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BES 1 AMulart Egsichan d4ste 9l & BEES d9ditdn
g £ oE 24e 2 a3da JrrE $ U4 ol #o) FdE
oA AZ=EAA Hrtg HA Ho TEMHAE d9f= o,
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T T BRELEES AT U el Hmw, A, A
WA Mulo oa) ERE A A Bujshe A9 HEH EEolet
T g QU ol e FdAH| 2o th3le] Medrik(1980)2 39 3§
WAL= Rk ME2E AT Qo] g3 #L 242 B
B e ol ot ot

AA, i@ (location)elth. MEMHORZ A, Xu A|Z S99 frEsY
ol ME HIA, WA, FUARY WYy, 28 2L FHH 5L 9
Lid=

A, W& (facilities)olth. BAZ o] ol8F + Ut AWM H2ZAN ZE
gE, v, Eg 2 4%, 59 T AFANEEAN 2719 F3 zo]
7 e A9 AF $& v,

AR, MHlX(service)olth. T AF M5 HulAzA BHE
gz A4, 284 SN Mulx 2B A F£F 5L 9
2 Kig=d

LA, olv]A|(image)oltt. oImA & BE 3 AAHAE Aoz
AR, A, Mulzd dE] BREE, ol B3 olE, d#, Y7 93
4 E71E o

SR, E#(price)olth. 9] (#, M, My, olnx] F Fdo]
AT Ak Q]2 24 diFd £EN JHAS w3

ol2iF Td #Mhe B EXRE B 0 3d AEAANE HRY EW
o] qul22 A gid & & A& d, o2 EE AL AulAAE FHA
of Foste BMEIT HAEFRAAA Mulart 3&=3, YAE Mu24E
< MBlEE AT Ao BEES &7 - Higd A4 R vz A
of uet RES/ERtEo]l vElvn, Fdo] Mg dXSAY L o v
A WE2E ASE (e,

SRMEAE B, #F8, 3499 HAEMFRA &8s 4Ty o

rlr
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ol olE 329 MHEBAtRA st MuAE Ass= 43I BEl A
H| 23 ol ojdts Asto] HEBRE ZA A

HHH(1994)2 Parasuman et al.(1988)9] A& nigto 2 I dAu|A
F#4E “3do| ATt MEL, AR, AN2QHA FTHEH Av|2d oiF
HEE] A 7lde EYA Aol Heo WF'o2 Hsn, 3
T - A3 (1996) e “sdo| AT BE, HHH, dudus, 344
b HEo) st nfo] AYse HEES AT ZlhAnj=9 B
2 Zolo] Ax o} wWaEolzty At ez HAWAYNLS Y
MulaF Aol “AH A7 & o] &37] Mol 71U Au]lAg o] &F
Fol AAF MulA FE9] Aol WEEZ A £ HUF
(1997)2 ZEAH|A d& “SdaAdA AFHE 5471749 ANgs
FAol dig BES HriAogA, R FAH R 7] AFH, Wik
R Ee 299 dAo2A HEN Bk, Bmey £4, olnA £49
E@HEel 728 A HEEREY LR Aot

oj¢} -2 &fTHFEe] 39 AMu|2FFd dF FE E2 YEhdH
<E 2-1>3 Zov FAMHAE BT e SHE L2 o|Fo
A A€ & 5 Idvh 2t £d MujzREe] Od&HH X E olF
deie de dEEe HRErt st QAT Muj2Fd £46 3% o
A8 HEe oba gle dolth

_12_



<E 2-1> 59 Ny ARE €%

a A 59 Au2Ede Fo

de] AFSE BAH, AW, N2dHd FHH A
AU | vxol o AuAe) Az Atje) BAA] o9
Heol v

nen . wqg | TR ATHE AY A8 duuz sedw

(1996) REo) st mAe] APste v Az 7
hAn)22te] Bolx) xto)e} A&} wha

AH A7 S-S o] &3817] Aol Z)iF My o
£ Fo QG Mu|E FFY ZHol¢l WEL

sdndolA AFHE 597199 ARRES 24
of e 1A Prt oz, B FAHoR:
AV B | AAAFA, ANESH £x 299 oz A 7%
Y &4, AeA&4, ovlA 49 tdaye] F2E
A anbRse) 94

34 7H(1997)

gt K HREdAE 3 AMul2EFd S “Sdo] BEANA £t
Agkx v 2o s BES EECA nHo LEgY o8 HrlHE HWHo
2 O&A FZ(multi-attribute construct)E Ad 7|t EH A 45F7H

o] Aol FE"etm Ho| @}

_13_



2. 39 My 2mEHS B R RN
) Mul&dn'He B

IS FA oAU FA #® HE + de KRBNY BE
(experience properties)?] T € Mu|AFA9 FAH2E Hotstdde dF
© Parasurman et al.(1988)¢] AT °o|%F F&HAQ M%7 &A3HA o F
oA 1 QUth o] AFA AMu|2FZ 8L MulAFH e o}t ot
FESO HEHM ToETS A7l ASARE HAMOE FETF FFE
A dSol WA, 4oz Mul2igd HEF £ U= 107HA
9208 ¥y W3, olF £& AFE B3 571K QAo E AF3H.

1) {S#dE (reliability) : Aul2 o] Adfdgdst gddo2A AAE #
Fe] ol hF AT, ALHS FEEM, ARG AR2ARY d TE& T
c}.

2) K JEME: (responsiveness) @ A vl 2 Fz}el ¥EHe
2A A& Mul29 AF, BEY 87 e AL STEFxA T Ay
29 A& Lo

3) #ESitk(competence) : A8 AE £33t o L3 ke Ho
AFEA tEAEY AT 7lE, A0 XA E F& T

4) itk (access) © A8l Rkl e HI7be A HE &L
24 AE ol BT H2Y &olA, WA, BERHIY A9 He
d & e

5) #EM (courtesy) @ EERS Fdgot AFA, ABHe2A oE
o] &A% &5, nHd W vy T2 LI

6) ® UM (communication) @ Ei&o] oldE + Ue doz & AH
g AFsta, =% 249 AL 7]Eeole Ae2A AMulz ZAY Aujx

f
12
lo
t
4N
-3
ox

(o]

tio
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H] & g R, Ay 15 B & 4@

7) 18Ptk (credibility) @ Au]29 EEHI FEH, AEH0ZA FAL
o] Abgolt HA, ERSY A4 T T3

8) LZtE(security) @ AB|2 BHEA =WE AFAHold ool flojok
Bte AogA SAFH, FAH dHHdH Muj2FdE 7 §A T2 T
t}.

9) BAZHE M (understanding of customers) : 1742] &F & ol sz
EogAM o2 nAY FAAY &4 AT e, JHAstE A, &
749 & F& #Ih

10) B tE(tangibles) @ Au|29] E3 FAH 2N HEY kR KERE
o] 88, Mul2AFd ol§HE AR, NEI= T EF EHE, A4
25 olf3te A 1AE 5§ TEt

19853 2] ATollA AAE BAZESE 7IRE 3hd 19889 ATl
Ae EF40 g3 BEE Y & (expectation)®t & (performance)S &4 3
71 91% SERVQUALe|#t st HZsde] o]Fo] Hi, 7|&9 107
ALE HEFHOE <H 2-2>9 Zo| 5/ AgoE ¢EHsA.

..15_



<F 22> MBI AmE S BRER

T984 o 3

3 AA, ], AARY 2 ARFYA MY "RF
(tangibles) 43 94259 wob

A=A FEE MU AE NI £ YA = FFEA
(reliability) Hyg Jd< 59

L e 228 G 51 AE5% MuAE A FEEe

(responsiveness) | A4

g4 a2 A g NS A & F Qe FTFY
(assurance) o] x4, o2je} 5

>4

Z1de]l nAqA Al L AAH B4

(empathy)

A&: V. A. Zeithaml, A. Parasuraman and L. L. Berry.,

"SERVQUAL: A

Multi-Item Scale for Measuring Customer Perceptions of Service
Quality,” Journal of Retailing , 64(1), Spring, 1988, pp.12~40.

2) 59 Mulx

sde] MHl2E AR, #m,
TAHA Q7] dEd AAZ NuAEAE

Bt @ & 3t
|23 9o
2ol A A

mE 2 FHER

Al Aus F B quaz
245 E BRE & ol

olHF RS JHH 39 MUAEAL dEFY F2E
Aol QUL g4 s Hrtsrirds Julayy
FTEHE o7Hr1R

s4o2 HESA Aot

A RN (AT 29 mEANAED WEEAS HHZ A
A4ATE 49 nuA B

AATA97)

29 Hu2Ede 39 Awtd
2o &4, 44E PB4,

o) Aol um

RO &4, HUR
DAz RES S48 149 7)Y

waEst o
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gt 2(1995)2 AU 27t AW, MY, A2 Hulz2z LA E,
ARRETHY e, FIHARDL, Farresao] J3g ol MplAEFAd st
Wity 2 EEE S RS Aole & Hrrddm st

24819955 29 Mul284-S BRslE 922 BEE, 9zl jit
g BERE €3 o€ mEd AMul2Ed3e RS HEWR & v
ATk o] AToAA Td Mul2gEEe AlaE NuAEF FYrlo g}
A3 mkd Ao ERe BH % 78 9% v 5 ddm 39
o}

AP 1997 3d MU 2FAE FAE AUS By, #iEw, &
&Y, olul ] a1o 2 HEA3LT, 2970¢) FEHEA S AA A

AT A4 s(199%6)c 2 Au=Fd Bl ATA st o
g4, Y, 144, d5Y, 249 T4Y 5 670 2902 HHEY
ot

AA0994) 2 RE, S8k, ik, FRR, MEERe S84 BE
o ek, aosh, BN, T3 ERES) 97le] 2o g HuiE:, 287) 9
B7rEEE AN A

OJEH(1997)L MR 2 FHE iR 2 FENMBEE, ME/ O, Mk
el H, ff, AERE, fEL £, BRN2Y, TEFKH/EHEYE, B
¥ % 1170 8122 HWsYn, 431999 AH|AZd FHGYL

AAY, 734, 71284, Ao 2E =53td WEEE 289 4

Aol BEWEA 7 2 43S vAE Aoz BEAFA
&0 39 YME(1993) e Td AuAPEe BREXES MEstr]) sl
RESDS Este] BEAA AL AR 59 mERne FMRHBE
R BMEAE 22 BASHS AA 749 86 23709 g2 HE ¢
ERabiasg

A3 - AEE(1998)2 Lewis(1984), Martin(1986), Cadotte &
Turgeon(1988), Teare and Olsen(1992) z2]l1 ZthA(1994)7} wr=3}

[

—
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1)

(1995) 5 #%E Edi2 2d Mu|AFd 2ol AEAM8|A, ARAH|
&, ENE, (ERRE, E#, SHE, el E TAEY R 3

42001 59 MHA2FHY EFE AN, MHAME L B2 T
3t EEwmad o dF¥EES AAstAed, HRsde A9E &#E
Hel &M, feh gl ffr, HEEI EREe £22 Yeht A8 9
7 EARAY okl FA BEREEY 93 nAE Ao EAHA
I, s ALY A #ERY Wi, FESR, Wk, EFe o=
el AR teE B4 S49 AMulaFAacle]l FES dUYe
MA s A2 HiEol DTS WEREEE S99 Kol etk £k
ool & AU, I SERE 670 20 3179 el =&
Hich

a2 i 20039 89 A 6709 HEkEdo] W¥Z ZIdHY e A
A Q(Referral Chain)e} ¥ ZES) 2B (Bestwestern) A8l AFHL B v 2

Bi, AR FAYREE ZEELIHA EENEE, FUAHAREE H#
Aulx RREo g FAE o )} (Bestwestern Quality Manual, 2002).

Saleh and Ryan(1991)& SERVQAL™ SERVPERFE &S 3 €73l
A3 AdFelA PZBY 570 A& 3371 &AdeA #lst i

Lewis(1984)& Aul29 B, L&#, Akl =7, uFAHA g
g 7HE3 A, £47], #AA44, onx, SR A, AAdH &9 A, 9
=AM, B4, As, Ade 54, do 1 FREMEA, R 7hA, 9
A 5 17N 8oz ER3A

Weaver, McCleary & Zhao(1993)= vl =Y 29} A Mul A MA/FHEHo] 7|
23 29, 5383 A AAE, FaANL EHE AAQ/FAN L, 484
g 2P AHE 7HE, AAMY s RObE HE, AL, A3YAl/

s8] Uehe BRAEEd o8 FPRRsUe B15F, 2057 153, 259, 35322 59 5
Folo] Yot AvnAzds TEAMveEel 59U FFo) ok ¥ AFlNE HIFFH 52

g S93YE 1587 259 191 35954 S THYE 0 gl duagsdn ¥
THABEYY 348 HATdE, oM e “EFEY", ‘FHEL", "z d ol A
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SIRAN 2, AA/AHNE, FAAN, TR ReAWAeA F 144 29
o2 Ayt

Cadotte and Turgeon(1988)2 267§ A& Hrliste w& &4 3 B
%449 £AE% B7H9T, Callan and Bowman(0000& FFe] S
2F9 BXE 148E 4oz Sotg 387 FES sue] EiEn A%}
o ¥ Bt RIS Bohsec,

ole} Zo] EITHRY ABdM BXo 3d MulARHES FAsE
8ol B2 F7snAt sty MulaFA k] o weh Aodt
= & 7 3oy, o5 HEE Ao 8% FYH <F 2-3>3
ig=

_19_



<E 2-3> RiTHEEY 349 Mel2F2 FHEREN

aTa| 29l 378 &
2E9 Wy, £Y4H Yoy, Ao PR g
4, 54 4452, ARAW 02, 29 27, AR,
9 | #7249 32, Adz 494, 43 AR, AYY
Aud | QRE0 gu, 299 ®), 299 A4x, 24 A7 2
54 |20l %, 2, WRFZ, 4435, A%, S427,
AL EAE, B4, ovA, RoiAgel oy, 44
4
A AAel A, Adee HH4, Hd 2AAA, 44D <
foom | AAYE | $3T Bu, 2wl wl, 299 A4, 3 A7lsh 23
&4 ol &7, 2%, W T=, Adar], Adar), §437], 4
R EES
wamng| 7Y AR, FRAZL, vl Shepy, ggel A,
FETE 28 % g4 Auz Az, A4 2Ad d ad, A
T2 o el @ A4, 2ARF dE A%
QuiAlul 2| dopel Gold, AE® MAAH AZcke Aulx AAP
Sq | AUz, Aes GALE 5 M2Us AE e
PN e, SES chpy, AR, E97], TR
2409 | 71, BE 4 woegetds, FANA, WED A4,
az9n
_ qA, BAD SO, QA B, NS, R0l 4E
3| Q4ee ’ A SR, A5, ’
5 )
el A4, BA A,
e | ©HEAR A%, Aokel g A%, U 93,
SUH | fsg/raE Aus, BUAE, 8F 2 RFAE, 99X
L e gy
Ol | AuEe e, 44, NGE R, FARE
AgA | FANE, EHE 249 fR(TFEY)
AW pgy) | 2w, WAL WM TV, AdeE
(1996)
e | HEAIES ), SAU R BRI,
g | Ase Aasg-s g ea, 288 AN,
=R mee agaamay-2a9)




A7

Hq 78 X

Hw 73
(1997)

1AT A W FALd F4H S, AN dAB
T2, AT Mul2Hxd AAY, THLY dIE Y
Ei R ARG, FHL AERobol g FAsta o]
dat7] A 4EE, 4 %t 5 5 #F9 Hua §x

7Hed Ao 3R A4 B

FEHEA
(A=, 87)

WA 2EFS] AAPY(FIMEHZL, $E7 e
#HA 5, A-E AYd} EHE Fa Aux, FaA
(B3%, 223 )7 Aol & HH, (AL, §
AA) oAeke] Bold, &AL MAA/ b MHlA FA
HlZ, AgtMuls 5o AAFE JAAL o) 87154, P
& FE/AH/AFEE2AEY BA, Ty S 2 R
EA e M

4

=
-

AE, A, A=3le JILTE Al 29t Z44 gL, 2
Aol did #85 AF3F st Axe} AL, H
g AN FEE WS AF, N R FEd g2 A
A3 7H4, Fau g3 XY Ml folrE Hula A
29 B, AAY zAR(AEd 2FAE, FEAZ,
AP - AREAE 2, 3HE SEYAHCIHNE) A, 1A
of g 87 dig g%

FHRA=s Aoz @R, zde] RASN(LASF)
e AW 2 FA8gs zE $59 Fnde B4,
8% 87, 3938 A% L FROY L 9%
&), AF2HIL Sobd WRFAGHE, FAE B

GRS
v 3}
(1996)

A4 BA, FFW B, AU P, obng A,
AA8A, 29 J7sh 2o, LA UE z7, A
o QA =71, Yo YR, Ao} Ao ED 77,
ket wiAsh AT, ool 1Ay

AR (£BAE, BFE B 54, AN A2
24, #A5E% Ay, 222 4o A AX 2N
Mol chepd, doke] WA, M AAA/LE, o el
ohebg

>
ox

te e vzse 4uEd AR, FBE AA,
EAM 29 JhAe RE b4, MEUS Huas) 584,
nEAel g4, HERsHA, dope) ey
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ava| 29 W x
gy | 270 cldE 3 gl <o} g, doulE 34, 29
Dol ma Awae wases £AY AEA Aus
ﬁf_? o o Mo QA A&£3] vrEste FALY. Al&stn - EHA
AT AEEE | qasee nagw, Aew Ausg) 444
adsl | AR&A A4 2 AL B4, 1A 478 AAsE
20 | A4
At O=, HGE AU AL, B sde R
L | A A4E B§ AT ANS Bk BA 82
S| 2y, ndol N + UAE AolE ALg, e 2ol
NEZHA WS, 1A Fde NEHn DA 49
gspg | A EE A R AE AA Wal, ABAE ARG A
WY | L e e AAe 29, de Ao zves e
gy | TE AU 29, 800 2 wag gd fA, AL 4
9| ae A7, A4 AT uE ¥y 3
add) Zul= AHE 29719 U, sdle] Augye A
1998)| A7 | g gga w217
_l'ﬂ_
el zel | s §5A4, ok dadold A
oo 4
29 | AvsAe A4 2 AdA w4, 5d G4 AGE A
2 | w2 58 AYE ue
A4 | zuA9e 28%. FTuARe ol
84 HZ2Y A e 2 A ¥
AN | ANE ATAR A, ANE AZNT 5
o w | 2 B9, sAUA, 299 4% 349 7R 9
19 % 132, 39 9 b= 554, Qg A4, 2939 3
9 g g 1 gegazae Wl 599 v ¥ 9y
X al
a | #as va sas 37, wee g A, AGe 2
ol & MT 2, Al 47), Ade 29, B2E £A% Kol
O | 1929 AT SR, 4o &4, AAGH, @
|, Az guel goy, FHd g B
v ge| AENZAAS G 4, A58 GFAF A, AT 3
FANEA fenanu clgdy, e el i A, 4

AEY 9gds 4




A7}

g 71 8 A

dAF A FAY, ARH] LA,
A, S/FE/FFTAE, 2944 /%

st sxe) 4

FHE3

39 % FAAGY 289, FAAGY FH4g, AuH A
299 iy, FAA

FAH9)
59

A AFYANR 58, FALY FAEA, 24
HE, $AMHS 344 nAe a7gg v} 58&34¢

A, A4 aANH 2, @20 we

L4

AL

a7 MUl 27 AAe AR, Huladel A4, 1
AEdel A AL, sdAH L 339 §BA, 2
A FYMulx, Az R AP da sty
EF35 Myl

£ 5 2/
21278

Aste] FR43, 49 &), EFAeY 2 P29 F
Y, 5 3% T8 944, aNEGAHYTY, 4o
I ARG MHs

o o

s
(1999)

Sk B

aggte] R AFEE, ook HelA, dote] A4

ALl d@ A, AuaE AFAN 25, A5H G
Mulx, DAEHEG A& §4, a9 wee B, o
ol Wogt A, nA SHQT hF S, dojute
A gt B, a4 27 &3t vle iy, A o
A1 AT, A FAdY &=

=
ofk

ok

59 FAAde 237 AW, ARsa ey 26 29
7, 599 2893 AW, 3ATH FAAE, Y4 @
93 AR, AL, 34 59 Rish A2 v,
FAS HEedol YT ANud, aARs AR o
A2 E,

47+ 44

Y AALEZBE b4, DS oJ78E AMT x
239 $4, HAE M4, A2 AZARY 1A, 288
o ey 2 A

A d 9, Z4F Ade HZ %L o849 fol4, o]
Weg aEsdid FEE FAANL AE, T o)y
R oEFAd T A A AR AF

_23_



A7z g9l ]t e x
gaaue| BE R AR Ay, @ysn ARG FUE, 2]
S | T R8T B9 #F, Ao FA dd, 2l
M EEL I R
AZAde| o) gt He RojAlde ol grtsH, RE A o] §
Aol | Wa), Fa9 Hel, HRYFEe FEN
AAael| B ABABE, FEAH FARTE, AHe 3%
We5y | ofste Mulzsts A4
T g ool me BA A%AL, RAFE J AT, 2 F%
AME | gy | oy
(1993)
549 | AE80 A4 A, £I FUAtge dgd, Faupog
AuAgd| 3 Qe NLAZ
AMee)| Fuaga 4o Aus, g4 2E 222 2AYY, e
A8 | dM $UYes AP Hux
ZAE
AEVEA Azl me e AT, #AAL Ty
e AAF S 3pR 2], A4 A7 R A7NAF
7o), 4R 29 2 YL 80 FETE
24 dolutg elE, vkl $euE Aabsk A}
e a| AL AEAN wf, el oldE £ A= AoAS,
< T 2 A A%HA BYN SO, AEE U 2AF, §F
A3 A%
g | FET QWA A3E 2xa 22 9 @), SR F
° | wzw, FuAYdY 453
PP Aa el dulsh AlH, Held QWA 37) golstn of
dgx| B4 | 8l W, W) I AN, ¥ AAF FANY, @
(1998) Zatd 45AAE 59AA
4 o | AT HAS 24, A9d Aded HRY 48R7H,
HAE FRAA A& B
chekd FEUANAES, AN, S8 3, S &
qopny | FAAGHIEAY, AR 5), GhRE HgEAdY g
& o, thdd gAHA gdd w2UsAA(E2, 3
A4, BFE olMEHA, MY £ Qe dokA2d
A% 2 ANde] ddd add 29, 979 g A9
otnA | cmRE <d, sAHYSl hule dHAEe] Frjeh A

R
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iy 229l q7t 8 &
2o | TAERAY AEAH, nASHe N&A, o<k Aspe
LN o axy, Ane A, 0 wARde B84, 29
SEC L ols oo Alg
TAHEY | FAAY 2R GA, 9 Fo] FTalsE A9 Q1A 7
4 A}, olutE Bl EALY O] AT x4
2 o 5] Adel whg A SH9 By ZuBeyr), A
= F49 FE, 4343 B9, JULREL 954
(o3 % N §
2;0%5 gy | AT 889 384, A A7 32y, AT £
? T AR, JAATHF 54, A9 A4
Aol A WET v AAAF, S8 239 HAA, HA Mol
= |AZ Ay, AdaFo HAA, 985} B
ot 7] A3 A o] fohUA HA, EAEF 38 ny A oF
e 7 A
L odleke] M Q(GDS doty, 4 2 A3 ojmad =)
2. TREA7A ] wEo] Wl A@gMul2 2 LM EnA)
dop/an 3. 389 A=Y wE/AF/4W/FHAY/ AR AT
BE 4. 39 AZAY YRAAA FH AFEZH, Ay, olga )
5. 7HAAEY FAG(FALF/AA/dn Y 5)
6. AAg 29 AF
1 TS HA-d gk ok FA(Ba/m A/ A/ =2/
55 F)
Best 2. M 2Y 2 e A (ga/2a7), QB Huls A)F)
western| zaum | 4 HEE L T8 HBXH 2 mazE gy
@02 | st |y obgagat o8 7hs
AMUlE 5 kg dgsls ALg A
6. 9] AlE 715 F A X
7. AR GG AP e
8 AZ/oh29] &AL =4
Restaurant or Breakfast Room, Laundry, Bar/Lounge,
B oA A Meeting Rooms, Public Restrooms, Recreational Area,
h Retail Shops, Sauna, Stage, Swimming Pool/Leisure
Area/Spa Facilities, Whirlpool
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A+ | a9l H7Fa A
papq | L BT HAY HEG/AN F)
TR 2 mAe) aEd 44 g
ge |3 AAEAA A A% g
(e |4 ELAU Aulzol i hE SALAAA2NE )
5. Mul2e] HEX) A
1. 59 %9 A AE
2. A7 82 =A7)o HAYA
3. Ade 27 A
4 HJsm g YTFH AT
5 32% ATE A2
6. NAES AT AAH B
7. 249 @79 LHo| w64
8. #A¥ wlo]7 /3o =gtol/cha)n] A B
9. AN A (HAL A AF FAF)
10, A2 AMME BH35(x4, 24, d312 JdHSE F& FA)
Best 11 A4 duesed #%
western 12. Aol HAG BA7)(HA. TF @7 5)
(2002) aa |13 A4 249 A58 2@E dg A5
2y 14. 34 715 52 AR EAA/AL/AA/Hol E/2% )
nn |15 &4 AME $F HPYARN/AAN/EE F)
A | 16 AN AT £ HAAY(TV/R /AR L/ AE)F F)
17. F43 g5 s AL
18. AW QA Yl o] & A%
19. 39 Mulx o8& Mo AF
20. BA LAA A A A
21 SF@A WA o7 A ¥
02, FAMA (A9 20%)
23, TFF 39 HAAAEA/EA/AXA/HAERE F)
24. 34 EF o9 HAZY(2W/2A/3AE S F)
25. A 9 2 AHEFF 59 HAAMLEL/AE/AG/ T/
/A7) /AR /M 2 8l/H Y F)
26. A9 ASdy
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A+t a9 o7t e Ax
ZAate] lx TEE, dd9d A 25 F
o 5 A1 & JEY, 4Fdd EoE HYd, Rom
Tete ag, AE KA &L, FEHIAY HNAAE
A &5
284 LAY, AdEHY, F&EE Aujs F
o 7hEdHlE ES, Aulseo #d dEE,
aho s I HELEE A, 7tes A SO,
Saleh e Mgk Mulx BRETRY 2, nAef Ay
and 2 BEgE 5ol dFo #d g8 F
Ryan A8, 2 ooJutE, nHfHe AlLE, A
(1991) ey Astn AANA w7l 9F BASA E3
°° = A gigt 2, A, FAHE oF7]8t
A g, =934 AT
AEH Hdl, e Qo wig dixEg, A
34 Ag 3o E7, AU a9 &3, 1A
o] o]F & B olofr] ¥, MAH F9
Mel= F3 - FA e AEA - A& My~ - 1AEF)
(service quality) |[AH]2 - Ak AMB|A$E - qu| 20 A
gt A A -39 otdAd - AL <HAA - ] oA
(security) A - FAAG ] QhAA
Aukd w7 - d4gel # HE i@ - 52 E"J_'J'{’i?li& b
( . -7 &5 RF-uAHEY Fdd dg
overall feeling)
2] 4]
g Ayl s AoHEAY) &85 Aulx - §AB] 29 9
(upscale service) |& 7}5 - VIPAA - 353 A3 .- VIPY$
Lewis e S - ARG A FE 7HE - 4S8 Al fE&A
agy | AEE AN A ) yooa 2y 4ga A dwe gey

(F&B price&quality)

4R Au2e B3

AR g B

- 3Py n - AP E - Ay 24171

(aesthetiycls decor - 4 E SHo AP - AFI HAFH R
. ’ 7]
ambience)
o] W 4 E] L HYF(RAHo]) - AZTEMFTE F) -EHA
(arnenities) Q) HoE -7} AFE(So]=dolo], 15

o] v] X (image)

-39 54 -AAY B4 Aoz F

- =7
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A7

{9

q 7 & A

Fo 54

(beverage quality)

LY rEY] - SRS B 2ueeA

M &49] A
(room& bath
condition)

Z9 9394 4
3

A
(health facilites)

AR

-d%Fol g vt £EF

- 37 &4 7]

9 A (reputation)

-3 H - Ao B

‘EF2 B9

Z & 3Hquiet)

. sddwe] £8% - FuAge 288

doans [ Ade &4 | deA s oes ¥4
(room attributes) |- 3 dio] k&g - AHn &x9 77
A% &
FEEAAA |-G 2YY §oF - A ATY YA
(reservation & - A A2 - ok HA
front desk)
A% A D axe Al
orioets valey |7 7TAT FHAS wlE - AA) A
¢l A (location) TR L A HAe 2HA
R EA/BEAFEMALT AuE, AR
o Ao M, FA Aulz, A Auls dgd Al 9
< - Eysst dIdold N4, 29E
AAE A7 v, 4As 28 FaH B,
et 99 34, 3 FAso} 9t AT uE, 5
S ha | WAES AW AN s naAY, 3
=A AL o B, &4 WY AAE AFUE, PR IA
g Hsh MHx
w 598 A4y | Adde 4E8z Add VCR, Add Y
caven e ol 284 AYE AYE, AW o
McCleary 28 27} 78 AF, F82 obAAAL AAY A9,
and Zhao A H| 2 T8 AlolE TV
ass) | EAEUSE | g Azmoly, o) 298 A=, $Au2
AR FEA A8 A9 Zzod 39 4E A9
22y A 2oy AP #a
A 7HA AQ 7HE, ANolA F24l, 53 d2EY

AWA Ay 2

A3 M|, 3o MHA

2744 WeIE

AF )], HZRUA Fir2 HIZerld He
g F5 AW st

A 4

AU dAAEy, Svul/AE7HA

_28_



A7 2 H 7t oa &
AL/ e
TUVAE | aane sed ap 28, 9 qua
Weaver, A o o 5] A o A F =
veoral aa/an nz f}::;l—, daol g Wal, ww Aux, sojs
and Zhao
(1993) ikl FA24, wake up calls
SRA=A | 302 gadrld A, v e
Agg/eren | P eE HE =%, &
AU B HE, 9o 37, sd9 47
H, Hu2Ed, 2L AuzAy g%, Ae
& AN, Awele HuAxY FE AH 2o
F, 5de] THUH, FARAY A%, Auzo
Ly | % 2R O g BE, AHx9] A,
(#30) 59 9ue] AN, AN - 4L EAH 29 2T,
AR 98, 24715 A%, SAAH o) §
s A%, YA, B2 A, Ageel
oot 84, 23 ook A%, H4AZ 5IFNY
SERY, 4539 BaA
and
T(‘;gggz‘;“ A4l HgrAul 2 87, Auxe 5, A4
~EA, 745 A, FAAe] AuAAA A
%, FU4e g%, SuUA 8o o] §7 Ax,
H&AZ 599 37, A8Ase] A8, A4
guEsy | 29 RRY, AU BE o, Auzel o
(#4) | £9Fue wEERA, tde AR, 2o
oet wg A, A2 bR, 23 oo} A

X, d9Az, 299 F09F, Aujde Myl
A A, TALY gx, Hyd x4 Fuo
d, 29 g FdA |




A4}

4

1 8 A&

Callan
and

Bowman

{2000)

) A A (cleanliness)

7}A o] 7}A(value for money)
Aol ¢ttty

(comfort of bedroom)

A e F&g

(politeness of staff)

bl =9 B&4

(efficiency of service)

obA ¥} B QH(safety and security)
FAFE 9] wEeA4]
(responsiveness of staff)

AMu] 29 A&A4

(promptness of staff)

Y99 24

(friendliness of staff)

s 9] 2 X|(location)

e g2 AH A Al
(services provided as ordered)
2 HEY HA

(well-lit bedroom)

FTEA Y99 ¢HA(EE, ZH F)
(comfort of public areas)
I digt FALL A
(attentiveness of staff)

A AHE " TeAY

(well-lit public areas)
sE@ee EEs)

(standard of hotel maintenance)
TAY 9] 9jm

(appearance of staff)

99 #4947

(ambience of hotel)

AN o] & 7H5 K
(availability of non-smoking
bedrooms)

ZH9] ™A (reputation of hotel)
7}A (actual price)

5499 QlH g

(decor of public areas)

w2 AA(spacious bedroom)

A o] Q¢ o]

(decor of bedroom)

Fab o] & AHA

(availability of parking)

2h&-Al/8ke] o] Hel

(availability of relaxing lounge or bar)
AL FF4

(availability of discounts)

IEFH wFe Hely

(ease of manoeuverability around hotel)
ASdH o] &9 A

(availahility of a range of food service
outlets)

of A HAL AlF o F

(early dining hours)

9% oj&7ts

(availability of a swimming pool)

ZHY w5 &8 (small food portions)
ol g dlyw/hy BEA

(large print menus, signs and
information)

ZAd oA s S Mol A3
(aimed specifically at mature

age group)

99 §F AT A5

(availability of organised entertainment
in hotel)

tlololE v A3

(special dietary menus)

ARS-L o)l &7s

(availability of jacuzzi, sauna)
AEAAE ol 87t

(availability of a gym)




o) #ol 17H Y KITHIRS HRAA HRo] Hrld g g9
AFzte] 7oy £4d m} vdagu & 5 Qv T3 Hrpgs
= nAe) HH, vHA, FAEs a4 L sdMHY A 94 To] &
50 H7b- ol ATE & F At WM K HRAM = BEE
& A9 FAHIIE olFA F UEE HYPATY AAE vEoem
A 34 A 2 oM BEEER T4 WETE FAY F AEE AHA
3t Aojn, o] ZAE K HE WEHEAZ 8T Aotk

#20 BMERL Bast We

1. B&E#e e e

—HeE HEY BEER HEd M9 ##(Problem Recognition),
ti R £ (Information Searching), A% 9] ZF{H(Evaluation of Alternative),
% B 7€ (Purchase Decision), #H # #Z®&(Post-Purchase Evaluation)]
g4 9AE AXY, BE-HEB-FBEES dEdth o7|A spAE oAQ

T Fo FrlGANA AL PHEI ENES AYHA H9, oF
HE EUES A A9 T8 dFE WA A7 AF, HEM 0
a2y EYYPTS 7tA LA s

RS/ ERIS L BiEEC]l AFolv NHIAE WK, WE, EE BEE
FA A o= g 597 F& vz AL AYPs=y = A
ojty. & o] AFet Mu2E HE T == HH T U HiS
ol delvy MifF vmiwtolvpdl uwet AAAC. oI =g HHze
Oliver(1981)7F A A3 M/ A—HELE & + U}

7] &Y X 2 A (expectancy disconformation model)o] A 7| dis A E o]
W Muj o] i3 249 RS ould, dAe ofd Aolgde 4

L2
=
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wed gk, maka BES AFolt MUAE i
e AA|e) zolE Hlwmste] AL iRt 3
() %2 WES GED, A4 297 Aed He o 24 2
A2 Ao BUES vhehdch

59¢ olgat BESS K%l AT % FEAY ANE 7Y
Bk o) o) A El 2o HEA 2ot soldq wAHE V)7t nE
GE/garZola @ 4 ok o] <1 2-1>3 o] Ued 4 gtk

ry
of
53
rir
&
puti
ok
4o
)

it
0
X
it
2
I
fal

Ao

<19y 2-1> BERLE =4

H

AA - 71

s nAe] WE/BUVEL KRS AxaE s oUd RS A=
st shol wel E#CF 2e A Stk & MERRIA 438 A
VXY Fe iy My AHE 4eE ¢ Am, dWeTE Lu7
gol Fuidel 7ol A sE sl B FARFoA R 5 3
ch(el E4, 1995).

Ao Hiel oo WEH T MEFAAL 59 Aul2t mEY
SHoz AAZ 59¢ o83 BA @t Frit T, BT
A 2ok (check out Ao AL ANA HAm Prhso] Ack. Mk &
29 Aulat AnE FaAde dno $42 FASE Yol e



g B = B4 AgAA 42 kel B 2¥APe gEn
otz BANN FaF AUY e 7 & 2
Fod HAL WEAA & 5 Ak 2L AToH BHAAFH BYL
Adst Qom, 2u149e olaate o Ao mHRY BYL
s el o AMATGT SAthel §4, 1995).

ety B AFNE sdude] BEEE ‘T ZUAHAE of
§9 WA =7 R WMo W/ ATEo|2 ).

2. BERE S X

JN
o

BEe] UE/2FHef AT R & FAE NEHY EF
o #AZ N2 Brd AEASE obdwE Blkmel AR s

iy
kv

Ol

e T#Eel A2 RiIm 43S AF WA vAg A2 Al
HAolyg EAE S 2L BEUFd 77 fA=H glojy Nz pRY
T AEFE AAR 32 Ut} Learitt(1977) % BERQ U5/EUZS 9y

Aol WL TRl AR wetAQ BAld e Aoz ad
o] ZAAA A4 FFe YA Ao B Yt

DANZ/ERNES I 59 PERIT dAE AT A7 W
golut = d83s o] oW Ae]EA zhll V&9 HE HARES
A2 wmeEs Twmeel st add o v+ 7HA st k@
EAHeg FYdta e HAoeZ BAZHEE T, 2000). #WMES TWL
€ AME BYE Beses EHoE AVHAW o2 7Y fAsE=
BEN A7 fon, BEY WEe HmEN THE 4E 7ts4e W
A ¢ gtz SAHCAA T, 1996).

a2 I sdn4Y A/ AmES oK s 7HA e olyd

250 AR Qe



thgol <3y 2-2>9M BE upe}p gol Wo-kne WEe kT A
Aol g Ao LY THLS A2 wHso] o} wEe KEEe B
5949 £ glon, B4 BEe ol Tz
HFo 2 R BRtHo] g BEAIlS] MHALFM dodH ME o
2 Z9d) o3 Byt 9gojojg,

rU
I
1o,
1
M
ﬁ

<39 2-2> BE WRE/AWmES] RITHE

NS

+ A3 Tz DADE

e
d
I
rEl
I

* ozt F&Ie] nAYH

>
- ulX&
WEetA) g S
¢
H gl =] o
5ok BEutEstal S

A ol fAl, RANEY g L Y B AT, SRR EE,
1995, p.155.

—RE PR EEME/TMLS A7 dFs BEMEY BAl
b HE B Aoy, BEH BurEe] By —ATel Mk W
Zo) Zoige} BUEY EhMLAE F A HES BAd 270 @



Aolth, & ATelM e WE3 Bl suve kT & ©do) EiHw

S SAY] AT AR BEAY 4HE NEZ
TEstY A & vk 9Ud¥E HzE 7wz gHsids oL
Aot o] FHatd T HHRE AILL F 2 A8 g2 (e
farye= Brtd ¢ Quvk oA nAPNSe) LM 288 NG
T en, #2393 QA (random error), HH 454 (specific item) % ol
710% A4S FrEAY 2 BES SAY £ A B89 28 Hr 9
FHEES Bt Ax Z@sth(o]fa, 1995).

H-HE Hxe a9 212 TFZ(overall satisfaction)S =

sto Aoz B 5 3, Aulay @i dsf B BHE 283 k%9
BURA 3 A HEEE ATEY 931 & 5 gl

Welo] B4gE REL UAFEe] ohd oY EPECR T4 2
Aske AL dvistel, W-HE Rgol ¥s) EEE BaTn dokel
A, 1995).

ZIHH A= o8 BN AxsSod 93 Hrlz 2EE BE 2§
<*(composite score)2 AU A AEo g APAH A EE Ao W =
At

HREI old HARE ZR3s 3d nAURES BiEsr] s
SUIERTG OFE F JAEE ALRIE o) ugE & ez #w
dr.

TS ol§ FolAY o]&e A Fdo] ] oA AMzs-
i AEstd, dutdog e Mulats Fged Eo vAtin o
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HotAY T Mg F£2d Mul2rt g dgdig, o] g ol
TRbz o R iR S btk o o wifjo] ofyl R gEo i
st Atellzl 3817 W&o 2 d7dMe s g €83
of ¥ 7HA Sithd A REEE ZHAI do ME dAZYr] Bg
v AsrdAelgtn & ¢ Ao wed flE kS ARENS B4 7t
T ARG 2R/ A F& FEE nadd EiEsor & Holth
I BE wma/ e o e e Aels RUGHEE - 143
5], 1996), E#E#RS HEDE, F3uSs F3Y, =4 dEE, sa4/4%
sEHeE 731 Utk ARy SHYL v E0E EUE BE
B oo Fadd Wt ogA WAty e e FAHse
, o] 1 apolE 1 EE st o] BRI Sk FE&%

o ok
= ¥

TS SHAEE BEAA oW Bl ol Lvrid Zidistz 3l
o, dvih} EE8stA=7tE Hotstd A,E HFAstEs 33T ¢ Ao
of Jitke i Hifret H& R VLY WEE BEE Fu 0z 4
ok st= A5 42 olzdel Utk

Pl MRES o) AFE(MulL, A& s REE, 2232 2
of 3 HMHES AXGEE ste A2E e DS dFoE &
of 3= EHES] olgi=sol AU

a2ln Asgsel i e A= w2 FRe At Xk
58 AEE Hrhts FEECE SRkl ok o WL BEE] o
= @Ed HEAA T Al dEd Foxe AKLE olFo WA
Rote AFE Bol7l s mEtq & Q7 E BEERS MEESE o
&otod Az &gt RtEE Wy E 531 7 FRoE FE5
174o] vi3- ErtFHolN THo] vl§ tFHo2 4 AL

lo



£ 3 0 BRERY e my

1. BfRERES &

o ¥o]l AT BHRE oFA e ke M9 RhET #
Froll vi$- o AAAlelg oleid BAE TWAAY Ade DA
o2 A998 £ 4

A% ¥ (Relational Benefits)oll ™3t Reynolds and Gutman(1984)<
aAEel dste g slZstd Mulay AES FustE ololr]ojd
o]&st 5}9&3’_ Gwinner et al.(1998)= Mu|=ATAE3 FAS 71
LAEE HHF2E AHAH 2 MiEY] Zde B8 Fr149 BHEs w
718 893 stk sdeM s uo] HEE o F71HQ Hygoz
HHAALE EHE ATE A9E AAS Kt Hed), olyd de
€ e nAEL AFoly HEW NS Z8 Fdd oL Ay

BAHH L 71de] nANA AT Aoz HEHET ol nida)x
AUl 58 & F Atk o]l A AT HEOZ HHEMEY
grol A 2 §AE BE 24 FHEE @Rste Y9 BES
ozt st=dl Aok B & o)

d& =9 FREEZY Fru4e AL FAsE BALT 5
ol’del ol IMHE Aoz veldtln Rosenberg and Czepiel(1984)0)
BACAR S F24e AL vk ok 2Pm AYES A nAg o)
A FAEE 882 Az Ag FAsE v g W7 Edn FEA,
ABA, 1999) %}

l
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BRtREEC] #¥ A5+ Gwinner et al.(1998)%= 7o) uw= A 3
o] FARMZNE stetetr] s BAHNAE pt@wy, OEK, KW, BiEL
BECZ TR, 370 AddE gz E49 A 44 &gy A3
A e, Sdds dHor Wy ARSI A FERES 24, A8y
& LARFE Fole Fo¥ IFuFga 3

Reynolds and Beatty(1999)+ AvlolfF BREmt 83 BZ e &4 €
ToA rter BES 7154 A9 170 dat= gzt gt
M, ALEH Y e BEES RAMAT 7t BAE 00, £& 37
g A, AejAld st BES E313A Be AoZ, 7153 dYge AgA
of, AelAd, el g = 281 F o Y& BEEE rE 59 8
a7b 2FY s

AEH - HWE - o] 872000 2d HS8YFS olgste AL
o BthEEY HEEY ANAAEE 243 A3 many, OEf,
&l BECR 22501, LEY ddge] 713 F3 Adez yelg
o},

o] 87| - AWE - BYF(Q2002) T 9 g MAES Ui
o2 #AHH) FHAUNER HEEAT VHolgte HABHES Fl
RRFAE FFol mA= AoR2 S o] Gwinner et
al.(1998)7F A& mt@ny, MK, LEW, BEL BELE TEd
M dat AAA dgol Al 3714 dEe] =EH AL

H7-1(2003) = ZHHAEF ol&& U2 Gwinner et al.(1998)
b A7 AE AAT SN HE pter B B0 98 24
23 BAF o] uAFHE v AFAH AFBAZE HEWYIA &
< Aoz yestoy FAde i HAEFGd st wEe B &Y

o

ML

D ALRE  nERel AAY AH2YSATANY, 9, WAL o184 5, AT B
Fol wAAY AulaPaelnrdd, od, 297, A3HA0), A3 FUREY) BEY
AU 2R @F AL Ga, Aol 8
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T FHEZE Slo) viAdge ste Aoz S

olelZ HPATE 7122 K BN E MEERES “FHEEY 2
T 2E HE BESS BENQ BARAE g8 Hazgo] miEss
F AT 5719 FAo] oud FEHRER BEESA
sl HE' ez Aol

2. BitREE ] MY

A HRAXE BRERERZE(Relational Benefits)S Gwinner et al.(1998),
°187] - AWE - FYH(2002), H$7(2003)9) ATE Az Fremy
BE, OHEm BE RSB B2 B L BE0Z BREs Aoz i)

1) it &% B¥(Social Benefits)

e BES 1A% FARY HEFMAC] e sdd e qua
AN dEE AuzaFaee] @AE w2 2 IHGoodwin,
194)= A=Az 24, AAA AR, $4, 3% (rapport) S e} &
£3Y, ATAF T2, T FU B 2 A iten &y
< R4 AE2AFAE 45AE B o9k olel BET FEER A5zt
€9 F4olx FAPY 5 AUrHZeithaml and Bitner, 1996).

TRPLE DHMEL MuAY MAKHEY ddsle 2rgoz 24}
Yo 2RHY #He9g ulgtAY @78 g}

SE7)YE HeEA Mfh 2 Mul2E Bejsie, 9% g2 =
= AR 2ozl SR G olN EETY BATFEE &1 $X
3t7]1 A (3 - whad, 2000), 4715 %7 (long term guest) g, A
3 A3, 8373, Eugds, 5403, 2208 5 aAe 4T P4}



g A7 % o
wEb A ity HEE MuaAFTARl S97| 4 FAEde] A7A A
HaA g Mo Agsts 193, At 5o BEES 4P
T Ze FEEN F& BN AT Mul2AFA, 145 2
Aol HARASE 1YUe BAE =709d S d3 HmESZ o]
2 B gk ol EEK S #RR(customer defections)& Phik3le] BAR B
Bt oA A= ¥ Flgeol S7Hd Aot

2) LI EE(Psychological Benefits)

BES Mul2AEatete] #AERE Aol e MulXol e S
S A 9o ol AL EKol Mul2AEAY MRE JHAHA e
fifgol EoleEvte AL v d=d(Berry, 1995), ol21% mfEdis A
24327 A GEE Fo, YRE AL A7 w2 prE"
ok AEE wge] JojA REUYY MY FH el W #iEe= A
o} ¢ Morgan and Hunt(1994)¢] F3A 8 ngaAd oM Fag W
ojch.

TR o] BT EEel AEEA AFTHAA AJA EE ATEE
Ml 27 LEWOR Hgo] e ALAE ZAACANA oM E T8
st & & Atk ol BEFAA deH oz gy At =4
S Z u nAo] 9T F UuE AR EEl TALHA 719 diE
WiES =7 d 2 ®F$ dde AS gt mES sdov A=
Hog Y& 7v AL/ dod g BEES IV A& ~FE @
T Sl

webx AelA sEe o] MuliAlFaiete] AAE FFAEA A
e FLY Ev Ledtte =8 #Ed ol oy =482 &



Azke) Fa, A} Gale] AR vhebA Hok

3) B EE(Economic Benefits)

Bi#Eol 71 e2RE ATLE KEN A HulaATaAd 7|
o] BAE FAE - HFEZ] A% EAHA F71dn & 4 AHPeterson,
1995). & AAEL 714 H# BAE /PN EK TS, ntde) =
¥ E(mileage point) 5 F3FHQ BAL 70§

28R 24 dE 2B W ol v FA A A T3 M, Reynolds
and Beatty(1999)7} A2tg ke, FFifE 59 7154 ddx A=
o] ME|AAFAE HEste o FHHE BEEM AT g AP}
A |,

sde nA3te] R FAE FA7 & BEREEN=E I
3te] o] g dHd wet VIPFIZE 238 FAY &8 AP L AFsn
AT},

HEE 28 (BestWestern) 22 o Zng 93 Tz glioz
GCC(Gold Crown Club International)el]l 73t 3|9lo] Wha] sora 1$%
1¥RJAEE A Ysld 500EJE o|Ao|AH THQFOF AL AY nA o]
Yste F3A vt g A (mileage) 2 Mu] 28 A W 5 glow 3 As}
U #8582 32 YUth(www.bestwestern.com).

AztE 9719 349 254 YU PL Y9 dg 29354
AT AHS AFE, AHE HF e TUIE FHE I FRES,
FEd, FETY T KAV ool BEeAG ALgol stsEA sm

ool Be VIFEL BENQ S AFTsn don, i, o
& A, ER7tERt o wtdEA Y 5 nIe HiEme BAS
FA 7] A% HEAHQ Al el

I
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4) %1t H&E(Customization Benefits)

Bk MEold ol ¥ R BAE A goz4 vy
A nAEd g A He g, A o, 5Ed Fo e
AAH Axe} 53 Mul2 T3 e BHES U Zeithaml(1981)&
aAgo] I F71H #AE FAFOEN HH} ¢FS Y53t A
o] mggsttaL sttt ol A2 EiFkel I AV1H BAS #HA de=
Mo AMul2AS A7 n e wgirel BiFE dA AT o U geE A
Toke igkelEta & 4 e, Bery(193)T “MHlx BAH(service
augmentation)”, Crosby(1991)+ “B0AB12=9 1ol Y(core service
up-grading)”°| 2} ¥ # 3G o}

fHiAsts S8 ALdE gE 249 R ofFuhE £ A
U dEaqsd F8 aAqdA dajde 422 Y nEF Huxg
AEst7] el dredlol=(up-grade)d FEE BESFAY AFoly Azt
& A7 Frie dd 1A HAE F E 5 AEF 149 277 ¢
S BTz ©vh$ MY X(turndown service)E A EdE AL hEH
A Atlloltt, & TSt YL pLLAMHE 29 dadold B Mulxgy
olgtx & + Ut

ofdat &ol BiE ol Mul=A T} AHFAL sty LA He=
BREREES] A3 NES <HE 2-4>9 2ol HE 4 U}
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<E 2-4> BALREESY B

9 B £
AFE) A & =) X1 3H(fraternization), ¢4 (friendship),
(social benefits) 7013 21 (personal recognition)
Al F] &y B2zt A (reduced anxiety),
(psychological benefits) | A1 8/3 2 (trust/confidence)
AAA Fe §<1/7v4 33 (discounts /price breaks),
{(economic benefits) Al Z+4E °K(time savings)
/4 o)(preferential treatment),
NLELE o R Nt i B R B - 2= |
(customization benefits) (additional service or consideration),
AL 748F glot(history development)

Zt& : Gwinner, Kevin P., Dwayne D. Gremler, and Mary Jo Bitner., “Relati
onal Benefits in Services Industries : The Customer's Perspective”,
Journal of the Academy of Marketing Science, 26, 1998, p.106-107
2.9

£ 4 @ BBFREE] mas BN

1. Wpag o] e

WESH] ¥ BE § THE Efo 54 Bds == sdite By
ths @A Ran o HEEWTE)E dsrte 9B o)
Ganesan(1994)2 A d o] EHaAlol #4dte BA gz H#Estn 9
o WEAM ol BAE TAHOZ HAWEY 5 Y= WYl @EmpEs
(Switching Barriers)© 2 #E%7 71&9 @ojzie} BAS 21 02 K
HEANA &A71: ol WE olag2 TIoh(AUAS, 1992). RS /)&
MU & AZARYG $58 qulAg AFE dA HEAE BEHS Y] o
He TE UL, 71E BAY A KE g2 BAS Az Aox

4
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AT

2. B JY

K Bl AE A9ATE T2z WESA @e 1
o] @ BAE BART MZE NHlx AFHE ABsA R

x
7 & Bt

I
R
=

Jhu

}
ARy Qgoloz2 A (Switching Costs), RES wHE
(Attractiveness of Alternatives), A[EIBEfR(Interpersonal Bonds)E A A| gk
o},

rie

1) ¥ M (Switching Costs)

HREMNS 7]1EY £XRBGRE ddsts AR #d3d F4He v &
o2 MEE EKFKEE MHSS ul ©E v go] HAHAY F AT, AF,
Y FoB BENM, LHEN Bl £ dE YW BE kEmSol X
g0 EvtEsitiats A #igely JEE A Rtz FA%E AT
7b Ao ok #RE HEAo=Z wlwAe A4d, MG &4, 7Sy
A, AF2ZHE FEWA KE A Blle A 4, 43 A
44 €& & 4 2d(Johnson, 1991). 12l HHEEEL o|F9 &
€ mWiol BHEA HFEe FoF #Este dH, ol ZiEuAY &
A B 2 BHEER 5 dEolth(xzA %, 1998).

Au) A wpA R Bigol Aul o] 9lof HEMOE A Ze=
#HoZ, Gremler(1995)< 3#H A, v|3#H4 n]j&oz & 7Ad| &(habit
costs), A P4 L(setup costs), @448} &(search costs), &5 H]-E(learning
costs), U"HEH|E(sunk costs), 7l%FH]8-(contractual costs), E&H]E
(continuity costs)& €1 Utk dE &9 MEEE AF o|&3e FX

mln

rlo
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Ko} B vtdEARZ AT A9 el HiEpnE 44 A ged, 1
e e FFAR AFIOW stdYA] BHOE Q3 BB A

& Aojgtx dHEy] wRojth EE EEo EAHS o)f3E A
TE HE A4 EEME Fod e BRHS B8 € =goz <3
A 71&ES] XEME xFAE Rt olg e A9 gAHE v
&< BBl

o

2) fRE 9] # DK (Attractiveness of Alternatives)

BmpEEc 2 dde] wEcE K 71E NuaaEas: e
MUl &A S22 Wfgstua & A9 G2 MuAATAE A wTaEe
G Adsts Ax2 Wi HiEd Ao 9T wed. BHEs g
BEMEY Avde BHEo AFFA Aul2u HRe BEd 2 qle
tigtel fFESARY, WMES 5 ASdlE didte] AU $IEMmez =
Ao},

Sharma and Patterson(2000)2 B& o] Wiy & MulAA4ETAE
FAA RS AT ME2HA gun AGsHAdE BHE Hu2AFT
Ztete) BRE MR Folgtxn Aok a2y BiEel o e Hulsg
FIRTTRERE, 7H7b2 (7, 3 Mulx FIRmRES A8 B8 ==
o 2 EE JId wiEel dicte] gkhmelatn ¥ ALl B
o #AE Biystn A2E RES 28 £ £ dv & WD 1u7ol
T = Sl W, mEY BEC HBEE 34 XL £ =

AT 2FHC0DL ALl Bo) 9 it FAAE L BHR
RE HRFEL U] HRFE F F HES vE - Forete] BR

A E AAITEAM, KR AR wm 7Fe kEd A$ E
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FS THEE =712 dds 37 mfEdotn stk v B BA )
e Tl kel %7 S BtRe 9dS gnaxe gon, B
Az ol g RS AT T Ae RFEel AW HES B Mu|2xA)
TAE HATE & el ok & B Au2A 20 Mul2zed o #E o]
w4 dutE K] FEE 2T B Mu2ATAE HESZ o 43
e Aoltt, metA ofeigh Hedol FedMu]2o) oigh bitey MY e:
HE FIAsIE e 59 MHls &3 KT oZA EXOFE 7idHe
HBRY sdo MulagEoldan & + U

3) AR (Interpersonal Bonds)

e OHEE e ARIKR Jauige] 3 BHRAD M2 37
ZHAR kel ol #AE Fslele 9=t =olAA dde A
&1 A (Hogg, 1994). ©lg| gt AMBER sl Gremler(1995) Al
7198 MulaAFAet BESSY  didA, @ty #Al(sociable
relationship)e] =02 A3l EE o] A3t FAGHez 21314
(familiarity), Bf.((care), At (friendship), F14 (rapport), {S#(trust)2 T
Tt dstn g 8] sdAHAE didHA el w1 Au| 2
e Wol Aol wer EEe FEM ot o8 pEHE F88
22 dFaA "2 Mu)29 mEHE, REN, HEE 2 AES BE)
Al A sE MUl S0 A A HAEFH LA E A
2 el A ARIBERE Aul 22 F 2ol Al Fo3ig weir Muxa
A A NG FEuRE B BAMGRSE 2 & U0 F
T olg® JAS/ATE BEI 97199 Mul2g AN = #HS 3
712 gk ol g AMBRGRS #RS TdAMu 2o i MmETRENS F|
A 98 A 9.

mlo

o=
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£ 58 BEITHY #mad EH

1. BEiTHY B

BES WA/ TRES ZAEE AL 3do) REBMOZ EAS =
HHAA FEolth Td7|HAA AFTHE Hul=FAL xR #Eoly
T Add ¢ Jdon, 3drdY MmH An S 28 o
T FelK v YIS BANME nj$ Fa3 EesHy EED
A AHHT gl 39V REEE UL AdX Azstd ngo
2 2ddn & 5 7] & 33 BHE HEe ddaes J9He
2 #of 3ttt mEtd W/ THES o] 39S olf Z3I o]g Fo
F7E7E 71d) ool Zidl wgtolue] wel AAY 4 Qo & 4 9
=3

BES WES THRE datde ddd Ao Ao uEe z o)
U Aul o diste] Bigel AEste A9z 71t dxEA Y 2 gjo)a
d o doju= RAojgt & 5 o, FHWEL nAlY A9 o' ga)
2] AFel 7ol vXx £ o WP},

Westbrook(1987)2 “BBEI SAAZFo|Y AMu|A, A T2 4o
U BRITE 22 dde B orlE e Kol U1 EiE e
olgt &AL, Oliver(1981)= “¥ XA 71digt 4u]FHol ths) ALd o
E 7ML U9 #Ael BEgAoz 289 YA deretn Helau).

SRMYEE MY - AR - A 2DF AUl BA6 @ T HE ke
Azl wet FAo] thEr) wiEol] Bk, ErEL} ole s F X A
Hl 2o tig 8 == AF o] AHAY Brhss.

et MulAF Ao BREHE Jeius wE/EnEe o] AE
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o4 24 3 HEE 29 F ME/TWESE 2vaty o A et
date] dAlo R o ezt & ¢ gl

BiEks2 Aol 7uld AF =E AH2E BE 4] - o] g3tdA
ME =t THRES 483 99 B - EutFo] g -84 A gz
9l (expectancy-disconfirmation paradigm)e] &'olg} shciw
Aysn & 5 Ak BHEY THS SFs T I dAEA B4 A
A Faig A Foly MUlAE AP 4] - AFSHEA obF wE zFgw
5, 0% BUF, ofF ERE 59 HER Yeue Ao & F

BES2 AFolut Mul2& BH -/ & AN Folddsol o)
AR BI7HE stHA 8o & ALY BHITE Ol A8 olud g
F2yAd ) BrHE dn WET LAES WS U2 YHETH
< o8, TME2HE BEES EUSd 42 35S stAdd (2
4], 1995). ol Fufl F A YFFHAAHL <1Y 2-3>04 B H9}
Zol 17 Z|thet Ade vluAYE AN LEM B HZsd u
g GE/20E5e #Rd wet 7Bl YEA Yed F U&E Bo F
At

}.4

R

<a¥ 2-3> BH & BEITH

71 o - W@ # A ® | A" ALY
3
Tl F pxs - RE/BTHE
4
AR CAE L

A 593} JEF - T4, ddeHARE, v, 1994, p53

BZEiTHS AE Au2E BEStD Agstes A3 #dsd &2y



S Ao wet no] FE & A AR WMATHI FETHO
2 34 diE & F Uk F BEY Ade e - K80 HE JilA
ol FfK¥ & 3= HEFlolth 19620 w2 AUt WEHo] Aol
o B SdmAME T3 AT A, & de, Adg A, AL vy
Ad d2E 4 A2 & AAS L, 1975900 EER IBE R
(OECD)= Adr R fERES HaFstA 28 A, 443 ZAE 354
& A, 2 Ad 23 AA DA e Ay, TAsR AL

He A, JERE AEKsHA & de § 5u de MdAds

2 vete BEe deE HERE RELANAN JEsEtn gon, A
AA7E Agsts BF L 898 HEAES 93 AgsAY o &EE
AE AHAR FA3I, HEE 222 T2 HES dd9 e 2
o] 8 A& UA3T JcHwww.cpb.orkr).
L EE Y R 8902 A3 46 - F88 2 A2 gsiziy »
S-S R

2. ¥pim R A®RE A9 oiM LAt mal L HHE ATee
HEF

3. ¥pim R A®RE M Ev FASAN AN A Aoy 9%
& -7H - Adzxd & A2l Ay HEF

4. HEEFEN S Ft BWE ¥ wmHaBREE] AT A
FXRER ol st gAE vkl HEFR

5 Pyt R AR FH T FIASE Qo] L gE sy A
& 3T dabd st HHG A4S e #EH
HFEIY WRAEES d957] st Ry HFS S HF
7 HBEE 2220 HEE 3387 fste EEES Mstn o8

st &3 F AE #EF
8. Wastx R WEAE FHANN 2u1d #F
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2. BRIty o) MA

oA2] HiAM MAWLES HEBKE MR T8, TETH, O,
BBE, TSR 5 Y $¥9 BETBHE 9381 Atk & HgkolA
& nAel FEM iHeldn & & At ATHDE g9 vz
o FFel FF{THel s YARTA Frh

1) i E Z B (Repurchase Intention)
(1) HEHEESY &5

Al 24l A gEge]l X Eao ot HREEY FEro 7
2o} RV 9% F83lde ol FAsn YtHAAE - 24,
2002). WY HES AdnAe Frund 9ot oiAI”E] g9 F1o]
dole ATHE 3 HEWY FHAEAZ M2 BEES ¥t =
g e 7)E NS AAZIYFY A RAe @ ugEe gL 71
EAEHOR ATFWE &n, FelFd FuRER Fol 71dY oS
of & S vlH(e]F, 1999). o1 Z& AFujst zte v 54
71 el BB nAe] #AAA H2Zol sHsst(E T - k2, 1997) 1
s on, o8 T A2 #HAT F 3ok

AR, 37l BHAN AFoE dgwtkol 719 £ FagF
Ae] A2 Az AE WRE7] A AR S A3 5 Ao

A, 1A #AFAME Muj2AFA7 1o dudte AMu|zd

g RS gotd £ Avh ol Myl AT &oldtn MN&F Ay
2AFe] 7tsaA UEeE w9 FAHALAE TE F JYv Ao 349
Zte] AAol XNG7 M= vl Fa3i

metr TS FREe AT BE dae S35 ol nAy

N

a

.

>:4,
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AL a3 Tastt ol w4
TAMB L9 AT F ALEES “HEBNE T HEITDE o3
Adol e ndol A 2 sdE FIMEAY F2 ol g3ty g Ay
AA FHste= A'olgn FArh ojg} Ze TAMulA AHTufe] EE
= 19 FIP= wt REEES AT EwZuge A Ful(
Y- YT, 20002 FH7HE & A

Sol Ushs AMu2E AFs

rr

(2) WRBES) PRSI

WAES AFrleses A2 FIf FYo #Esd 543
A2 A& FEsteis 2 Tk o] A9 mBtEHats BddAA
e ARl EAste 9] HHET de & d3: l: =T Ao
= o3 ZdS o8t e Zolth HES wYL oiyhaE vm
A Fol-2ul-A T F718 FPARE Ao, olHF Fo) RHL
N ARl Foldte Aol FAJAE w$-A At 2 A 270
7 AER oldl mME MBMKES £ Aold, nAe FuIRL ZiY
B 2 AE¥. ol FHel v BHES I dotw GFo
FA CHH, 2 FolA AN ERE M B WEAIE AL A
359 7ol

) THEEE S HRARE

THRBES] ATHdEE A o § FA TdMu2e) ds) B
Za YA, 5H3E e BRASE AEHA g o) gslEEs 543
AGEAR A3 e Feoldh ond Aee Bkl Tdd gg A

of A AAY At Te A% T F A o)UY ABE B
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Lol BIER, Wik, HGE 5 3E71Bold BHEMS) A2l A
s3 A9 & A,

ey Pl EASR sle sWAFNNE Al didte] FLEA
G 5901879 ol mE ANFFo] % nAY Ayl An,

gebd THEEES ATier: ves nAe) BRIBOZRY
A BEEG FHE 5& FET 5 vk Hol F2oF A o]
AL RN A= ATHE stes foz wolAw AFAA
olgatEA HARAZNA HEMWY FAL ALY A7 gy & £
oLk,

2) AZF$TE(Complaint Behavior)

() THEBES T~+1TH)

TAHITHES 1A B35 BEE 2@ BES THREA o
vely= 538 5 (complaint behavior)S Mowen(1990)& “ 1749 AHE
ot} Mujzo dg L o obrld ABHIA AF”, Alicke(1992)
t  “A#a(discontent), A#afe(dissatisfaction), Hi#(protest), TR
(resentment), 7 (regret) 22 FIR"3tx, AN AR “HEEE T
el digh RiETolgtn Aolstgrt. ol AT LS KFEH B
a4} =HYFE “FEolyd MHlAE FulFolAY EE BES ¥
Hotd A E5S A HE BE 222 Ar|AdE Bistde §
Holw sdolgt & 5 Utk

Jacoby and Jaccard(1981)= Bi&E Sl B Fold “Bmoltt AMuje
el FEMY od AS 2 FFolv Mu|=E AxsA RES 714
g A3AR MR SujaddA)oA AFYAelA 3= 787

__52_



gha Aot £ WG, ESA(190)E 2H AT HAE T
thal 1 Fujel wEE BAZGAA 2y

o] HEMA =S A= @AM frE)olzta Aest

Singh(1988)2 E£H AT S AHE BEVFOZ o Aoy A
g8 AzHE Aer YFH FYPFOE AAs THEEY FdE WG
ste BE BMETHY #ddYs sy

Richins(1983) T WA EECl XY F v 78S MEFIF,
ER3YE, 749 3714 2 E73IY 1, Bearden and Teel(1983)2 &
U tfd EEe KES FAE, AHHAT, $HdT R ERetd ey,
w83} - AT - AT(1998)2 a9 EFHPFTES THE DA ot
P AN FAFoz T FHYEL BAFF, ALH/TH 24
o £d, AIYA dFo2 FEIIFL, FIAEA AHYTS AFY A
AA B, FHiAR T2 EFSAH oFF19NE TETEHS HE
BT, AAYF, Y os FRGHALA, o9 o] AAATFAA=
B AETHE FIE¥E 2 A9 S Agpax o

7h . 1TE(voice action)

B #ZBRITHS AFolv Aul28 BHS AxdAY g AH
%S Alske A& Bk o] ¥ HHS BA, £H, ug e
e dog AYJE #WHEES HEAY HAdsA] B2 ste Aot
no] e AY FFELE & F YA e Aoz 7 FEA HEA =
T BEAZAANE A v g TP g JHi5-HE Frsia
Atk EHE olokr1EA] v AL wEERS HaAY TEmYd 7R
g A, EFdsol Hdd A ATl g2t FobE F JZ(Oliver,
1987), BiZ 2 MRS WAE F vt 1A HAHPAHA £HAFS 1A



o] dsle AMEE A & F Jdv KEol A7 Wi BEMNoE §%
g da7t Ao

a9l EYE FHst=H Qo] BFHEI] AL Aol T giF 4
8 whgolth. AFgA e oW AFe] TES Fn, folo Hald By
el B OAWES o9A FRelesh B8E dogie 890 Al
7 5o F2 #4E 7HA Ko} olAle BEel EHE 3 F F<& Yo
dojum, T B A& 7o ALGA HHeA KESZ 2 o] &
HPES & 249 vlde= L PFo ojH 4L wA =t g B
A2 7hA o ghr.

FEA2002)2 BIERTA g 27 #WE/F#Ed 94 mxes B
HE F HERLE 24848 A ER), FuA, uiA, AL
WA, vl Fol Jdukn AT A EiES EHAFS Ay AP
olojx ZHold gyl Y& AMITEHI RMITHOE o5& 7154
o 7] Mol Mu| 235G 93 ME Hd dol T#e S o
At g E2E 5 v A A 2" (complaint management
system)S TE3tE Aol T 831 Keaveney(1995)& A | A A g7t Ay
2 A vAE 290 Mulag AF wal zlolst Yrtm A FEdA
N oteLAMBl S KB, SRS AulA KB, Bl Mvladde Fad
EHolZtn st Muli dsjdl me EEY Ayl #@BRITHE
Keaveney(1995)= <19 2-4>9} Zo] MAuslz ok

o>



<3Y 2-4> AMujA EEiTEH 2d

s Lo B~ = |
(word-of-mouth
about service switching)
L I
(personal stories)
- B3 (complaining)

© AEE Muls g4
(search for new service)
- A{#(word-of-mouth)
A" QAL T
(marketing

communication)

it 2R ) g
+ %27} 4 (high prices)
A (pricing) | 7}7—*])3}_%(price increase)
- B34 7H(unfair pricing)
- 1A 71 (denertive mricing)
- HA/G DAL
2y (location, hours)
(inconvenience) | + 2F< o 7] (wait for appannet)
« Xd) 2 o) 7] (wat far service)
A - Au] 2 H9X(service mistakes)
Mul& A3 | . g2 2 B(billing error)
(core service | - A u} A3 5
failure) (service catastrophes)
A ul;ﬂ%j . _E_;j;(x‘; (un({aﬁng)
) - 5 #l(impolite)
(service + 73 9)(unrespondence)
encounter
failure) + 2] (unknowledge)
L - 534 WhS{negative response)
W8 A | . 2wk (no response)
(response to | . o}z 231 ¥
service failure) | (reluctant response)
734y - B e Au)a x)g
(competition) | (founded better service)
+ &9 (cheat)
93 A4 |- 2 Bol(hard sell)
(ethical - E<Hunsafe)
problems) |- @49 ZF
(conflict of interest)
vl At A A - 274 o] F(customer moved)
(involuntary | - Mujx AFA ¥
switching) | (service provider closed)

A& Keaveney, Susan M., "Customer Switching Behavior in Service Industries: An
Exploratory Study”, Journal of Marketing, 59(April), 1995, pp.71 ~82.




) BB 1T8(private action)

REITE ol & dEolv MHl~E& BEH
Fu Y oA HENY FAL §v BE A
AFe] e B2 LMY HES Qe RS 290 E UE KL
A9 AFel EUs AT TS ARE EE3A ¥x oY 3
T 3tA ¥v AR ot oI BUHE (TS AR G w
gA HER £ FEHLZ JEd £ U o] 5L EHYF 73
FoAM 2 Wert 3A et glo] 7149 FYel ZA FFS viAA
e ol whal 1 78S BEEFEZE A HolA] @] "WiEo 71 ¥4
g digder AA o gl AUtk o] Ko WY ATE HWITHS 2o
FITEIS Bl wdle Ao dARYG 45 9 %o EYYF T87154
of thet EaFol AE&E EF ALY T840 HEFE oYy Vs
#H3tA doh(Richins, 1983). ojejg WteM B wf AMu)x 3E& 98
BEo 7ol EHS ET 5 Je EHBgA 2 FE52 AL
Aok 1y tiRE TASS TRAES TabA &E d, 1 o &
Myl 2ol 54 Iy A o MulAs EEEe R By
FTAE AANEII7E oF, B3 B} AP S LIE o EHsAR
watr] Hdx thE dE Jtd "lve A9 AnE dvh v B9
BEe LEE 43 1A EYL MEZ Yol W gL A
RES A 9o, gRE FFEse nhe dee A93A gAQ) B$
7h 2o A&Ho 2 BEY TS WA HY AREes 41 Als
A wpzprbAeln2 Au| 23] 5S % LAHS Mkt 2Hd £ Sl
= 713 & utEojor gt

RESo] i3 HES D
A7IAY, 242 =

ot

=]

=
=
&

o)

e

e o

f

rir

o) 2389178 (public action)



AWITECIY AT Aol Fiolut B 2 s oY B =
© dkEER S A 3 o slael A HZstol AN Tk AdES
Aot Aot o] AFL el AT AL D Vil BEE KHEITH
< 33 AFAHA AU AFHA FE AL dFEo Hele dvo=
7ol Az QY = de 9024 EFUS Wty FHo] "y
T Ao A R ERAFToRA O Fo oY HEER
EERE, BB, SR, MERe Sold.

T2 UEte 59 ol Ao 1aHeR FHYFE ¥ F e FLF
Z|#o] ¥AFIAR, MEREAHE HF=D B TBEMHOE o
Hol I Aeld3E #F BERAA ¥48 F25 Hol k. EHAnAE
o] 29 FH& BEEXRY IARYYE Folx, BXE T8uA Hujg)
&5 S8t @Al Aesty <ketet kT 71we) 243 §AF
e HHos, Audye dA4, A, BEHEE, A3}, B2 g, PC
TA o2 ¥ g Itk F3AFITA HeA FHYT FoAAM TN
dol 983 255%, 993 215%Z 7HY =1 2 thgo] HAR 221%,
156%% dEtson, 99d: SNl o B HfIdo] 23%, ik
sdo] 51%, AT 26%2 FTFEHol 71F EHIFAFFAL
2000).

t}) #1TE(no action)

FAFOIR TRASAE oM THE A g' Aoz 1A z4l9
Aol EXHE AR olE SR TEIA gt THE Tad(oR
= - 93l 1996). FaA T @ ol u ERYF WFAA ¢F

A goey HAZ Y THES FH4T B dAss 293%
o AAAJA FH oldf& Fe the BHAA A9 997} gl o)y
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g FYFS FHste 29 FEAL2E HAE &5 2 2§
A3 A Ao mul ARF EJQAEIL e Aol glon, Yz o]
T P59 ¥ B 1 0 AL gy 2 AL E 5 3
t}(Spalding and Marcus, 1981).
O #imot Mujx9 Fa4, B HAHTA AbA TAETEHAA
o ZEX7 floka =4 A5
@ BEozAM Ao oigh AR Ei(ignorance) v FHIE
= 35
@ %ol HAol mol AulAut AEA i (service/product failure)ol]
3t W3 FAlel S7t8 A+
@ faAel EFAFE HE Aogte 7IU= A7y AFE FHC

3%
® AR Ngse pgolt FTPAAAN FFoz AW Az
73 44 %& A ol

Moty sdduAE BE-EAS & FRERE we $59%52
A2 & A= WES TTIHE Behba <29 2-5>9 2ot



<3¥ 2-5> BEY T4ITHE

ERE a4
I

I | | |
B2RYF AL 3 A YF
¥y &8 3 3 3 3 ¥ 3

4
7 ALl (A (g 23] |4
<3| N 3 = 1 = A

X
5__]‘ -] H] E 7] 7] 2‘1

|2 | A ]|
all &7 117 =||=

7} = o
T 2 A o gl | 2 &l e

A

T RGBS 2A0 Hate BnAwe] Azgd we 2Est @
% A 4 Aok Aclth ool wWal oANWNE Tl Fiel e}
ERPFol <IY 2-6>3% 2L YFOL (1Y Aol B}

=)
T-

BT

<Y 2-6> WERE TFITHY ®mE

o)

A

Sk
FHYE

3 of) Z}of] A
A4

933

71 de &3

g o8, A GF-vwAY AHH F2, YEAL 1997, pp.133~134.

a3 BESES 87HA F39 AETH 9T wA gov HS
of W& AFEANA FFE AAFH FAl HEAEFNA Y S 278
T2 . E Eimoly MulAE BESA AU A SRSt #E&

A

sdolN BER & AE FFE

o

- 59

4

& FA9

Fob Ay 4%



2 1ol Azt ¥ 5tk olol dal 2 AT HES BEsty o
o A EHmoE Fee Lo FHE AASE oe 2o w
4 A BeAe AFE Aus EEEEe vEd 4% BmEEe
BAele AAHE), KRS Ad3t Bold, Mulx AN} Ao, 4}
Hulz ANe) o], ARAY #A 1%, FAR Auz veidn @
L, A AFzE Aulsd e FRY AY, WEAH) Dol F
o, E#HE fE 2Y Fo| g & Ak

Biksol AYT THMES A2 fAstel ow Y WU
A RE, B FETHY 90 wet 1 fgol YA Aol E
Hole 7} £3 2 AL sAE WEAHE 3¥2 Adds o 3
o o}F Fastch.

(2) WEBRE S TH1TE

BEe vz EHPFTL FTwRET 24 ¥ % ohs HEY 2
AT BRPFS e AT gk old st Singh(1988)2 WL
%3 29y o @A #I paradox’t EAFCTIL FFEAUL,
Oliver(1987) EET THWEMZEC EF 2HdFE st Ao otyxo|
THBK BF EU5% 2L ofvdadn A F HFaAx: BG4
29 & 4 gt Aolth Jacoby and Jaccard(1981)e] <)dH ETHE
BHYF S dode LEMEF] otk s, Singh(1988)2 1 o]+
2 EuEo 27 glojx nAEe] REL EFYFS Eded + 3
7] jEolatn 3tgch Gilly and Gelb(1982)2 RIE14E AEEHERC
ATl o Erb Exqh ek EFnALe o] Ao wmEdHE WM
g uEgnAng o 2 AFd s ved Zolztn st g
I A Eojop & FTFo] POoMME(UEFT 1) REste NS Hixw

fO{



BuA B AFde=rt 0 A dethds PIRERE Ao oldA%
ATAFE fFASHH EREI HiEEol AdY EUEFE I olq
fExEel sl 2HS & F UAEF Fsiof s Zolvh. 2l EE ol
BERS 3 45 EHE daAA Fo2M 232 dFaudor g
AT 71371 At ERE AR R G EE v EPaYel o ¥
HBH AxE 7HEAY AFE 7FHE & wmid 22Ut F 74 R
Ak Ego] A FET nAL HAT vEHDA B AF) 9
=7 = ERAYL ERsld §F ENS3 fow BuS By nAe A

T e US HERRA R YU

Jacoby 9} Jaccard(1981)v WEBIZEEY EHo|FE EHolFuaES
fades A7 AFAE g o] st gith

A, mimel e R Ev Ve RERE didste A EA,
FEstA T ~EE FozA 37 FliEo]l AL AoR didste A5 Al
A, AARNE EAT & AgS d-de] ~FES e A JdA,
AAe BE5E UM E FFE Fo2A upx Ao wfg dstAY
SRR AMgoZ fhAdA BAA RS ddse A A, Uy
ot BitRlol AAH o2 Fpste A ANA, find TESARE 3
el G AAE BT e o2 EHstder =3 RERRS
ten e Ko mprdtin gt

D JREIEA &9 2) AMz3Ale EE &9 3) HEX REEE 52
Arate] Az sAbe] 3o 4) meo] AARLAEANA A EFE A
oz Agd@dn FFstAY. zEln EHAS HH, FEh TR,
B BER 71t ADSGHEY Sl et EYnfe Xt Aol
T 3tk olE 3 AFANE EYE 2H4(1995)L <Y 2-7>3 o
MzE oz EEAL, 7 & WEKE: E3d85¢ & v 3
I A @Fe 7 = Jun AANEA, BEHEN 5 ATFEAA vF

rlo
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(@9, 8, 255%, o83 B9 S YHD B AL HY
o},

<Y 2-T> WM/ AFRE, THITH 28 29

= Az7ol | FATASAA Fe FAY 4%
1M
a} = eaas | —» FALASOA G e 39
5 ™
5 $U=2 o) A% JSAE

—»| B —p EHYF »E
= Adzd 5

A 28, HEage EPyFol B A7, 1995, pp.132~133.

_62_



# 3 58 W Rt

A 18 AR it BER

1. %o Y

HIEdl oM AL BER HREES AT defFozA HRIE
e FES A 9o F HARENE RUe EHVIEGE oW &
ol e e =7 EM HEMSR dd rldstn, o A3 (£
A+ e W BAS BHY 7S 79 7 Aok g3y dF=EY
ol A A = R S SR EUEHE WaoEN R
AR A A7 e S A4 U S ol 7 879 HM
BItRE st H, 7HE BHEMA ATE EEsto Bk 2 R

A& TRl TP, 1982).

A HFolM e BRI HAHN HAE Fitd naAd 548 FIAsSe
aAEe] TAAHIEE TRt F d3te MEBZES A5 TR
9 AFo did BESHS T3 TdAMu29 de52dq4E ozt
1z st Aol & 39 EEAUIAMEC UERY U e JFS W
sesti, K UEAEIE TEITH d¥e] A NE HEST, o
o BfREEEC] AU 9% de A 23 BEY BUEHTs) A
T (ARG vAle ¢ A& AF3, o] W ko] =93
T q4¥E 3= AE AYst= Aotk EI WEBMEYN THEBZEM
THEITES 38 FEd Aolrt AE AE Hstaz o
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2. iR B

Wigefi & (hypothesis)ol & Awkx o2 W} MpTtel BAS vhehd
NAH ERFYAL Aste A0 WEpe mAd dy Aol glejok
st3, A¢E W5t BAY KBWOD WEY sHs4ol olok @t
Wk WRE AR xlold] TelE ol ARe FHAFS,
1999).

& FigolAL QoA =W Mmy R HIATES ugoz
AR A7FEYge REMEE 2oz 985 2o 449 EEe HA4sy
o,

) B9 EBHANZRE RNt B

Westbrook(1987)2 BEES AFHAA AFo2 #HEYW ZAoU &
B AAe =2 5 3, olF AL UE/EUS AyHoz g FS
v 33, Parasuraman et al.(191)v Mu|AEFF L HEWAEY
Adgagoe Hoste] 57f A9 Mul2FF 2U0& FHOZ FEML
Heo] #ASE BAstA e, FHEE 290l /1 Fad AP S FAsy
=2

Whiple and Thach(1988)+= BB ES ddoz 3 dFddA “d@
A&ate) Muxeo frfT HiZEe Weldd e Muls FHs g3z 9
873, 48 39 FAHA AL KT WLEN IFE vAG"n dHr}

Cronin and Taylor(1992)E EZESHS T3 AMu|2FEFo] nHy R4
lAle 4FE FAstAdeY, BEmLE] Mul2Ed0 e 9 §
gz EPdn TP, AAANIN)F $42(2001)e nAHUREL Ay

25 A(service quality)ol 93t JFE B Aoz F Mu|AFAo] B



i MAeE 4F%e 45 T8 3 FAsA

HAsH1999) = Mul=Fd BH AdS 44, 734, 471884,
AoAder &3t BHEEE FAHSAcH AdAd] uARS Hrd
P 2 d%E nAle Aer E43A 28y ol 89 FEI= vy
2 BEME] Mu2EFdy A8 dpgE 9+ (Bolton and Drew, 1991)
% o, Rust et al.(1995)= A Ztel Mul=FA2 AEWLES 549 A
doz2 HrtsHn ofXHH F Ao BA i 2EL HRMI A
B2 d7oA Ml FH3E BERLY d38oz 2Ysatan .

AT Al 2 oA 43 & ups ol 3d Muj2Fd FHREFR
A AR vHH 2 TA B &4 Sol E8459 HiH
2SS Y g A a8y K HRANE APATAA AL 1789
MUIAEA H7t8 45 7122 A 3 % A 2 AdlA <293-2>9 uA4H
el ¢ o) HAd 5@ HEEAA2GE 74 E #/ &
4. & dFoNE AFATe AR E MHE|AFE S BERE
FHE e dPeRler T3 v ol BR 1+ RKESA

Hl : 39 #EAR2MEHS BEWER B2 #ES vd Aelo,

2) BERIES} AFTHiEe HOZCRA a3 BiR

FES BEol BHE R £ HEIHD BHES RoldM 4 &
BYFE stertdd g dFE Hastr] 98, & HARAME dFA T
7|23t BEol TdVIdH Mulz=AFAee BAE FA 2 J42Ed
A A Zeh= BkERES Nde =dsA HFek Bax o

WEBZS T A¥dcs A== veEd AT dFS, 29x v



F a9 YFFL& FTFTHLE YeEtes FoF ojH oz MHyHI gl
o, AFdME ERZaRd opet BRI MNT BYPF S stu
= 48 & Ao K& BHRAAE 9, FA g HETIE 35
A AR TEHE ste AE dolie d 238 F1ix g

Jacoby and Jaccard(1981)= Hi%.°l HEHFS =AY e TFEEL e
357t d5& AFEHY, o) “WE” 3 dvte FHL EEF A=
TRES TFTES dodle daxde] olln, Day(1984)= AWES
B39 FExMe] oplntetn FFeAth Singh(1983) 1 °) /& TH
e Az glole BMEEY Wed AFEFTHS £ dod & 7] B
olgtal F73tAt.
ol FAE P ALE Tarp(1979)2 A= ool & Eo] ¢l
SRAME(UZT 17) EFtE BHES vEYnY g Apu oxr}
o =4 vdedozn o £ Gilly(1987)E #En4Le Egandng
Aol S E=7F EAINE, vEo} RFe] A HEINTYH BPno] wE
T HEHAETG O & A7 =& vebd Aolgn s

Oliver(1987)= E& T#HEEEKC EF EFPFTS 3t Aol ofUx
o] B Aol RF EWFI AL olydtan 3, Singh(1988)S
REEYN EQyF JAAA B paradox’t EAFTG A

Jacoby and Jaccard(1981)& WAEEAZE o] EHAES 3le o/ S #dk
o Fe BRRY MERS 44, mES AT FEE ozl g2 Fi
@ol Y& ASR oY, nARALE FHESA R Bl BAstY RFE, A
A UF5E JHUAME FFE gozi vz o] uf$ dalsArt &
R Aoz fliAdA HAA A& oA, B ie Fifklol 4AF
S 2 AF, Y UEIFAT 3 dis Y AHE A3 e B S
a3 2&4(19%) 7ol ¥ BREBEEE £35S & X Y1 3
%S 7 & Jdvn AA}EM mEBEC BEHAFTE e olfE F71
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Hal dd, vgo] g o e BEr), O AZL JaM, i K
o ® mAxe] 4yl A}

& on st aEn Sl

3 B de duos DEEo BuUNE HMME A Wuy

ESTE TFTHS Bol 3, Hadd P3de A ANZ L} 288
EQP5 S A = o2 BAHAU

WEBZEC 98 34 ¥eF BEAY dATFES T3 FHEE
9 £ES KRS T uHARERY A4 d9e, adn 242 7t
Aol 7HAR Fo| BFW BECIY o v MH|EE AZES
F A ol ZIdH nAHY AAE WEEECLE HEE + de dH,
ofol] tja} o] &7] - HAWI - FHH2001)E 7Idol nAgA AFEe F
ge A9 FAHEE FEHse d AU €L ddxn 33,
Gwinner et al.(1998)2 A FHAA BANY S g &, LEN &
B, fEY BE, BEt BES 7831 F4Axe A3 Fd 43S 7
A ) ol o] MAYAFZ B o #ANY-S ne HEMS
FFol dFE vAle Aoz B 4 3oy, Singh(1988)0] F33 AAH
WEHX TFTEe #A paradox’t EAFHL FASA R0l BRREE
T AETES 2AE T Ug2 B 5 o Gwinner et al.(1998)71 A A]
33, o] &7 - HHE - FF Q20D A7 #EF BAH G 4713
A4 & ptEn BE OHEY A 8N BE BEL BES K #1154
M 83 WEBEY TFIEs 24ddn 7NAsNg g5 22
709 RS dA s Itz et

(1) e EE o3 HHBRA AP BF



Wi

ey BES 94, AAA AR, A, 3 (rapport), A13H A Y
T2 Tote H, BES Aua2AETA FEEER okl HES BET
HLER S Ao A 2T + Aok =3 BES fexaty Az
TAY AE7E & MulL&dA yedta 8 5 Y. BEsS o
o2 Mulay AFYS53 #dste FrMHoR ffEROFZ R HiE
2 2 A B= =
TEMES HEHAA s R AMuAE REstW 9 JEET ¥
< AMu|2ak]io]7]d] sl G4 QoA EEFHS] BATES I} FH
&7 a5 - 1Y, 2000), 371544 (long term guest) €], €|
3 K, BHEEEE, ULEEEEE, SN, Fxd3 5 24 $3 3
AHE AHE R $Ho.

BEA ol Adzstn AAs oA B %8, 17 579 F4
o o9& +A4E& =7vd FAET FotA FFolut MRITES A4 Ao
ct.
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¢

rE

2 o o

o

S e sddN ®ITERC] AW ¥xd AN, FAUD
AA A ol AL A PSS Aztate 1AYFE FAHAEE Fobd
ol t}.

AEH - HHZ - o] &71200DE FAHY Ao dsf EFsd A&
2UE ol&sle BES W22 Faxs AAARE HHT AH gt
B8 B0 a3 Adez BHEHIUY

kN pEs) BEol £ ol B9 wEwd JIFE Fo TFITHE
23t Aoz AP 3d# e FEET $2 FholM nan F
49, 2R a4 HAEEAANY $8& =29 sde izt A=}
Eobd Zolv, o9 vtz =20 FEER Tt TTTHoz Jed
T At

oreba SEAHz HET BES ARSIA dde] AR uet

o
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HER - BEN F5S T £ A& Aoz 71Asd g&3 e HH
2-1% 443

H2-1 59 BAREES TRIHIe BAL pem B2y Aggc
o ue} weba Aol

(2) LEY EBEJ o3 FHBOHRA AT BR

DI BELS 2o Auj=AFaee] GRS AW ZHXA He
Atgy tHFTE =S Lo oy =L Bzt #Aa, A3,
g, AFAZGY #AE Yehdo,

Gwinner et al.(1998)2 LEf) HES A4 nAHEL WHo| otz
i sk ojAd FFLE MujP A A Mul2AFAQ #EAY 7
dol nAA HejHeg HFgI AU E =748 F o mAHo] W

T Ate Aoz 3ol wXaH 7Idd dE UEFEL =7E o

Z 9¢€S e AL Ui HFL oy LENSE Y =
7l AErb o e dYE 2] A8 294 & 5 ok g3A o
iy deo] 39 o] g7 wEko Jgg Fo BHYF L zdss
Ao AP BIFEELS Aol AE3E FHigd g g7tz A o) &
hE fufgs AaA7a HAFH FATS FFstaz & Aol wraky
TdE ol &3t= K ECl G FEel FFIA ATHY, #EH A
Hl 2o tigtd F4S 7HX e LEMY AQGS =7cH Fdd g
e Folxigi & 4 gl

et SdAuse BES BEE OHE 99 AAHxd ol
HER - BN 78S & F A& Aoz NFso gga e 714
2-2& A3
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H2-2 59 BAMEES FFEFBHHe Bt LEY BEe A244
sol wa g2l Rolt

(3) #¥y BE o8 HORA 43 HR
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F
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i
rlo
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=
Nlﬂ
[o]

| %3 VAL B, HFs7 AT 7124
F71Et L & ¢ e d, o)A #5] EE JtAF e 2 543 713

$& B3 BAS S BEES £81 24 dY o9 AAE JHA
WA R, B 5 HAAY dEE FF@

ATEAAY 549 =2 S IndLE gRY 22 +9 5H
#Q HYS AT, FHAHA G IJE FHZ T8 FRF=I,
g8, ETY T FEVIZ Qo] HEAH AHEol 7Hssit

mebA R EEo] 39 o879 UFEd AFE Fo =8
zAse Aoz AUt 39 #EREL 1A 0] ‘U= HIF K
A g ol N&EA A FozAM Zdd Ui HEEE &R
o v e},

& Eo BE 277 37l Mol 222 wjdA] FJE Y E=
2AAE, 7HAE §& ATTYE AFEE Folv 2ol E F U
elx SdAu Lo FHET BEE B R dAdxd 08 FE
B - HEN (THE & & J& Aoz 7MAso g3 e 714 2-3&
CR LI

o

2 of
o,

(A
i)
rir
ph
o

o

H2-3 39 BEWEES TFTEIe dA= KEn HE] 44
Eo wet @2d Aol

(4) & L BE A3 F[ERA A BR
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BEL BE2 140 7|da LKREE Z2A dez2A v dTH 1
Aed g B dJe 58T g, $A44 g, S8 79 £ A4
2 ARt SEFE Auls §8 @Y Zeithaml(1981)S 2AE L 7Y 3}
71 BAE FATLEN “BX WE"E g53te Aol st 3§
Ak ol A2 Mul A A7t 24 7159 A5E A | Fo o Ut

T& ASHLE =5 dn, FEwmeEd o B2 #4E A E 3
7l Qo ZhestA doh wetd s HHe AquaAeAst 1A F
Axo] W BAS 37 st 5dd d-E AFste Skoldn &
T Aoy, iAr 2 dadgeld Ee Au2&Folgdn & + Ut

HiAste ¢ AL 2= BE FZFd ol5dd & HAdA
U gdZuds Fo BEAA diHe +A4H dEs 154 MuxE
ATzl $l8] Prellol=(up-grade)d FFES BUES AU A Fotx A3t
< A& FrIe @ AdF 59, BiEol HAIE F F 7 AT EHEY
277 1= E8tn "ok Mu]A(turndown service)& A 53te A
= HEHQA Aot

TEAME e BED fE¥HC] Wye HHAAM Au|2rt AAdEHT &
=7 dEo ¥R d5% Bre nAol MuAEAE B &
H ¢ T8¢ 4TS ok BE dFdAe o & B vl 2l

A" Be BUe Tt gAe FETY BEol el EiKol WL
AL AHAERel BdE BE HLSIA o8 FPaT A ol
& YRS DAl g SHd$, $AH X, SEe Fosh 5¥F A

HlA7F 2 FA4E did ’idolzste oM EiFol o83t 34
A ol gk A3} HYs =40d Sd W ¢FE =4 F Y] o
ol

mebA SdAujid BmES BEE BRI BEY AGAzd wet
HER - BEW T8 & 5 d& A2z 7Hdsted &3 e 7H4d



2-4& dAsa

H2-4 &9 BEmEES T+i7HIe] dA= BEL B A4A
o wet gt slold

3) BETHEES FBE EEMe BOWED 23 BR

THWEY BE S WEstA] ¥ BiES 54 2d= £+ 533543

A A APl 71 2sto] SRISE 2] #AE dAHsta A
T+ MulA AT #Eifistx] Releg ol HbmEEe] NS =9d%
o fFEste Bt Foh
M) 2oz HAAA LAAAQR00D] FFY HREM, RF
o] BOE, ARBGRE AAFG d8482 B4 AEHE guges A
o2 74 = BEMERE AL FastARt, AYFANE T
B MM AS BEE sioF st B8 290 H1 itk

(1) BB Aol 23 HEBCRA 23 B3R

MBI 71 AMulx AFAE HRFOZA FUEE KD,
H 3t Y "] oz no] AHoR AR £ gle ¥ &S Uit

A3 87 AFE ©)223 Bendapui and Berry(1997) A Yo &EE
& €3 Jom, &AM ZA%Y AFgu gL gTAEE T 5H A
X9 AEHHQA BAE FASA ForA EEY S ddn 3P I,
Becker(1960)= #AIHZ 9 olgig s MEHARFE 228 JPFolgtn A
2 331 o}
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z

AZET 420012 e BESS A 42 & vio
Z &) MElx AgAE f4A wAA gedn AT atEoEE)
AFEE B FHE0] kfF4igo] UFstA F3dE B4 ol&H
wHad Ky, LEW B EoE ) kEAEFES FASTUE AMEE 2y
o oY g Hl oz wjeAo A, EEI B¥S A6 8 2 MEAL
&4, Kol Husd FAA g, Yo Ave R A, d2a
EVe 44 & AlAs2 ¢h(Johnson, 1991).

B3 F371E AT ol&dts AT AS ntdEgAR A3 B 3
B m&o giEnE f4A e Fed e 2 ARG e gt
2 A@gH a2 Z ndegA FAog A oAz FrpHQ 9
3AE AFE7] dEold. B REFES ol&de nA: & HAG
v ALE Zed =5 A & " xFor 1 g4A 71EY 1A
2 ZFH3AE ek ol 22 AL dAEEe v &S Ay golgn
& 5 Ao

Jackson(1985)2 H#H| &2 A Ao #HAE dHs2 b E A
e g HAEg o wet Bt S F, A, MDA Foe&olet
st o, A thet 4L A o) Y FoAUeE AY
AR Al AlFstE Bk & sich

Weiss and Anderson(1992)& A e AgAo vetd 5+ A& 3
A, AA vEE 7|E A diF g8 E SIHANFALEAM AF
e AHYgEE ok Y. AAF(1992)9 239 (1998)2 A9
HAE T o 71 AQdol g &G o3 ABH RS e}
E Rold, Fujzz} 7]E9 REKAA #AE @D 2 HEHER
Aot ol BE oJefgoldn 3, o|=4(1997)2 #EmFE ol g
AEY ALEAZE B AFS AHEE A5 HigolY o2 A B3t e
th7keta s

rr
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oY HYAFoAA el nl o] #E#E A (switching cost)<
Ao ZIEB/AE HAste AR @A A= v gog o
1ot

Mu| & wAEANN = EBREME Mux ATAE Agste A #d
o] o] HAHoR Azt v Eo2 3 A, vz =
ol Fvh WHMEML Myl AFAE wAde o @E vgew
S &, AeE, SFul, FAY L, AGuE, nEvgos EFE
Ak Agu8S Mol AFA AR A AA AAF wL3 A
AZA wAle W LAY B 2 =E8e Juiges Agd ues £
Lig=3

2419982 HRIE BES W3z 3 A7 afRFe] &
T5 Af/FY o] wobd olgte AN BEWE AP G
g "Re AR BAHAEY, ol 7I& FXd g & nAo)gl
EAEY AES ned Ay, dE0§o 2 st Bol ujgo] x&d
Aol W) o3 gAE50| H|EEo| Yoz AL3}y] ozt 4
3o

A3d - 22-200D2 ol/mEdH HiTe BES ddoz wEy
Aol o)=zhe) BA ATl Agu o] ZHFIA} U Ao B
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T2 @AY AMulx AFTAE ALEHoR ol&3dte ARE A
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et EHRERAL NS/ENSI A st FAY o] AWML
A HEE £ Ao d@v)go] Eg AP MY 2AFAE DA FE &
E w4 %7 Wi THES BES ATE 34 ¥ 9 gieter
AT Aott. & A Ayl AZAE A 5 U7 i B
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S A o =3 MBS =A dEbd Zeld ey Agu o
¥e 4% LAY ERE 7] g @ MulA AFAE ALt ol &E
ool Frtsta, waEs Ateiete] MHBMGE chh oksd ot
OA weld Muls AlgAE wA s d o2 dlo] Bo] 2857 o
o ZAEL wF FEo] HE Adw AT g2 & 5 JduE
Ag g

HRER LopdA AENEL FHAE e dHAME 2A{FAES
771 Ao, ZHYF Bob =3 EY A7NA FHLEL 13
Al AZE s Adugoz A 7o dig HEEr} Bolx A4y
Ze AR e Aoz B F Qo

T3 Anderson and Sulivan(1993)% w9} A vl o) g F g
< A5 AfMe AEgE 8 mesiof dohn sk gy TdA
H 2ol T Kol Mg o uet EBE THS T 5+
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(2) fREe] MK o3 AEGHBCRA FF BHR

Hetel WEE B Mulz AFAs Hirste] Aoz Jgye
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Ag date AN 4 EEst Bt o Tt Afmsels
o clabd i FAREL BAYRE WRFER dRe vzFE 3
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Ping(1994)2 A2F &AM BRRMER i3t ¢ g Mg xe 4
HfEmel Qo] g Aol dis) BEWJA AANE B FAn, A4
d - 2BFQ0DE o/m &I 3o HES dNoE uEHFH T
At FAATAAM dite] WMPxrt 2HEHI) Qe HoE EAHo]
tetel Mig= sEo]l WAL digte]l 9& A9 THWESHEE ATus
T 750l ¥ ARE Elstdth gy A8 Ao THES 2
Aol tigt v e Axof wet HEHE THS T F d& Heg JHH
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Ao wa g2t A Bojoh

() ARIBRERA 23 HEGERA A3 H®HR

RAREe] JlE ATES i@ LEEY] dRATe] 7] xato
AVBAE i@y BASH LEEy AURE BASE JFF AISE A

Gremler(1995)= AMIBGRE /A Fdigts FHLS A& A AR
BAtRS AR Mu|AAFAHEA DT AAAQA mEMBAS A zsle
A=z Hostth ARHBIRS #dE NIE2E BUE 58 8o, it
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Parasuraman et al.(199D)¢] A+ Kool Al BRBZESO A
& A3ztete] #AE ddde AL RAET Czepiel(1990)= BHE S
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At

Mul g gol M AHBRE AH My 2AFAtete] @A @AY
d&5 9ulstyy, ARBRRe 453 A7 = AAE 2dse 488
T 71E ATFEL AXAAT BE W E NS5 o] EyHE AF
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Berry and Parasurman(1991)2 Bi& 3 Myl &A1 32 Ale]l = ntgny 2
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ST A A et o2 e BIREEES AMAAJA FUV &5
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dofd AE, A= g, 399 a2 Y
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AFY JAANA 2 YA FEE FHEA TES 50,
T AFHeA B AEE oo A, dAE ol &skA A,
gAlE 3 AAALIA FAEA 712 dA P, A AT 2E
o} AEE FYA ¥V ZAAT, Yo & JPAAA 7
3712 AR P, FAANZEANA AF g da duE s T
o, AF AHEC] T APALE o] &5A] FEE HASAH.

FHAGEAA AT, A, AT, BA SAA B, QTN B
74, AT, AAIA BRae FYE Fahn, 1 4H, 4E Te 29
& 489 ATt Aulzolgel Wt FmatAck, ‘WFY Aol
2 oaAe] AEL YA TES ASHAY, AT AR 2
@ A49e clobldAY, FAATEAA AP JPAtel e Ang )
AT, AT ARE0] AF WS o §3}H Y= UEYHE 6
‘A AREANA £ BF FHE oloblgreE, WRFW L ou
A, AEANA 29E FANAY AL ¥, ‘GO AFE FujsA
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FAL, TUsE AT YEE HBHAY, TE Aoz uny
o, FoR 1 ofPate FES FUSA BAY, THAE ol E5A A%
oF, ‘AE AT WAl TS 9712 AR, TAE AF 4
Folut 4ES FUARA W/ AR, ‘Lo e JdAolA 7Y
#7122 ARAGE DO 39 MR es 5% 2HIT

@ RHITH)
FHYFL TAA2 FHED BEO Fholt BT % WEH

B HEE T TEEN S A 3 o @l AY AEse] A9 T
% A9e AEs: 1B Te

AIAAA, 98, ARV, TVE, VEA 1%, 934 U2, 24
Fol, 292HWY N YE, WA AE, LA FE, LA
5 B vlBel sxstel Hde NEsSAT A gl 1% 2
At el 248 AVl oA REPolt Na A WA
Jgsted AL AEHAT AL, FA 59 S T sl
Al AbgelA LAtk AZBHIY BFTAL #2Y o Y2l
o gatel dFstel WA 2N F A AR Sl ¥RAFE 72
e § ERAOIAl Ymo olobr) BATh BWAE B, Aulg REY
gol saste 5 WHoZ AU AT Y FEL BT Aol
A A gRPck 2ol @A) BRPc, FRow T @R
A, B3 Bl BAAG, WS oz 44 452 A AL,
4, TV, Be 5 2ol Fude] Fustol ofe AbgelAl gzt

THYPSS A3 7BE T Y ANE EWE A H=2=2
Agd ¢ U7l QEAN AAS F "t B 59 AT FHeZ 8)
‘TARY BUFEMRBEAR, TE BXR e ) oldAr)” 9) ‘i
BE REEEAA c19AZ" 10)“HE, L T #AE RETA 7nskdo
A2 AtgelA &¥” 1) 39S Ao EmirEHs AW, 40 35S
A A gk},
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o3t #ol AT I SAHIES AT WES Astd <&
3-3>3% #o.

<E 3-3> #1789 FHHEH

<FHEF>
1. obFd 358 HslA &8
<ZdYF>
e gt FAAAA AH ol A7)
HA Azt FAuiA FE& B o]9 A7)
Zdeo] FAul) T HFR MAog ol A7
Sdo] HXd FI=(HERA )Y E-mail 5 &7 W& o] A7)
<AHA B} F>
A AL S A Sdol] g EvtS o]opr|F
2 398 o] &%
<FHYF>
e AR MBFTAL AT AR F3) B ol A7)
A B3GA o o] A7)
T, AA 59 52 Fnde Zlusld o7 AlgelA ¢F
48 ez dy g5 A3

A~ W

o

_7]&__
7. ¢

i

=]

—

10.
11.

©
fot = B> fobr

6) TR H EIE o] e L

ZAH(199)S] AFNN g HES 2AZ A9 - 54 - B@sto)
A8 284 Yo, W P9 74 2 oew 2L 3 B
2 2490,

L O&ed= 2 5d& o] &3

2. ok 2 AlgolA 2 34% FHs A

3. 342 gAY F2 1 398 o] &3A
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2. Wesyel €&

1) 39 gAY 25 E (Customer-Centered Service Quality)

59 EEANSREES “Edo] ATF Mulad sl nASMHE A
oA AR AdsEs AZ5Ene Aol AEolatn P <E
3-3>3 go| A 28 FPAAFD H7 F2o st W Fo)
s et 14, M9 Fe9d 74, 752 337 £¥e Fo WEE
249,

2) BE W LB (Satisfaction/Dissatisfaction)

BEWMEE: TAMELE o83 #EEAAM Mk, AMuls, Egd o

8 olg F 17 AY WeoT WE/AWEY FEdn I Xk
Frate] wE wdd o @A FTARTANN AL e F2

ol

3) BR{RE# (Relational Benefits)

BAREEL MulaAFa £ Td7gol BiESe BAE #A 2
MLz A Assts g onss A=, A3H Y, Hdgd &
g, AAA &4, a5 dgosg FEIt AA, peny S 179
Mul 2 A F2 Sd7)gdolv FAE #AE AWM AZ4EE 127,
Aty Fo ddg dsd A4, LEY BB n7o] Zdiie FAE
ZHAEA ZHA se HAE Ee HEITiE =49 Mu)zo] ot AlF
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¢ gAg o g A, BERN BES 1E0] sdrdae B
AE 7HAEA 7HEER] T FAA dAYgE we A WY UA, B
b HES 7o) s3] AAE ZIAHA N&stn AHAHY A&
9 SEd$ AMH2Eg Be Ae TEH BREES Gwinner et
al.(1998)°] A A&k, ©] &7 F(2002)°] AH8-% mi&ny, LER, FED,
BEL BE 449 Ads 2A2 39 A3 3 A2 A1 M 8%
F 1670 £3& A¥ 2¥A kD), WS aAZHDE st 7H Jx=2
FA43.

g

4) ¥ ¥R BE(Switching Barriers)

e e 1o 7|EY 3dH WRE Y} tdE zdE &A%
o g Ao, A@uE, ety dHE JAAAZ FEFH
HHRBNS GASAE H¥stux & W AZsts FAH &4, H9A
B8, AITHA v &9 AEIMSA wE FHA/MFAA v Eer A9
Lig=2

giotel v EE HA olgxde AMujAg HwdozA gy i)
sd Mulze] £Eo2 Fo3tn, AMMGRE 2o AZss 3dAy|
22 AFASY] EAR, e BAREE Fdo EREaES A 3 %
A2A1Cdd FAD F 120 BFE A8 284 JdQ), s 1349
(NZ 3t 74 =2 A3,

5) A3 178 (Complaint Behavior)

THITHS THRES 7IAY £ TdMu|2 ol &d di3] #dd &4
Ao Al BEel HEMY =4S Addte YT Hodn UYPATFE
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Edi2 HAF =g A2 "y 282 goi(l), We 229
73 HER A3 A2 -1 dA HAE <E 3-3>9 114 FES =
Aot

I 2HAIY AFETEHE SEANE o83 AdEE WEEANA 1
Mol Yl FAAN =& AL P59 AwrEd Hrizg Fodv} ot
A ARbH A FATES W FstA EHE ANHD), g BsA
ERE A7JAHDY 74 A2 FH3

6) P8 H E B ( Repurchase Intention)

HRHEEEE Mus =5 AFd dstd A% BHE Tt ol&sgs
Ag Ariste Aeg, SHRAEY 5EAH3IS o/ &3 Hgo e 1A
ol A I FEZ ol §3}AY F2 o|&H T E APl A FHE}E A
olti Yo grt. =AL(1998)e] HHRAA AL} AEE ZTAZ g9 A
3FA2AL AN A - A - RG] A 2¥A) g, WE 2
FOMY 74 A2 22 3 $5S 49

3. SREIE HEBL

A FRENE BB A8 ZZAS A% HEAS TS
X Fel HEUAL g H30 39 o] g7 o] Y= Ul - Y Aojm
2 WA BEEZ s, olE ohA MESH HA®D WY - R4y
o},

MEYEe SgASo 4 old¥ 4+ dn HWsA FAHD Y=
Ag gAat7] Pate] MAENAY SoRol 52 A 2093 i
KB SABARREEE SEARE STAS o2 o) ZAHpilot
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test)E AAstAT. dnjzAL 23 Bigol olsfay] oyt A A g
2 AA AT F Je RKHOE £ - BAFAh o] HAE A
A gde AEA FAHL <HE 3-4>9 ol EY F gloy, F 24
= 927) &&olt.

<HE 3-4> KR B

4L ol 8% A - ABA BES 23D E A A

i

i

S W 5 RS A %
A 3d HHAM2FE 33 78 %
B HET 3 74 A%

DEEERE 5 74 3%

21 3 kKR 5 74 3%

B | #AARI6) P EEELE 3 EER

743} 3 3 73 H:

@) 4 5 73 A%

D A3 (12) gjote] MEAT | 4 ER

AHA 3 74 A%

E A Fol o) = 3 74 4=

F AuA WEL ] 74 A%

G L 11 74 A%

H Autel 2YYs 1 74 A%

I AT EA W 6 FEELR

I sd o] ga 6 HE g
4. BFRKE Hik

A R FHAS dFHoz HAFr) A dEAE $8 Uy 5

AR g TS Asto] FFEL HIE 35 o] gle WP

2gehe, CIEKERZ#S, BN 2 AETHAA 9 FIARE]

ne HFE WAooz 2zid A2 AA AT

A AEFYFE] & 15~20% HAE £8H7] diEd 99 HAEE =
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o]7] #a) Fule] HdES AFsAT

BERHES 1 AEZANE 20039 79 156¥FE 79 30Y74A 159
7 AAsd e, # 600%S Emdth 3ad dEAS 32FE T
o] MAEA 137%, FdojHEA 121%, YoJHEA 124%°l9, 3+&S
63.6%%2 WEIGI, THESA 2T 205& AT 36257t REHOE
4 o] &S A

5. ot itk R X

HEeE7E FA9 A28 AT HHRHE A HPA+Y FEE T4
o2 wlAL g5ty Fwe BHS dASS HEY F dv 247
M theFsitl, aEg dyate B47IHe Mgl Age g Ad
wax gt 4 £ dde FE nelsiol Itk Y, 1998). A HIEA
Z1H e uhEE S HRERE 2237 A8 8 +, o9 44, R
B 2% 5 A 4AS 1t od FdHE WHE #AMAMA
o}

A Hfgeold AH"E BRRERE EEMWSZ HF8r7] 9189 Windows
SPSS 100 SAIA7A Z2ahe F&st] stz &, <X 3-5>
EE AT ASEANS AT 24N 4 HAE By F2 o
AR, EA AN #ity 54 2 ol &F el Wi 54& stetstr] A3t
o $BE4) ¥T(frequency analysis)S A A st A gk},

A, Hoegel e ARy B € B Xxtks A5 fso
A L QJAENE ANz

AR, HRER HlS 39 BB 2gEe 2] UExd v e
AFS BAs7] 3 ¢EEE {HBEEEE, 39 HEAHAEFE 8
S BUBEE st tgF3AEAS dAstaA o
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U, HERES H2e 14 9529 TRTEHTY aAle #AH9
At Aso) wet ojgA Wt AE AT Hetd EHPF S ¢
B, RS WS, 283 A 9, A3 g9, AAA
a9, ‘243 'S 2HAUFR e qFIALH S A2 ok

oA A, HERR H3c BETHMEES HABEEES A d8%
o Ao wt o]gA dFstst= AE wmEsl7) At BHEEEES
BB, BB TRER, 293 HRER, 'RE BAHE, ‘A
BB E AL E 3o dF ALY S A8tz g

XA, HIERR Hi= REBRES TREREDN THTHe 34 &
Tol &el7t A=A E WEsH7) Aste] T-2rs AAstna dot

<E 35> A¥iAE D @K

Q7714 W 3 A

“E29 =4

« ATEAY 24 N

« 59 0§34

v ATHss NG Iy gz;q
A7/bd HI| 39 AAA02Ea0 nEsae g |9EaARY
A7 H2| wEEs Basel w4 3784
Q7/bd H3| HuEme AT w1 B 0 71
avra | TSR BURRAG B4%E 49U

TE9 #4
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HA4E oUERY W&
1 6 AAERY OH
1. Bkl My ik

1) AR AnSit2n ¥4

ZA AL A D#EHEN R S <E 4-1>3 g

HA FHA 362W T BEANS #Eol 1344 o2 37%, HAo] 1093 2
2 30.1%, EB¢] 62H o2 17.1%, MUkt 14902 39%, Bk 49,
FW= 49, #Hol A7 4H o2 ZZt 1.1%, 7IEF 1570F 31W o2 86%
At

e BFs 198H o 547%0l1, & T7t 164M 08 453%E A
st

ES 204 o8zt THO R 19%, 20-204E 155 &2 42.89%, 30-39
NE 107822 206%, 40-4941E 61822 169%, 50-5941c 2742
75%, 604 o4& 5% o2 14%2 YElWt

BENZE Agdo] 26Ho B 72%, FAe] 116 o2 428%, ¥ F
o] 418 o Z 113%, Aol 81Wo g 224%, FH7F 1982 52%, A
2 2 72L& 53802 146%, 7|7} 2792 75%2 UElso

BEKES 1Fo] 59H o2 163%, HiEFo] 48" o= 133%, HE
o] 193 o2 53.3%, thatY¥E]o] 61HoE 169%, F4H 1Ho2 0.3%
2 eyt

AAE L 24007 mwhe] 1119 S Z 30.7%, 2400-35997¢do] 979 2.
2 268%, 3600-47997+¢lo] 65 0.2 18.0%, 4800-5997t¢le] 45 o2
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12.4%, 6000t o] o] 449 o2 122%Z hERRtTH

<E 4-1> AR ADMEEY) Frtkd g B HR

T 7 W & ¥ E £ H] &(%)
3=t 134 37.0
A 109 30.1
) = 62 17.1
70 ok 14 39
= A =4 4 1.1
FAAN= 4 1.1
3 4 1.1
7)€} 1570 = 31 86
3 A 362 100
3= 198 54.7
A o 2} 164 45.3
37 362 100.0
204 o] &} 7 19
20294 155 42.8
30-394) 107 29.6
A% 40-49A) 61 169
50-59 4] 27 75
604 o] A 5 - 14
3HA 362 100.0
AL 26 7.2
2 29l 115 31.8
5 41 11.3
A 81 224
A wx 19 52
AT A /A 53 146
7| et 27 75
A 362 100.0
nE 59 16.3
AZRE 48 13.3
Bz S 193 53.3
= NP E 61 16.9
& 1 0.3
2] 362 100.0
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240041 o] 3} 111 30.7

2400-3599 7 97 26.8

gas 3600-4799%+) 65 18.0
s 4800-5999%+ 1 45 12.4
60005 ¢ o] A 44 12.2

A 362 100.0

2) X2 34 FIAKEREAN &3 ¥

A BREAME ZAHAEAEY 39 Fifo % Ay Bre A
Al 1 #HEE OS5 2o

A, 3ol &3 13 vwko] 56 o2 155%, 1-23|7F 12094 0.2
33.1%, 3-43]7} 235%, 4-53]7} 40" o2 11.0%, 63] ojdo] 6lH o=z
169%=2 byt

s M HBE X#H(business) HAYo] 92" o2 254%, #EIT
(pleasure) & A o] 2449 0.2 674%, @&’ 13922 36%, 7|et7t 1392
2 36%E Yeion], A7) 1-3¥0) 237Ho R 655%, 4-7Y9)
111422 30.7%, 84 ol4do] 138o 2 36%, F29 1402 03%= Y
235 4=3

THSEE olde Sldeol H0WoE 138%, E2%5Fe) 7TTHo=
21.3%, 15 8ol 126W o3 348%, 25F°] 66" T 182%, 357°] 4349
22 11.9%2 JEsth FSYes iAol 287922 793%, @A 75
Hog2 207%Z vebytch

Bifste 4L AA3do] 232H 02 64.1%, vl AUz o] 1305 o
3H9% = vetgo. ol ARE g9 <FE 4-2>¢ Zro}
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<¥ 4-2> 59 FIFAWAES Hol dig BB SR

TR Wy & B £ H] 8(%)
18] v] gt 56 155

1-23] 120 33.1

- 3-43] 85 235
°l& 35 4-53) 40 110
63] o] A 61 16.9

37 362 100.0

H| 21 2~ 92 25.4

o} 3 244 67.4

FIgrR s 3] 9 13 36
7] E} 13 36

3 362 100.0

1-3d 237 65.5

4-7Y 111 30.7

H A 713 8 o] 13 3.6
78 1 0.3

A 362 100.0

E15H3 50 13.8

5259 77 21.3

sazg 158 126 34.8
25 F 66 18.2

358 43 11.9

Al 362 100.0

7l 287 79.3

T3 A 75 20.7
A 362 100.0

Azd 232 64.1

A | H) A5 & 130 35.9
$h A 362 100.0
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2. IEBH HHK 2 2T BRI

{EdtE (reliability) o] & oWl AEHkelvt WEEAZL Algtoly &4, H&
2, Grbat, Hrhd EE AAlglel d#AddE SAANE A& @ &
A A=t & 4 Aok £33 A el disiAN KEWSRE 234
d Jehte SAREY 244 nEte RoR, GEKES A (stability), ¢
T (consistency), NZ7Fs4 (predictability), *J#4d(accuracy) 522 BHE
T A HAAH 2xet AEE AdoltiAA Y, 1996). o2 3t SkEHES]) <9
ol zAMAF o] thajM o] ZAMAII} RAGR} AN S35 T
A" Aol olydte Add i3l FAHE F F Avke Aol oy T EH
dats Wiole KEA A% Wi (test-retest), fREFHIE (alternative
form), WAy —E#: H(internal consistency) $°] 9ot 2243} LdabA S
(Cronbach’s Alpha)ell 2§ A2 &4 A SAHAG7 o= Fxoof =
Lol digt Fdd 7S glov, dutH oz AR nstEolo e AN Ee
gtol 06°l%el™ BFol Q7010 d ¥ Fo £3lm (.80l vl
o Ao NI ol FAHFYESS FFG] 1 AxEY UH ¢

AQe wRIHL B F

rir

RE

L
=

S

30
o

Aerkg duiste Aoz uAAY oFo BAL Aot ety 7z
o 245ag ogstel YL AR F 7 BRI HMME of

& B34S H37rg ¢ vk 53 REHS WEEAE 74T s H
HEol flEstna st #as RFstn Jde A& Jed

R #(Factor Analysis)2 d&@ e @58 g Z2A39 AF #F
g 7 e 8UE 98] A RAold. HHANS TS HAFES A
< 79 ¥ A 890 FAFLEA I &S Wikt Ao 1
H#yol o},
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TAHczE AA, BHES )T A" A WFEe] Uy &
ez FAXpz @2 #igsc] 4 79 2o Fojed v &
A, TLER BHEs Rt EHd TdHA A IIHMTE
TREV @ MeE S £ Jeng 2E8Y HEUL Addn. AA,
MRYEol FrES Todint wE BEEol FoA 8QE& o|Fi oF
2ded 42 593 S4S 7HAA HEE #HEd 54 iy

S VAT sty FHES A7) H& B
g #BEEL st gRlez FAXY. watM o9t #E RS o] &5

o BgAA e WEE e B4L YD AP ojAes 1 5
Ko AT} REINE BAE 5 Uk

1) =9 EEMA2MNEAS GEE B3 R EH BE

<E 4-3 >& 39 #gEEMu2RE A3 Gl 2 ZERS BE
iRt M2 39 HHPMuZEFALE 79 8Qleg FZHI
o, F2d 8202 olo]Agk(eigen value)S 12 7|Fo2 3HY. =T
3 Babgko]l 66.0%2 el Q&AM o FE2d EEAMYIAME
8Qlo] MA9 66.0%F HHsti e ASE YENT

#&e 28 HAPAM2RE 8L HRET 43 #8549 548 o
Hatod “F1 347811, “ F2 ABA" 891, “ F3 7}4”8¢<], “ F4 3%
47 2.9, “F5 AHAF 8RN, “ F6 Mo”2l “F7 FAMd Y AFAY" 82
o2 By

“Fl 847202 671 #5202 FAHNOH, ofolAlghe 40242 Y
Bt on] FHE At 087982 wl$- =4 uelgd

“F2 ARA" 80L& 57/l FEF o2 FAFHULH, ofojAlighe 3635, (FH#
B AT 083542 vi¢ A dEredh
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“F3 7H4" 20 o/ FEoz TN, ol A 3.304, {5 #E
ATE 0837322 W% w4 Jego

“F4 47 89U 4 FEor FHHULH, ofo Mgk 3248 {54
B Ade 082022 m)$ =4 YeElgy.

Fo AHAG" 2902 57 FF o2 FAHHJeH, olo]AgE 2908 5
B Ald+e 084892 w9 =4 el

‘F6 Ao 822 37 &Eo2 FAHHYoH, ofo)Agke 2422 (58
B Alae 075452 vjwd =4 Jehygol

“F7 SAHE9 HEAT 292 3 #$Eo2 FAHHJOn ofo)Age
2.239, 5K AlE 0714622 ¥l H =7 Yebyr),

A HEANM ALEE T BEEAMANAEA FIYES £ITHARE S
A 3370 BEEE Q42 ARY An 2/ 2] AAH 317
FE29 77 802 BEEEUT

oK
oK
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<H4-3> =9 EEHAMNARES SEkE

R OEEHE WESR

FE 1 8 | 29FAA)| otol WGk | % BAH% EAHFA) [ A
A9 775

A8 700

Al0 Fl 696

A7 | sen [eeo | 13055 | 39m62| 30562 8798
A6 629

All 529

A20 724

A2l | 708

Al8 o684 | 2205 | 6955 | 46517 8354
Al9 | BB% g5

Al7 516

A32 777

A3 | g 748

A3l 695 | 1684 | 5103 | 51620 8373
a2 | M [ e

A30 539

Az 751

A3 | . 698

AL | maa e ] M40 | 4483 | 56073 8202
Ad 635

Al6 729

Ald | e 621

Al5 | o [ 603 | 1197 | 3620 | 50702 8489
Al3 541

Al2 512

A% | po 759

AB | gy | 746 | 1068 | 3236 | 62989 7545
Az7 | ® 586

A4 | F7 625

AZ |zl B% | 1011 | 3062 | 66,000 7146
A5 | gma | 552
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2) BEWMEEY S8l R 284 BE

<H4-4 > BEREE T S8 2 REHS BES HWER
oltt. B4A3 ololAgS 23822 Yetgon, FHE AT 0.8680%
A JEbstoh Rl g A4 B4 Hl&o] 794028 JERd A9
79%E HWstr A= A& YEyth

<¥E4-4 > WREY SR 2 ZEE REER

3= 8A | 8AHAA] ol Ak (% FACFA) | AAE A
Bl 924
B2 HEE 921 2.382 79.402 8634
B3 824

3) MfrEEY Gt 2 2EHE BE

<E4-5>% BARERN T S ¥ ZEHS BES oEReld
oH&ER 3 EHoE FEEHALH, FF ZANEL 7155602 29
71556%8 #HGDL A= Aoz etk £ITHES £MT K Foedl
A AN g, OEY, 8B, BEL BE EHC] mes HES O
Hi) ERHES K %A AAG d2 ER/E oY, Ky HES B
b BES 22 #EoR F3Ho BEEMS HECE Haddd &4
o] &9 EHL Fl HEEFR BE", “ F2 itgn HE°, “F3 LEM
BE” #HoR ool % FHE AT 4HEd o33 2.

‘Fl1 BEFESF BE 802 £ 6719 §Eo8 FAHJon, ofo]Agk
2 457022 Yehten, AIE
o}

F2 LEE ERE 8d2 F 579 dRom FAHHALH, oo

Ace 0925002 dids] =A JER
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36698 uElstow, A3x Aae 08994% # A depsto.

“F3 omtEny BHE" 8A2 F 59 o2 FAHALH, ofojA g
32100 = YEldon, ME% AT 0831622 v FA YEbw
a8 &R 2-33 BF 2-4904 AAFE REN BEIS BEL B

Aol BWiAIA 820 & Aoz HiFdoy 2 EHoE HAH
2 Mol 2AgA sk BiERe] A4F-EY ERE B £ AA
7h AR K HEEE ¢80 B oW 9 “REN HE"L 7|
of Mg AR T3 MHIA R 9ol “nAs e wiA Y&

Bl d, A8 R ALK BRAY Jidel 59F 2dew FEE
o2 7|dg Aot wtM BFol H¥ER BENL BEL BES 3¢
Aoz dHse ALE ey, 839 S48 1o ‘1A
"oz PrstAtt

Q1o 1o 52
mlo

<E4-5> WEEEY B8 € ZEE REER

F2 | 29 | KAFAA ool Agk| % BAL | %EMCEH) [AAE AS
C 14 | 259

C 15 F1 842

8 g T4 '5;1131 8381 | 52379 52379 9250
C 11 &g 709

C 16 706

C7 848

C6 F2 813

C10 | 483 797 1.947 12.166] 64.545 8994
C9 3 = 7168

C 8 699

C 4 787

C 3 F3 790

cC2 | A33 727 1.122 7011 | 71556 8816
C1 & e 11

C5 532
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4) BifR e (S d 2EE BE

<E4-6>= Hipareo] 3 SHM L RERS BET HiTE
TN AN EEEREL 379 2907 FEHJOW, FAH EBEa H|Fo)
7804282 2R3 7804%E MWL Yt Ao E YEur

HRpEsES B A7t AAR 8o FEHJoH, B4 24
8218 ool gk} A AFE AHER &3 g}

“Fl M#@EN" AL F 549 FHoz FAEHJeH, ofolAl gL
2696, NHAE AsE 0772882 v A Jehd

“F2 RES BHE" Qe F 4719 IJEoz FAHY o olojdgt
& 2583, A E AFE 080092 WS A vehgdo

“F3 AKBFR"2ALE F 33y FFeoz FAHUon olojAgte
2455, A E A+ 08912 ul$ =4 yebytcl

<E4-6> WA EHME 2 XENM BESR

B 821 |8AA AR | ool Agh| % EA % BAHFDI(AIAE A
D 1 781

D4 | p 761
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QUESTIONNAIRE

Research on the Hotel Service Quality
and Customers Behavior

July 2003

Dear Sir/ Madam:

This is to ask for your help regarding my doctoral dissertation on the
relationships between hotel service quality and customer complaint hehavior.
My dissertation intends to shed some light on the paradox that may exist
between consumer satisfaction and consumer complaint behavior in the hotel
industry. In this regard, I would appreciate it very much if you could share
with us your valuable experience at hotels. I assure you that the data from
this survey will be utilized for academic purposes only. If you have any
questions, please feel free to contact me or my academic advisor Dr.
Myoung-Kyoo Choi at the numbers provided below. Thank you again for
your cooperation. May God bless you and your family. Sincerely,

Woo, Sung Kuen, Doctoral Candidate
Department of Business Administration Hansung University
Seoul, Korea

Mobile Phone: 011-732-6778

E-mail: hotelmaster@orgio.net
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A. The following questions ask you about your evaluations of the most recent
hotel service vou experienced in_Korea. Using the response categories

provided below, please check the appropriate number{(category) on each of
the questions from 1 through 33.

I s_trongly I disagree | 1 §hghtly Neither I slightly I agree I strongly
disagree disagree agree agree
[4] [6]
1. Reservation was convenient and reliable. 1] (6]
2. Hotel's exterior was fine/good. 1] (6]
3. Main lobby was comfortable. W (4] (6]
4. Check-in process was prompt. (1] [4] (6]
2. Hotel employees were kindly and neatly attired. {[1] (4] (6]
6. Guest room and bath room were adequate in
. 1 2] i3 5 7
e @ 5 ©
7. Bed size was adequate. (1] (4] (6] 7]
8. Lighting in guest room and bath room was
27 13 5 7
adequate. i ) (6]
9. Guest room facilities(closet, refrigerator, TV
’ ’ 2] 13 5 1
etc.) were adequate. [I| 4 (6]
10. Bathroom fixtures(bathtub, shower, washbasin
! ’ 21 13) (4] |5 1
etc.) were adequate. 1] (6]
11. Toiletries (towels, soaps, shampoos,
. 2] 13 5 7
cosmetics etc.) were adequate. ) tl (6]
12. Amenities(hair drier, coffee maker, iron etc.)
’ ’ 2] (3 ] 1
were adequate. M ) (&)
13. I felt good to stay in guest room(ventilation,
1 2] 3] 4] 5 i
temperature etc.). (6]
14. Bedding( beds, pillows, sheets etc.) was
' ’ 2] (3 5 7
comfortable. i 4] (6]
15. Guest room and bathroom were clean. 1 4] (6]
16. Guest room was sound-proof. (1] (4] (6]
17. Guest room safety facilities(anti—robbery, fire)
’ 2] (3] |4 5 7
were adequate. i (6]
18. Business service(fax, photocopier internet
’ i 21 3] 4] b 1
etc.) was adequate. (6]
19. Guest room had adequate space for work and
2] 13 5 7
. 0 @5 6
20. Directory of services (including fire &
medical emergency  instructions) was|[1] (4] (6]
adequate.
21. Information on attractions(shopping,
sightseeing, dining etc.) and transportation|[i] (4] (6]
was well-provided.
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22. Employees were attentive to guests. (4] (6]
23. I had little difficulty in communicating in my
1] 121 {3 5 1
mother language. 4] 6}
24. Employees responded quckly to my service _
1 2] 3 5
responses. 4 [ 7]
. Breakf i d food ali
25 reakfast(service an 0O quality) was| 0 a
adequate.
26. Room service was adequate. (4] [6]
27. Sport facilities(gym, sauna, swimming pool
. ! T 2] (3 5 17
etc.) were easily accessible. 1l 4] (&)
28. Entertainment facilities(bar, night club etc.)
. . ’ 3
were easily accessible. & LIg R
29. Room rate was adequate. (1] (4] (6]
30. Information on various room rates was
. 2] (3 5 7
adequately provided. I 14 (&)
31. Bill was accurate. 1] (4] (6]
32. Check-out time was flexible. [ (4] (6]
33. Check-out process was prompt. (1] [4] (6]

B. The following questions

ask you about the level of your satisfaction with

Using the response categories provided below, please check the appropriate
number{(category) on each of the questions from 1 through 3.

oy | 1 disagree | LY | Neither | TSI | 1 agree | T Sonel
[ (4] (6]

1. I was satisfied with hotel facilities. m [4] (61

2. I was satisfied with hotel services. ] (4] (6]

3. I was satisfied with hotel rates. 1 (4] 3

C. The following questions ask you about the economical, psychological,

1 nefi

iz

n d

c et wh
Using the response categories provided below,

hotel.

please check the

appropriate number(category) on each of the questions from 1 through 16.

I strongly | I disagree | I slightly . I slightly I strongly
disagree disagree Neither agree I agree agree
1 (4] [6]
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customers don't get.

13. They do services for me that they don’t do
for most customers.

14. 1 get faster service than most customers.

15. I am placed higher on the priority list when
there is a line.

16. I get the provider’'s highest level service.

=
=
]
(=]
]
&

&
=
(=]
&
&=

=

1. I am recognized by certain employees. ) (4] (6]
2. I enjoy certain social aspects of the
20 13) 4] |5 1
relationship. A (6]
3. I have developed a friendship with the service
2] 3] 4 b 1
provider. 1l 8]
4. I am familiar with the employee(s) who
. 2 7
perform(s) the service. 0 4] (6]
5. They know my name, (1] [4] (6]
6. I have more confidence the service will bem [ 5
performed correctly.
7. I have less anxiety when I buy the service. |1} [4] (6]
8. 1 know what to expect when I go in. n [ (6]
9. I believe there is less risk that something will 0 o 5
g0 wrong
10. I feel I can trust service provider (M (4] (6]
11. T get better prices than most customers. [l (4] {6]
12. 1 get discounts or special deals that most[IJ o
(6]
(6]
(6]
(6]

Hl & B
[
=
[~
&

=
[&]
(=]
]
]

D. The following questions ask you about_what can happen when you try to
switch to another hotel. Using the response categories provided below,
please check the appropriate number(category) on each of the questions
from 1 through 12.

I strongly | I disagree | I slightly : I slightly I strongly
d dis Neither agree I agree agree
i (4] (6]

I. I am not sure what the level of service would

be if I switched hotels.

2. The hotel I stayed in most recently provides me
with particularprivileges I would not receive|[T] (4] (6]
elsewhere.

3. I am reluctant to change hotels because 1 am
familiar with "how the system works” at thel|[1] (4] [6]
hotel I stayed in most recently.

m e BEEEE O
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4. I don’t like to spend a lot of time and energy

the hotel employee.

2 7
looking for other suitable hotels. (4] (6]
5. Fpr me, t:he cost in‘ tin'qe, money, effort, and @ &
grief to switch hotels is high.
6. All in all, another hotel would be less costly
1] (2] 13 5 7
than the hotel 1 stayed at most recently. 4 (6]
. A hotel Id id full f
7 ne:wo would provide a rangeo@
services.
8. A new hotel would benefit me more than the
hotel I stayed in most recently in achieving|[1] {4] (6]
my purpose of stay.
9. I would feel more satisfied with the services of
a new hotel than I am with my the hotel I[i] [4] (6]
staved at most recently.
10. I have a close relationship with the employee of
. 21 13 5 7
the hotel I stayed in most recently. i Ll 6 [T
11. When 1 visit the hotel, I look forward to seeing
. 2] 13 5 7
its employee. tl (6]
12. I feel like there is a "bond” between me andm [ 5 &

E. The following questions ask you about your intention to visit the hotel you
have stayed in most recently. Using the response categories provided
below, please check the appropriate number(category) on each of the
questions from 1 through 3.

I strongly | I disagree | I slightly - I slightly I strongly
di disagres Neither I agree
(] [4] (6]

1. I will stay again at the same hotel next time

M 2 B 4 5 6 0™

2. I will recommend the same hotel to others.

NEARCRINEARGERG

3. Although there are many hotels I may stay in, |
will mainly stay in the hotel I usually stay in.

MR E W6 6™

F. Overall, were you satisfied with the hotel services you most recently
visited? Using the response categories provided below, please check the

appropriate number{category).



Slightly

Stongly | Neither| SHEMY | qovicreq | Strongly
dissatisfied | Dissatisfied Dissatisfied satisfied satisfied
n [4] (6]

G. The following questions describe types of complaint behavior that may be
utilized by hotel guests. Using the response categories provided below,
please indicate the type and degree of complaint behavior that you
resorted to regarding the service of the hotel you stayed most
recently(Please answer all the questions that apply).

I strongly | I disagree | I slightly . I slightly I strongly
& di Neither I agree
at (4 (5] (6]
1. T directly made a complaint to the service

=
[l
=
=
]
=

provider.

)
=
=
[
=

2. I made a complaint to the relevant manager.

3. I made a complaint to the top management by
letter.
4. | made a complaint to the hotel via a guest
survey or e-mail.
5. I complaint to people around me about the hotel
service.
. I decided to stay at another hotel next time.

[
]
&
=

]
=]

=l

Bl H|H| 2|8
=]
(]

[*2]
SRS
=

7. I made a complaint to a relevant government
agency about the hotel service.

I made a complaint to a consumer protection
board/agency.

[
B IHE & E
=

=
[
[

& =
BEHE R e |8
=

=

0

=
]
[
(=]
=)
=]

9. I contributed a complaint to print media to

inform public of the hotel service. ] 4] G
10. I took a legal action against the hotel. (1] 4] 5]
11. Having complaint inside my mind, I did not‘II

take any actions.

H. Using the response categories provided below, please indicate your
response to the following statement "Overall, I made a complaint to

the hotel.”
I strongly | I disagree | I slightly . I slightly I strongly
disagree disagree Neither agree I agree agree
[4] (6]




I. There are questions for classification purpose only. Please check an
appropriate response category or provide one on each item.

1. Your nationality: ( )
2. Your gender: D Male @ Female

3. Your agee @ Bdow X @V-9 Q@IP-I DHOL-H9 OGN-D
® 60 and more

4. Your occupation:
@D Owner @ salary man @ Government Officer @ Student
® Housewife ® specialist(professor, lawyer, doctor, artist, religionist etc)
@ Other (please specify: )

5. Your education:
(D High school @ Community college(Associate degree) @ College
@ Graduate school

6. How often do you stay at hotels(both home and abroad)?
@D Less than once a year (@ 1-2 times a year @ 3-4 times a year
@ 5-6 times a year ® over 6 times a year

7. Your income level:
@D below 20,000% @ 20,000 - 26999 % @ 30,000 - 33999 %
@ 40,000 - 49,999 $ ® more than 50,000 $

8. Primary purpose of your stay at the hotel:
@® Business @ Pleasure @ Conference @ Other (please specify: )

9. Average length of your hotel stay:
® 1 ~ 3days @ 47 7days @ more than 8days

10. Rating of the hotel you usually stay in Korea?

@ Supper deluxe hotel(¥% % %% %) (@ Deluxe hotel(¥r ¥¢ ¥ ¥ %)

@ 1st class hotel(skx¥ev %) @ 2nd class hotel(s% ¥ ¥x) (® 3rd class hotel
(% %)

11. Were you on a private or group tour? @ Private @ Group

12. Which of the following two do you prefer?
(@ Chain hotels ® Non-chain hotels

Thank you very much and may God bless you and your family!
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ABSTRACT

A Study on the Paradoxical Relationships between Hotel

Customers’ Satisfaction and Their Post-purchase Behavior

Woo, Sung-Keun
Major in Marketing
Department of Business Administration

Graduate School of Hansung University

The purposes of this study are to see (1) if customers’
complaining behavior while being satisfied with hotel services is related
to relational benefit, (2) if customers’ repurchasing behavior while
being dissatisfied is related to switching barriers, and (3) if there is a
difference in the type and level of complaining behavior between
satisfied customers and unsatisfied ones. That is, this study tries to
explain paradoxical relationships (1) between customer satisfaction and
their complaining behavior and (2) between dissatisfaction and
repurchasing behavior so as to provide practical information for hotel
businesses to establish marketing strategies. It 1s considered
exceedingly important for hotel marketers in customer relation
management to determine whether it is possible to give reasonable
explanations for customers’ paradoxical behaviors, which have been

previously regarded as abnormal.

The population of this study was tourists, domestic or foreign,
who had recently stayed at a hotel registered under the Tourism
Promotion Law. A total of 600 questionnaires were distributed to

tourists who were waiting for departure at Incheon International
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Airport, Gimpo Airport and Jeju Airport in Korea. Out of 600, 382
responses were finally received. Excluding 20 insincere responses, this
study analyzed a total of 362 questionnaires from 119 English-speaking,
109 Japanese speaking and 134 Korean-speaking respondents. Collected
data was analyzed through frequency analysis, reliability analysis,
factorial analysis, multiple regression analysis, and t-test using SPSS
VER10.

Major findings of this study are as follows.

First, the influential factors of “quality of hotel customer-centered
services” were found to be price, tangibility, publicity, convenience and
informativeness in their order of factor loadings. This shows that there
should be strategic indexes for optimal prices as well as tangible
services in order to satisfy customers.

Second, with regard.to the relationship between satisfaction and
complaining behavior, it was found that when satisfied customers
perceive psychological benefits and customization benefits they tend to
complain. This shows that, at a certain level of satisfaction,
psychological and customization benefits may partly explain satisfied
customers’ complaining behavior. Accordingly, hotel marketers need to
make efforts to provide reliable, confident and up-graded services that
reflect the individuality and discretion of services in order to establish
a long-term relationship with satisfied customers.

Third, with regard to the relationship between dissatisfaction and
repurchase intention, it was found that when unsatisfied customers
recognize switching costs they intend to repurchase. This shows that,
at a certain level of dissatisfaction, switching costs may partly explain
unsatisfied customers’ repurchasing behavior. Accordingly, hotel

marketers need to make efforts to improve services in order to
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establish a friendly relationship with unsatisfied customers.

Fourth, unsatisfied customers were found to be engaged in more
"private” complaining behavior in terms of hotel services and facilities
than satisfied customers. Accordingly, it seems necessary to develop
programs to prevent private complaining behavior that may hinder hotel
marketers from creating new customers and maintaining existing
customers. In addition, although no statistical difference was found in
“public” complaining behavior between customer groups, we should
bear in mind that dissatisfied customers may do public complaining
behavior which may cause damage to hotel business. That is, all
customers, despite the level of their satisfaction, may exhibit

complaining behavior.

Based on the findings of this study presented above, practical and

theoretical implication are suggested as follows.

Practical implications include:

First, there should be strategic indexes for optimal prices as well
as tangible services in order to maximize hotel customers’ satisfaction.

Second, there should be more focus on customer relation
management based on relational benefits and switching barriers.

Third, because all customers, despite the level of their satisfaction,
may show complaining behavior of a certain degree, it is strongly
suggested that a complaint and dissatisfactton management system
should be introduced and managed actively and systematically in order

to prevent private complaining behavior.

Theoretical implications are:

First, it 1s necessary to develop a more general model of customer
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relation management that reflects the paradoxical relationships betweern
satisfaction and complaining behavior and the relationships between
dissatisfaction and repurchasing behavior.

Second, it has been assumed that satisfied customers do not
consider complaining. But the results of this study show that satisfied
customers may also complain depending on other factors. Thus, it
seems necessary to modify the present model of complaining behavior.

Third, the results of this study appears to reasonably explain
customers’ paradoxical behavior, which had been regarded as abnormal.
Thus, this study is likely to contribute to expanding the scope of

research on post-purchase behavior.
To sum up, acknowledging paradoxical post-purchase behavior &

adopting mass-customization may contribute to overcoming crises in

customer management in, the hotel industry.
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