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2.1.42 2¢e] Aujx 4

AelA FA-9] =Ho dioto] Parasuraman, Zeithaml & Berry(1985)
=, AHAe] F-olgk 7ol AlFstr] oo iiZlo]l Z|diRt AfH]Aet
ARz e MB[AS] pFEoA AT 4 Qe ARo|E o] AfH|Zof o
§F 1Zo] Fitjet 2|7 Atelo] EYUX| FLet Wekolw 1 Zfolrt Ao
5 o 2 AHA FHo] AlFH ez Hridjop il sHATHAA
ZF, 2019). 1992¢ Cronin & Josephv= AH|A F4E E4 4
(physical environment quality), 228 &2 (interaction quality), Z
#4d(outcome quality) 2 25t 3712 2ol FxRYPS A|A|sH
ojglgt 32t FxHYPO FAQREL T H2EZY AHA EFHe
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ST (M8 3-8

k)

(tangible cue)Z Ao W, A FH QA (ambient factor), TARIQ
A(design factor), AFS]H Q4 (social factor)Z EHF
H, 2012). Canny(2014)= HAER|A AlAlsh= ¢ 8% A==
o] Y| 2HHolH, HAEZY 7|E, 3%t "AR ZHE, 183 xTol
olo] ItHEty AWt =24 o= AuELAHE Brkshr] gt
54 vdoEE AA ool AA &4 & A steAl oF, QlHEE
ojfzelo] AlZAHow wi=AQlz], YAEZo|A ARt Qe Aol &
g E7IE AEcheAl, £Ee "Rt E9VIE dAESEAE 2
2= ol&stin. HIFAmALAINH(2014)S =94 FHaclS B
71, 571, 7], 4w, 79 dish, 33 dolobr(dW TRl W+
Aol mdA, FZEiA, 7R, AFHARRL 2, FARD, AR ds
F(A”/AEE, HolEAE, =49 d=0A, 21 2 AA, /AR
TOoR SIS At B4 &2 HrteIH(HAE, 2018)
Bitner(1992)+= &34 &HS ‘AHAAFA O] Z(Servicescape) 2= &
ol Jfg3lsty ol FH 84, FIHA Hix|el 7FA, BAW, 4 H
238 59 s19lasz2 I3 ALTE BHrlsiell, Raajpoot(2002)2 2]4]
Aol #d4d B4 459 54 fIste] TANGSERV'E 7fdsta 5
HogaEe, 2k 5, HARIeAMA, A HiA] F), FEARLLA
&2, 98 Y AUsAY steRsEs AA-st] /34 FEE S
stk Ryu & Jang(2008)2 ‘DINESCAPERAHS sfarste] A4le]
g (QUeEle]oir 2], A2, #A71AEY B B/, HiFEe, 2o,
ooh oteels T &9, HOlEAB®Z] H O AEH), H#iF], Ad
AME|A(R Y] R, migAd) T ol 84F =94 & AEEAY] S
flesr FAste] FES Hrbokaith
2 dFoME APATE o= =94 o FE AdY9E5A4ES F
7vst7]l It steltdasa= AW E971, AUdERel, 9 A
QR AAE YA T 47HA 94R FAHSHAH. olF AW EH7I
= 7154, AAdACR IAqA EARE Fv WEA dH o HARIH%
e, 2%, 2&, HeolEAlE, 299 AETA T A
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S8 olgel AE W F9 49N JR@zast @gz
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2.1.4.4 7t4 9 7}A]

e AFHE AE 9 Au29 gtz AFHE FA(ZR9E,
2013)= Zohw, TP Aol v zho] FoARgo] o= AHxol AHYA
ol eAol gt Hdoer wufiel AuH|AeRS] TAOA RHE0]A]
] er|Eolnh. Uolrt AE Ee AH[AO APl FHAL 7o)
O 7S FEHoR ofAstA ﬂﬂﬁ.&ﬂm %ﬂ@%l}zm%.

rr
N

QA MgHT A28 Adel A g A £

T E Tt (Xia-Monroe & Cox, 2004). HAER 4tFoA AAHE2 7]
2o Ao} GA AUAE Asky Advtgos AP s @
Aol AFaE B wlmslel welo] AFwe Auzo] dt 72 B
A4 oRs W/t (inLine & Merkebu, 2016). 7tA9] A4
Aol A= 7H4, A AA, 23 7HAAAC didt BEAY g2 o
&t gl o] wHEHtH(Heo & Lee, 20115 Homburg, Totzek &

Kramer, 2014). o] 4tQEofoA & mpbzpz|olx|gt E5] HAEG 4HY
oldE, Aol AHdste AEol & FZA &7 wiwel AAA 7HA0]
n2A He 9F2 H = Aok #H A, 2019).

VA 4 7R A& el Briel TRlste] Wilson, Zeithaml, Bitner &
Gremler(2012)=, 7H4& AASA 4ol ozt e 22 gd=

s Zelnz @rld 5% skt F@skuAt B Aol ohlet 3%

Ho
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712¢l 1Al EAEstRE Tsie] e AEsHA AAor gty 5}
ok Al AEold Au|2o FARt FpAoluy Fixlo] gk AdE&
Aol MATo)A THA HiFsts bR (value for money)#Hs FEC

2 o 3 e =4 =FEnt FGrizlo] g=t(Sweeney et al, 1996
Gallarza & Gil Saura, 2006), AZtH 7Hx= otFet SHA EH5HA
TAAEe] Joerg, ol ke AZE ZEAIE o fe] 54 =
HARe 2= 7HX9] NE AAE Edste] Brishr] offgtiil Skt
(Sweeney & Soutar, 2001; Al-Sabbahy et al., 2004). wztA 714 2
7HE #ol7] SRt AN &F, & #Ed Eoly H &%, 595
]

A=l ule] guls WEF HHelt b HEsy

T—— 1=

]|\ —
o
lo
k>
e
|m

4 9 W7k 1 oot acka sk

M b de] A% olulsts spdule] mhd ofmz, AHAY

H deld wEge oushodgrbd 5, 2019) oleld MM U

She ojnl ghHAe]l UFEL ER 1A Aol Ad wEAS Hee

T oshe @rjele] AMEAS @ wgsty gonz olEdt dely Ry
J

W o7 geEsA Bt we Fastt st E
ML R BRE M L e RS o dolA AR
o BASU ojulx] S| gt Wb £ES wgsjol shd 1 olf,
HASY A Eolole Aulzsh 4Bl WE FlBHelm WA o

ol THS FeU FHIols AL ofnl, AEsie] Y|Ee] =
_g_ o

Holdul, 2002) 74 B 7RIS AlEskes 7lEol Hal Q7] diEeld
Uob7t BRE A= dibdoz B Aokl st Bl AR olde
F7op7] gl ez o]gHA Q7] wEoln(Hhg <, 2013)

2 dFolME, o #2 AWASLE HiEeR JH4 9 7pA ™%
4ol shel FAeAR HARIAE 2 FHW), AT JHE, wEeEd
g5, VHHl S M sheleaE AAdst FaE-TER B pAE
AE st sheles F A= B B Hilcyg, o
B, A" Hgol A WrtEe ARE SAskl, AAT HH2 34
A ARy AANA Esivh ¢ He AAeEe] 7HH A4RE Bt
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o E3 52 SNSof| AAlEe] e HAEY B AHH T
SHeF tofgt ofHlE YAt T Sote] M 2 7Y AHE X
Agstazr ot &5 BEE Hrlkoty, 7Hvle 71 Qo

oA AlFshke A9 A, wlwol A4, £9171 59 ANt 240
g nAo] FHAAA wE aF JrE wHd 4 s AR 7%
Sto] AaE Hrijtth o [® 2-5]9F [ 2-6] AEZ A

[ 2-5] 2EF HEsy A7 APATEH)

=49 24 2 o] Au|AEA =774 24 7t 8 7HA]
A A v E9 A Al 2 A Ad) A ji ) 27| o 4 A2t
ot Zel| o A | o o8 A ESl H 5; %5 B & ?ZJ H]“
| olg| FA| A | AR B = | $4] 71 | 9 a7 72| 25
o o o o|o |o e} 0]5¢1(2020)
o) o o) o o|o o) FAFE(2020)
o) o|o |o o | o o | o o |o FEH(2020)
o} ¢} o} ¢} o ¢} o | o A73242019)
o) o |o o|lo |o o) ¢} 2 57(2019)
o) olo|lo|lol]o|o|o o|lo|o |o o 2214:(2018)
o) o o) o|o o o | o o] ¥£(2018)
o|o o o) o o) 3+ (2018)
o} ¢} o} o|lo |o|o o | o =8 (2018)
o) o|lo | o o | o A2$-(2018)
o) o o|o |o O 2213 (2018)
o) o) oo |o o o |o o]&(2017)
o o o o o | o whEE (2017)
o o) o o | o o|lo |o A/94(2017)
o| o o) o| o| o o #9435](2017)
o o| o o © O O O] H#dl¥2016)
o ol o ol o AEF(2015)
0 o o| o o| o| o o F22(2015)
o) o| ol ol o| o ol ol o| o AE4(2015)
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e] e] o e] e] e] o O | HZ(2014)

ol ol o| o ol ol ol ol of o A F(2014)
o ol o| o o ZAT(2013)
o o o 0] g 4(2012)
o ol o| ol o ol o] o o HT9](2011)

=419 4 2 Ae] MuEAEFH =27 24 714 =2 74
9
A A v 49 A A Al A AW AW BT g | Y A+t
Sy Ee ojc)] e o4l o olgl x| &el <l 23| N wal @l =4
s o @d 4| de 24 = | | 1| el o5 TV T A | 5 Y
puie)
Kyung—ga Kim,
¢} ¢} e} ¢} o} O | O | Kang—hwa choi
(2019)
Robin Di Pietro
© °l° @017)
M.MujiyaUlkhaq
°©1° °c1° © (2016)
Hung—Che Wu &
e] [e] @) o O | Zurinawati Mohi
(2015)
O O O O O O O O (2615)
ol|lo o olo|lolo|o z%{lg)ommko"ic
Soocheong Jang
@) @) &JoaryeonHa
(2014)
oo |o o o o) (Szl(j)fg;“aGagiCC
HkeyMn
O O O 13)
o lo o o ol o gl(l) lle3l§n0yewole
PhilemmOyewole
o|o o S) © (2012)
Jooyeonth
° @1
Kwun
© S e ° (2012)
Hoke Min
© ° ° (2011)
o oo |o o o ggi“l'% Ryu
Jooyeon Ha, Soo
o) o | o Cheong Shawn)
Jang(2010)
Kisang Ryu and
O O O O O O O O O HeesypHan
(2010)
Ussula-SigridBougour
O O O O O O S
10
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Woo Gon Kim

o o o o o (@] (@] (@] (2008)
Yinghualiu

O O O O O O O O O O 0
YoungNamkung

o o o o | o andSooCheong S
hawnJang(2008)
Kisang Ryu &

¢} ¢} o | o SooCheong Shaw

n) Jang 200B)
Young Namkung

° °l1° © Q0D

O |0 |0 |O 0|00l |j]ob|O0|]O|O|O|O|O 2 a+

O | 0O
FAYATE HOR A Ay

2.2.1 IPA B4

2.2.1.1 IPA BA7|H

I[PA(Importance—Performance  Analysis, $8L=-ZL: E4) 7|H
=, &HAPE BT AFEolu MU|AE o]gshr] Mo L AFFEolu A
A5 AEshk= QoA owdt £42 FasH 971 U=AE Bt
Shul, ol FTolt olgnt ArEs} WERY 428 BrGoRH L4
So gjHel Zamel WMEEES EA6] @ BAstel AUz g
vt ATE wigem FYA} £9A7 AW A duom o4

PEE AT



T owEA AidE ZEY 4 e AR ITHEES, 2019 ;5 Lai &
Hitchcock, 2015).

[PA BA7]H-e, Martilla®t James(1977)] oJ5te] =4 il
SAEE A Faxet UER-AFHEE sty & E
2 ARSEATEAA, 2019). 71ge] BAFE 4 e H4eEd A
S8rel ELE melste] Far diH BERrt W2 BLES
Adgtte =E24, $aret HEEE AR Bdstd FAR-TEL
FAMPANESAE AZstote] g1 4 qlokelsehAisty, 2010).
olgfgt o|f= uA" REopollx EX ALY AR diste] 1A gHE
EE mofolr] fste] ZWA E8ET glom, ARslEZx], FAs, a1
Pget Hof SAAE Az E Ao diet wEEE ZH5tr] $Iste] E
2] &85y QrHFPE-0lAE, 2014 ; HIEFFYoL 2014 : ZAT-o]
&, 2015).

FAHoZ AHEE WA Faket HFHEE SHT UF VIEFHEF
A5} AREHTEE)E 7|Eos sto] 2ol ERE HASHL, HA|

A

¥ 2-13 2ol AT ARwel qzhd Rxe] whet 1 &4 ou)}
5ol SITH#ES, 2019).

ol A
I FH(MAHEH) AFAFE( 1 AHEH)
93 38R, 22 WHELR 2 348k, 22 UEL
(possible overkill) (keep up the good work)
at
=
A =G (MAHESH) AFIG(VAHEH)
9 38, ¥ HELR 2 348, U2 =L
(low priority) (concentrate here)
A v
2 T8 = a

[ 2-1] IPA Matrix
*Zk&: Maritilla, John.A,(1977)¢] A2 7|Htog =z} 2|34
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17 2-1]9] Wee AHEW oM [ARU(SA-keep up the
good work)2 1Ao=HRE FHo ALK W7t Ay FoE B WUE
L7 BE B2 2ofeX AH[AREC] diY A& dis] Fast
Zistal glem= Z1dol YAl E o AEEAHo gt S FAISH
et st AAE ALSHA ofioF ste A woFd=
2, 2019; dA=, 2014).

=4, TAHEH(I)-possible overkil)e FQ8EE 2] ¢gou wh
T7F B2 BRo=E AHIAEE FasH AdsHA] v dd9delx &

:rL
st 79 4 EATF dolum ntm B 4 rHHES, 2019 UA
z
—é—]_

WS

S, 2014). o=bA AtE AYes TAFREH(E -possible  overkill) 7}

o Tl BEo Relsh: wmgAoly 4y we el X9l

AR, MAREHA =9-low priority)> AZAFo] A= FE £4
o] FQEet WXLt FA BF W Hokm F7HHY A HjRolA
FaAd A7t EuEAA, 2019). aHAER diY AdEEA
sto] FasHA AZsHAE il glom WELRE A A UEhA|

]_

®e FEolth o FiE2 F7Hdol BAHA otk He FiESER T
o
°

—1

UQeS oulgth(F &S, 2019; dAS, 2014). o]H
ML FRIAgo] AgkEolof g

(FF-concentrate here)2 IAHOZHE FHO £A4
A3 wo FQE, WO WERE Bofzd AN B
o2 mAHE A9 wEe AEL B¢ Ae 4ol

2AT 5 gk AEat A BEn gge 98

0o

4o o
fu)
lo ok

A

ol

ol

rlr
N,

m

£
N
ozl i)
i7a) 11:_%
of
)
£
!

Aol A} solof @ BRolv] HAF FA4E Hrhao]

AnE 92 5 b RPEolE Sth@AA, 2019). AW old #

A PAT B 2ot Jge] 2 oelge] AT 4+ AL ulsh]
= BHEES, 2019 YA, 2014).

ol FR&HS T I AUCR Wrsl] 1 AWE sEim

71dol 1A WMEEE Zoly] 9§ $AHozr Extdor
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,
=
I
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ox
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Ao Qae mekstednh, AAS A1) TE Hu diE
S B

=

Ag ofth AAERIN(Q016)02 PA EA7IHME Bgote] FATF
AdEgat 1Ee, 234 ok 3 YR ok Aole] FF A B
A7E ol =l nAe] TS S e S F8s Ashe
2l AHEE Aottt AAA, 2019). A (20182 WHAE F
Hor =yl MAERE Avabso]l &S FuiE W Aesks AEEA
=9 Faket WEES PA #4e B8 Uitk =R5(20192
mel tholdE WiEshe ml4lE Jtol= Aol AAH A HAEFY o]
a0 AAEY HESge AAEFe] 8% FEY, 249 % &
Aol A, Ao mimel A, AU Aula HEA, FA9 714, 29

&4, BAT AAE, 249 o olne TRy, 97, 9 A o
Py, 2B KT 5 1774 £Y0= hre] WFHY PA B4L

ko
A

4, 98 A4, Ade] H : 2

-HEE 25 =A Ugdt siith H4-89(2016)2 B HolHE &
83 o° MeEl&Ao] FQL-mrELo] Wik AN EGsdyl 7
JteEo] Aelssd HwEAe] [PA BAMHS Hgsle] Hrlgt An &
A7tsde Aol 7], 93, AH|A, 27, JFEYUL, AU, MY e
2, W, &4 FAHEA, FE R, 5F, B4, A4, 7HE8<l Sol A
Aty EFedHEt 92 7pAoznr EFTE ol wERE E9
A o s (EAA, 2019). 893220200 IPAE olE
oto] thyutE Halz=ol AXA Bzl HMR AE Aei&Ado] gt
ATE  Sten, AAAQIDE  HE  HAEH  AHHAHATA
[PA MatrixE Z-gsto] 170 Fat 9 WZLEs EASHIH. ALY
HoF Qo= [PA RARES o]gste] W At o]Fojxi ity
o] T-EFEH(2019)2 T FHeAYL FTAHoR FAE FE AJ EFY
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AT | PA 719 BEY BT AU wEE | o
(2016) AYE oz W FH o 7ho] T A AT e
Az |IPAS e dAEFE dEsy BAme |
(2018) A2 FHo= e

€905 [IPA BAL olgd tguie maEet Az | oL
(2020) A BE=o] HMR A% Ag&Add et a3 e
THS ngdd Jhole AL A HAER AL 1725
(2019) FQL-UEL BA =
A2k e YAESe]  AuESKAg  #et A 1655
(2019) KANO 29 [PA E4 AHP 24 = e

*APATLE vigto g =3} ZHA
2.2.2 AHP BA
2.2.2.1 AHP BA47|9

AHP(Analytic Hierarchy Process; #AlIS2 oAMEA 7)== oA H2A
Qo] 7R, oA H7E JlEe S5t oo didt § fAe
AE Wrlste WHolth(As|7]747%, 2015). Thomas  Satty(1980)7}
IRt AHP= w3 71e] e, A Ays ZAstr] flste] oif A
49 ASTFxEHierachy)E& 435t e 84 Aol Ad Hlu= et

°of $AeHE TSk oA 2F Rz, de d7eld As F=xst

(Hierarchical = Structuring), ™4 F8&=(Weighting), =24 I
(Consistency) 59 84F 7|2Y82 st ok o, AHP= <o}
WAL ARG 08X TAZ AYL Yout Bt Ay 9 =eld o

#HAAS  FABH  HsiAE A H]w(Reciprocal  Comparison), &34
(Homogeneity), =94 (Independence), 7]tH4(Expectation) T2 47}4]
71 2&Fe7t Bazxdo] AAEojoF #2449 om|7t lth(Vargas, 1990).
71232 A=, ArSH| W (Reciprocal Comparison)®] F&#| 2  2JA}
e FEASA &9 2719 89le AR ARHWIL ZHssfjof st
o

4 Ze4L MET 5 UT FHY AR 95 242 wEsop

o
ox

B
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gttt o2 A7} BEOH XH| Fos5iHd B AHU 1/XH|ZE FRA|Eofof
gt =4, 584 Homogeneity)®] Fe|® Ao HWshH= 2709 @<l

7 Ak UE 2 A% wue] 2 0R7h WS gire] Felh AA
L oob "ok glolth webd J129] AF P4 Al Hlasks Rl shy
o A ol Aok A oA PA W a4Se widsol dth A,
=4 (ndependence)®] 2 AT F4EE W] 9% ad
S EAol} WgH ZWld Ast BaAMe] glojof gtk dulo]
th WS 215 Aleld Egio] suEx] Tatw Wrh Fwt 22
d ARE 2 0w Wyol v Fawsl Ay oL A4S @]
whRolchA A, 2019). WA, It (Expectation)®] R AFTE7

o=z

SAPEA ] Wete] MY Ee AS @ISl Eestal e A

7Pkl E4e Rtvhe Aoty EAAQ ZAlsiE it HskeASTS
2HY 2o AS Aolde AR wEd oofdd JERFY

o] 7hsstolok st EE dijhk ZlE 9 Zldi7E AlSel
Lofof brr(Er=, 2016).

AHPE o2 94, Wshd, Aol 74 2 Wadolehs 4o

Ay 9 3 J
2 og] 9AEA RopollA de] S8 olgtth(e] A, 2007). AHPE &
A B Boll =HRtEA] ¢Fa vz, AY-uE, dAet HHE" 59 ¥
g T AYEA, BE=T T FARA, ws<d d Ay, EA,
A, A4 2 B, w9, AS T AEEA, YA E Az, F
d, AFE 2 FH 5o JEEA ol2r7tx] AW AX, uAGAE
9, 223 Brh HAH9 o4t vy 5 tpeket RopellA AMEAS 9
Sto] EgEv Jom(FEY, 2008; ©lEg, 2019 A9l FE I}
Ag] A5 9t oAEA dicte] A ARF THA" ZAC wol
o] T §-8AHE AP Urhe]FA, 2006)

1

EG, BEe oxEy Al dete]l AZAQ AEsiE 2AE 7x
shA7lm, EERAS AHolt YA e wggomn 2
g ool aed U ABHS BAT 4+ Uk PHolAAMEEE

= T =
e, 2005 5 o]2g-ol®, 2011 AelE). AHPE H|FLZRSIEOQlE 9
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AR EACl diste] ATHe= Eﬁdﬁ}ﬂ *Jolﬁi ASe EwotH 2
Al WAst] e FARE 847
Akt (A2, 2019). Aol oigh %7}—% ot THEAE AAs)
I @EEE HSAE EESt Ad vudHeR Zel AT wE

E
jé
st
Mo
2
i
tlo
-
EN
j?_lL
_?L
kI
2

[
B7F 71l dishA 1:1 BluE ettt oif AA o ASFITE FASH
I Qe g4 7re] v (Pairwise Comparison)of] °J3F #H-& F5t
of WA AK, A W APL mHAsIA ok shte] gz olif
a7 HJ‘%ﬂO]E}(ﬂJﬂ 74, 2015).

T3 AT ASFE T AT Ot AEde Eoln HAVE
off 7tAE Fofste] 1 Axtet #-" A% wsle] digk WHEE &
AsF & o

=2 T MR

APE 232 99 We A5E sasl g9 %
WHEe BT ALgste W7 71ZT diote] 4diAe FaEg 0¥ Anz
sto] FAEE EEUTHALL, 2013, AHP BAZ¥E B/l a45e
Fd adet AR SFAALER o] AZHSL, AZHAN 8k
So ot 4t MuE Bl] 8450 FREE EEY o, AHE 7}
FA(weighl ABH AYS Skl ot AHe Ange Avst: b
Sl b S 2R PHCILEFAE, 2016, AHPS WHE, ofel A
A el WlgsEs A

2 grtste] SAsgoRd WAFEY AFAE AESHe Aotk
st 9 2, 2015, AHPA AT Hlimt SR F ax] dis WAl
A e B AEE vehis Zugel de 2Ass (5 2-8)%
oHA A, 2019),
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[ 2-8] AHP 7|24 %

Q5 A 9 449
) FUH FL(AHR) olH 7]Eof thet F EFo] FLet
(equal importance) FAEE 7t B Foj
5 ot o Fa(A%) 78‘_@?} e ot gFo] 2
(moderate importance) SHEHT o o A5 Holf
5 Adol B $8(4%) fé‘@l_’/} Tt ot Eso] o
(strong importance) SR Ads o 4% HolH
7 ¢ o F3(4%) 7§:‘?§ 4 moho] mE T:-__Fé—ol e
(very strong importance) SteHT o9 o 43 Ho|H
9 Agde=r ¢ F2(49) _%@ﬂ?ﬁ@ﬂﬂ%%ﬁ@]q%
(extreme importance) SteHtt Aoz o A9 oy
— 7A@ wete] o-E Bl Frel 1,35,7,9
2468 1,35799 &7+ # Z=o] Z7to] T Ao Alg

*ZH: 7 A%H2019)0] AFATE B2 A A TA

AHP EAmdo] o5t Aei&x

2=
2 [ 2-2]¢F Zo] md 4 St

| Fom owan pAm pas |
ge sz gt arsg gaow
B WaREe 74

(7% 2-2) AHP B-A5h3
PATE viFoR ke A4

oy
kS

AHP Z47|9e] #3dx= v=3 2o 2l #HAH JAEA ad
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S el BARAL Bo) FEE o AW BAE (O 2317 2o
A% Fz3koF Bk,
= 3 ‘ OAAA BA ‘
A 4
LEVEL 1 2489l 2
v v Y
slelAA g ol se1A4 a9l stelddacl
LEVEL 2 L2 3..n 1,2 3..n 2,3..n
CEREE g o1 g ot 2 9 ¢ n

[ 2-3] oA 2 EA1e] AT T2

*2AAYATE FOR a7

A 2. gAAEAY HE RS a9 9F HEE o
8ol oA Q4SS A A Hlaste] 4emEe] B
=2 ot Gl ol i a7t B al Bls) Aokt o FoA
2 Wrlske magda ekl 4 glon] Al 19 2k

—_

------------ &I'. 1
anl anQ a’nn
a“-ZLaﬁ =1/a”,a =0
B7EgZel distel, mAle] diglA o] BrlgEeR HlaE st
W 4], 29} ol EAT 4 ek,
%mn(n—l) A2
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@A 3. 2 KRS MEAE AR Tt Ale
(Priority vector)& 9Ju|ol=d] ol Q459 AdEH FaL il
T7b " g0 ele 152 W (Eigenvalue Method)d} i Z| A%}
5 ¥ (Logarithmic Least Square Method) S©°| Ql&dHl, Satty= THA=
o dypdol ¢hdstA] ¢ka W A FAYACEE AfA el

Asty PSS, 2015). I{AE o]

<
-

d

9A 4. AFEE HugERS Fake| diste] mErziaprr A QA
H7IRAE=AE Selot= dAR, 434 2|4 CAConsistency Index)et &
g Hl& CR(Consistency Ratio)2 4FEsote] mfriztso] Wiy o
=28 Ho] UAE AHFSH AYATE HEHR dIWE A=

A, 4, AP4 9S4 52 UEpd 5 o,

=

max_n
Cl=——— Al 4
n—1
Cl
== Al
CR R[XIOO Al S

Satty®] ATtolA, RARandom Index)= ¢ X545 oulsh= Zo=
Lol A 97421 ] 425 dolz dAste] A4 AES ZAStL ne 1914 10
7M1 =2 F do=m Fot ) o] PG WEL ol2REH O Y=

Axtste] Bkt ZAolth(EiAdst €] 291, 2015). ol ¥4 Hl& CR#E]

A
0.1 mgtold A= FASHL e Aoz |stal 0.1 odold I
ol gz Zd= adsd U AHEZ "esih(EIH-282dds,

2005). Satty®] ¢¥4d o8 == [F 2-9]1¢ Erh
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n 1 2 3 4 5
RI | 000 | 0.00 | 058 | 0.90 1

—_

2124|132 | 141 | 145 | 1.49

AHP= olitgat d&59 g mF BUEe] ARz AgE 4 A,
Aol ATAolal frh= AHol qlol T @Wol olgHA Q= At A
Holot(iAdst 2] 291, 2015). 22y AHPO| by A2 Hl=]
A9 AdsE e AF97F dem(Linkov, L. & J.Steevens, 2008), Egt
AAE e 71 dide &9 94 (Rank Reversal)©]

AL 4 vk &Aool UtHEAloldld-#53], 2006). TLEETE ofy
2t Bl o] ot bl wet AREAAT mdsior & sl
5 | A% 434 e B7FE Zdis7t offt= 241

ol Aor(idst € 291, 2015). ol=et ARMIFel: =5t AHP=
’“Zﬂi 2% ]doﬂ/ﬂ oefety @2 dYs 7R AE7HY oFEs A
das He] AdiAel A

< SallM A siEAE AdEetes WHoer g o]gHal At

T ju
-

AHPE B8E 97: @4 54 Hopl I¢wA ¢ oA @ &
AAE, 9, =W W B 59 AGEA, A 5O AARA, @
L5, A% 5
ASRA, BN B AZEL, AFRE D AR 59 JERA] ol2r)

A TFRE ZofellA o]FolxaL UTHHAR Y, 2008; "4, 2019 A
S

2](2010, 2009), -+9#1(2010), ol+=d -vFAX(2011) SOl 2ol o]FolF e
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of AdEEAol eAEE BAT AYALR AHPY ARSHE= AEEA
g AS & H BARGA A7t des & & Ak

[£ 2-10] AHPE 283 AP AF(L]4]Eof)
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ol | AHPE olgd F a9 Ad x| . | 94 A4EE,
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Qeit-HE-2g 854 gr-FastA] ofu-Hs FaskA] ot e
M AR F shue AAskl wEEe SH2
UE-HE-2w SUS-sUS-ue 2UFe T HR T shuE
ARt des 745t Adte BrIera.

AHP 242 oA dA9 ASTEE TS = W7t 84 e
A oiB] o (Pairwise  Comparison)oll  €Jste] G gzt 29Hd=7E  we|Ake
At A4, Ay, g ofiReehs AASAL AlFFetste] wHd})
At oA AA WHer WrrEde] Wrisad AH FE2, OFHA
o2 38 — @9 o 8 — OWi¢ H T8 — QR ¢ T8
OFdsHAl 58 — @t o T8 — O o T8 — @YW o
T8 — OFdizder o F8'9 94 ke ‘Q, @, ©, ®9 I3 87
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St A 4] QJIFEARHY EAS 8 =3, ARt dvry &
4 S EFor WEHALE ARESHICH, [E 2-12]9F o] Qofd &
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o } 7.274
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o o a1 ae -4.270
o0l | 28AZHoly | 6.244+.651 | 6 | 6.512+.517 | 1 (000)
=4 3371
(a) 3o theFd | 5969+.766 | 9 | 6.236+.771 | 3 <601)
4,47 AFA 5646+.859 | 13 | 6.118+.822 | 4 E%ggf
Jolo] Z1A 5.681
1799 A-E | 6543+.676 | 2 |[5921+1.282 | 8 (000)
2149 o -3.157
A | 2AE BEAE | 5.992+.821 | 8 | 62441721 | 2| o)
£4 4 -3.265
29]0] 4 748+, 992+,
b) 3.2 8 5.748+.951 | 11 | 5.992+.696 | 6 (00D)
N -3.069
4B AXNEA] | 5276+ 981 | 14 | 5567+.822 | 11 (003)
JE 3.936
1.AYelH 2] o] 6.071+£.768 | 7 | 5732+.930 | 10 (000)
o1 Al b 5.203
=87 | 244 B¢V 6.323+.689 | 5 | 588+1.014 | 9 (000)
3+ :
(c) 35Kt oKek] | 5832+.948 | 10 | 5.386+1.569 | 13 (Zf(?;
AXVASPY 6433+.685 | 3 | 6.024+913 | 5 (4(%6;
1A E/gTh | 5921+.887 | 12 | 5551+1.289 | 12 3.574
PeS e on . T (.000)
7143 9 | 2843 714 4606+1.544 | 16 | 5.221+1.704 | 15 220'112)7
7}A] -
@ | 3woEa s% | 4603+.99 | 15 | 4378+1.091 | 16 (35’0715)
47104 6347+.635 | 4 | 530341583 | 14 | 01
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ZoF SELRHT 0.5 oA ol & Aoz yehgon, ‘g4 Z9
olg’, miwel weid, AW AFY, A |2, A

AP AR, AdY
H| A0 A&A A 74 T2 ARt AuiclElel, AU 9971,
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7b SEELRHT 0.5 oste] Zolm F2 oz UEHt. 59, 7t4 3
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HEAA S WEZoA 292 detger &94 848 FAste 59
A F NANYE FanolA 33912 deyHdth E Faks 7HA
2 IEAe] Wik skl as AR HF] P WA uehga v
Fhe WS FFo] AFdoly B A H2EFA Afet
sdsHA A ez 7P @A vEbTh
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[ 2-26] melele) @AY daEF] Mol gt PA slEd
2 B4 AT Al ARl dPshs sPHeszE ede ww

2, FA EEeld’, HIwY v, Hde JHEE, FHAo HEAY
AU 2971, A Solm A2 AREdelE, EW AR, Hd

g0 aadt e, A3 ARwe] sjEel: sfgTdesRE A
zo] A&, WA, AR A, puiE 85 5ol sige] e
A4 AR et ST RLRE AuelEHel, o] Al ¢
w3, JMI o] aivt sigstct

B 2-26] b4 Yl AERO] A&l it IPA 2414 M (Premium)
Ae&7d e K T8 | TEE PA M=~
TaE | R | AR
1L.=219] gt 4 6591 | 5976 | =& | == 1

%_*4? 284 EHo|d 6244 | 6512 | B | &S 1

T [l o 5969 | 623 | &S | w8 | 1
4.49%) 2| 5646 | 6.118 | ¥ | &5 2
LAY W 6543 | 5921 | &2 | &2 1

Z¢lo]

Au)s | 2499 A2 5992 | 6244 | =& | =& 1
TE | 3199 g 5748 | 5992 | @e | =& 2
(®) R L Ea 5276 | 5567 | ¥g | @& 3

LAWSIE 2o 6.071 | 5732 | =& | ¥ 4

%;7; 244 2917 6.323 | 588 | B | =& 1

() 3ASAYTL oRes | 5882 | 533 | B | B 4
4414914 6433 | 6.024 | =2 | &2 1
LEARIAE/FE) | 5921 | 55651 | &2 | ¥ 4

7HA R 2453 714 4606 | 5.221 | wg | @ 3

7(}(:)] 3EMEL &5 4693 | 4378 | @& | @& 3
4.7141H] 6.347 | 5323 | ®2 | ¥ 4
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alg4e] st 4
B2 a2 4 Eeol"
550 » a3. W7o o
= ad. A A3
. s B BmH bl.Age] AR
2 3" N5 b2. 219 HEA
: o = b3 4] £
% o . Ei A A A1
g o L= <@ cLAIE 2]
E | E, 2 AU £517)
2 379 A% 2384
@ c4.41/3914
d1.8A (AR /g
o @ a2 74
* d3 s &5
d4.7HH]
“o Low priarity 4. Concentrate here
150 500 550 800 850 700
Importance. premium
(28 2-8] A4 HAEFZ] Far9} WEE (Premium)
[ 2-27] 44 H2EZe] HelE/dof tigh IPA 448 73 (Premium)
= OAREH [ AREH
al &4]9] ot} 4
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Lo OFA]
at @Y A5 T A
bl Hgle] AR
b3 Aol &1 o o
b2 el H=
T aju] c2 Al E$17
534 c4 914
LB
MAREH IVARZH
b4 AB| A Al&EA
d1 Eﬂxq(o]zlig/;q—) cl AuiclEl o]
SR c3 79 WY} 92
d2 29 714 AAul we
a3 WA 45 d 7k
2.5.2 IPA 24 ZA7}] 54
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ABSTRACT

[PA/AHP methodology study of selection attributes
—focused on Korean-restaurant—

Lee, Dong—Sook
Major in Hospitality Management
Dept. of Business Administration

The Graduate School

Hansung University

The purpose of this study is to provide a logical basis on
management strategies based on [PA-AHP analysis. In this study,
Korean restaurants were categorized into three groups and selection
attributes into four categories : food quality, server’s service quality,
physical environment, and price-value. In each category of selection
attributes four elements were selected as the sub—categories. Based
on these categories a survey targeting customers and managers of
restaurants was conducted and it was based on a 7 point Likert scale
and a 9-point—scale pairwise comparison. The results of the analysis
can be summarized as follows :

First, result of the IPA analysis shows that casual Korean restaurants
need to set varied menus with prompt service and build a service

recovery system that can minimize the dissatisfaction of customers in
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the situation of service failures. As for modern Korean restaurants, it
is shown that they need to thoroughly evaluate whether the services
they offer to customers are priced reasonably. For premium Korean
restaurants, where ‘interior design’, ‘surrounding scenery and outer
environment' are important to the customers it is shown that the
restaurants need to consider the ways to satisfy customers’ needs by
investing in those factors. Meanwhile, on the result of the AHP
analysis targeting managers of Korean restaurants it is identified that
the managers of all the types of restaurants have concentrated on
‘taste and quality of food” most. On the other hand the result shows
that they need to thoroughly examine whether existing facilities of
the restaurants are suitable to the taste of customers and the current
trends ; or whether their customers really feel comfortable when they
are provided with the services that the restaurants offer. Last,
according to the result of the IPA-AHP integrated analysis, it is
shown that the most inefficient management factors in casual Korean
restaurants are speed of service® and ‘satisfaction—effectiveness ;
‘satisfaction—effectiveness’ is  regarded as the most inefficiently
managed factor in modern Korean—restaurants. Furthermore, as for
premium Korean restaurants, ‘interior design’, ‘surrounding scenery
and outer environment and ‘reputation’ are selected as the factors
that should be urgently dealt with and ‘satisfaction—effectiveness as
the factor that should be carefully concerned. Accordingly, all the
types of restaurants should improve the speed of service, minimizing
the movements of customers and servers, and try to maximize
customers  satisfaction by constantly assessing the level of their
satisfaction by elements and providing services that match the
customers’ taste and standards.

[(Keywords] Korean restaurants, selection attributes, IPA analysis, AHP analysis
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