol BE JFdelA Zaiztol= A|2~EZ|HES A 835l AMYS Wdsta
ArH(EZ A o] = &3], 2008). 20081 7Fo w2 FoA EPEHI YE =
dWxfol= BR= F 2426 /N7F &9 Fo dom o]F 2y il xfol
= BB 1523 A2 AA A F 62.7%E AASFIL Y AOZ FALE
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<E 2-3> T4 /IEEF F
= 20029 34 | 20059 A | 20089 FH 20054 cfH]
(1) (7h) (71 20089 F7-&(%)
CRoR:! 559 (34.9%) 1,194 (54.0%) | 1523 (62.7%) 2755
BN 817 (51.0%) 515 (23.3%) 437 (19.6%) -15.14
A4 224 (14.0%) 502 (22.7%) 466 (17.7%) 717
A 1,600 (100%) 2,211 (100%) 2,426 (100%) 9.72

S8 A3 (2008) 8] Aol ot 2008W TIEom FHA ol A
: Jew ofFe XA F

= = 257274 N9
131,193 712 AA 2] 539%E AA|star Jut. 28y o7|A FHE HS

el $9Ea

S|4 QoA AHER = 200549 tu|te] o 30001707k F7he whEl o
of mE Awy 29 FE esle o 1WA Jush FAHASS B 5

[

=

g

22,

[¢]
ol FFRERE AFshze Qo] WPFHo| stob Tzl = A
3 =

P>

il 1l = H
ZAAolz Al $9°) =49 E AT Yo 47 Zdgelx B E
A B B 4 Ao adEe pup ue fude 98 ol
4ol Aol som Aol Fold - or AAl AYERA 2755% F7H
el 2o mE VA 76%7F A" Aew YEHY o 53] X
AALolZ2kel F 94l T o]d Aol AFH
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<E 2-4> FW 719d &

gz 20029 34 | 20059 A | 20089 FH 20054 cfH]
(1) (7h) (71 20089 F7-&(%)
o129 50,873 (42.5%) | 141,992 (50.0%) | 131,193 (53.9%) -7.6
BN 44175 (37.0%) | 87511 (30.8%) | 61,611 (20.6%) -296
A 24 24575 (20.6%) | 54,679 (192%) | 64,470 (255%) 179
A 119,623 (100%) | 284,182 (100%) | 257,274 (100%) -95

AA2008d 7)) sAAAA LS HRIFNA7F SHEH 4 T
= 1,523 7He] of A9 =l =
0

e 7 wko] 1,00071 o]/de] 7+ A

WERW Aom zAHom 132070e) AWERIL 100/ H el 7hu
e 29 F9 A0 sersgion], olF 10679 /Y RRE A 10
Aviwrel Ee £9 FA A0E steh Hh o RERe) W
2 mel we Aol AN, FFBEIe] 90%o]de] 1007 °ltel 7t
WARS S ke Ae Zadel= Ao 44 F shtel ¥E
FlE B R AAE B A4 T F Aol felge FA
= ol gl vty ¥ & o

<E 2-5> T4 94 Z¥Ro|=2 ER Iy &9 A3
9= 100070 500- 200- 100- 50— 10- 1070 %
o] 100071 50071 20071 10070 5071
RIEARS 3 12 22 33 70 193 1066
(0]
. | mke | owe | wm | AP
LR ] e
TRHFES | WizERRT | $ERHS | CRENS o0 75
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A 2d Au2Ede 33 23 13

dubros Fdold MEe Az AN F2 AHHL A
Aok Azl e 7RAAQ FEE AU de FEe] dfdde
=l A &0l AA AATAC s AAREAE SATeRA B2
FEs ARHoRE FHrtd F oy, Aujse FALS Muavt AHAa
AE EA F T84, BA 24, A B Toz sk AH A
EA FES ARHoZ Hrielr)sr oyl g nE Au oA EA
F7hs ool A zpsh= wpell ofste] FA]l HIF £ &L uf
of QITHHGE 2005). MH]|~EAS F7st7] 98 E dul A nAE 7]
Hel avjAte] S5 vkt AbgAke] ZltE vkets)

a2 &Aool FAFEAT 252 AlFo] aANAl Algstes AHE =4
A I} (Instrumental performance)®t X &A% A IH(expressive performance)
2 A3 tH(Dotchin and Oakland, 1994). 34 7]5S YeElyE =743
Aol e Aed wiEsEs Uede 334 didbe AMBl=FAo
A AE 27 Algsts Adet Mu|art A e ZRALE YUFoA =
A3} 1 oln 7} FAFSH( 9 &, 2005). Gronroos(1984)+= A1 H] 234 9]
AzZtE AuaFA =z Fol AHlAE Hrlsts B4 AbEE ol
= 7IdE Anjz=sh A zbe Auj2eke] zpolol A HEHE Aeolgtal H YT
ko A 9] 2006). Gronroos(2004)= AR~ MES AFEH AH
=2 uAe] PGt o]FoX = 7|4 FZA(technical quality) 3
Mul27E o GAl AlgEH = 7hell ofste] B ol FolA= Vs A F A
(Functional quality)e] T+ 7}A] SWHoA 142 7|t} AA Aol st
Azt o] FA R Aua FES AT s tHE 9 E, 2005).
e}

Lehtinen(1983) AH]| =52 & #A 2 Fd3 A3z Fdolg} 319 0H,
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rir

s

©

_—

Ea

—~

o
ih



Bitner(1990)3 Au] =4S Mu o] et AurAel Bwsh grhz 4ol
gl ook AulaEdel g@ JEAFAES AuAEL B Al

e PR ol A AE AlFnt AT te e 7
Bk ol Foldthn B 5 JHAFE, 199). Ea A2
Hold 159 7N, Az, 5 gHF B ol

Ho] FEri(E=dE, 1997)

i

X,

rlo

R

)
Mo i o

BN
ol
>~
>
>

s
po
2

it

D

3

=

o

o

wn

=

<o
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r

R
z

P

4

i
ftlo
)
)

K

N
i

N

— 2
Z}N ) i
H

o "
b

M £ 4 £ om

Fol MulaEA S Al o, Parasuraman and Berry(1985)% A1 H]
THAS A FH3 HA EFEHAR 2xd9¥oezr Ayt AP
Lehtinin(1991)9} Karmarker(1993)2 247 AMuj~Fd o] x9S 22t &1
5 s

I

.
4 FA, A5AEED, NAEAN ANED, AFEQ, 94
=
=

oy

™ o™=,

o7 FAY Ado] A ATE

o @A A HojuA= Fe dATolth(HEF, 2002).
Parasuraman et al,(1985)& AH] 2~ F2& thZtE o] oA A4
AE tEAQ 7d2 SERVQUALS 7N

=d S48 9 a6 & 979 AREES

a2 % FEAAY I Uide]l B & F e FES AA

sto] HFAor Hile ¥4 HHow MR[AFHe B .4E NEE

ATH PZB(1985)°] A g =719 10709 £42, A8 A (reliability), ™-&

4>
N
(2
ol
ol
2
rO
-
i
2
02{:2
ol
ol
38
|0

B

i ot
rlo
o\
e

A (responsiveness), = ¥ (competence), A 4 (accessibility), o 9]
(courtesy), HAFYA oA (communication), F A4 (credibility), <FHA
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;i 27|12 (2002) | =0[2S7E WELS7IE A& DUHY IS4 S7HF I
g
Hewett & Bearden (2001) | =od = AEHERE l
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e AS ddsta, AlEAre 7h e F5 37 9
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H ’
shps auAgozny dold AnEAes Aed + 9w, Bhe s
= AEgel 20e wEel AN ' T 0.4
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g " g4ason, & sty AZGALG AvidA 7He G
(reciprocal relationship)® R kth(Shatd, 2007). ol &2 viAIY Q49 4P
= A 74, 714, 35 2 B/ A 58 Tt =44
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A %ol Tk A 2A(H3A AN BA AFH 22
e -2 AR)e TFetel A YHE FHHAT, oo mE s

40 AwH wE ITE WAL A9 Rajel FAHA,

_44_



<Y 2-3> 71 wEd i o]£3 A

Mula B 2 7HEE R O 4% Y Y

Yy ey &y @y 334
= AL FIEY X o WA 7| HH HE
g oimy - EAgto] 213 Y R
-BafdLy L] CAE BN ENEOE | - BMEWE SHEE | 50 ne g
-R&D i} emdcoqp iy | Mo £08Y 8- UyBER LS00 d
~BE Mg -HAEC AW & ~HE A2 B <R Gy -hﬂﬁgiﬁ
- Dy g B IH Of B2 - -H&Y 2% HEe YA B2 K ;rl| 0 ; I
- i aay MENE Y MG | BN HE S0 HE E B U Eﬂﬂlg '
- S LEL SRR g P P

c SERVEQUAL 52K 40 2 @0 Al 95 o8 i d4) D

| SFHYE 29 AR Y U2 HRY XY
ABeodcy | Feie | IS g gl
e e B0 3AZY | |4 w
PANE NS || G o |(4E L3 Al
i B (| 1Y) -Bg oocol || gEnd
Lk 4% EE AP | UHEN O Y |- REAYE
| 7y 25

JigRE gy

2o Ch AR Y

~EEY Hy 28 9 AR AoY
g D 0) 49| By

P ENe WY AR

(OIEAYH TO

- EA che HEly

L

K@ Pt Sae) ALERIE MY

)

| wysgaassavy >

| wamwEaw |

C

285 0HE 9 40 B s 4

)

1o gaire

e o 0

=

|
s ! |

a3

r r
| I
| -oga oy ge-amn a0 [
o || B2 sy ua wano g moy |,y | REAEE VEMAME YA,
‘“.LE!EE“ || E8eaERBAY BY 28usa 4 L12PNE)
) Bl i 1
| |
[S:hlllunipmoj!:l £33 BF |: :I A 0F |
| Geyskens 5 (1999) | | FRELL 1 IFEEE |
G i | [(mez @[ nsnwa | @) [ ees J@[ezvses]
| p
[ Fndm:l!ﬁj_”l A 24 I :I N8 B3 |
I
| owerpsy |, [ nzzas | ﬁ IEITT

| (EEmE) o

Rt |

|
|
|
I
|
|
|
|
|
|
|
I
|
|
|
I
|
|
|
i

“ARYAT HgoE & wA AT

_45_




AS5d ZEE R AEYEI #F o]EFH 1
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SAA N L3 (20090 HAE Zxpo]=o] AP Fo U
dxpo] =(Franchise) & 7P A vh=9] 74 Abd=p 5 Al of=t

(Franchisee)ol| Al #A}719] 2%, A5 53 AF&3ste] #7|9f L3 ojn A

g 2 g Ao uirtE A A olel, F shdulet A7IHY
BAH(AY2LEN)E Awste AL5AA AYAAE Levtar sHATHEA
A1 L3], 2009). 7FBA A= ol gt AAAQ FAE Fohe] g
ALY 3R, S AREAS Foftol mE Fos HET s v o}
Yt 7t ER28Y tgst A9 Au2=E wA 5& Ao th(Kaufmann

A S ZRRpol A
AFZEE A H AH e 27 2 AT 59 o8] dist AYSs wA H
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7HAE wrgete T A kAol ol ek BlE Al ol
7] 7b4n]E ZAlxpo] = 3] (Franchise fee), U4 =< E|(Initial royalty),
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Tt 15000%= 14 40,0005 BE=2o Atelo] HA wHo| Qo 2= I
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Schooley 2007 18] Aolx ZAEE AAGAZRE ] A%
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LE S )
S glol7] Wiolgn sheth Ed 1t HdYRIEE AU
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4 2 MH2E & HF 4H ]X}Oﬂﬂl
g =2 s 2 HH]Z:Q ATz Eof 7 A ATk 1= 24
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a1 F23F tH(Schooley, 2007)

TP EALNE ol e A AHlE 5 d9S B
THH A oFAb = o] ol thete] HHA| ol 4
), 7Ful e} 2dE= ZAol =] BlE JEXE Wkt 7pg A ok}
o] g et vlE AFolgt & 4 JdH(Brickley and Dark, 1987).
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of AL AR JAE G AR FYEE molFu
2, BAIA Agse AUz 0 4F Bds Agd 9E ddEdes

Azel g s =l & Zolth

H

<Y 2-5> ABEA-ABAIR-AF20A AU 25 TP L

ZHYBM+ - MH|A T @A 8 | HFauz |
| olmaen : 3y ! e
|
1 | | : | |
1 1 1 I | EPYTE |
I == I 1 : | E4aH !
| 'EM' Hi%é | | : | ‘D_|'-§- !
[ i 1 i 1
|
1 | ] I 1 $ |
| i | | | AZEAH T |
| e saE || , | T |
A —= a5+ 33 K - o
1 : | i 1
]
l | I | 714 + §a l '
I Sty ohE I | H + 2|8 : I 7t % |
1 =7k | | | oHE 8E |1
I I | | I |
I i 1 I i 1
: : ! | oy |
(I ] = =1 I I 20l !
] | 1 : | T g |
(N ——— ! N S —— a O p— !

_52_



el

R

¢+
e
amo
X

0

&
o
A

el

‘umo
i
o

B

el

4

A R e

S

o)

Fol mw, ZheEALe] A

45

o

oy

Gl

2]
el
70
or

+

w

el

e Z Aol o

T =
a =

A& 9]

ol

_53_



Heskett(1997)2] Ao 2]
< 7MY =

A

X T N T
B = B om ooy L
ot oy o H g o G ]
% o AR 0N K Mo o
2ol = B - A ~N N KOO
w L B X | o — T o T oo R
< ° oK T . o Lo do N AR
P T SR Zfﬂoﬂ% @@M% o 9o B
T o N Hw. o Hp ~ Ol 2o B _ N ol 0 o
ZT_xﬂzmMéo_Eylﬂ oz oM L
y e 2K Ao ™ og ézﬂ%lgﬁﬂg%ﬁ
MV% A#MM#M%E &ﬁﬂ%d%wﬁd%zﬂAﬂ
X e m X © o MY D o — o N
%%Hﬁ%%%ﬂ%mﬂx RN BN T
T i A i -
- ﬂiﬂhzmﬂi S g I K CH
O_E k) M M . 1_/_Al o r \:AI ,UI mrﬂ ,Nro w O_E _XL M.AL.O ‘.:L \Lﬁ
éﬁuH%ﬁmﬂﬂﬂnﬂ;@ﬁﬂoﬁvﬁfﬁﬂsm_mleg
- )AO »AO N S — ,.DE — =0 ~N 0 oo A.:l W: 0 oR ™
< o ® 2“}?@@%;%% w SR
oy - il =R AR ° ~1 n Eo O ou X o R
M@ o) M_E NiF ﬂﬁ ~ Mﬂ ) o o) B %.u g xu @ ~ 3 %0
~ w0 B o T oo Dowe 2 W T
— ﬁal E ~ —_ mﬂ o 0 UL 1o yAM yAM
M?TAMMWHHA@A% . ﬂomwamwi w TN
— = — T —_
uwuv,ﬁﬁﬂoﬁ_/oua%wm%z%%ﬁ.WEH@
< Hu@r}}%i@9 E%%}ﬂrxmﬂ%}
— Of ,A,.# N ~X /1\ B = _ 0
z :i B O _Ho,ﬂ ,UF ﬁ.a & =g = AT :i B O HL.E o Eo
T ,&rﬂ il Mo ol o) =~ 7o o) X = o ,A]M ! > %0 < 2
P w @ D fo M R g O X o
ﬂr#%iiﬁimﬁ He%ﬂxﬁnmn@@ ® = o
o5 Lmo > o oo o e B8 2w R e 5 9 E
,qﬁ%m%ﬂgzmogle T zgﬂai
- i X T oo 7o T S B (e il 3 oo o 2 R
e Mo & I T Em No T 5 A He w Yo~ 5 A NS do
il o — Iy oy O_E o % ﬂr w:IL < 70 Onﬂ _._W ® T N ..m -
w F A x d ROE S %
L% GO T % — WM = 7 A~ o " JHI NI X ‘1:|L o ~ W o <0
| S ™ o NGON = ipm—— = N We o 5% A m BI
T ﬂmﬂkdﬂﬂréd%%é, TE -
P = o= _zﬂruﬁ%zé _sommn#ﬂlwrui
X oF o X M T T X T
™) O Y Wy £3 of el N
AR ﬂﬁ]lﬁ_gnw '
X X T B op = Hpr Hr
S

- 54 -



o] =

gl

AA =A%

o <19 3-1>
RSl Eavd S =

o,

1=

=

A An 2 ol &
-

A A

°

g
1]

°

3
= 5 Uk
ol
-

]

fie
A

st eh.

o

’

o) 2

g
3

¢}

HYZEE A=

Aol o
<yl 3-1> 3 el Ae Frh
Mu) 2EA(SERVQUALS 57k £91), 7843, 7}

3|
~

= 3}

AL o4 WS Ao o
L=

AF
=

SERVQUAL?®] 57FA Q.21 (5
9] SERVQUAL A o] o9 A An|
7tz el Aot 7 AL Ao

o whebA o] ko] A

=

=

W

o
alg
H)

]

?;51_

3} 2 =}

bol it

S

[e)

-

A E

=

<

)
=

o FA

R

2

-

Al =}F

B

L

}

ofeE BAZ HYd=dE A==
el o

°

2 olgatgon], @A FTWAFAN dY=AE A
bt n 7]

al7

—
fite)

_55_



<a9g 3-1> 494723y

N SERVQUAL H1

H1.1
H1.2
H1.3
H2
Ty o e THUE BHE
H14 5
H1.5
H3
s emnd R/R X|£ O|
H1.6
H1.7

DA A EAZEE W= AF Ay

a5 ARA vl 4L FrAd g PR FYss folT ®
@ AEH 54 b bR Anadel da AwHe Yy BEE
of 9P FeAd I BAR A ARt B AT HF 21

1. Aul& 323 7483 Aoee a4

_56_



AAG %

[e)

Heskett(1997)2] Ao 2]

3

]

to

A -] A}

Woz el At

=

=

Al 7FA]

N

el
700

‘._muvo

5y

%0

No
o}

o

—_

il

ol
M

B

o
Br
o)
o
N

il

T
B

—
fite)

amo

AN A M) 27k

3

;OO
el
NV
Hn
<

]

= H}E AH|

5y ol
HEHo HFnme

)

el
;OO

‘._muvo

—

NV
Him
A

~X

A ENE NS
& AR A

e L
b A 2o

3]

A

1

Foath whebA o] ol EE& niEe

°

st eh.

Xg o)

4o et
S|
=

3

B
719 M3PAT ZF Reimer(2005), Parasuraman(1991),

Fol ZAkd oA 7t EALY] ME|AFA 29
(Franchisee) 9] o] AH(+) o IS v& Aot}

A v
o) 4o

2 HI P44 ofefs) 2ol
s
belo.

Bitner(1992)

°

o] Ao J3S F= SERVQUAL 8¢ = 1

gk 7r A A akele] #A

P
T
x

H1 :
D %3
ek

ek

==
T =

+
B

)

el

p=2
o

batai o, AT AF74(2008), 355200603 A -8(2004),

=t 3

gl

A3

el
oy

A}

=0

7}

)

(2005)5 %] Aol A

..
&5

o] 27 5 (2005),

Q

a1

7HR AR 2

1—

1

HlEF o 2 SERVQUAL9
Al 9l = g

=

=

o AT
_57_

=

—

FolZArA A 7L E AL
(Franchisee)®] o] AH(+) 9 F&FS v A Aot

Aok 1

°

=

H1-1
2) A4} Ay skl 2



ot E A= okgs 5(2001), #ALZE, (2008), Keller(1993),
Farquhar(1989) &o] HEalz=9o] 2z 9 k&Kol GFo] Ayjo] Jgs

T Ao dste] dFe APAGFE by o w ol el o] HI1-2, H1-3

H1-2 : TAZo]ZAYoA 7t EALY] BA=ANFHE 7H8AL A
(Franchisee)®] T+ B (+) ¢ &S v A Aot

H1-3 : ZAzo] 2o A 7FBEALY Ak FAFL A A
(Franchisee)®] o] AH(+) 9 9F& " A Aot

3) FAA I 7pEA A aeke] dA

SERVQUAL®] 57} &4 & Ao a4 doj=s, uMdA F+= At
A B &l A, kA T2 Uit 7HdS 9t
Ao ZFALGAE AL RE RS e AFadled g

3|
= 1
A adomA, B AFdAs AAR AFA Aol AHA R Aol
3}

’

A= TlE FH BEF S BE BE(RIL TR 5L X vAY 25
AAE AL EH ARA 42 mdsdor, BARE A9 29
2 27k ARAE ¢

AA s o1, Schellhase(1999), #4%(2003) 52 ATolA EALe] suj

3 &5 9 AAFE N Fol bl A A o] T8 a9l

°olS F#3F3lth Heskett, et al.,(1990), Daniel, and Bernard(1994) %<&
N

P w9t ol BARRH Be 25 YA a3 294

_58_



E%f‘}ﬂ—z—’l‘l‘ﬂq]/ﬂ 7V EALY wE& &3
(Franchisee)®] T+l H(+) 9 IS
E%i}ﬂ&/}}‘ﬁﬂ]/ﬂ 7+ E AL
ZF(Franchisee)9] ®

4) & 7HB A ekl #A
SERVQUAL® 571 84 T d-&4<
TANA, AEUS & e, B o
b=t Qlo] Aol A W ste] g
ol ddste] “MAA d-& &
a el 7= w2 A
qo g wjES X387 st
Aat=vrt b &

o] A

¥4

tho} =
ol A4
SRR

of

o
2

of
o
o
i
>.

-

1

tlo ot
o
£
re
(e —H
il

o

of

ol
ol
=

ks

-
2,
.-
b
- 92
2
=
of,

Rl

kv o)
AE=

ojm HEZ S
of Al a,

=

=

gl
oo Lo
_OL

rlo

&

ofy
ko
ro

o

ol
-

2
(TS

N
)
B

o)
N
of\

fru
e Mo gz 12

R )

ol
=2
=

o O
M n2
AC)
ol
ol

filo

ol
{4

X2
=(2009)9] <
A7} 7}
gt 7+
gl 9171
&4 ol &
Stopford and B
:R=Y

o] 44 3

O

—H

A9 4
=5

PN
nrs

o, A%

/\

[¢) )
d ds

aden(1994)

-
1o

ot

Hl 5 A 1]
Zo H(+) o 9T

s

rr

o] 7}
SERVQUALY] t-&4

e W

S-(Proactiveness),
3}
gow HI-65 v %

Aol A= ofeiet o]l H1-4, HI-5 & A

125 ARAGR

vd Rt
7He ALY

Aol .

1

1—

]7‘4

watshe d, 7

B
U A )

3

A€ 4(2009),



folz=atgdol A A EALS] AAHSL ALY A

(Franchisee)d o H(+) 9 FFES v @A Ao,

ZAX

H1-6 :
5) & 7h A Adkelel #A

SERVQUAL¢¥]

o

7154 7 ]

1

o

B
B

Lo
Gyl
B
Jjo
ol
o

el

—

o

™

Nr
Ao

ofr
o}

~

B
%

o

7F A kel Ay Aol

-

1

o]

)

R

+

L

B
B

-

1

Awsh AeE
g A7 AA

7154 7]

1

1

0]
pul

o¢

[e)

gholl wheh ZALl

o] A%

j
a-

= -9 3 (Supervisor)©| 2+

|

7|

Al 7] el

Al

o

3|
=

el

neo

=

=

JIg G YA

(e]

'I_I

o] -2 7](2005), Doney and Cannon(1997),

ik

1

°

g

=2

29
FolZAkd ol A FHEAL
ZH(Franchisee)d Ao AH(+) o FF< 7 Aolth

=F

otz s ol
x

[e)

FaTk web B

Schellhase(1999), Dassenheimer and Ramsey(1994) %9 &+

H1-7 :

¥

2. 494 B A BE B

H1-7

i
Mo

Al
— 60 —

o AH 43t 4%
71 %9)

st eh.

=

oy z]
o)

o
A

pol 7t
tof

°

o

B
SE

il



AR Ftst] B AawERs shuel 2e Jidem 3 At
HhAj ot} kA vk Zalatel = Abell A AwA 5o Ak Aditete

& A =

E st o, 7pi whol figh gFacle e e AyYATE
ko 2 P r et olE W Lewis and Lambert(1991)+= A 1+-AF<]
AdMn| 27 7t el Aas ST E e EAsa, AQIEAReE
7hR el FEHAA L] A=l wel 7R AR AR W] S MY
3 F43tA9h Ruekert and Chunrchill(1984)&= g FA Y] wh5e o
A zpdo] ofd AFA A3(financial) F B Aol wEE A 29l
I}, A& (Product), A ¢ (assistance), AF8] 4 & 28 (Social interaction)
o 47FA A zta dvkal FAS o wepA 2 Aol Lewis
and Lambert(1991), Ruekert and Chunrchill(1984)% ¢ A+E Hlg oz
H2E ot #o] A4 33t

H2 : ZAA]Z2AAAA 748 e 7HEUSA A (+)9

g
Wel M A WAE v} go] PYRdEE Ao AeH e
o ogth webd B oATelAE AAuge] wAke] MuzAlE Ede oe
AuelE = egrdr AREE Ao £4S 99 AnAz Bvd

AAE BASAE X, BAL £AA2Y AL

HAL2 R E o A&H A9, dAE AR § £ A aE )

_61_



S

Schooley (2007),
st A T

H3 : ZdXe|=24dddA 719 A AdATdE  7H9AER
(Franchisee)?] 2dZ2EE AEA = H(+) FFS v
A Aotk

A 3A WHgo g 233 A

1. qrl= F2

1) 34

SERVQUAL ] 57} &4 T #9849 fiddolzs AHE Aes 9
af ARgste= =4 Aoy AR 52 AHl2 Algate oA F& u
By F2 $A4S Zevh(F9 S, 2005). Reimer(2005)e] ol <] 3hH
FEA Mul=s e 2 o 224 SA4S AMEl=Y bgE s
gy Fujetr] doll BrhEW Mulze] dg Hrbets @A 7E Hol A

o

2 AMujze] giE]  FEeAl  "Hva ATk Berry  and
Parasuraman(1991)2 <74 ¥ 8 (Management of Evidence)® AH]~ 7]
of AAMANAAN FHA AAE AZYHSE AA st LA E] o]F AR

Mulz 710l Algsts MRlAE B # olgsta gHAoR AH|A

_62_



)

AgutA o7 Q)2 A H| 2o A

o,

ox
—_
fite)

=K

p—

0

o]
%
Jlo

o
o
el
B

jand

o}

o
oy
o

o

o

+= 4] (Bitner,

o

o MO JPEEAE AR el Al A ]

2 AH]X

o

el

ﬁo
B

Al 2"l (Central Kitchen),

bl o,

°

Bz Ao

hyA

AHgj el

)

of

Al ='lE ZHARI ARl Al al

oA A AL A}

ol
=

il

—~
fite)

el
blo

2

)

A4

,_—ll.
CR=RY

fae, FGETA hET
<(2006), #A-8(2004), °]=Z-f

°

Z=

A3
| 2%

=

=

bl A

°

el o

St

sgow Aels
O
Aow zAHE S,
ZHAN 2 £ 1
2](2005) <o AFAA] =

\=]
T
L
T:

AU A 714

Aol M= Al A

(2006) ¢

ofr
J

~H

2

o

]

]

o
il

i

il
<]

_63_



+

=
il

o

ol

B
)

hyA

o) Aol A 94

Aol zAlge o AAle Aol b ws Algielz

L

(2005)

T

o

QLR

2

}9 k. Yabas and Hibib(1987)

S

N

Gz Aol

hyA

dl, 2|4l A

-

AR -

0]
A1 el

o~
T

3|
~

=

ook wehd 2 Aol A s

=

=

(2008)¢] AT-E

=

s
Al Z=gl A7

51

©

-

1

T=

¢} Lewis and Lambert(1991)2

o

el

)A
A4

Welar e

A

3]

xé o)

_64_

bt

°

23

W%, CK, R&D 4lH 9

=

=
i



<E 3-1> 34 $4 R & 479 =AHA 9

S84
&4 AEWE #d A7
714:_2_[ 2
| eaeld geEs Baags s | o020
=5 solgoy 9ol E8dow Solu 2 A1-8-(2004),
N gL T T ol Fit, ol &g,
o o] 4= (2005)
%*}Oﬂj‘i %oﬂg}% ﬁ?}z% %oﬂ /\]iaﬂ B
ARSI ENETETEVEY
oo | R&D, AHCK HANZR-FF, DA o o o0
ool Eae A9 s 9w & Awme | DT
Al N Yabas, Hibib(1987),
sojatet 9ol eHow LoEm
Rl - Lewis, Lambert(1991)
bl h
A= A & LA ERL, F
b r&a, Wi, AAAN s wSEE, A4 | 83, o4,
u
VTR g, sAwe, fUE 2 UAe) 5 AAF2009),
e % AMAe eodshi=d glo] &84 | Knight(1936)
2 $gsm ik
A %7 AR ARIRIZEHE R, R&D, i,
;X; CK, A4 5)9 7154 g4e 98
T Axder £Ra

2) AHA

Aul o] o], e Auls, AFY Fom RAT F Ak AR
Sol 2 BASE AYT W /bg wol Jelss PR FA o9
BAE 9 ARAL A3 E 4EY R Hd=gelgn ¥ £ glvk
% nds 2Pl e Wee /T A ARAGS @A H 1
F RAE Aol GASe] QE HE ARAGAE A5G0 A
Ak S 52001 Aol st Avlae] AFHoI Il e 4
A B AXEE AVRE el doA v TuE AAAINE o



2

st 71E AlE ToAE

NV
ol

-
1

o, 2008). Keller(1993)

1AF

)

7RA, RjAE B F o] 7

gk ojmlo Al mpA o

27 =7

2003).

P oh(a % 8],

)

7o) et

-
1

o A7} =

Farquhar(1989)°l <] s}

2 A

7

=
[¢)

Adr

14

Keller(1993),

of awlA WE W P

Aol A=

ahsich meka 2

i 4ol

g 5 3
(2008), Farquhar(1989), 43

=
==

=
<

Bd=

(2001)-&

p=2
o

ATl A= A= Aol

o, B

=
=

o APAT

—
fite)

)

2]

bl ot

6@7‘5

]

</

F&

B

I

of
~N

el
Hlo

Mo

2ol o

6‘1:]1-

g

ok
2

ghepdek. =R Al

= X

RO

&t At

b AT E 9

Xga‘

<

_66_



<E 3-2> AHAY 4 2 2 AT 2AHA

2

A=A
&4 AENS #d A7A
2= | BALY] HA=(FEEFFAE) olu A
& | & uEFo =&o] "Iy
. Bale] AED BA=E FEAAYA
;%Eﬂ o] FEolnut E%Ei‘r A B s, A
=} WA AAFEE 7K Qe A4 (2001,
A= . Habe] Bai=sl #sle] HezE o] | 43 (2008),
K :]1;]; =7} ok(2a, A4 o], tE | Keller(1993),
) 555, l 2= 3] (2003),
BAE | BApE AT A nas Fgo | Larauhar1989)
4| S
2= | BAls Adby Ha= E24 A8 9
AR | k] A %A Fabel =3t
A otel EAL A A AISE AR E T
FAY G Az T4t B2
34
s,
Fapo] | Balol M WAIE Z7]FxH| o] sl
el A | el Folgka Azt 3y
71”(1}94 uao \:IE] ]‘1}—'~ 3—1 }' Stern,
sta)A | Ak | HAx dAAEA AA AR Z27] FAH] | El-Ansary(1992)
olg | WYy HF FxuE v
Jote] AREEH Z7I7MMASE L ES A
e | E AER x1°v;— QTS o
T x9, qEe B
3) 24
SERVQUAL®] 57 84 Ao alA T2 = A F= A
AA DS g1, Al ‘, A T& HER =Y ol & g o R 7
e +Fstcd o] ZFHAIARIE BAIZRE =2 ¢ 9de FAlEQd
|2F4e] AFaeor ¥ ATdAe AR A¥E g 4o

_67_



B

N
n

N

1o
ol

N

)

)

B
22

of ]

mHAE )3 AAE AL AL

=K

g sle] ZARe] AlEAHAE

s

3

S oo
= 1

w4

vl ~7} 7}

7}

o
1=

=

W AT

bol Ak Al

S

Fiom, ol o

S

=
=

Z Hi AF

N

N
)

o

I

2ol

al

gEA9,

Z= 3]
DL S

Aol A v

O
RS

1)

-
1

Schellhase(1999)

=K

M

= O
2=

A4, AAA

=]
T

A

wH7E 7

o

Heskett et al.,(1990)+= EFAH]2=9] 4

&l ot

A A

Daniel and Bernard(1994)2 217}

F o
Schellhase(1999),

fite)

&

N
™

;OL
N
NJo

0
N
[mt

B

—_
fite)

Ho
=

Heskett et

7 424 (2003),

59

A=

w2}

al.,(1990),

ol

oh5

=13
=

and Bernard(1994)

Daniel,

s}
ol

SERVQUAL 9]

sttt

9]

=
T2

NESE

ki3

_68_



#d A7

Stern & EL-Ansary

(1988)

(2003),

Schellhase(1999)
A F&(1989)

Heskett, Sasser,
Hart(1990)
Smith(1993)
Lalonede &

A B 2~ A

1
AFY &7
A= A&H(2009)2]
=4,

)

=
0]
A

Ha

Daniel, and Bernard

Zinszer(1976)
1.(1994)

EEE

EUE

A

E

fu

LIS
T

Ak Al

7hrg ol A

o))
4

(A &4 2

)6]—

ST
-TE—}(]

=4

A

]

ujj &

o

ylo

2

&7l

2~
=0°

]

A
!

&kt

A o

A
SR

LN

I
=

=

A

s
+ed

°

pil

-1 0

Q.

A2

<E¥ 3-3> 24 £4 % & 479 =2AHA 9

2w 57

uj &

[e)

o
=

[e)
, A 713) el A A A A & (Proactiveness), & 24

gl glol Alel sl

A

-
1

==
=

]_

o

2= 1
T o

1

Y
H

CEER

1)

SERVQUAL®] 57 &84 5 o$

28] 2~
4) &4

9l
71

ol
M

o
il

ox
—_
fite)

™

)

)

T
H
ﬂl
=
TR

p—

0
&
4

0

o

==
=

b om ol

S

s e 7

[}

} 3 th(Stopford and Baden, 1994). A A% tf

°

o] m] g}

Wr

—
fite)

TR

"
4

A1)

Fik Aze

A3

Fol =

S

4=

3

_69_



o

—

N
)

—
fite)

o

<)

ol
M

;OL

AggoA ol o

™

™

2| #pe] 5t

)
=

1

0]
pul

o

ol

3t tH(De Clercq and Belauste Guigoitia, 2007). A7

o

)

el

of gjle® AAA teor A

)

R

(2009),

#d A7

Stopford &

Baden-Fuller(1994)

De Clercq &
Belauste Guigoitia,

EUE

o] t},

B
)
—_—
fi%e)
<
Wl
il
JE

—

oH

Gl

s

<]

Hsho] o

KX
©

<E 3-4> U334 4 2 & 479 =AHA9

A4

5 THA

o

o

SERVQUAL¢¥]

)

p—"

o

w

M
Ao

ofr
o}

~

B
%

o

A skel A Fu Aol

-

1

A% o]

feis
=

98

S
&

I

] o]

=]
=i

Al 2=

il

A =7h A3 ]

SEE:!

= 9 33 (Supervisor) o] 2+

S

el
o

)
—~

I

7T

1

0]
pul

‘(H

= A%
_70_



"o

al7

=K

Al A 7Yl

o

e

7}

NRE AR wea £

=
=

el
=

)

oA ZhrgEH-o] Anjx

=

27}ol

H

o] &71(2005)% Aol <3t

™

o

o

2™, Doney and Cannon(1997), Schellhase et al.,(1999)% <3

&

==
TX

)

ol M=

Heol a9low AN BALel AR M

ke of

|=
=

=

2 Yehth(Dassenheimer and Ramsey, 1994). wha}A

o

)
=

A, B4 43

o

s

459

9]

= A9

o

_71_



#d 47A
Schellhase(1999),
Ramsey (1994)

o] -8-71(2005),
Cannon(1997),

Fod Dassenheimer &

Rl

o

=il
=

2 A7 234849

42

=

=i
} AR A

334
SRS
bof HAlel

o

=
o

AAAQ A 5}

RS CIMEE:
3}

<E 3-5> F@AA &4

7 o] A

" W
ol S

R ARSE AT

2. A9 29

Bojge

g

X

p—

0
"
B

)

il

)
Do

==
0

A

;io

%0

5t

°

bl ot

Lol B =

=2 A|A]
[}

Pz
“

eE!
=

=

=

=

3]

, N

gl

-

1

wawol A5A A7
_72_

[e)

Ne] dAR 444

oA Zh8A Aol

1

2

-

2008)
Mohr and Nevin(1990)

A A

&l



4 N, rEA) Sol e A
ol FegFS Fre FHo] dwr¥ ot (A4, 2003). Stern and
El-Ansary(1992)¢] Ao A= 7B 27} ZFBALA = Al Algst= A
25 Z7] Aulz=gt ALA 2R Uped Z27|A8[ 2= A
AP, AAYARRIS WA, AEAAHAY, a5AY, A%, BIAE
2 X

]
W, £99 ¥4 Fo| x5
s

mepaA] 2 AT A= ‘Alﬂﬂ(1996) ¢ 21(2003), &1 (2008), Mohr
and Nevin(1990), Stern and El-Ansary(1992), 714<(2003) 5¢ A+=
Hhgro 2 AnkAQl AR AASA a3 BARbLCAA Al EH = AH]
2Fde ug ez A Ao dFHA=E Fostgln. g 7 9
Aa7E Aol gk Y E=AE AA g AEYEe] IS HA=
Aol thete] A& X AsHA T

3. 794 ©E 29

AP AUE BES A Auls AFED @ Ade] F5
WaEE Agetel el A% AUt HE ARARTel P v
= Aol dlatel AT AEe] ATNAE AT BEL AUAR
AR A9 mobe ARUES s ge den @ A7}
wr ol SR ZalAtol= Aol A AFE S0l Fw kst AT
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oul, AgA WEel U FFacle eI e AYATE vgow

Lewis and Lambert(1991)+= A Q1EAFe] A AAn| ~7F 7hw A o] A&
S/ S ddstar, AJIEASE Ao FERA e Ao w
ot ZPAAALGAEY] wESo] GEks W Rva FASATH(ESIE, 2008),
Ruekert and Chunrchill(1984)= #id T4 e] w2 @Y 2p9do] o
Al % (Product), A2 3 (financial), # ¥ (assistance), AF3]4 & 2H&
(Social interaction)®] 47} 2¢& ztal Qvkar T3 th Lewis and
Lambert(1991)7F 5743 A1k 7h A o] S5 7=, 7824k A
Al gol dig 7ol At Adewm AAHD Aol ThesiH,
Ruekert and Chunrchill(1984)¢] Aol Al F73gt A& (Product)2 A1H] 2=

Fdede §84 2 Bas= A¥ Fo| ;iw A4, AT 4
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)

(financial) > A|&4 < /=9 2 FA(FIA, A=8)7F 235,
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) T2 AHLo] 7HedtH, AFS A A3 A8 (Social interaction) & A
AA dE () H A8 T HAL&E F Ak waA APAT+E
Hero g ZAbe] 7y A9 Mu|A2FE S HHHY BEE FIHA

4. Y E2EH 9x 29
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A4 s BA G st AA

Al1A FAHAET AP R BHBAH AT

1. SA=T9 AP A<

oLA *é(stablhty) o) A (consistency) =&

A (predictability) 28] 12 A &4 (exactness)¥} T3 ou|E zri=t} Al

24 A (reliability analysis)S &

og oy W =AHsAY 3 7}H

A+ 2 I} (consistent result) S L%é}l‘c el
A

J
dntziow g el AFEg BEAS 93 wHoemE AFAW(retest

—|~

method), A% & el (alternative form method), &&o] &9 (split half
method) ¥ 31 W& &AW (internal consistency method) 5] A
olE F AEws <3 (Cronbach’s a; Cronbach’s coefficient alpha)@}+=
21 2] Al = (reliability coefficient) & ©]-&3st= WA A Ho] 714 dnbd o
= AbgEnh

B Ao = WA A3 (internal consistency reliability)oll €] A )]
AFES AFsAdn WAdRdHe g A3 JidS SAHsr] 95k
0431 Mo FdEe ol A AFHEAE Adste FEs AdE
EoA ALAAZI RN SAHETY AFAAS Eole WRoH A
}3} ¢ 3}(Cronbach’s Alpha: a)#< ©]&3le] #2433k

Nunnally (1978)+= ©A A Q1 A+ Fofoll A= AEnst &Ibgko] 0.60]7%
o]t FEotal, 72T EokdA = 08 o) 1Elal Fask Ao o
He $8AT EokdAE 09 o]folojof ghrha FskaiTh

AZdsl &3 (Cronbach’'s Alpha: a)#te] EXE HYd=dE A&
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<E 4-1> SAE=TY AIAH ¥4 2
_ A=) A5
B 2= 3 %"‘ ,
T & T (Cronbach’s a)
HY2de ALY 3 0.860
7l A A=t 3 0.831
oA Al o1z e} 4 0.760
BA= Ag 5 0.797
A=
Aleke) el 4 0675
SERVQUAL .
&5 2 0.796
a4 A4
w4 Au) A 3 0.648
R A o< 2 0.712
274 o1 o 4 0.803

2. 2RETY BRY A3

B (validity) ol & S48tz sk /ids dvby 4 es] S48
v St A= H7F Wel ozl 8 EldAd(content validity), 710l
o]k E}FA (criterion-related validity), 70 EFEAd (construct validity) Al
THA &2 Yol B lE}(Kerlinger and Howard, 1999).

e Bl ol = AT A7 A nA e AES AHEs] W
Fota Ad=7tE on ‘jr. a8y g B AA FEdAR =T

® FARoR FAE 5 Qe Eelt A7 ANHA F3 glo] A
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_1[)1

7l B4 g Ade SAHAZE vge] & g FEiWstE o
St Ao =2 o F ElYA (predicted validity)o] 2F
W= Alolo] BAIZAC BAES FHIE HoR
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5 Togp X DAL X ™ S L I Y
2 T T EFa LT O E e TR
N L TN ok o = TR dy B
iy o AT ) X bo ~ B e
AT HT l X0 H.t HI;I O_E ﬂ ﬁi mﬂ 1,Urr —_ = o# ﬁa N
) wB — do ™ o N . s
_M_m Fom oo o T do % T X wum Ko o
cE R - R B oo
W o= T = | - I o~
LE WEM M- ) 1__/| 1__/| < :i = 1* o_E _14_._0| 1__/| N ,ﬂ% _Wo
B RN T Moo M oz BN
ZT © O — s %o —_ T I _—
A o T o ok o i = = X ¥ o =
Y mﬁ w £l ww H o Mook AR g W npy
11 _ ﬂ ~ —_— — ~ —_—
FrEILheaI v TUEmg 7
' o M FT OB BN — JJ) o g TN
M R o i o J_I olo o ﬂ_r ] ) A ﬂJl
o o o X il X H L To
T B o T ow o =W BT g L 9 g P
o = T o T nl ~ O A
o o o W g N W R S gy
T - N T - B - S TN N
T INCIO = S T O A
ST fe TTREPTAGE TR o ,w
== T J ~ T ~ ! <t o o L ™~ N
X My o o R~ TS W oy & R = —
e w O g N WL R Lo o
BBl Ty wEV e b TE A
ﬁoﬂ#%ﬂﬂMﬂW@ﬁ?@%ﬂﬂﬂ%%ﬁﬂ
TR T TR S N ﬂzmnm_
— < A o o
Ty e B e w2y NP R
T T N O B S S LT G I
mw S = of W U T oM oET o M w W o
v s %ﬁ%%@imod%%mugﬂmq_wm—mﬁo
! < o ~ ; oH! :
.maﬁﬂ T N Folmrem” Ly T Fam Ty
T o W T N W X CRRC ] s (R Rl 1 B~ S

=z
LN

Al
3F a1

-
it

FolAY 0
Ool:j

+ 2] 9=(Goodness Fit
o

Index; GFD), 474 4 %4 (Adjusted Goodness Fit Index; AGFI), H]
} 2] 4= (Comparative Fit

aFm, ZEARA

0.05(%E+= 0.07)0]
A H 2 2FH(Root Mean Square

0.
H
[}

@A

;._]:
=

uh

[e)

L

=
=

|

8

o~
T

o
=

_84_

TARA

%} 3t

0.9 o]’dolaL 19 747}

#-(Root Mean Square Residual; RMR)
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0.05 o]stel™ ®i-g- Fof Lejuf 1 o] glo] vtew HE 3 Hofof
Ela=
<E 4-2> AYE BdGAF
AgA 5 584 4717
2 X B X
- x° FrolAs TA) Fo)A FE&TE 43,
T pat=0.05; Ett
At -GFI : Goodness Fit Index
4 o 0-1 0.99] 4
A% (7123 A )
-RMSEA : Root Mean Square Error 0.1-0.08 X-&
Z P~
15 of Approximation 0-0.1 0.08-0.05 %=
(TAFA 5 53 T A 5 2 4}) 0.05°13F =+
-RMR : Root Mean Square 0-1 0.050]8} 4=
Residual (ZFx}A]| 53 7 Al F ) 0ol wW$E&
=5 -NFI : Normed Fit Index
S 0 0-1 ()_90] }6]'
(E=HFAF)
A3
-CFI : Comparative Fit Index R
A (8] LA B} =) 22) 0-1 091
74 . . .
. -AGFI : Adjusted Goodness Fit
5 0-1 0.9014
X]é',‘— Index("‘ﬂ x% ‘61- ;q_,_)
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<I¥ 4-1> AT FA4 2dv8Y A

Al 70

=RAE
.63
LR
.69
Oimg 63

.69

= E
P
; = = .
d#E8E 63
EH

HoEw 61

=xp3E) iy A eto|
45 oy kT

A0/ = ghald

A%EE

1198 90791 7991

32 /
EEEE 0 /
72 e
L EL N/
o 61
= 75
s
A9
=2q2mz)
HAEGS 7 //
A6 '
HEEG2

66
86
U= 73

18

i=

1o

2=

o || k-
ujm

2

flo | fo
0w || 0w

PPTT 17 117

o
08
o
&
2
sl

XQ-' 250.059(df 213, p-value 0.042), GFI: 0.830, RMSEA: 0.043
RMR: 0.042, NFI: 0.769, CFI: 0.954,

L

SERVQUAL®] o] Ad<pel ek el el Zibs <194-1>3}
2ok (7 250.059(df=213, p=0.042)°] L, p-value:= F<3HA YERE
x%, p-value: FEQ o wgl WIEE BGS Holil(Joreskog and
Sorbom, 1993) FEF7F 2 Aol 7 2
p-valuex 0° 7MFHIABZ(7FFH A, 2002) A= AAeo| Hzst s

FA4 %o
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<E 4-3> AW FAH 8AEY AAE

- CR. i
=9 Estimate S (t-value) P-value
<= 0.696 0.177 5.254 .
<-—- AH 0.629
<-—- Qlz e} 0.686 0.192 5.198 ook
i <= 0.629 0.208 4.876 .
= <--- 0.691 0.129 6.618 .
- <. - 0.787
A < 0.691 0.132 6.618 e
A1
2 <-—- 0530 0.104 4938 o
A <-—- 0.632 0.097 5.99 .
< 0.612 0.126 5.419 .
<-—- Al k2 0.864
< A 0.447 0.116 3.965 sk
< 0.485 0.138 4.302 .
<= .. 0916
=l
< 0.723 0.132 6.352 sk
< o) & 0.637 0.239 4.054 sk
<= ° 0.748
A 8] 2=
SN 0.490 0.207 3.547 sk
< | AAH 0.573
<--- S 0.456 0.214 3579
Jrrzs | <= 0.635 0.222 592 =
R < | 29I | 0659
+91H < of o 0.864 0.202 6.42
w3 wAE | < 0.727 0.22 5,302 b
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09 ol4¢] ke 7FA o uteha 3k CFIxE= 0.9540]th, 3 0.05 o|ake] gt
o] ut&k&g RMReo] 0.042¢]% RMSEA =3 00430 % el 2 gsict
bz

:‘,:

233k

tlo okl

7 @97kl {o4Fel p-value: 0000224 oA vERoH,
Estimate® #5g 5ol &S onE = Zlo] 091622 7HE =9k
7h w2 A2 Alefoldeo] Aloke] FEldom diuid = AomH 01{—
0447= A Yehgov, y&4Q gedesr HeR AMgstE de 7
g7t gl Aoz dekEc

AR S Oigk g4 i Ade <a94-2>3 2ok (b
37.209(df=24, p=0.042)¢] a2, p-value= -+ stA UEFS

0.9 o]4e] e 7FA ek uigra sk CFIE 0.967, NFI 0915, GFI 0.923°]

T3 0.05 o]ake] Fhol mighz g RMRe] 0.033°1H, 05014 0.8°]&t4
F53 Aoz FAuE = RMSEAE 00782 YElY AgshA ey 43§

[e]
Ee wEd e aEE FEESYa & 5 ok

<2 4-2> W, FHAFRY F

(o
Y
fo
(o
M
X
iy
_‘g

I8H

‘gt

7p

-
Dp=

TTTTTT

XQ-' 37.209(df: 24, p-value: 0.042), GFI: 0.923, RMSEA: 0.078
RMR: 0.033, NFI: 0915, CFI: 0.967
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<E 4-4> W), FEASLY BAH 2R B
89 Estimate S.E. _C'R' P-value
(t-value)
) &S <——- 769 139 7.351 0.000
7+H
ol <= L 790
CE
ROI .808 141 7.716 0.000
Ao = <= .617 118 6.010 0.000
Ao A vk = <-== 7+ 33 810 124 8.195 0.000
S ] E'l'é . . . .
ARk ks <——- 857
AF-AEJE < .825 159 7.535 0.000
HY2dE
B o]« _ o —
AEgE-AY < - 125
UE-AEE < 923 186 7721 0.000
adEAM e Z4 WeEE EF povaluegtol 000022 )8kl on,
Estimatet %, 714 £ 2% BE AREsl Py AR
of WA B3} 09230% Uehdon, AuA wie] AWy wEow
nxE EHE 06172 oy W4E ALEstEd 247 9l Aow 3
g o},
<E 4-5> FUdH 8AEAN RYAZIE A7
i 2
2.9 I X GFI | RMSEA | RMR | NFI | CFI
3} | p-value
A Qe 4
BI= AlF] 5
SERV Ake] FA 4 | 250.059
QUAL el 2 | df=213 | 0830 | 0.043 | 0.042 | 0.769 | 0.9A4
24 w4 AR A 3 | P=0.042
AAA S 2
L3HE 9% 4
57t 7h8 3 | 37209
; . 74 vk 3| df=24 | 0923 | 0078 | 0033 | 0915 | 0.967
C | d4Egd AgeE | 3 | P00
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<E 4-6> A#HA &4 A
28 *334% | A4 P LIRS Ad3d | BY= {41‘494 A | JHEd | ¥94Y2dy
qF A= A H] 2 0§ A% 4 e = A& %

SRdNg AF 1 0.485 0.307 0.167 0.262 0.408 0.432 0.416 0.598 0.316
Akl 91zt 1 0.437 0.269 0.323 0.615 0.511 0517 0.621 0.333
R 1 0.231 0.459 0.569 0.269 0516 0.661 0.236
A& A ] 2 1 0.305 0.355 0.292 0.252 0.342 0.175
AAA g 1 0.530 0.416 0.552 0.630 0.165
HAE A 1 0.397 0.605 0.678 0.312
Alekel 3teld 1 0.444 0.478 0.104
7h A 4 1 0.699 0.357
b 1 0.309

Pearson ¥HAF( ¥ H5): p-value: p<0.05°]3t=Z EF7F 72 g
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A2d /Mg HA

AbQl elzay
Heic ME|
AHote) 22|y Tt s
EE] JHE 41t
UESOEIES Y= E| X 2=
Mrh T2
LU Y

x%: 58.031(df: 23, p-value: 0.000), GFI: 0.890, RMSEA: 0.129
RMR: 0.068, NFI: 0862, CFI: 0.907

2o A E HuEshr] 9k« xPel U
GFIL, NFI, CFI, RMR, RMSEA 5% o] &3t}
MRS A AFEY digh A= g A3 FH 4
°1 CFI 0.9073% 0.9 o]Aol™, y*& 58.031(df=23, p=0.000) 2.2 }E}L}
Q s A=

Foll e 7 4G

k1
rlr
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fz
i
32
iy
ki
(e
i
(]
ol
E
5
2
v



do] FxuAA By <Oy 4-3>9 EA A7 A GFI gke] 0.890, NFI
7F 0.862, RMReo] 0.06824 GFI kel 0.9 o]stelH, 53] RMSEA7}F
01202 Ehta glo] mde AFED ¥ F YEF RPS FAHFHY

.

115/
"

2. %4 AFEHPo) UF BA
D 54 4FEFe B AFE 24

Agell Ak 72 AFEFANM = TR S b A Azte] o
A

AZF =A Yetskth o= AR M E rite]l 069974 =55 U
H

Bl Tl o] ¥ v A1 (multicollinearity) ol whah Z L] AW S
SA49A & Flerror)o] #AES YUetH o =M AAAQ 2o A
TS =Y F 3o <a¥ 443 B2 A F2UAA B A
sk3lth

QAU FE ZAEA e QA (error)d] BAALE JErd £ Fx
T <O¥ 4-4>904 HoFE uie} o] GFIZF 0.928, NFI

7} 0913, CFIi= 0958241 0.9 ¢]4ol# RMR-2 0.049, RMSEAE 0.091%
Ve 9 Zox o7 Fus v B A =83 FHIQC
oA FAEYP o APsH, FAHARLPS Fstel SERVQUALY
7t @253 1 E Ay Y v gy Edy A2k nAe #

Al Wste AAstaat g

m[o n:

>~J
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<a¥ 4-4> FH AZEH 1Y

Hi& AfH|A

HON TS

QY 4

x’: 36.723(df: 21, p-value: 0.018), GFI: 0.928, RMSEA: 0.091
RMR: 0.049, NFI: 0913, CFI: 0.958

Aol MG 71 ATFRIY FAH ATFEGY A Adx 2
IE goketH <# 4-7>¢ £
<E 4-7> AZEH ¥ A= E¥2H
2 X’ GFI | RMSEA | RMR | NFI | CFI
i 58.031
ATEY 0.890 | 0.129 | 0.068 | 0.862 | 0.907
df=23, P=0.000
36.723
FARY 0928 | 0.091 | 0.049 | 0913 | 0.958
df=21, P=0.018
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g 7122 3 74 AR 374 2 ol wE F2ZA
b olo] gk o HF AYe <& 4-8>7 2t

<E 4-8> 44 ARy 72w A

P C.R. 5
A5 Std Est S.E. (t-value) P-value

<-—-AlYg Q= 0.142 0.057 2.336 0.019

<——-HAx Alg 0.119 0.06 1.906 0.057

<-—— A%k A 0.022 0.044 0.422 0.673

7he A <-—-m&&3 0.224 0.044 3.918 0.000

<——-HjE AH] 2 0.030 0.043 0.716 0.474

<-—-—-AAH & 0.248 0.05 4.277 0.000

<——-2934F IF 0.226 0.047 4.164 0.000

718 S <--—-719A A7 1.269 0.157 8.339 0.000
ERESE)

PR <---7I3A A= 0.343 0.126 3.479 0.000

SERVQUAL®] 7t 74 847k 73 whholl mix]= el dis) 744
AR A 448 BEAA FolF IS vHEHlen, 149 s F
sAgor 2719 A=RE 7|AdEHE Aoe= "}E}kl‘jr AbgiQl etz
(p-value : 0.019), A#1%4 of-§ (p-value : 0.000) &3}
0.000), "i&=%(p-value : 0.000 )5°] felgt aglo 5
HAg oz BHAE ANFA, p-value: 0.059 FFo THEdHA EEHS

A%k 0.1 p-value oA WHESte] & A 85
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2 12
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<E 4-11> 7}9H FEd WE T-test 27

Levene's Test for

t-test for Equality of Means

Equality of Varances
95% Confidence Interval
P Sig i Sig. Mean Std. Error of the Difference
e (2-tailed) | Difference | Difference
Lower Upper
oorsg ol SR 7HA w00z | oser 90 0.018 -0.310 0.128 ~0.564 ~0.055
COTE Y T en 49 R g ' ' 74835 | 0.019 ~0.310 0.129 ~0.567 ~0.052
e ) SR 7HA P . 90 0.115 -0.196 0.123 -0.441 0.049
T SR A S ' ' 80.177 0.112 -0.196 0.122 -0.439 0.047
ol ol | 90 0.001 -0.422 0.118 -0.656 -0.189
P e SEA MAHA S 2881 RS 65.435 0.001 -0.422 0.123 -0.668 -0.177
O L [e] 1w T . . o . . .
e gl | SRR M 90 0.251 0.131 0.113 -0.094 0.3%
e o AAaA g | 00| 0 75.094 025 0.131 0.114 -0.097 0.359
O L [e] 1w T . . . . " ®
S8 714 90 0.309 -0.144 0.141 -0.424 0.136
Aol el — 0510 | 0477
R N R 81.469 0.302 ~0.144 0.139 ~0.420 0.132
S SR 7HA o | O 90 0.000 -0.572 0.140 -0.850 -0.295
=4l . b
SR AR %S 80.606 0.000 ~0.572 0.138 -0.847 -0.298
A ge | SEE A 90 0.078 -0.237 0.133 -0.501 0.027
SRR =) AAaA e | OO0 | 07 73.326 0.084 -0.237 0.135 ~0.506 0.032
O L [e] 1w T . . . . . .
| SRR M 90 0.090 -0.204 0.119 -0.441 0.033
AR o ama e | VT | 020 78370 | 0.090 ~0.204 0.119 ~0.441 0.032
O L [e] 1w T . . . . . .
B SR 7HA 0as | o5 90 0.000 -0.469 0.119 -0.705 -0.232
e e L ' ' 72.378 0.000 -0.469 0.121 ~0.711 -0.227
AyudE | SR 7HA o181 061 90 0514 -0.097 0.148 -0.391 0.197
A B SR AR e ’ ’ 75.407 0518 -0.097 0.149 ~0.394 0.200
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ABSTRACT

A Study on the Service Quality Factors Affecting the
Franchisees’ Intentions of Running Royalty Payments
- Focused on Food Service Industry-

Kwon, Tae-woo
Majored in Service Operations Management
Department of Business Administration

Graduate School, Hansung University

Franchise is one of the typical types of business in the IP
(intellectual property) industry which is the fastest-growing business
format globally if compared with other industries (Kim and Yoon,
2005). Although there is a severe economic depression globally
including Korea, the Franchise business excluded from global recession.
According to the data from the IFA (international Franchise Associate,
2008), Franchise industry has been grown more than 5% during last 5
yvears, the Korean market was grown even more, 10%. As the data
shown, the Korean government focused on Franchise business to be
vitalized. The Committee of Reinforcing National Competitiveness in
Korea addressed that the Franchise industry would be stated as the
core-business sector for next decade, and they also insisted that there
would be three big sized franchise company like McDonalds in Korea

so that they could contribute for economic in Korea by providing the
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Jobs and stimulating the investments. According to the data from KFA
(Korean Franchise associate) in 2008, there are more than 2,500
Franchisors runs their business in Korea and about one million of
people are employed for these franchisors. Actually, this number
excluded the related industries, thus, the number of employees could be
greater, if included related industries. Even though, the franchise
industry was quantitatively grown last decade in Korea, the stability of
franchise business is still doubted. In order to have a franchise typed
business in Korea, they have to report their business history to the
KFTC (Korean Fair Trade Commission) including information of total
number of franchisees, total revenue, number of lawsuit and so on.
Analyzed data from the KFTC, the average period of business as a
franchisor was only 5.7 years. In details, 77% of franchisors were only
been running their business less than 3 years, more than 5 years is
only 21%, only 4% (less than 30 franchisors) were survived for more
than 10 years. Especially the food service takes about 62% among
those franchisors which registered in KFTC; however only 3
franchisors operated more than 1,000 franchisees, more than 70%
operated less than 100 franchisees which could mean that the unstable
of business as franchisors (KFTC, 2009). After the trade liberation of
distribution market in Korea at 1996, foreign and domestic brands,
especially in food service industry, were actively run their franchise
formed business in Korea, however, there are a lot of disputes between
the franchisors and the franchisees due do the dissatisfactions of
supports from the franchisors. The lacks of supports come from the
insufficient of franchise system for running the franchise business.
Running the business with the unsettled- system influence negatively
for the industry growth (Yoon and Lee, 2005). To set the systematic

franchise system, the factor of financial stability for franchisor is prior
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to others to survive within the industry. The financial stability would
drive for the company to invest on their infra systems. The
fundamental profit structure of franchise business consisted with three
factor that first is franchisee setting fees including initial royalty for
allow franchisee to use their trademark, sign with initial training fees
and some are include the interior design fees. These fees are the just
one time profits from the franchisees. The second factor is the profits
from providing the raw material or WIP (work in process). Final factor
1s the running royalty that is for the sustainable supports from the
franchisors by providing the TV promotions, hiring supervisors to
support franchisees. The running royalty is the ways for franchisors to
have the sustainable profits while they are running the business so
that the franchisor could have the financial stability for their
sustainable business. However, 99% of food service franchisors in
Korea would not require the running royalty due to the unusual
cultural barriers in Korea; therefore, the franchisees could not be
supported sustainably at last which means the franchisees would be
closed their stores(Yoon and Lee, 2005).

To sustain the franchise business as a franchise head quarter, there
has to be a good cash flow. However the profit structure of
franchisors in Korea has no continues revenue like the running royalty
because of the unusual cultural barriers in Korea. In order for franchise
industry to be matured in Korea, it is important to state about running
royalty from the scholars but there is no study existed about running
royalty for franchise business in Korea today. Throughout this study,
It would examinate the relationships between the franchisees’ intentions
of running royalty payments and those five service quality factors,
which were provided from the franchisors to franchisees. Throughout

AHP analysis, it would analyze the hierarchy by its priorities among
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those five service quality factors, which would affect to the intentions

of running royalty payments.
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