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7 418 (Reputation and credibility)
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&4 . Groonroos, Christian(1984), “A Service Quality Model and its Marketing
Implications”, European journal of Marketing, Vol.18(4), pp.40.

2) PZBO] AH|AER LAY

Parasuraman et al.(1985)& AJH|A FZ 9] 7
Sfof il 7] AH|Aet AlFE AH|2o] 3 B Aol disf] 17|
212¥ek Aat zpol"gtal Shith. 152 AREXAF o]gste] 1983HERE A
H| 2 AlE 2lAet ARAES o= AujAs Fdof et dFE 35k
=8

53], 19859 %9 Ao e AE[A0 EoL WA gle] 1AL 7]&

Z

2
2 FgA(tangibles), A1=Z|(reliability), ¥h&-/d(responsiveness), A4

A

juim
filo
o
=
[>
N
e
=
R
2
ok

e}

(access), ‘&3 (competence), 9] (courtesy), 2JAtAF(communication), 4!
A(credibility), 9FAA (security), ©]al# (understanding) 5 AlH]& E24-Z 3

=4l 107H] 2] F8 7ol ae Heuidien, olse AHls
O

E4E& AHote dHH FAQ8R0eR ERoIAT. TS AH|A E-dof oigt
a4 9] 9lAle Wrlshr] 9§t Parasuraman et al.(1988)9] SERVQUAL =29
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of /N SAlIA FARRE A aQlEe] Ao FdE AR, FFA4, W
4 Sl A4, B4, HE Bolol FAAsurancD 0, SILE.
oo, HEALe T (Empathy) o2 &ste] [E 2-4]9F o] PZB RES
A AsksiT
[3 2-4] PZBY] MH|AZH9 AR
PZB(1985) PZB(1988) 7 9]
2 e G4 A4 Y, A, LE SRl 2
=82 A1, A, 19, Yita ch E:
(Tangibles) (Tangibles) = = oo ° T °
R =7 VA oF&RE MEIAS AFgetal W 4
(Reliability) (Reliability) WA o= 5
Hh-g-7d Elesyes! oA MH|AE HAl AlE, 14
(Responsiveness) | (Responsiveness) Z}‘f‘a}ﬁ.ii T9#E= 97
o474
(courtesy)
AT
(communication)
2843 A4 aAA A=el IS E 5 e THLY
(credibility) (Assurance) 2|23t od
erA4g
(security)
59
(competence)
olsf=
(understanding) T7HA 7190 TAA AZsH= AMEAl HjE e}
HA (Empathy) A
(access)

€4 : Parasuraman, A., V. A. Zeithaml, and L. L. Berry(1988), “ A Multiple-
Item Scale for Measuring Consumer Perceptions of Service Quality", Journal of
Retailing, pp.12—40.
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A 3d yiRAuA FE g 4y 1@
1. WEAHA FH9 7y

7|}jo] 117 —4 ol 71o4st7] fIste], ‘TPl HE HollA AH]
E Agsts A WFEAE A2 ek(Stauss, 1995). E7E, FAol# At
o AnpE AAtstr] 9%t a9l Zley k¥o BEAE Ofu|shH(Tuchman,
1980), A9l 7|gE ZE=ZA7|:= AHAEE  ou|gttH(Gronroos, 1990,
Zeithaml, 1990). webA WHRAH|A A0 e 17 ThES AAst= o
Adaglor 285l glow, MFA WRAH|IAE oA Adtrt= A2
zZ o] Ago] #ANA TS 514 Ark(Kang et al, 2002).

Schlesinger and Heskett(1991)2 ‘FHHEMNA AF== WEAHL 54
IRIAMANA AFEE AB|AFEO] HAATA o]l SHAH thA]

0l ofN
1A
|~

, AHIAE 6t 7199 WR A T w5 57150 Ahe ¢
IANA AFEHe MRAFES AAot=H dWl¢ Fa% aloldt &
t}(Rosenbluth and Peters, 1992).
A A FEo disiAe thg st ofs) HHEA Sl o
gk o]ZEo] EA5tL Qth. E9], UiF uARA &
Holgt & 4 Qlok. TAA Fdo]| Wit APATE AW EH, Heskett et
al.(1997)2 Wi AulAs &4 Aolof disl “AtgEol /\1E°ﬂ s 7FxaL Sl
+ HZolw AlgEe] 2 oA A= digskes W oletal Ao shile
H, ol AH|A FAL HE'2A ZM Z Ndst & 4 Qltke Cronin
and Taylor(1992)9] F#r Wf-go] LXx|gtt. Gremler et al.(1994)2 ‘W
FatAE oA 9 WRIACRE HFsidls A, 24 Yol F
dHol ot FHLoA MH|AE AlFshe Aol WF AH|A FdHo|r gl
7 oJst it
Heskett et al.(1987)9] -9+ WRAH|A F49 ide] dis] A4l
oA B S dx EoAe 94sken, Havlovic(1991)2
= s A =

AP, QUNE B A AT NN Aol A REE 7

¥ Jr & rlo

lm

JN le

OZi



H= =
§9Y0 ™, Eran and Luidsay(1996)= 1Az, 2o 4 €S F

BAus FUO FRE Y02 Forek

L o

2. WEAHIS F29] s
1) SERVQUAL 23

‘SERVQUAL R§-& Parasuraman et al.(1988)0] ¢JHEAH|A ZHL
sh719lsl Zidstkal o 34, A=A, A, A, A 5719
AHde g FEsHAH. o]% SERVQUALS WHuHAE =
WHEAHIA FHE S0 =7 S aste] gtk

SERVQUALS &85 WRAHA ZH0 4 a2 A, {4l

=, FH7E e s & BA|E Qe AR, AEEY A
AE, AWE719 A Ast Qtehet Ax, A4S Auzh vjR]Eo] 9
7

S
ZE% A so= A A, AF
]

o &
HU > o

rg o
=2
o)
e
r
12

—_

o ox rr oy

oo -
oX,
o
)
o

AL 37 AgsHAHE Ao wreste] dg g
o=, Afe] vHE w Lojsle WA WA SehsheA) AL, Ago] 1
AL WA doppi WA QAlSHE AR SO Uerd 4 ok WA,
Aot SAe TAA AElet Bee ZF 4 Yk AU A4 o
of SHFHE. ol ;A AR HiE T 5 Gt AA] Aw, upE
2AL T 4 YEE 29 FE AL FOR EAUT nAEoR B4
2, 714e] RAA Agete ARA WA S el Aot



FH ARASNE PR st
Fo] ofe A2 DSkt
A,

Edvardsson et al.(1997)& Aol #
SERVQUAL 2&-& 7]Zsto YEAHA
=2 olnlz], A=A, AU, A, T =
z27e A= acloz AASAT Kuei(1999)= W]

HIA G2 oS iAoz ofo] YRAH|A Fdo o

o
om, SERVQUAL Zdo] @22l hrAus 4L 545
3 2

.
AR

$UL AFHoR PFoY Ik TP PRAuls FYS ARHY B

g0 B9 2209, 191 B9 A% 29v1z gostdon A=y, 3

W4, W4, SU4 5 SERVQUAL Rl 7[doz FAHoz dushy
S

t}. White and Rudall(1999)= ujF AjH]
INTSERVQUALS 7fdstade=d 94,
A, G994, AEAY T 8 a4t 268FS AHEote] SHETE
ook ZA71F(005% WHEAHIA
sttl Slo] 9 T9Y &2 T FAZEE AFd
Fa Aeolsds A=A, 5@, 734, 384, ¥4 T SERVQUALY
9%

S7HAl 2913 2270 54
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{19 2-3) SERVQUALY] 5714 ALY 3

A2kl Aulz

%4 (tangible)
A

1214 (reliability) /

1—
-S4 (responsiveness)

T

\ FECIREIS
/ =

JL°~

414 (assurance) 7|thst Au]A

544 (empathy)

&4 Parasuraman, A., V. Zeithaml, and L. Berry(1988), “SERVIQUAL: A
Multiple Item Scale for Measuring Customer Perceptions of Service Quality”
Journal of Retailing, Vol.64, pp.12-40.
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2) GAP(GAP 3) 23

GAP B2 Mu|aFdo] ARt 9= 7= 24 WF 2152 7
stotr] Qlste] A5 AP Edth(Parasuraman et al,, 1985). <I¥ 2-4)9]
nee 249 iy &En MulaFgd AlE o] dAE FAR R EHA5)

g4 9
TAL-ARFHLA 374
7| &- 27 A SE!
212+ FA GAP 3 L GAP 1 L ERA
AETAXLH 44
a9 45 AR
A% Bo A

& . Zeithaml, V. A, L. L. Berry, and A. Parasuraman(1990), “Delivering
Quality Service : Balancing Customer Perceptions and Expectation”, The Free
Press, New York, pp.91-93.

GAP R&oA Internal GAP 1-& 13} HAA H=EZ5 U= Y
Ql RIS Z|tho] thel WE AH|A AlFgxiete] Q1A 7hol zpolE ot
o, Internal GAP 38 T3 HHAFEE QAsr Aulzx Bhe] 24

¢ Sat 92 o b= WL ZolA Bast g, =45 x£Edt
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filo
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Zeithaml et al.(1990) 2]
Azt & GAP 3, &, A9 AAH(Delivery GAP; AH|AZEZ WA AH|A HAE
Ztol)et PAH Zolgtal FASIAH. AAR A~ Ea
of Au|AEE YAAQ ztol= AH|A AJuke] Zpol(Service Performance

Gap)ztal &4t ol A7 7Idiste ARlL #Ea, AH2E Ts

n:&
&
=
)
ol
ol
il
rr
o)
3

B Abgrel Agte] Y SEel ® A AuAE AT o TG
AElz ZRAZ GA 9 AgEe BHA FYA RO S47 A
FHE 549 Aol YT B DA Az @ EDY ALt A
TH7] itk A AAY W, GAP 39] A9E s F94o) UEE
of 9P FL abety WAL 5 gk BT, oA AAE sHash] 9
& rHoR T 2AE TR ANkt

HHTQ000E WEA Ao AN 44T VYT 4L At
REAL Edo] TAREZS 2B AL FFol dhotel FHL
Wetet. 484, A4, W4 5 SERVQUALS 3714 7ARLS 7w
o Y¥, FYA-ATARY, AFA A7 Wt 1y, 9% P24 5
GAP 3 8912 #71eto] A% 872 +41 S=TE ATstel Agshe

o}, 307 Bgtoz 74 Ane olgste] ZAstArt

A2 (2003)= Barry and Parasuraman(1991)¢] &-8ste] ZA39F w34

A=, FAA, AL-A7AMd, AFAAA, B2 2 B, qg9ReA §

T7FA 8RS o]gsto] ArAAILt Au|Adde] FANSH: %
O

o= 314 BPOoE YRAus B SHqL.

3) MH|s FE

AH|A S AdPst= 7|4 X3S AHAEA P A6 FHEE
o] DA L FFO] AHIAE AlFotes: YR AMH|AEA 5 AH|A
% (Service Climate)& ZAol= 79| Fch(Schneider, 1990, Schneider
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et al., 1998). Borucki and Burke(1999)= AMH|A ZEZ ‘E
HbAQl Bx] 4 17“94 PE-S ot x2] ?"ﬁ%—cﬂ WF 5 EH"?}
A

e
=2
=
e
)

30 NN
lo 1N X

w2t} “}1}7}11 Z2olut Aok 7J°ﬂ A= "}O] i 1}01 7t EAE
v, 2Ao] F5hs HE H HY E}F/Vﬂl:-— o2 SE7L —%xﬂﬂ 7}
2AtH(Schneider et al., 1992). %%

FEo AMuAE AF

gt I Eq]
al.(1998)2 FHo] AH|A FEE 239 A= oE 7]%7J9J S4g AH| A

o,
2 o

Ex
)
1o
o
ﬂ
=
-{E
o)
E,
[~
ot
il
i
o[-)l
e o
e
o

s
Agel 9do] Hrky AWsE Yk EW, FAY AIA HRANE F
Aol Aot YL ALL AT A2HoR Bl BT AP g
w AEl BE] gL

AEAE AT off FHY it A3 HAA 5 APkl 220 FTAY
218t Aqo) ofet x| PdMo] i3t Hh(Schneider and Bowen, 1993, 1988).
=3 A7

AZ R (2000)+= Schneider et al.(1992)9] <I7tof ZESIE H<l
olof MulAayE HH T /134 29k Fa% AH|A FE QQlew XY
AlZ1a ek olejA] 5(2009)2 Aol MMl FEE Schneider et
al.(1998)9] A+tofl 7| x5t ‘BAfA AEIAE AFotAS o BHA TAY
A9e e Ay date] ozt FAEY TR A o= Aok,
Andrews and Rogelberg(2001)7} A|¢tgt Au]~ =g 74 A
L& olgsto] Skt

4) TQM
TQM(Total Quality Management)-2 AAAC R 7199l AAA

] =
2 93 gdHor FE dolo 1 9ty ES], TQME ZAEopAL:
aotE HAgoE Hrpty Qlth(Escrig-Tena, 2004). TQMO] =

N
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Z2] m2A|A0] A&A M-S Foto] 1TSS olE
A adolu 22 Z2HE BHEo] Y Ae=ER &

T TOM2 © Y2 AH|A F

tH(Cook and Verma, 2002).

TOM 7Wd2 WRAEA 48 /g ego] &8 7HsAdo] Fotttal et
ot 4, Mohr-Jackson(1991)¢] 9= TOM 7/HE-& WHEIH w5
3 7199 354 HRE @A At iR 489 9 7E 19 |
Aotletl, WRAAESS] HA| o] Wi

= =
7S o, TOM 7Hd2 WHEA A 249 AYe Zdsitty & 4 9l

>

X
R
[>

AU AEAT IE A4E TOM EopelAx @4 Eids] A7t Z1a=
31 It} Saraph et al.(1989)2 17 F=te] 2o, EARA S 9T, W&
=9 5 87H 8% TQM AdPS 913t A AFaA(CSH o2 A AR
11, Sureshchandar et al.(2002)-2 Z 117 GAte] At T4, H|HA goiy,
AH|A AFlo| I M)A 23} Hixuby] 5 & 127] 84F AH|A Eofd]
TQM f9lo=2 Fgkth 18|31 Brath et al.(2000)9] A9E= o8 TQM &
A FolA HuAFAe] | AY, 2AXH, FAY JTYHE 23
THY Fo] T N 8RS AHlA RIPAIAHS 7P dAE TOQM a<lo]

Sila and Ebrahimpour(2002)= 76712 ZAtoA AFEEAE = 257] 89l
FoA ABlA EGAIA- Ag 7se THe] TOM 845 A5l
T W82 Hauyae] At A, THY o], TUY ATHE, AR
A, 254 JHA Fol ZIE I

AE2(200D)2 TQM A4E38R03 Agduzte] A #d Aol

o 2%, 2% 9 £, 27

B

TQMe] Aulx EAATE 2450 g9 oksl P Adstasd 3
14950 29, DAY, FRAWA, L% U A, FUUEH 5 41
Q29 23 Mo BFS Likert type 74 HES olgste] Z4steirt.
5008} AN FAAISe] A4 A4 Bt ghgstel A5AQ
AT Boeol & AAY 24F BT oS vigon AE W AF A
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1. AH& Z2EAA 49 /g

z7o] BASI Qi AF U AHAE ABste mRAse A=A )
Ao 4 qlizw|, AA 12T A4 daA

S,

filo
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>
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i it
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s
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=
Harvey(1992)= AH|A~ £ 845 74O x9bo] AH|A mEAA9 a54
Al Heba ST oebA AH A T2 A
A

=
2 B4 AEe AeshE Aus B 5 84E HF 84E WEAD o
=

ZANTe B9 Adz AT 4 Atk 58], AE7Y 59 Eolo
DRsll FQYe oRmATe] AulA mgAs Edo] uj$ Fasith 1
Ao] a8 Hes mostn @O AR HuAS A& ALsHs
mogat Aol AWE ARt Fad Aoy wEotHRAL,
2007). EF, AE71G] Auls FAP o] Bxr} R 1 Eo]

S 2AIAE AASEAL, 295, A
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Tt Al FRAsks A Akt & o, @4 A" &
= o =

ol Qo™ (Balzarova et al., 2004), AAA1ute] D-M-A-1-C 7jA4 =
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O] ke FRFAQl Au|2ol BAS AtsHH, AAro] 7HE Fast aglo]
Hoa E 4ty &, A2 BE Aan Ve Al Jidol AAE
A ZHofA 7 F8stetal & 4 Qloh(Chang and Huang, 2010). Z2A]
2 gRe 1A AW e Ause el olEA FAHT AL
2] 52 AHolH £ Qi (Marley et al., 2004).

ABlA 2 AL FAolgt 2| UFA FHHe] IdA THLAA AlFshe
A F43 AAA, AAAA AHlAs FHe 7sRor APt Aol
%, RIAMA FHY MEIAE AFstr] Yol R FEAHLAA 255t
3 AlEERE AL AR HiRE A 9 A A0 A=A ofn|st
11 9lom(Feigenbaum, 1991; Juran, 1992), o]t FAAY-2 AH|A A4
v FEIste] ZduFelA AEE FEY AEE HEEd B oledE
T ZE ANAE AEA FE A wjle & dgE s "o
(Davis, 1991). 53], 147|429l AH|lA FHS rjste Aol A~
ARl EHE HNbAQl MulAs mzAAo FH& S A7l WS Fag
AA xR QA Eo] gt (Crosby, 1989; Edvardsson, 1992).
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7 wrES gisle] 22T glojorst Helel ARPd @Holsty W 4
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H =
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A5 E FYY B2 o 9ury 1%
1 2YAUELA) ] A
AAQl ojulol A Aol A, Ald, 2 whele] BAL AL A

R =2
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& Ke)
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A= JE dojel ‘Customer oA E 2 YeEFJ L Qth - Customero]
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A= Aojsta glon, W
St o]2¢l custome EA Ao =
A PLAE Yuloty TG, F, FUoR WAHT ofA] Lo, L]

=]
gol7t AT Qe onli whEA BAE A0 dae tehin gou

AAjofl ebM= 1 ofnrt HStEo] A, T W] WAE FXoh=t A
S Sl

gtH, ZAst EokellA= Aol §olE di4lste] ‘AHAF Y FAS F
B2 ARESHL Qlom, AB[APL ounshs AL AH|E Sk AFRCRE A4H|7L
Eote A2 FE = 9, 28, A 59 O9E ARESA gldliths on|o]
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qurzo
2 2ol 7|go] AALT AFoIt MuAE Aulsts FAQ 9RmAo
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7 734 AEAE WS S8AIEL e AHA S

o] 7ol ZItet A Bt X|ZbEl AH|A0] Zpo]o] AME A, AR} AJH]
of ™igt 17 w=o] AiE H|wste] A@Hom Hrigt
Howard and Sheth(1979)= ¥£2] AoE ¢ A= Aol
dae] disl HAo] AHEsHA =2 FAHASHA o]Foz|al et

Hog FA5IY o™, Anderson and Narus(1984)= AFZ 2l TA
A o gAret AL 427 Qe AR ASE BN Hes 38 A ol

D

o= v

QRN WEo] Jige 1980 o]F AR et o] 2] Hustrt
dH oz olfo|x]7] AstaA i & FEEHE AAA R, FulEd
of gt A4 whe soz FAHTEA a4 FASEAGHEE, =9
A, 2000). &HIAFS | it 72 B (process) TA E=
Aitoutcome) FA| o= HE Zxsterte] wet £ 7HA] FHE RS 5
Ak WA, Ao S £ nATE Az dis) duEY, Y FHO
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=
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A
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Blackwell, 1982)2 A4 A AUES Holsint, T3t 714 FAHHJN HAL2 2



A ARG Gefol chstel A, 2AAY

iz Aogttt(Howard and Sheth, 1979).
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HA Hon L7le AAAQ] A Sheth(1969)
Ao 8 9 &35 FEAF|= JLof of | Czepiel and
St An|Ate] F3A §r) Rosenberg(1976)
oA o) | ARAZIHEE AA AnFEHS] AR gt
Hunt(1977)
ZH2e] W7t | B
Engel and
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Blackwell(1982)

Rk Iy

Westbrook(1981)

T el itk AAMH Rh

Westbrook and
Reilly(1983)

AAA St AES AART 2] Zol
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Tse and

S} HRS Wilton(1988)
AF = AL Aol digt A4 whgo
Spreng et al.(1996)
= #AA AdH
d&do] Aol gt B7t 23 §8 == A | Babin and
A e Griffin(1998)
J[NAA/AAA | S g §h: AlE, Au|Ao] E4
ghgo] A9 | = AlE, ARA AAZE AHl] digt mlSE
Oliver(1997)
T digt | F e 4S5 AHE Zdbote], FARt 4
Tk oA AlFstAY Algst=rtel Het wd
A4 et 2FA(1999), ‘1ATEAFY AFH,” FFAGAE, AU

O




AR, AXA “Fe(cognitive states) SHOE AH[Z7L Z]&E3E tf7fo] Hsf
4, &2 BAHESH] BAEIHL 7= AEHE JAA AdH g olst
Act(Howard and Sheth 1969). =4, AH|Z}S] H7}evaluation) EHO R
Czepiel and Rosenberg(1976)+= 179 8+ 9 835 FIZA7|= Lo
it An[zpe]l F3A HrtR AHolstart. AA, AAAH  ¥HS(emotional
response) YO Aol Wt HrF ARy U= ZAH dgeR
Hokow(Babin and Griffin 1998), vpA|#fe2, <IZ]4 ety A2
o] AgtH ThZof gt Wk(satisfaction judgement)< Oliver(1997)7}
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(Fosam et al.,1998)c]2} & 4 Qlt}. FHUL] W& ooy FHFHo
O~
T

2 R e Hnd

=

e AEA zAoln] )5 @90 AT EPAQ AL o]FolA
QITk. oS 27 AT 1Y EUBS WolSe] oA oI AHAR
AT ol2let 7124]1 72 B AMIS] WAl | F2 A
~2 AFE7) Glste] Lol AEHoR ETAL o ko EA| A
25 T 2 Aojzte Holv (WA, 2003).

FUY WIS Fr)Hel(@ER7, ARWE), 24 f ARUAI, 27
U BAAA, 71heln]A] 5o gget aclew yehd 4 glon, Y Tt
o] FAAQ BRY2 (O™ 2-53 ZoH(EF2, 2004).
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=
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WAal Hoes oAaglof os AAEM oAadl FoAE: HAFAA]
QQlo] YRAH|A ZA3 o] 712 Aoz maeh 4 gtk

Geyskens et al.(1999)2 4 9H=el dis HeEAS oA BAA
23 Aol wE kA Ao Estdth A, A wEolth AA
A4 e A% g1 g4zA Ao WA Yo L BT s
of 2, AeHe HE2A Wil 4T 2X Pl Az 4
Ao S oujgith. oA AL £4d4, AAA ooz Qg ¥rEo
2, 71E A sig 71d3e] AAdato] digt whEolu A Aol
M s tigh grEo] Fasth Ygloz gti(o]EX, 2005). £3], 7
AA 2 Bd7olg, FAH0lE Foll o AT 4 slow, FAA T

2 2! &
o digt AE 3780l el tisto] ASShe AFHolA A3 AlAbehaith
Lawler(1971)+= &=%4|
¢lo] rotof Strhal AZtsh= HAYOl it A7t AA|Fom Jflo] w2
Ko digt 277l apol" ekl A oSyt

Goodman(1974)9] QAoX= FHHol HwoFR=  2AI(Self), EFS
(Other), Al2®(System) 37FAE FAlOl AMgShe v AN/ ARSI
v dE2 ¥2o=2HN Q19 vlutider BAFAA AA gt 2Zto] A
AETL SHAT B4, AFSAQL REESolth ARRlA] wHES FdY WES S
A, 74, Aost= ¢ Fagt @¢log ARESEY Q. Geyskens and
Steenkamp(2000)-> AFS]A qhEof sl A FdeTte] FowAlel o
giell digh ol9], T ojAo| 27t A F AHEA /AL S
AL Hokehe ZAoR Aofsta gty v 7]ate] Ao Ag
ojif= wtEo =, HIEEAcH HYA gQlor Qs Fwo] =
Bz v 71949 7A@ A Aeu A Ao Addeld 24
5ol F83% gQlow ZEgiti(e]E3l, 2005). Anderson and Narus(1984)
O] Aol A ArR]A w2 A2 EULLY] MRl FEAle] gt A7
el Hkg-o g Aottt Crosby et al., 1990). £3], As]|A whE£2 A +

Y Aole] TANA HASHE FE, BEY, SoF SO HeHe Fw
o Wste] AGRA, AEA N Bx A%, 954 @Y, 45EA



H 502 =49 & tHGeyskens and Steenkamp, 2000). A2 qt
AA ARt AAA S tEe] BAA AP Mder A8
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2. Auz AP FHES

PlE BUZAE Baho] AHa AFPHe] GEe Fr aEe Aun
B, 2AGA QuAE Ao 2990 Hret A50 Fa4e S8 4=
sha Qi 1A 8718 AgsH mesty WET ek AHAE ks
1 Qs AREoRA F3Hor WAL WEAA DA S Bzt 3
So| 242, 1o 2 Aol 2A e o B FAY

o] AUz gimel B gt FRANE Eota AAXHL HxE o]
gt AMHla FA 8l WA AP So AMHoR A% A0 A9
5 st Y99 wE, 14 Aggolgte Mder A Qe

SIS

o] 24 BiFo] A7t Aem AWl Mu|xof AESt= Ade va

= o sl 4

A2 AH| A ZFTEe] HIWE o]gsto] AMulA kel Mot 23]
TASE 2959 AFAEHA BAE SHSHAH. 2ARES SR
v AgdE, #E, oA AL, A gk AH|A FE, 1A F o/ =
oz FAHAET 71ES] Aoty FActRorolA AREEAYE SR
A% M=g SAEHS JIdste] ARESHETh o] dATtolA 23X PSS
L2225 I AFHor, WA RAFHOR HHsts Aow YRR
Az e Melt TN ATATH ARRTHS AAe AAHO
B XA dgt EWEo] Frtolal 2AS HuEe ol oAtm, pEgor
ool A= AAFA AlFEH= AB|AL] FHo| AotEE A& Heulth

Hogan and Hogan(1989)2 AH|A 2FAF-S& 7NQ1e] HREZAHQ AASHS
2 B3 HPI(Hogan personality inventory)E 7Wstgict. HIP+= £A&71A
tistoll A AR A5 ZAR NS ZHdel gt 5t o] 2o 7123 Zo]
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stk HPI= A4l Adle] Qe 24817 St A}ﬁwom s
A7) AR AHERE =58 A
Sh= HPIIA A~ A4S A0 TANH 2, SRl FE £, &
249 ePprgon TR,

Larsen and Bastiansen(1991)-2 SAQ(Service Attitude Questionnaire)2f+=
HHl~HE Ze 240 g B8 ISt o SHETE Aus
TS AAH, A, W5 Z0g et 2 Agoidr. £, of
Ao AuAARY AEg 2gsled 289 4 4SS AT

Lytle et al.(1998)2 ‘SERV*OR’o]gt=
FESAT. oSS WA AuiuiAY HoflH AuAZE AuiDs} 5
S g tofstA ARgSHRE AHlA AFAF] de AAZ R Aestg o,
o9 7 Al S ey e pPoR fRSAAL. A, A
HI A 2E4 Bofloll= AA I ake] 2lgAd(Servant leadership), AJH]A H]

A(Service vision) 5°] doH, EH AuAHZE B#Por 1Mol xHo] &

(o]
_u
o,
|r
rlo
ol
e
40,
mlo
=
O
B
(o]
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N0
2,

'r‘ HJ

+ 17 th9(Customer treatment), @O (Employee empowerment)<
AAlotdTh AA, Ad|A AAR e Ad|A Asf o (Service failure
prevention), AH|A Al 3]E(Service failure recovery), AJH|ZA A A (Service
technology), AlH|A ZEFE AT (Service standards communication) &2
Tdstlen, uprjEto g Q1A e TRl shelaclels AH|A ™
(Service training)¥t AH]A HAF(Service rewards) AAISIAH. o]&7] &

(200002 HEEFe "oz o Aol FHLY Avs A +4
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St WriR AFoygt £ glen, PZB(1991)9] AME|AEA 7ted GAP 3, =,
A A2 Delivery GAP: AH|AZFE A Au]A ALRpo])et ARIATE
(Service Climate) 27}A] 2pg oz FASHATH GAP 3= AAZ W&F L&
MAEAE, Aad, gam3uygd oA AlFshe Adat d-le AAEA,
Ezm)o] & "W Aoko] HHHA 59 HE Ao} JAFA THHo] Z]
Z¥ot= AH|AZZA gA] zpoll ‘AMH|A ATre] x}o](Service performance

]
GAP)® Hosln HEY Z=9dd-zuzA

E‘L“

A, 7E&-AFRASA, oAl TS

H o> O L.

A, ¥7F 2 HA, A2Ee, AR & A Aol glnh ek
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& H 2o

2w By} AP W AR EE A diF S0 B4
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2 AolstM Andrews and Rogelberg(2001)7F Aot 1570 & AESHS
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o] AE AR 2 Ao AdsHA Wee sASHIT. TEAA A
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dL 5 s TFHES AFcte 7Ie- 74, 24, W5 AdFEA
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o gERt JREA 9 TE, 28 dGFA ol ERote Fdde] EaAet
FdelA Al&s] mastyl AR 4 A== AL oA Folste A
B 52 58 Likert A=(14: As I Aot 53 Wi IFhHE o|&
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To] W 2 Q= A A" o} ZAESE wtEo] Y Aoz ez 9
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2] 9] Sy 34 23.3%
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AR 50 34.2%

. = 95 65.1%
o] 51 34.9%

AEE 23 15.8%
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oot ol 28 19.2%

54 mlgt 27 18.5%
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A 43 AR A P 7149

SAET AFY 9 B3 4%

A1A
ZA=Te) A=y A3
stof e

= AollA
U
SPSS/WIN  21.
A (Reliability) o]
A e wE

=7
A4 (Stability) ¥ o5 7Hsd (Predictability)
=ol5l Yoz ALLET 9t o
=7 H (Test—retest

(Splithalf

0%
% %@E?_P’] o= o

=7

A

o
1—
SRS

(Homogeneity), “2Hd(Exactness)
T A=o AR A4S ST

A4 FefH (Alternative form method),
(Internal consistency method) 5©°] %12

'sa; Cronbach's

___Zj(—]
—‘_I. 1=R=3]
o2 O]__'_H

olz{et

method),

method), W& LEJH

R SolA ArRlakel FEofol A= Z&2HHsE duk(Cronbach's a
& Bol AHgeitt.

coefficient alpha) AlGE o]-&3 W& L34
+ Al=de Adhst

ZA% S =H57] s g4 3

= TE2 AE5H :
Eol= WAL HE AFAES A ¢Is
Fst &duH(Cronbach's )] A=) 54 ®9l= 03 1410l gha 7t
Ztk. Nunnally(1978)= FAZQ] A #Fofo] AEHsE At gho] 0.6 ©]
dold FEsta 7|2AT EokllAdE 0.8 ol 17l F8g Ao o
A gol Hojof i FAstHrt. A=A



(2010)& z=dpst gt Zro] 0.8~0.9 A=W ALyt uf$ =cty H1
0.7 ol/olH HiHZA st 0.6 o]fo|H dHtHor 4835 4~ Ql= Zlog

7Fetaict.

2 ATE ARE £58 0.7 oS 7o HEoto] A=4E Hrlst
712 stglon, AS5At, uiﬁli TAEA 832, ZEAA HAAEH 837,
D2 AA AAER 893, FUY WL 853, MH|ARFA 8600= LfEhLY
AAA1 A2} .8 OVJ 2 E2 gtos SAro] Al=Ao] FHET,

(% 4-1] SH=79 A=A BA
W 2 = 2= Cronbach's «
TZAA FAEA 3 .832
ZZAA AAZA 4 .837
D2~ AAED 4 893
29]9] b= 4 .853
AH|A 2]7H 4 .860

2. SR H®HIA4 AT

dird o = B4 (Validity) A5 w42 AFA7F S45ta2AF k= 7Hdel
s duput getstal JLsHA A4 skal=Aoll tiste] mhefst= Aot +
AAQ HFrpgHo=zE= 7|EEFA (Criterion-related  Validity), W-8Etd4

(Content Validity) F+AEFE/d(Construct Validity) & 372 F+EZ 4 <l



AA SAHEF AL S8t st HES B stgsta J=EAE
Tokal glow, AA| FREofgh oEstER o] WL FAAQl P
27 AA = A oot ARgel Ajto] it mpxjutoz e SA okl
2F ol BgY A fES 2 AJoE Foll FAStete] AAE &4
T7b dupt AAsta geetA ST 4 lertel Wi Hokeke A
omgtty, & dAFolM= B3-S AScH] S WHoer @l A (Factor
Analysis)& &-8st3lom™, HAPY W2 SPSS/WIN 21.0 &

gotol ZAstrt.

rE
i)
ma

L8124 (Factor analysis) AHO] &4S FA6tHA B 4S5
dgagleg Fol 54 WHSLE F4, dedA7l= UHolth. olEA 8d&
F=ok= WHole o8 77 o] 85 gloy, 7P de o] 8EE 2%lE

A mdo= AR EX(Principle component analysis or component
analysis) 7} 3529124 (Common factor analysis)©] It} X z°] AHE

& e vz FAAZEAS oS
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>~
9|L
1o
fo
r (o]
o o
fr
d
A
_O|L
Rl
X
ol
_l

)
o9 EYHS FANL. AZIFTHE of
Z =

o o = H
ofME AAHdE AREStRoH, o N FolA w3 (varimax
rotation) WHOS ARESIRITE 7} W40 QIZHe] AEEAC HAEE U
Y QA8 (Factor loading)®] 87152 HE +.30 o]4fo]|H [ols
ot B9t HaAQl 71E2 £.40 ool 18al £.50 ol A9+
e E2 oS Zdetty 2o mebs 2 Ao AEAe =017
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6) AML1997), TutAI" ZFARE, A

= 18FAL, 33, 479-489.
7) Z8A(1997), Ta”ET}E SPSS/PC ©]&

@
B A2, Me 0 S@AL pp.42s.
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sl £.50 o= 7o 2 A=ttt
w7 adlol A wAl diel 4 ¥ 4 Gk FEE e T
92| (EigenValue)&= 1 o= 7|02 sttt 54| 1 oA, QXA =F
£50 ole ANEon 228 2de 4EYHL §A5) fstel A2t
Ay % dleluls SAREe el 29HE SEelert
[# 4-2] MH|~ Z=2A~ FE QQlEA
4 =
{ < T =
1 2 3
QA2 .053 223 877
e QA1 196 190 826
TAEA ' . '
QA3 483 224 .684
QB1 .167 .824 .033
mag QB2 244 795 188
AAEHE QB3 174 .783 271
QB4 .206 .654 .360
QC2 .857 .170. 143
=y PN QC1 844 .170 319
HAER QC3 842 178 053
QC4 167 282 155
35k 3.178 2.658 2.309
S o PRt 28.889 24.164 20.989
22 o ' ' '
%2 28.889 53.053 74.042
[ 4-2]= AH|A Z2AA FH9 e HEE0 Q184S HASE 2
oty AFAY SHHE= 173k (Eigen values)o] 1 oldel HHEH a9l
o7 FRET Qo] WHelG T (Discriminant  validity)7} 91O, ¥H4E @
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ol HA=F(factor loading) Frol 0.60 o]Ae= ZF AL Qolo] H|WH
Aol Qo] HFEFFE(convergent validity)7F tkal & 4= Ik
T 54 gl digh aQJdFA dx, aQllE ‘ZRAA AAEE

mRAL AABY, 893S ERAL BAEYR PPstaon, 8919

e Hir
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e
N
lo o Az rlr 2

A AHEL Q9l10o] 28.88%, L9127} 24.16%, L.92130] 20.98% AHE
Holx Qlok, HAoA 370 a91e] F+Ho] 74.04% THE AYsta e A
2 Yepte ot
[® 4-3] $4Y W27 AT @A
ch- 48
a9 g = Q ¢l g =
1 1
QD1 855 QFE1 .864
z9]9] QD4 853 A2 QE2 .859
= QD3 839 2173 QF4 827
QD2 791 QE3 .808
187F 2.787 787 2.821
S| AAE S1AAE
RBAT 69.686 PoEAT 70.533
27 Zk A gk
%7 69.686 %2 70.533
(£ 4-3]2 THYHZT AulA 2gFdof digh QQ1EAS AT Aol
. £UY =2 153 (Eigen values)©o] 1 o]Ato|m, ®Ha4E Qo1 A
(factor loading)e] 0.70 o]e=z HA=o] Qlo] WME=2 Zgol=r] At
7402 Uttt Q9lo] BAF A8 69.68%5 Hol|il At ESH AH|A

e —

21 el et QRIEAS AASH At SHHE= 53k (Eigen values)©
olAolm W4H ol A (factor loading)o] 0.80 ooz EE&EI o]
2 F8ot=r At Aoz Yyt gQlel B4 AhEl2 70.53%5

Holil Qlrt.

- 62 -



o
B

ZF

7)o}

1

1—

3

A sk

w
[e]

of wWet e Wt of

1

Yol
= |

7} w5}

NI mfﬂﬂ%awcf B RO S i

0 T xr 0
y R Ty H g X LS R
I Rl = s A T O T i .
X = o = ,_H.H._ T B3 ,_N_H._ S =
,oVT.__ m X mo o W T m.,_ H I
m «c W = %o iy <0 s <
e 5T e Iy & x =
T S WU 3 -~ & i
blo "o N o N o e &
I I - Y Mo A
e So@®E Al )
T oA R o B <| P il
LR RN 7| T LoL Y

ol X T o o - 3 © 1
TN Moo wom P o T EW SAE

U TR AA — o =
Ko X Lo X ,mv_ﬂ A= B T & Lh

X 3 | = X % % %

TTLhxSaMET EE A Blzk L L L|Z %
TN oy s e Y BT O HE RS T
O I S T R ]
3 XEF T T+ AN

- %) —
ERE N i S R I 0N D O S I
o 2 N My my B <0 = W — < % - O >~ & o <} <}
5 P g N ol S R 8 g9 © 2 my
o X S o LH%EQi e Al R =

T T oE RO, R o
P e By M poow
i° .m = - MH of =N o| o RUORDOR <} _—
w o & o X B ok X° W T D w | T =
2 N m "~ oy e = ™ ol s o = T %.ﬁ Wo ) T
Hp ST , TS F o =Rl -
Ro =B R T Zow o I B e

Gl X Gl - ) A o T T N B = B
Cll g - o . AN
OW T U R KF oo ™ omp < R gl
OROW OH T OB OBR OB N H OB *

stol A ()]

g4z 3
- 63 -

o

T

.01



Aoz HRENY. FAHer duEA 7] Hpeke] A

o

Ea

=A

g

= A2z UedH. I ¢

A
S|
q

S
s

[e1g
=

N

F elBE= 7]

S50] 10]5

T BHE A

o

A

Il
[}

Factors) 2}

Inflation
T},

Variance

5

S| 2

ol ek

=90 3las
o= %—-_]'oo

(Tolerance)

- 64 -



(& 4-5] 71ed SAF

{2 9 N I= ZA4gk gk ot EZEHAE
QA1 3.00 5.00 3.86 770
mEAA " QA2 3.00 5.00 378 738
A=A QA3 3.00 5.00 3.84 731
B3I 3.00 5.00 382 645
QBl 3.00 5.00 3.87 697
o QB2 3.00 5.00 3.95 703
e 146 B3 3.00 5.00 3.79 742
=e= QB4 3.00 5.00 3.75 .720
BFg 3.00 5.00 3.84 586
QCl 3.00 5.00 376 668
. QC2 3.00 5.00 379 684
146 QC3 3.00 5.00 375 693
Ed QC4 3.00 5.00 377 662
PFg  3.00 5.00 376 589
QD1 2.00 5.00 3.84 922
QD2 2,00 5.00 378 826
299 Btz 146 QD3 2.00 5.00 363 1.024
QD4 2,00 5.00 350 1.032
P32 200 5.00 368 796
QF1 2.00 5.00 358 777
QE2 2.00 5.00 355 872
AH| AT 146 QE3 2,00 5.00 355 752
QE4 2.00 5.00 3.60 766
BF 200 5.00 357 665
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of B 3.82, TEAA AAEZA 384, TEAA NAZA 376, TAY THE
T 3.68, AH|A A 3.57HE Holil ot Z2AA TAEA, TEAA
AAFEAe] ddHez A48 Holi glouy m2AlA JfAEHETte
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HE2o] dubHQl BEAo| wE Z=AlA BAFHES Aolg AuHEW, [#

= =
4-6]3t 2t
[£ 4-6] TEO EAT mzAA FAEZ
TE F= Qe ot TEHA} F/t(p)
2 18 403 67
217 2 3.78 59
1.018
2] 9] Bl 34 3.74 62
] 2 3.68 63 (400
A<l 50 3,88 67
= 95 3.80 62 1.937
A
of 51 3.86 68 (.166)
ARYE 23 3.79 61
_ 2.079
st = ES 95 3.76 61 o)
skl oAt 28 4.04 73 ’
53 ot 27 402 55
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angs 11-209 30 3.76 67 2407
21-304 27 3.80 58 (052)
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= 4 7] 70 3.86 69 2.835
718 71
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(% 4-7] ZEO E4a Z2Ax HAE2
T2 F= Hle By EFHEAR Filp) Scheffe
24 18 4.01 75
217 22 3.94 57
i 1.186
219 IF 34 3.68 53
(0320
o2 22 3.82 64
A 50 3.85 54
=1 95 3.77 .58 3.337
A
o 51 3.96 57 (070)
HAEAEQ) 23 3.98 .52 .80
I = ES)) 95 3.71 .54 i ob
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LEAS 11-204 30 3.82 59
(.476)
21-30d 27 3.78 63
319 oAt 23 4.04 62
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EEE s471
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ABSTRACT

A Study on Employees  Satisfaction and Service Orientation
for Service Process Quality: Focusing on the Construction

Business Sector

Cho, Kum—-Hwan
Major in Service Operations Management
Dept. of Business Administration

The Graduate School, Hansung University

Domestic construction industry is judged that it enters to stagnated
mature period passing through growing mature one. Recently,
construction companies are attempting management types of orienting
non-price differentiations by improving service quality so as to satisfy
various needs of customers by getting out of simple paradigm called cost
competitions. As the result of doing a literature examination, external
customer satisfaction is related to the satisfaction of employees who are
internal clients, and internal service quality provided to employees could
be said like a precondition of service quality supplied to external
customers. Also, existing researches on internal service quality have
stressed on service industry mostly, and researches on the construction
industry were little.

Therefore, this study reestablishes the concept by expanding service

process quality to process quality reflecting characteristics of construction
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industry, and tries to look into effects of each process quality factor on
employees’ satisfactions and service orientations.

In order to achieve research purposes, the study carried out a
questionnaire objecting to employees in sales parts who were working in
construction companies located in Seoul and Gyeonggi Province, and
utilized available 146 copies among total 190 copies after collecting them.

From research results, all were adopted among total 4 hypotheses.
In detail, influences of process relation quality were largest among service
process quality, and process improvement quality and process design
quality were followed in order. Ultimately, establishing quality policy that
inputs improvement quality and design quality factors from process
relation quality having the largest influences is required as the effective
method of lifting up employees’ satisfactions to the maximum. And
process quality dimensions affecting influences to employees’ satisfactions
appear differently according to gender and corporate types etc., so this
point shall be considered together. Finally, employees who satisfy with
service process quality are proved to affect positive (+) influences to own
service orientations empirically.

This study could be said as having a large meaning in aspects of
inducing development of quality factors that are able to contribute to
customer satisfaction and growth leaps centering on future construction

business sector.

[(Key words) Service process quality, Process relation quality, Process design

quality, Process improvement quality, Employees’ satisfactions, Service orientations
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