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A 54 nAREFT #AI 1 F

aAEel g "] St vige] Hdigk F&ste] 1 AREA FFE
Yol o] FojA| AL ofge] L7 AFFlo] A&HA o0 R o
H(Hunt, 1977:36-37). TE3F "AF

o]
2R

Aol sldel RggozM 1ol mAe] A3
al

FAst= AFUAlA AtelFolztal & 5 AW (e Hrh7l,
3=}, 2000:20-21). v AHE AEFS 2v]EAL ALE
gk o] Fo] wholup Bubfo] YA frk F, au[AE i AlF e

Brhstd 244 B ol FoiAw

2

AHEARe Bdtel FujAAAS 4

o] A7) RAH Brst o) Fol AW ButEo] Atk 2eA 2w R
of wioll} BukEo wiE o] AgEAE, 2o TAE o JHA
Q) JFS WAA "k 2uAE Fujd AEe Wate] RS Rt
W IAES A FiE g8 =4 Ha, AEste] FHE & 9o
T2 Aol Al Aol AP AR dEle AFS dA B sbsAel =
oh wwlo] WEElx] grow thE AbZelAl Rale] RAAQ APS olof

718 7bs/d o]l Al A3, HHA, 2005:36-37).

T Aztel BEd AoE BW Howard and Sheth(1969:1762-1800)%
T2 7E A& o 7bell tis) AAdetA e FAAS A BAAEATHL =7
= AvRRe] A A el i 89l al, Oliver(1981:33-34)+= "& YA
ZItE Qg 7ol A e B AR AFste] B F
2 Agae et 3tk Westbrook and Reilly(1983:68-85)& -
B AF/ AN 2 A &g/ Es 2 OAel A B s = debAl 3§
s HAE Ade uie AAA kgl Ageostd. FelH g
dE AJo)E HW, Tse and Wilton(1988:45-46)= "AH]#F2] AL 7] off £}
| Fo] AFAI AA o] Hrbe] digh wkgrolgka 319 om, Engel
and Blackwell(1983:57-71) "Ad&ld  oicka Abd Ald 3o &7

Hunt(1977:37-38)= "W 4 dol FAHRHE ArtE HLdozw Ze 7t

ol

i

Jm mot



g 7k sow Aokt (#4743, 2002:62-63).
T3 Oliver(1981:33-34, 1992:418-430, 1997:83-95)%= &u|AF 9h% - B
ot A7E AL AP WA vk o] WnHS Ao gt
TE 181d e AFelA SRS AEEA G2 APs T3 HA] &
A ool amAe] w4 AAHNS we] didmA AdeF G
Qofolgta Aojstrh Ee 19929 AFeME e AnAAEN
TEE JAEC O £459 aofolda Hofsdrh = 19
1997 d 9] Aol M= aARSS
T ASE e Au|ze] 54
Atk olE Rt Aol JAl mASe Nde Al THE Fol AXGE A
Ol TH(A R K, 2006:53-54). vt H ko] Jd S 1A =
A wgol Adow W HHo| o
o

3 4gH wge AROE B YFAAE HAVHS Auge] FE

-

gk wkg o 2 A AE/AH] 2~ EA(productor service feature) I
n 5

of WE FEFEUT GAF FEolA AFHAG Fe ATee

rl
b

A6d Mu=FFd #3 1F
1. Aul=Fdel 7id

AE] 2= F AL 1980 o F-E A~ 7 AR So A e A T
ol 7] AlFtete] oA FAES Ag 8 A WA BAR YERY
A A Aujz=el g ide] thekstol AuaFEl ik JiE =
AF#HHe wEl vkt 53 JdtH(Dodds and Monroe, 1985:3-16).
Ak shrhe] Avker a<l
A ARAR] DS 7t

Aottt Mujamds FG7hg o 2vabs Aol 7 7HA SHelA A

=
L
o
2
>
e

- 31 -



Hag ket ol @ S4el Aua EAL FASE Qow 9¥An
SUTHe] 1T, 2000:47). Aulz=FAe] BF Ade stabel weh terel
Qo5 m geh DA~ Ao EFe] #a wAse A P}
(Hellier,Geursen, Carr, and Rickard, 2003:1762-1768), @z %3} A n]2~2]
BHA dsgoldt Egel diE Anjxpe] AwkH <l Q1% (Bitner and
Hubbert, 1994:72-93), @&l AMnr]= Aol gk 7o) x| 2k} 3174 9]
Aujz=e digk AP 7]di x| 9Fe] vl | A ZHGrOnroos,

1984:70-87), @54 AMnulze] AwbHeQl 94 He pdge] @3 v
L

of
o
B>
)
N

Ao Ao g MAH FANE o o] 3 & e (Parasuraman et al.,
1985:12-40) o] 7Hd RaH oz A&H =
GrOnroos(1984:165-183)+= 7|1% 2% T+ ZA 332 (outcome quality)¥ 7]
A = 34 3E A (process quality)e] Agto g <l2lsle] oW (what) A 4]
25 o9A(how) ALstrtel =HE& Fii AU|=FAS HUlskth
Parasuraman, Zeithaml and Berry(1988:12-40)+= A{H] 2~

29 443 #Ed dAvF JJr‘er]‘Jr Blegta Aeat ity An| =%

Aol e gus Heo F WA 0 2 GrOnroos(1984:165-183) <}
PZB(1988:436-543)2] A o|7} 7} ol <clgx 1 Juh(E&A 29,2007
79-102).

Parasuraman et al.(1988:12-40)¢] A o7} Au]=&ddel 7Hg Bo] Q&5
A ewutSdat mpvbA R FE Ek Az ARz o o
FxoA o] Fo]Ag JYAIRE Mu|A2FA S AEEA] vESol Al )
gale muwe e Ados odHi JrHAES 2008:220-254).
Hellier et al.(2003:1762-1767)= A|¥]2~ F& 2 AH|=SHA A 9 B]& 3
e 44 a4sd de Ao AR AdstE 5 ded 74
& Fa(AH|zol gl WE HE), TS ERA=A(AH] =
i )

g F A
Hold 2 wgow Auls Ao w5@ X ) ua aAse] Bt

o

5k 2=
2 398 4 9
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2. AMHI2FAY A

At oz APAFor MHA2FHdES S48t = 7 de ¢
7l A&Parasuraman 5 (1995:12-16)°] A| Al SERVQUAL o]+ thaf
YA FrtEFolth, o]H s SERVQUAL-2 Oliver(1993:33-34)2] 7]t~
da BYA B o234 7ibE FRORE AMu|AFAEY SAHA gl A
= &85l skv. shARE

1=}
B
SERVQUAL®] MH|AFd S FA4sk= 7HE a4 =72 &85 &t

HE E BloR éﬂ%éﬂr R F A A e A3}
v AHollA Aol Aok Erh ol fFAlet olFES
SERVQUAL®] 57} 28l = A=A zpelvko] AxpiEdo] Fsta thE 47)
© AAFAA £t el FHHFEFA
ATH=2A, A&, 2008:53-54).3HA, P AvtE ] A H] 23
ek Ada A e AAA ] L AHA] A= A= =
g Aot | H7HA MulaE el ik vheket A& A AHGrOnroos,
1984:36-44 Parasuraman et al. 1985:40-42 Zeithaml, 1988:46-48 Wyckoff,
1988:23-26; Rowley, 1998:34-36) 5 ¢] ol&e°l olair AHE Swo] AH]
2 Ao 7lEol wEkA debdvs o] 84 WA oR A&KHa gtk &
12}

5], A DRIt ES] AH|2=FH o EH?SP A= 71EY FxAE gl A
=4S B ARAQ 1A AusEAY 34 HEE Awsts Ao

FT sttt o] s SERVQUALZS /\}%Oﬂ s e A2E (Carman,
1990:125-131; Fim and Lamb, 1991:138-139)2 A o] Au|2Ed =54
o gdAdel wd FAHEE ATIstAA, dF A A5 AH(Dabholkar et
al., 1996:425-427)° <JsA Zvfzd A A

=74 =9 RSQSE /MEetgdth RSQSE Avd MuAdds =4
gl ol A FAETFoH, Aol AMu|xFHe] HPASFX

(Dabholkar et al., 1996:3-16)°] a4 HAAE == &&= Yo &

T xvie] AusEd

O::‘ JIN'
Olt

—|—’
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Jl

TAAME APATAH( =24, AET,2008: 67-69)° a4 RSQSe =4
= A&ote] = EEAnESY Mujs 4 SAHAS ARG AT
7} %LEE]%E}. 53] =243 A& 7(2008:65-67)F RSQS SAHEY
bgsta Frt2 4o SATES JEete] Akt

o] A AF(Finn and Lamb, 1991:483-490; Carman, 1990:125-131)¢| 4]
SERVQUALS AR&3F ARj= 4o S0 4wzl 4= B3
A

L_ [}

F

AARA] KatAar, A ESRe et Aus F4 SHEF7E =
2(Siu  and Cheung, 2001:883-96)°l4  Dabholkar, Thorpe and
Rents(1996:4-17)> Avfd o] AMu]|x~ F4 S4 =% RSQSE 7IEstal
=3

<21 2v) ANaFEAe AT Tz

252 37FA A EAF (qualitative research)oll Al =&

SERVQUAL®] 7]= 4 &5 & 174 items 23t 2870 54 &5
< detar w= wiskd 23to] 7 HEE g oR ASTEAS AAS
Atk 2AAILv] Au|~FEd2 5719 7|2 A (basic dimension)Z} 3
el A (sub dimension)®] AF# Q917 xE 2 dS5S Altbe}
Atk olAL &uAHEo]l Avwl MHIAFES 57HA 71 AF(basic

dimension)dll we} Brstar, FAAQN Au]=EES F9 i (higher
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A8 A AAfzE BT 1 F

1. nAREEY A

aARSeles A A nAdEE P o /|EnA F471 A
T AMRA7IY A M Tt AesaR AxEa du Mujs &
dolAe 719 &e A AdsiA= AR A4S e W, ¥ 5L
T MulaE AlgstuA Auafgde] uAcEEE wo AEH<
MR E RS e gEe] BEazlol

=9 2 ot
TAEC o vhdetA A Eo] ghth A s =
7199l Aujzo] gk vtESudes UEede AxE Aot (Hellier
et al., 2003:1762-1800). AYATA=E9 A= A EH
Oliver(1999:83-95)= "= HA3H| o= B+t AfAddel hHat 73
A 71d st 54 AF 2 ARlE Aeaet AEH R AYetd = A
o7 Aolstal ¢th Dick and Basu(1994:178-185) e =9} &9
G Aol A Anjzo tigk i =t A el 1k #wAY A
=24 A3 L, Zeithaml, Berry and Parasuraman(1996:78-89)& &3
719 %
AL AdstaA sh= 19 & (intent) o] 2t Aol skA k. X3 Jones
andSasser(1995:32-65)= 3 7|1 Abg, AF B AH] o] gk of =
(attachment)®=+=  of B (affection)®]  #8  AeHiztil Bosi
Gremler(1995:42-44)+= 1170l AA7|ZF &< AW S 7HA L 54 AH]
2, AFAE ol st Aed, Bes, AAA wbgolgta Aot

U MHl2E x&How FujaA w=E g

NEwe MEsts AEol

BA=e] gid 2o 2oz AEARS of/|e 4 9= Aoy nlh
HA Az BEFsal 5ds Bl=E At P54 AL &
oA He=s ). ol eSS oS-

=3 cH(Oliver, 1999:83-95
Aot o8y A5 AEHEHQ AFfo= EFs Jidel oidh & sk
A} duksrt o) Foj A Ratu e A4



ek A5 THE FEE dolrbal vk AN sk = A
TFuje] FA digt A (FFE, A, 1999:77-79; Bowen and Chen,
2001:62-64)9F #APAR #HHANA AF, =4 ZE AHATFE =5
dJex IHAAH(AHS F= d97F A Singh and  Sirdeshmukh,
2000:80-82; Garbarino and Johnson, 1999:56-58).

aA S et VS Bl olsfstr] A= ol A= /<

ol WE ofsirt Zad Aotk Hup FFHolwA AlEAo] =2 o=

= ARRddE EEety] A Muls Aoz A Ao JdFE
nA = Hggd dEd APATES AES Ao Al 7HA BiedA o4
£ A& & 5 vk A Az g uAwnS AR s s

A sty = AA < d(Gerpott et al.,2001:78-82), o] A A=A wk= Jiud v}
s etG Aol EAVE A7E § Joerg A3 Hto] QY o
2 Auay #-E AFS . Pk olnAR s EE oldstE e #A
© 2 (Nguyen and Leblanc, 2001:62-65), ©]+= Oliver(1999:82-85)2] <1#] 4
ol HAFAQl e 7 WS o] st Yt mpAHOoE FHZo| &
ek ATF o] FolA AL e AEH|Eolup A ORA AT EE
A3t = A= (Sharma and Paterson, 2000:470-490; Hellier et al.,
2003:1762-1800 ), AL js s HFgBoly} Hlgo Aad Moz
zststal o AFmee] g A-3rHA FYNE o' Totsta

AT



=
L)
M
S
i
rir
=
e
&2
X
o
fu
=
k1
a2
A
o
Og{jl
offt
a2
A
o

Aen] g2 oW AMu|2AFAZTE & AMul2Agaz HAske
EdEE v8S 9r e (Porter, 1980:12-40), A H] = AFstol A A 3hn]&
& 71ES MHlE AleA 2 ARl AES AR AHs AleE A
gok= Bl s v&e=2 AHYgd = Jri(Hellier et al,
2003:1762-1800). M gku] &2 o] HAAA o w A ztst= 319 %, B3}
= HE&S Xgeh ol Az - 541 - AlE A v &olm, AH| A
27 | AE 2 3EAbE WA A @ o, Al
TRl AnEE AH 7E FFAZEH
.

H
FA7MA I LH A= dEH] o] =

AL og me 5 9= 3
S52 A Agsts An s AXAE v aA s AdeEo] st
Aolth. Mu|A=2 Fujsli mAo] o]l ZFE oA} ukEadt Abso]A] o @
ok AYE g Td4E gE AMu|AE FuE H 59 X‘:j‘].;g], A A

-, 1999:77-79).
(Szymanski and Henard2001:16-35)+= 2] 2F&3 A5t AR] 221 <

H
Aoz s For] nANE] AErt AP EE Z7HA 7Y o]l
R o= dEujgolt dAlEY EE Aol Ao we b=
A vetd F Ades FAste ol nARSo] Ao et 3o

2002:82-83) A e Ajgrufe ol ek el or uARtSo] A4
FEHol 7P AT nAEA], A3nE B ieke] wiE = 3k 2n)A)
o A gEs St &8E 5 low, uANSRE ofyet uAvt



A, AB0 G, Here PRt AT ] GFE WAL AR BA
skar et ( 512002:72-74) 8] SAAR S e R FF Ao 1
ARE, AT G L ATHE o] BAGHE FHHRG LY, DANE
of AT Ee] HPH FFS vV A Gl % FoF JFS )
qe Ao vebth w3 A@vgol AdFHozA AT Ee] 7

Al 10 A AT el Ee] & uF

Ao

s

ol

o] %= (Intention) & 7RI 9] o7]¥ &2 Algd v Ps= ov|st
2 gy "=t g9 A4 gEolet & 4 UvhEngel and
Blackwell, 1982). 7] 7-rj o] =+ Au|x}7} wlgfo] = AHE Au] 2432t
MUl 2AFS WHEEte] o] 83 JhsAoldtar AHod 4+ vk (Garbarino
and Johnson, 1999: 6-21). A Fwje]E&= AA Al AFwas 2L uAH
Aok AHshA A ET. A vl e A A g s mAIE O A 3
Moz AwsEa v A o)z #dd A4+ ¥ 7k 84
Aed A=, A AT APMsE et g2 =90
AT Qo APAgE Alolo EAsts A AAE A st B
2 Aol Rolxla th(Liljander and Strandvik, 1995:24-27). w3k <
ol A Eo] ek oA SEEAdS Wele A dEEA we A4t
o] Fol# grri(Mittal and Kamakura, 2001:46-48). 4 +uf 2] =of o3k A 2]
B mAo] AL | AYE ug oz Mu| A FAE RG] 1] o
|83tz st == Jodd 4 UAtH(Oliver, 1997:85-87). B2 <
TolA AT s A ATHdE 2 aAFAe DR HHo
= Aow AFEAHL Ut F AT s AEHA A& E o]

A A&t Ao w AHAA AA Fuld oo dEow AR

o

F gge AL 8o LATS oy

e
(o]

=
oA

A

L 3
i

ok

T Ak wEA Al T8
Aol F71AQ A FAHE T3 w5 AFud s JHAA e

K



S a3ttt 3 = duf Be Ao Ao Ao = v
=7 A3 eds BolFdth(Bearden and Teel, 1938:213-217;

g AgmeEe] PrtE oFe AddFoAe AFuet e vHEA

Tl = BAE s =Y nfE e DI #ES P Ao F

sfar QJ\EUJ](Zeithaml et al., 1996:88-92),

aA e TR, olg WA miAE A

o, ol uAEo] Hgd AFwEs = JheAdE HESIE Aot
%

(Fornell, 1992:6-21). Au]| 28 A oA 2] mATZo] 7|e 7|4 7}

1%
Zol 711 5 Q7] A AAH wEa B ojof hrl ol wE
e

A Fufol ek AnjztowE Uehd S Ao
A vebdel = EFetal 717 7F EolA| A
Fujol e FARAAA JeEtE Fo nAY WEs dasta oo w3
| el 2357 WEolt(FE &, 4718, 2005:229-254).
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1. 47499

ol EE 1997d 3 AstolAel HExE AAeEA R FE5A

Hzxm Fool W& o]F 20049 FT= FEAIGY] AW ARE A=
200656 4L 7p&3bste] 2010 7k @A Fol 257 HWEES S

[34-1] o|nlE S & 3
ZAZ&d% | 197 | 2004 2005 2006 2007 2008 2009 2010
3}54] < 1 2 3 5 8 14 17 19
s A - 1 2 2 4 6 6
S 1 2 4 7 10 18 23 2%5

Atg: HMC #7+59,2010.12

FopbEE 20079 WL A=A B a8 AEE A5se] ofn)
Ent of 104 %7 FRA 4 AZ AT 20108 7AA FEAd A%
2 7370 ol HuAge] 3170 HEE A [E 4-2]

H
(% 4-2] £UvlE 2F0% A3

s A4

A9 gstel | A | 3 | EAA 3
AL 3 58 8 4 73

A9

2 < 57 7 sHEA | B AHsA bl
HEF 7 2 3 4 15 18
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3) B

S, olntES} FHEEY AAVEE W Aol
ERE I
AR, FeFE pO0seld AFEAL ANsdr. BAHA A

SPSS 180 2135 A}
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M
2
ol
o
2
i)

B Aol A MujaFE o] nAwRS uAofo s HeH]E, A vl o] =
A
S

A 2d BEY Iy E4

olwtE 4l ZumtE o] gape] dnkx 54 vhg[:E 4-7] 3 2o
M=ol wel SeExte] AW FAH= olvtE ojgA T HAs
386%, oAb= 61.4%= dEYa glom, RHWE o84 T HAe
43.2%, A= 56.8% % EFRLT

AFE R ojntE 200 29.7%, 20tH730t41.4% = 7 w& v& AA
1 gom, FHwWE o] &2+ 20t 36.8%, 200730t 32.3%= 7}

= 778 A& AA s

Aol olntESt EHumES] olgA T VEAIE vEA By §ol
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4y BES AARY ovlE THIE HFRL Hgele] ¥ ]
&2 AA s}
[% 4-7]
[BA4 A% [7%  Teews [Adgls  [Sdvews [Hdus |
o 56 386% 67 43.2%
k| o] 89 61.4% 38 56.8%
20w 5t 32 22.1% 25 16.1%
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7] YaidE WA drrds =3

2 g, SARD o8 FEeBAY BHEIA S T ok st
[e]

2 ATl E AMOS 180& ol&3dte] Ad4EdS FAHRE o7 HA%

N,
ofy
Au)
ofl

d(convergent validity)< ‘&Y /MEs SHs= vsy FHE7}
oA dAe=A? o HHEAGEIHE, 2009). HFEEE S Anderson
and Gerbing(1988: 125-143)¢] F#3 EA Q 2

ofof &tal, BAIHORE {2 H(CR.>2.00)0]9¢F 3ttt W Har 5
b= el A # AT JAFEHYEAESs HESH] 98 Har &
(2006)°] 73+ H A HE2F S (average variance extracted : AVE)S A4k
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ABSTRACT

A Study on The Service quality and Customer satisfaction

on the Large Discount stores

—In northern China E-mart in Beijing and Tianjin and

Lotte-mart user-—

Xu, Chang Fei

Major in Business Management

Dept. of Business Administration

Graduate School of Business Administration

Hansung University

Since 1994, Korea large—-scale discount store E mart and Lotte
Mart went into Chinese trading market and were equipped with the
rapid growth and market share.Until 2010, in E mart and Lotte Mart
China trading market, the store which it is over 100 was advanced and
the scale expansion plan including additional opening, and etc. is made
afterward but for the management instability phenomenon, E mart and
Lotte Mart 2 large-scale discount store occurs in Chinese trading
market since 2007 and the continuous fit person is paid and E mart
makes the large-scale loss of 91 billion won in 2010.In addition, in

2011, the Lotte Mart pays about 200 billion circle of loss. Particularly,

- 80 -



2 large-scale discount stores had the management situation which is
difficult in Chinese Hwabuk area and a portion withdrew from the
store advancing in Beijing of the Hwabuk area and Tianjin city.

The customer satisfaction of Korea large-scale discount store could
look into through the positive research about the influence factor of the
large-scale discount store and manage Chinese large-scale discount
store whether it was the short term sharecropper phenomenon that it
installed, it shows up that it was not unable to be put through in the
culture and in which the operating method in E mart and Lotte Mart 2
the large—scale discount store China trading market is different Chinese
market which the commercial practice follows along the management
instability phenomenon of 2 large-scale discount stores and it
understand the consumption way of the chinese consumer or not
whether there was the difference in which E mart and Lotte Mart each
large-scale discount store is any significance as the question of the
research on the customer satisfaction measurement or not E mart and
Lotte Mart was studied about the shape method.

The research model and check analysis was done in order to classify
based upon 5 influence factors of the large-scale discount store and
check upon whether there was the difference noted to the customer
satisfaction measurement between E mart and Lotte Mart or not.

In addition, it tried to confirm whether the life after death red
phosphorus element (the root favor), exogenous red phosphorus element
(the human traces interaction), and use convenience looked into the
preceding research about the variable of the etc. among QoS
theoretically and any effect was reached between the QoS in E mart
and Lotte Mart and customer satisfaction or not.

First, the range of goods of the Lotte Mart and cost and progress

event had the predominance rather than E mart. And E mart was a
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little bit high in the service factor and infrastructure than the Lotte
Mart.According to this result, E mart needs to be improved in the
range of goods diversification and price competition. There 1s the
necessity to the Lotte Mart improves about the service satisfaction.
Second, the element, which is introvert among QoS exogenous red
phosphorus element, and use convenience, and, it was exposed to be
direct and the client preference is exposed to reach the positive effect
on the customer satisfaction measurement. However, the telephone cost
not was exposed to have an effect on the customer satisfaction.

In order to order to grow the large—scale discount store of the Korea
continuously if we look into based upon the result described in the
above, the standardization of the QoS reflecting the customer’s needs it
changes it doesn’t deviate from the characteristic of the fundamental
service of the large-scale discount store is necessary.That is, the
expected level of the customer about Korean large-scale discount store
1S more and more enhanced but only when managing the expected
administration of the service which maintains the business status
characteristic of EDLP,that is the basis of the large-scale discount
store, and which it provides the large-scale discount store, it will be
able to survive from the competition in market which the large—scale

discount store is intense.

[Key Words] chinese market, customer satisfactionmeasurement

,service quality, client preference, Switching Cost, repurchase intention.
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