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AutH o 72 x5 o AFA A8 93k Ho g = (test—retest
method), A& & el (alternative form method), =0l % (split half
method) “12] 31 W4 Y ¥4 (internal consistency method) 5©¢] AT} °]&
% A #4838 &3 (Cronbach’s a; Cronbach’s coefficient alpha)2h= 213 Al
Z=(reliability coefficient)S ©|-&3}= WA LA Ho] 7 dutA o & AL&5H

L

A A ¥4 (internal consistency reliability)el] 2] A3s}e] A=
HAd Aol sd3 7Id = A3 fste] o2 7|
o]-&& A5 AEFAE Adlste FEES AEstA ol& SAHET
= = ol AEvtst 4y

(Cronbach’s Alpha: a)%ks o]-&3te] EA43}%).
Nunnally (1978)= &2 Q1 A+~ Eofell A= AEnfst %EEHM 0.60]%

)
SR, 7 E2AT okl A= 0.8
o Q0
o

S

©
03
I
AC)
Rl
ofy
ko
ot
iy,
i~
©
ko
4
At
rr

SRy }’Eﬂ 23} (Cronbach’s Alpha: a)#te X &= UYH-w=o] 09192 7}
o AMH| XA F AP A H| 9] 7 782 7HE WA Ve

v}, 281 Nunnally(1978)¢] ool A E-alz o] oI 3 Rofo| A T 2uls} &

4o
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shgtel 0.60141%
WA Au] s WS

<E 4-1> ZRET A4 B4 23

Q9 S Cronbach®] &3}
NI B e Ry 0.874
}\w]ijﬁ@% A H] 2~ A A 0.911
A H]| AR A 0.890
02 4] 0.908
PrAu2Ed | A 0.871
PAR=R SR S| 0.878
o) 3.2 7= 0.919
L] B et G s = 0.893
REIESAR
2k A 1] 2~ 0.678
a8 3} AL E 0.870
4.1.2. SAET B34 AT

El-Ad (validity ) o] 2F
St A= FI7F W

=
=

Ast 12} 5=
Hol wat -8 b3 (content validity),

33 S4sg

71l o3

3 A (criterion—related validity), 7B EFEA (construct validity) Al 7FA =
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Lol B 4= 9Jth(Kerlinger and Howard, 1999).
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SEM)

Modeling;
(structural model) ¥ =3 29 (measurement model) & A% o] v}, %

Equation
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o] A9 ZA M= (latent variable) 7+e] QA IAE e

1=
=

5

#=W = (observed variable) 7F
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file)

24 (Goodness Fit

ol

3T A&
_TJL.TL‘Z:]I

Index; GFI), 4 A 3% 9= (Adjusted Goodness Fit Index; AGFI), H]

3t 29=(Normed Fit Index; NFI) 18]3 H| 1A 3% 4=(Comparative Fit
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Index; CFD)%-& 0.9 o] &o|aL 1] 71 7h&4= nlgal ey, x4 FH Al
# = (Root Mean Square Residual; RMR)2 0.05(%+= 0.07)¢]3}o] A1} 0o
WS otk AR E T H Al 22 Root Mean Square Error of
Approximation; RMSEA)+= 0.059] 4 0.08 AFo] grol™ <353} ar 0.05 9]
stolw wi-g- Frh 22t 1 o] Fhol oW HE & Holof gy

<E 4-2> FAI¥E FAX S
A5 5873 471
Y EA YAk
— X2 (FlolAlF EAH) A AeTE 43,
2 pgt=>0.05; =t}
—GFI : Goodness Fit Index
Ny . 0—-1 0.90] %+
gkl (7122 A1)
2] oF
A9 | =RMSEA : Root Mean Square Error 0.1-0.08 HZE
of Approximation 0-0.1 0.08—0.05 ¥4
(EARA 5 3 Al 221 0.05°]8} F&
—RMR : Root Mean Square 0—1 0.059|3} %=
Residual (ZEAFAEH - Al 3h) 0ol 4 wl-=&
—NFI : Normed Fit Index 0—1 0.90] 4
2 (EF=H A5 e
A
A4 | =CFI : Comparative Fit Index
_ 0-1 0.90] %+
(B] a4 A )
7y
) —AGFI : Adjusted Goodness Fit
23} i 0—1 0.90]%
" Index(%7 A3 A5)
A4
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2]
sl A W& ﬁg 71E BAS A4St QA S o] g35te] 1 BA)
AH3EA AFE ERlste AFS = o R AR HAS zhe )
Holr}, 2 Ao A &l a1 AL &3 £t

Ul A 22 &g o] o)A el T ek 3elx QA A= <a9H4-1>

Wk X%, p—value: 39| Fo wel Wgels EES Holil(Joreskog
and Sorbom, 1993) ZEF7F 2 Aol 7} 2ol AX= Aol
p—value= 0°] 7MFAAZZ2(FHA, 2002) e T4 A7 g5

& 77 g

:\2

79999905

<39 4-1> WARSF L FEE5
P

Model CMIN DF RMR

Default model 32.812 17 0.012 0.018
GFI AGFI NFI CFI RMSEA

0.962 0.920 0.974 0.987 0.071

0.9 o] 49 S 7FAoF ulEA 3 GFIE 0.962, AGFIE= 0.920, NFI&=
0.974, CFI= 0.9870]t}. &3tk 0.05 ©]3sFe] gko] vFskz] sk RMR©] 0.0189]
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1, 0.05¢14 0.08 Alo] #t= 7FAH =g RMSEA+= 0.0710]t}. &4k

TR T AL 4N W APEE VT WY FES Fuag
g @ & Qo
95 <E 4-3> AWl Held 2Ry AswelAq ®ivlsh o]

o]5 9919 p—value’} 0.05 o]at= FolatA vreEbth. 28] 3 Standard
EstimateE S.ES % ir C.R(t—value)o] EF 1.965 o]Xtolt}. 3
Standard Estimate©] A H]~H A o] 7F4 =& 0.8302.2 eI lo] &gt
Es SRS

A

<E 4-3> IRWFY FUHY 2ARN ARE

W Estimate| S.E. C.R. P
S B - 0.906
Anj 22 H4 89l
A5 g - 0.858 0.059 | 15.380 | 0.000
9A &% «— 0.893

iz A «— | AH]2=FHH 29| 0.892 0.066 | 17.752 | 0.000

T3 7 — 0.867 0.070 | 16.728 | 0.000
o97A 9 «— 0.882

Az A — | AE2=REA 2]l | 0.830 0.063 | 14.480 | 0.000

A3t Bk <« 0.847 0.066 | 14.992 | 0.000

SlRA A= <a¥4-2>3 vk (27F 201.911(df=129, p=0.000)°]
i, p—values= 1o eHAl YEFRTE 0.9 o] Fhs 7HA oF nlEA$ GFI
= 0.902, AGFI¥= 0.855, NFI&= 0.938, CFI= 0.976°]t}. 3k 0.05 ©]

&ke] kol HF&zI3k RMRo] 0.019019, 0.05¢14 0.08 Ato] & 7hAH
¥5 3 RMSEAE 0.0550]t}, &4 F2wA 2ol ot ZAdS 7Aere

R

= L = = A= o =
e BE U FES FuaAtL ¢ 5 9
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MH|AX]

#dam

<a¥ 4-2> "j7j4A

J3

Model CMIN DF
Default model 201.911 129
GFI AGFI NFI CFI RMSEA
0.902 0.855 0.938 0.976 0.055
®omRol A WS D FH5u] e FAH 2R @ 2

=2

Sl Estimategt <3 4—4>3}
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i

W Estimate | S.E. C.R. P
N — 0.879 | 0.054 | 17.785 | 0.000
AL w9 — HE-S-Ad 0.851 | 0.051 | 16.551 | 0.000
w2 A& «— 0.900
H] F A «— 0.787 | 0.085 | 12.465 | 0.000
ok o] 3 — A 2 A 0.890 | 0.079 | 14.874 | 0.000
A Al «— 0.821
A5 A A — 0.904 | 0.064 | 15.718 | 0.000
ZAR SRS I g
PAEN - [ 2 «— 0.867
A Qb — 0.851 | 0.064 | 15.251 | 0.000
B = — 0.829 | 0.073 | 14.559 | 0.000
-3 Ak
=3 73] — 0.906 | 0.064 | 17.101 | 0.000
A T <« 0.863
ZPH A A — 0.826 | 0.072 | 14.237 | 0.000
2% =d — AU 2~AFAAAA | 0.898 | 0.067 | 16.461 | 0.000
2k 3 & — 0.858
F7F B «— 0.810 | 0.156 | 8.803 | 0.000
AR A 1) 2~
=214 s — 0.652
AL E — 0.859 0.07 | 13.765 | 0.000
S 3
;i]l%_ }dE_lﬂ «— 0.900
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2
229l =% X GFI | M¥A | RMR | NFI | AGFI | CFI
p—value
Rl Eate 1= 2
T 32,812 0.96 | 0.07 | 0.01 | 0.97 | 0.92 | 0.98
Ao | AR 3 | ye1r : : : : : :
2 1 8 4 0 7
kA P=0.012
Ll Bt RS 3
-3 3
AH] 2~
™ A]g]/\é 3
2
AR 2
201911 0.90 | 0.05 | 0.01 | 0.93 | 0.85 | 0.96
R = 4 df=129 : : : : : :
2 5 9 8 5 7
P=0.000
Aul2A g A 3
AH| 224
4
ZEEA A 8] 2~ 2
L4 ) 2

X2 o= vlgrA (p—value >0.050]W HFEX]), RMR: 0.059] 3}, RMSEA:
0.089]3}, GFI: 0.9000]%F, AGFI: 0.9000]%F, CFI: 0.900°]%}, NFI: 0.900°] %},

t—value: 1.965°]%F (t—value, C.R.= W] 53} A5~/ F+22})
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A BEAATNE <F 4-8>3 72l

A= A& 2y A A

A YEFSTHr<0.786). T

)

}?3]'
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I AE| 2 BA 7R A (r<0.759),
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<¥E 4-6> A#AAA 4 A¥

2l LI E= s | E~S s ] WA A 25 gruE Al |z e
oA A LR\ s 23 AFHA | AH&
L B~ B 1
A 2HA 786 1
AE| AR A 706%% 7595 1
L] 718 T25%% 701 %% 1
2154 B666%x | 727%x | 732%% | 820 1
A FH g 635 6405 | 689%% | 661k 713 1
YEr< 718 753 811 T16%x 709 719 1
AR 2A - A 675 6975 70955 808 VRVET .67 45 735%x 1
AP A 1) A 554wx | 616%x | 686%x | 573%x | B09xx | 628%x | 675%x | 671kx 1
AAdE 60155 598wk | 544 | 657 612 | 635%% | 609 632w | 451xx 1

Pearson 3374 5F(%¥E H5): p—value: p<0.059]3}2 HF7}F 72 &F
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Mode/ CMIN OF P RMR

Default model 17.843 9 0.037 0.010
GFl AGF/ NFI CFl RMSEA

0.982 0.858 0.990 0.995 0.073

2ol Ag=E Hristzl #stel  xF xPol WHE AF=(dD) ok
p—value, GFI, AGFI, NFI, CFI, RMR, RMSEA 5% o]&3}3t}.

ATH FEUAL BT <Y 4-3>0A] Ho]F= upe} o] GFIZE
0.982, NFIZ} 0.990, CFI& 0.99524 0.9 o]4o]w AGFIvre] 0.888% <
o3k 7 FAIe= Aol 246tk =3 RMR< 0.010, RMSEA+=
0.073%2 el glo] FgH o= das u wo A= 2823 Fn

= AT,

32

4.5.1. +ZHAY AFd & 714 AA

B AT b Fge ATRYY 4Est 23 Fuse] ofF /xR
w3 FRPAN B4 o] whE FZAG} olof hat
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=
S
4
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g
-
i
ofl
Lo
-
N
o
o
>
(i)
_‘:_1,

LS Estimate| S.E. CR. P VA=
w3 — 0.310 | 0.069 | 4.040 | 0.000 | =4
212143 — | A=y 0.135 | 0.071 | 1.758 | 0.079 | 71&
R RS I — 0.226 | 0.082 | 2.657 | 0.008 | ==
LS — 0.272 | 0.071 | 3.265 | 0.001 | ==}
A A — | An)24A 0.324 | 0.072 | 3.884 | 0.000 | =4
2523 — 0.144 | 0.084 | 1561 | 0.118 | 71&
Ll — 0.276 | 0.062 | 3.793 | 0.000 | =4
NEES! «— | Au)apa 0.391 | 0.064 | 5.371 | 0.000 | ==
25234 < 0.420 | 0.074 | 5.214 | 0.000 | ==

< | A= E A 0.101 | 0.065 | 1.539 | 0.124 | 71&

— | Mu)2nat 0.403 | 0.061 | 6.144 | 0.000 | =)=
G <« | AEl=HA 0.158 | 0.065 | 2.227 | 0.026 | =

e — | urey 0.124 | 0.078 | 1729 | 0.084 | 712t

— | A8 -0.016 | 0.079 | —0.212 | 0.832 | 71&

«— | AFA%HA 0.205 | 0.059 | 3.555 | 0.000 | ==

— | 934 0.496 | 0.072 | 6.804 | 0.000 | ==
MU|ZAFEA | — | AlEA 0.072 | 0.074 | 0.950 | 0.342 | 71%

«— | AFAA 0.122 | 0.058 | 1.966 | 0.049 | =

< | ukE-A 0.013 | 0.099 | 0.139 | 0.889 | 71&
AP A H] 2 — | AFA 0.162 | 0.101 | 1.640 | 0.101 | 71&

— | A3 0.224 | 0.079 | 2.762 | 0.006 | =i
AME| 2R | R 0.241 | 0.059 | 3.743 | 0.000 | =j=
AP A H] 2 — 0.389 | 0.080 | 4.623 | 0.000 | ==

— | 934 0.267 | 0.106 | 2.518 | 0.012 | ==

— | AFA 0.028 | 0.097 | 0.279 | 0.780 | 71&
P — | AFA%HA 0.297 | 0.077 | 3.612 | 0.000 | =H=

— | -2 0.134 | 0.082 | 1.501 | 0.133 | 71%

— | AHI2=A A 0.170 | 0.100 | 1.725 | 0.084 | 71&

— | AR u) 2 -0.110 | 0.073 | —-1.460 | 0.144 | 71%

AA, WE-MuaA g2 o] - Au|aEde] Al ez 5442 dA=
Zte Zo 2 vebgth Anaeity, Aula1 A, AR aE o] W AR
Aol el G(+)e] BAE 7HRoH, Mulag g el A (p 7 0.079), A

230l AFHFA (p - 0.118)° VA= FFL2 7124 At
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AGA, WHF-LAE(p © 0.133)7 AF-AU 2= (p + 0.084), APEA A
H| 2 (p 0 0.144)2 a5 o] FaFs mAA gv Ao= 77 HAt
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BIE AR A AR]s BAgE AP A A H] 22(0.363), A1H]
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A543} 0.297 | 0.173 | 0.202 | 0.023 | —=0.008 | 0.099 | —0.002
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<E 4-9> 29 APzt 24

S S S {f=i 451 %3 S
AR 0.420 | 0.144 | 0.226
AE7d 0.391 | 0.324 | 0.135
Llacge 0.276 | 0.272 | 0.310
RIS 0.403 | 0.158 | 0.101 | 0.205 | —0.016 | 0.124
AP A ] 2 0.224 | 0.162 | 0.013 | 0.389
A 22 3 A 0.122 | 0.072 | 0.496 | 0.241
W24 3} 0.297 | 0.028 | 0.267 | 0.134 | —=0.110| 0.170

AQEAstael A b FHAA Bu g vA s dFe 449
A3 HHANS T % JFS AL A, wgAA] g FES wol
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-0,
ki
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<¥ 4-10> 894 =373} B4

A A A L=} =13 A
wr | TR | RN | Ay | iy | A= | s [umas| T L
A A A 0.420 | 0.144 | 0.226
AEA 0.391 | 0.324 | 0.135
Elase! 0.276 | 0.272 | 0.310
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ABSTRACT

The effect of Internal Service Quality on the
Service—orientation and Training achievement in the Job

Training Institution

song, hee hwan

Major in Service Operations Management
Dept. of Business Administration

The Graduate School

Hansung University

The most important topic of job training institution 1s trainee
satisfaction management. Especially satisfaction of internal customers
like training lecturers and administrative staffs is important because it
affects satisfaction of external customers like trainees. Particularly,
the majority of training lecturers and administrative staffs directly
contacts with external customers in the training institution and affects
directly service quality which is provided for the external customers.
What service quality employees were provided affects the satisfaction
of employees. Then ultimately, employees can influence the external
service that they provide and can control the training achievement. In
this perspective, internal service quality provided to the internal
customers is crucial factor not only for employees’ satisfaction but
also for improvement in achievement of training institution.

Therefore, this study aims to analyze the relations empirically
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between internal service quality and internal customer satisfaction /
internal  service orientation / service orientation / training
achievement. In order to check how much internal service orientation
affects internal customers’ satisfaction & internal service quality and
service orientation & training achievement, we set service leadership
/ service encounter / service compensation as lower facts of internal
service orientation. And we also set role ambiguity (communication
system) / reactivity / reliability / employees’ duty compatibility /
awareness of discretionary power (decision—making authority) /
assessment & reward (motivation factor) as lower factors of internal
service quality.

Therefore, the purpose of this paper is to investigate of effects
among internal service orientation, internal service quality, internal
customer satisfaction, service orientation, and vocational performance
using the SEM(structural equation model).

This paper find a causal relationship between the related job training
service quality factor and training performance, thereby conforming

the more influential factor in the context of internal service quality.

Key words: Reemployment Training Program, Internal Service

Quality, Internal Customer Satisfaction, Training Performance.
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