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(Gronroos 1990; Zeithaml and Bitner, 1996).
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ok atol & Hole A& dolry] 98 2HaH EA4S HAS

[ 74 8] 1A EAHL F34 T/ Aus F8o] AFd A& 9
FS 22 ol
[ 7}d 91 A4 4 S MRl & FZo] 1A W n X

A Fo] FH dxo mXe FFAA AW BA

of weh mA GE AEsh R o me] mAE BAN 2EAA FTL

’

= Zlo® A sith Heide(1994)9] o] -

719 dA g dF edls Adar ugsidloy & =wolMe
MAA QD Apell A o] a2 sttt Heide(1994)= &A1 W4 A
g2 Ao ¥ Teva Jhgstal vk & Aol s AUAE 3
elo] A B2 #AAAGE Aol e 29l o= A Haugland(1990)7F &
T AdA 54 89, AWAF 54 29, 234 54 89S ol &35t
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A 3Aase 237 39

B Apo e Ao A 558 =Yste] Auls F4 2o Brady
and Cronin®] %FM—*, 37 4, AAEFL, ANELR

ot 294 dAFAS AEFL 2 F
24 %@(Physical environment), 7] %o

il
S WSty 59E 2 Yo g Ag3E Aol Brady and Cronin

733

o] 37FA Mu 2~ FAH AU owd F3 e AHl~ A (encounter)©] 2t
T ¥xFE g derE BRE AMH[A JF AL Jled RdE E 5 3
tt= Aol 9t} Parasuraman, Zthaml and Berry2] SERVQUAKL-2
T2 RG] gk Frle] 2H1E wF A i AAFAES 7Aoo

Ao 2 Heh(Bitner, 1992). Bitner(1992)x AH]~ =23 7

Services capese]Zt= R FAFITH 7| AT F de AEH 0
1 EYAQ addeg Aesta, uAFo] 7|HY A oA AnHjx

AH|at7] wiEol AMEA 7Y EYA #4S vwg Fas FFHEHS
i Jokar FAET v 284 B34S W 24 (ambient condition),
F+4 wf X9} 7} A (spatial layout and functionality), EA%H, A= FJr
%3 E(signs, symbols and artifacts)e] A|7}# W32 L5733t A
AE ‘A AUl FHdHe] gl T&ﬁ]-‘ﬂ FA"®E Aelsta /‘15
of Mg AAY AHE FHEA THLY HES Ao He FEE
=

otk 233E AL Oliver(1994)7F 23k A u] 2 37 (service product)

1~

¥

o

Hr

= Gronroos(1984)2] 714 F4A3 FASE fdoz B AFoA=

2l =]
‘Al dg Ao g T AAAH R G AH|~ FETOR AT}
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o7} e =5 =t 7S T 7S olgA FoeEN &
a3t AE TZY FE o §HAEC] SES Hu AgsA st=E 5
3 AE 2 S B gasd s eF =S & 5 AT

Al F4d A 54 58S AAee de = oA e B
FEoly FHAE 44e Ad FEES 93 sk do] FAdH o
s, 7159 A e B AAFEY AyFHE gEsna & o 3
Lo uel HAFFA HA ARF o £TH| AFAEAY Aolg A
= Holx= AYUEE At} o £9| Brady and Cronin(2001)& 2 3} 3%

(o3

Aol 39 AYeoz th7] A7Hwaiting time)S XA 7] YA TE o]

A, o] =H (200D o8 MR8 A 7] Al BAEE £33tk

H okt

292 $HEAES Bitner(1992), Brady and Cronin(2001), o)A, A

o}(2003), ©]l® 3.(2005). A3l F(2006)5 ] MEst FFS FA, Bt

A deAdels “afo] wkEstrlel] A g Ay A7, o5 37
<

9159 A, A, EAES WEE

T ¥ AE Ug | W 247 49 NEATFA
H Axe A2 Az | ado] WEspld Azl Bitner(1992)
ERPY Held | A2 94 8ol A 27 Brady and Cronin(2001)
=R B A
e o f-Al, 2H4oH2003)
anzEa | NIy R U] et | T
A <lEil A4 o] ¥ %.(2006)
3} A 7], B9 = =
%] 299 2w oy PP, <3 5 7 3)15(2006)

HAgEA] 39 FAITEOoZE= Winsted(2000),  Brady  and

Cronin(2001), ©]{+A], 24 oF(2003), 3] 5(2006), %334(2007) ol 7N
@ BEe 24, ngaie] Fdde] A, M8, B4 5o T
Qrh. FAMoRE AL Ad dAGEAe HEY Q47 ‘i
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T ® AR UE W] 224 Ao 7| EATF A
SREIEREE
A wiNARA S ey
A | QY AEE B
oA, e et iz
L Winsted(2000)
A5 Aol AEAodt :
74 22 9AR A HT ° Brady and Cronin(2001)
LLESe] g Anet Ay #d oA, 2}adeH(2003)
=4 7] QAR Al .
N A ST ek ylgo] Feu 73] 5(2006)
SN A2 Aok Z343(2007)
Are] HEdoli} Ar
g4 | F0e] A
AlEE
70219 AR T
ANFA e 9 I = Cardotte and Turgeon(1988), % %(1996),

Brady and Cronin(2001), A 35(2006) So°| 7Bt +3S 4
of Aa(HFA)2= “HAs A A A7, Aol gt S A

=
F(FERR)E A2 FA O] 5 H44708 < F 44 > 2

T & AE s e ZAA A9 ZJIEQTFA
ol &7 I
3 7 w7 A Ad 3949 2% | Cardotte and Turgeon(1998)
EEANES T st 2kl o v 2096
bl 4 2 A
zz Ane 444 Brady and Cronin(2001)
A 1 SN 5 A4 A2 FAYH] FeR
748 5+(2006)
(FF8) | T FFsE AR 94 | 9 AEA

A F = Wulf et. al(2001)e] Ao wha} “A= doiwle] gk AdAA
(integrity) @ A1 Z A (reliability)o]l w3k &x"o =z AHod}il, Chaudhuri
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and  Holbrook(2001), Ganesan and  Hess(1997), Singh  and
Sirdeshmukh(2000), °l82}, A4, AF%(1999), T H, &4 (1997), =
F3(2007) o AT AAE Faste] A F AeAL ARdLA=
LE" AW Ao A BA WA Hek B S dFel i A As)
L e ARl A EA o] gk W olgkal Aojste] < F 4-5 > o]

< E 4-5> A g =224 A9

7 ¥ AE 9% ECESEEL AEATA
Wulf et. al(2001)
Chaudhuri and
A 5 34 ARLAGE
okdy] AH| A o]F) Holbrook(2001), Ganesan and
W& AGAF AgRA WY
Hess(1997),

2

M E AR Ao digh Bet o | o B D A Al dig A | .
Aga ggAel A o] 1) Singh and Sirdeshmukh(2000),
A&H A 97 o EEA = o|akal 716] AFE(1999),

=4
]
3 WO

A, 7 (1997),
Z233(2007)

7 T2 Anderson et. al(1994)2] A oo ATFe] “ofy W AH]
2o A 9 Ao A ddd HrP'E G Ystal, Oliver(1990), ©]-
A1 (2004), Christy and Matthew(2000), &4 =(2000), Gafen(2000) &< <

T ARE Fastel “Muz o] g9 FAL A4 ﬂciuﬁmzzq%-g
Aol g@ wE AT, Al FEAd g AubA BEE” ojetw

golstel < E 4-6 > 2ol sk,
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< E 4-6 > 17 R @ =34 F

T & AE Y g =34 A 7| E4ATF A}
Auls ol gl =7 Anderson et. al(1994)
Qo] ol AL AnH
el oz Fel SlA B AN 000), ol 1200,
e 2 o]lg AAoe| digt
a7 v Christy and Matthew(2000),
= W A5 AHlAs F
A 20 ks ’ A Z(2000)
wAfell  djgk durE T ’
o] WEw Gafen(2000)

F3 o %=+= Oliver(1980), d-ollA Au]2o] wh5E uj

T EE ERIOA FHE %7 Folxltta =3kt oo Blodgett,
Zeithaml and Bitner(2000), A€ 2 (2006)2] Ao &) FH o=+ “t}
2 ArEEdA FA dig SHAA FH R FA o] & T GA el
gk RHEA s % $o% HETE

shlo.

< ¥ 4-7> 3H 959 g3 2314 A9

T B A L NEATR
Te sl a7
Bl 349 #4 | 1 A A F | g et Zeitham] and
-4 o o4 A A= gA Bitner(1996)
= % =
b & g Fo QAo d@ w Wl
Elol 23 97 24 g% o%, 59 A1%3(2006)
A ds
A AL 0]e21(2005), P35 2120092 AH:WA G} #A FFoz

ol thste] “A 5S4 wE BAAH Al FE

€
gl gk el A SA7elk Aofstal ofd wE WeE < %
8
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<HE 49> ATt I BAEE Nk WEss e A
Folth Foll ostd ox7F AAQ 605%2 3667, EAZE Al 39.5%
2= Uetwth A S 9% EE HW 40-504 mwko]
388%= 7Hd Bk 1 th&o @ 404 wwbo]l 29.9%, 50-604] T wko]
255%, 604 °]de] 58% o= UelWth 2 EWE2 By zdde]l A
Aol 221%= 7HE 2 HFs AAGFL AL 1 vgoeR FRI}
175%, M523 dF& 2 o] zhzh 12.7%, dvll/d g2 o] 11.4%, 12]a 4
/32N E/7 e 7Y 9.9% 2 eyt FEat wiv] AR giAdEE 2E ol
E A97F AA 587%= 7HF wokal, dEFEe] 23.8%, 7IEHt 17.5%
2 Yo £ 7HAgE 2W 69 wvke] A 717 88.4%, 69 o]/
a7 AA 9 11.6%=2 vEbgth el 8 FEEE 2y A5Q 9]
A7 AAY 628%, FA o7t 372%2 UERT A fEEE w
Aol A7 A 451%, wieil A§-7F A e] 549%= LER
o A" #A FEEE 2W AT 684%, TAAF] A
31.6% =2 UEst

ro,
)
(G8]
o
ol
o

_88_



A5 AR B R Y AF

Al1A &y =79 A4 2 934 2F
1. 34 =79 A4 B3F

2= (reliability)% =" Tt

Lo
o2l
et
o
©
o <
o2l
i)
ox
ftlo
T
o
=
r
2}
o
H

oF4 A (stability), ¥ ¥4 (consistency) =2
54 (predictability) 2232 A 4 (exactness) ¥ H A3k Ju = %% =1} Al
A B (reliability analysis)S $ 943k 75d o]t
How o] H FAHGAY 3 A FAH =R
2] = A (consistent result) S AHESHE A9t Tl
ARbA o Ano A EAS g HHoRE A 54 (test-retest
method), ™A% & e (alternative form method), &% o] &1 (spilit half
method), 28]32 W& <43 A H(internal consistency method)s©] U

O]C ==

£ = Cronbach’s a(Cronbach’s coefficient alpha)gts= Al Z A4

At}

(reliability coefficient)S ©]&38t= W& L3 AHdwol 71 dubyg oz AL
|¥ o

B oApoaE WA A3 (internal consistency reliability)ell ¢ 7 &1 o]
NI EE A=A Ya A3 Aol T3 AES =A37] 95

=
oA Fle FBL o]§F A AAYS A FREL A

.

Zn0}sl &9 (Cronbach’s a)#t2 o] &3le] &4 3k}
Nunnally (1978)& &A1&l A5 Fo



A A3 33 9 %7} Cronbach’s azte] 0.938% 7Hd @wekon tha 7]

Fole % mAE s wA Ad kel 0647= vhsh AA A Wl
ojA NFEE AnHdnn & 5 Ak
7 gaQlo] d@ A% BHL AAF Av < 5-1>9 2t}

He 72 H 5 3 ¥5 ALE & Cronbach’s a
A 2 2 0.628
- 2] -7 3 3 0.825
a4 3 2 0.710
SHES 2874 2 3 0.846
374 2 !
AT (E ) 3 2 0.864
A (55 2) 2 2 0.814
e 4 3 0.858
ol 7] R 4
SIRZ S 2 2 0.910
WS FH o= 2 2 0.938
7 2 %) & 3 3 0.764
AT
A A & 4 3 0.647

2. 53 =79 BB8A A

B3 A (validity) ol & Stz et /Mde drby g 4550
o SAIE 37 el web W EF3 A (content validity), 710l
o]3st E}FA (criterion-related validity), 70 EFEAd (construct validity) Al
THA &= o] B o QrHAA Y, 1998).

W& BRAol® SA=F AAVE A st MEdS A vb
stal =7 ougth 2y W8 BRA S AA FECY =
TAAOR HJhd = Qe oy AR AAEA kA o] AAl AL

& Ags e ¢ Utk
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<E 5-2> S¥¥TY 8AEY AH
29l W 1 2 3 4 5 6 7
TE4 | 0833 | 0151 | 0182 | 00% | 0076 | 005 | 00%
-9 %87 2E3 | 0815 | 0173 | 0074 | 0103 | 0224 | 012 | -0008
2E5 | 0750 | 023 | 0083 | 051 | 0113 | 0132 | 0183
PEIL | 0209 | 0804 | 019 | 0145 | 0137 | 0170 | 0.082
uk-8A RE | 0173 | 0747 | 0144 | 0200 | 002 | 03% | 0091
BE0 | 0304 | 0744 | 0269 | 0174 | olll | 0031 | 0174
42 PE5 | 0163 | 0260 | 0849 | 0143 | 0087 | 0192 | 0.0
PEG | 0142 | 0206 | 0835 | 0231 | 0072 | 0187 | 0.0%
. 2E19 [ 0153 | 0165 | 0174 | 0866 | 0142 | 0149 | 004
el BE18 | 0165 | 0259 | 0214 | 0785 | 002 | 019% | 020
e P 0111 | o111 | 0118 | 0149 | 0829 | 0077 | 0254
nee FED 0263 | 0046 | 0034 | 0010 | 0801 | 0257 | 0167
B BEYY | 0175 | 0154 | 0370 | 0207 | olll | 0714 | 013%
o BE3 | 0094 | 0408 | 0154 | 0212 | 0091 | 0696 | 0.162
T34 2E7T 10199 | 0221 | 0098 | 0180 | 0078 | 0211 | 0.861
2347 | 2324 | 1856 | 1717 | 1490 | 1417 | 1024
A AFe AAzk 15648 | 154% | 12374 | 11444 | 9932 | 9443 | 688
15648 | 31145 | 43518 | 54963 | 64895 | 74343 | 8LI70
<¥E 5-3> i/ 8AEAN A3
29l 9 5 1 2
A1 0835 0317
A1 A3 0.794 0.368
NED 0.772 0.440
oM mE AATHED 0.391 0.873
0T AAEE] 0393 0.873
2231 194
4 AFE 4% 44618 39.084
4618 83702
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oA 0.6

0.051
0.172
0.168
0.782
0.748
0.728
1.760
29.338
64.032

0.842
0.798
0.790
0.158
0.29
-0.016
2082
34.694
34.694

%o | B0 | o[ %0 | 0 |5
< o o | o | o
B = ||

~ K| T
o 7o°
.M.“__ ~ ~
= =
= !
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<E 5-5> A#AA B4 ZH

24 TR ey P s s o e
B (24)  (G4R) Bl
REEEY
! 0538
A EA) 0.390" 054"
AR 0408" 0539 05117
A4 0413" 0.285" 0262 0.276"
g4 0412 0627 0583 054" 0.307"
T 0.382" 0476 0.333" 0443" 023" 0449™
AlE 0487" 0651 055" 059" 0.343" 0536" 0.398"
T 0.460™ 0614" 0.563" 0591 0.282" 058" 0420™ 0.756"
FAYE 0435 0.608™ 0491" 0571 0.263" 055" 0426 0.746" 0.824"
Pearson F#AT(YFE F35) : * p<0.05 ** p<0.01
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d H (5 5)(B8=0.199,
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ABSTRACT

An Empirical Study on the Effects of Real Estate
Brokerage Service Quality on Customer Satisfaction, Trust
and Recommendation Intention
-with emphasis on the moderating effects of product and
customer characteristics -

Jung, Gil Sang

Major in Marketing

Dept. of Business Administration
Graduate School

Hansung University

This study is intended to identify the effects of real estate brokerage
service quality on customer satisfaction, trust and recommendation
intention. In addition to this analysis, the moderating effects of product
and customer -characteristics among service quality, trust, customer

satisfaction and recommendation intension was studied also.

Real estate has several unique characteristics that affect its wvalue.
There are economic characteristics and physical characteristics. Real
estate is a product to be purchased but it is different from anything
else due to the characteristics that will be demonstrated here. The
economic  characteristics  that influence value are  scarcity,

improvements, permanence and area preference. The physical
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characteristics of land represent its indestructible nature, immobility and
nonhomogeneity. With the different characteristics, the information for
the real estate used to be transferred within limited group such as real
estate broker. In spite of such limited information sharing, the real
estate brokerage market is depressed due to the severe competition and
brokers remain as small-scale companies normally. In order to recover
trust from customers, the brokers should provide the high—quality

service and lead it to customer satisfaction also.

0605 survey results were gathered with face-to—face interview from the
customers who visited the real estate broker, and the followings are
the results of this study through analyzing with SPSS and Amos
package.

On the basis of Brady and Cronin model(2001), the real estate
brokerage service quality is composed of 3 primary dimensions of
interaction, physical environment and outcome qualities, and 3 primary
dimensions have 7 subdimensions (interaction quality: responsiveness,
empathy, assurance, physical environment quality: accessability, ambient

conditions, outcome quality: result, brokerage fee) in total.

1) The results shows that physical environment quality and outcome
quality effect on trust, but only responsiveness from interaction quality
effect on trust. Ambient conditions out of physical environment quality,
outcome quality and interaction quality except empathy influence to
customer satisfaction also.

2) Customer satisfaction impacts on trust and recommendation
intention, and trust impacts on recommendation intention positively.

3) The moderating effects of product and customer characteristics were
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reviewed among real estate brokerage service quality, trust, customer
satisfaction and recommendation intention. Product characteristics is
categorized with 2 dimensions of product type(building and land /
apartment & detached house) and product price(low-lower than 600m
won / high-more than 600m won). Customer characteristics is
classified with 3 dimensions of business relationship type (discrete
transaction / relational exchange), transaction type (sales / rental) and
demand purpose (residence / investment).

The moderating effects by product characteristics between service
quality and trust were not found, but those between service quality
(for interaction and outcome quality) and customer satisfaction were
found respectively. The moderating effects by customer characteristics
between service quality and trust was revealed only for the business
relationship type between physical environment quality and trust.

The moderating effects by customer characteristics between service
quality and customer satisfaction was found only for the business
relationship type and transaction type between physical environment
quality and customer satisfaction.

No moderating effect by business relationship type between trust &

customer satisfaction and recommendation intention was found at all.

If we define the company’'s objective 1is to maximize the
shareholder's value, it is very important for us to try to balance
between company profit and customer satisfaction. In order to achieve
the most profit, the company should focus on keeping the existing
customers and attracting the potential customer also with increasing
service qualities. This will result in the customer satisfaction and
increase the customer trust also, and this customer satisfaction and
trust will influence the good word-of-mouth and recommendation

intention definitely.
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