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A 1.398 430 3.249 .001
= RrRUA -.119 .099 -1.210 228
. A A78 126 3.798 .000
g 293 117 2.503 013
F=30.678(.000), R?=.320, Adj R’=.309

* 0 p0.1, ** p<0.05, *** 1 p<0.01

AR, PP 3-11 “RIBAHAEEL BANEE] FAHAE] IFS
o)z Aot} o] e 2dyalo] tgho] -1.210(4=-.119, p=.228)°o=2 Ez}
WSO fomgh FgF Ao BEAEGY wEhd, [7HA
3-1]2 71Zt=] et

=4, M 3-2] “§ATYAHAEREL EATER A JFS
od Aoty o] A fABE ] t3ho] 3.798(£=.478, p=.000)L.2 FAE
ol fojmgt dFe mAEe Aer BEAFL. uabd, M4 3-2]2 A
= it

A, 71 3-3] ‘B AEEL FANEE] FAH] JTFS
0@ Aoltp o] A9 AT 9] tgho] 2.503(£=.293, p=.013) 02 EAIH=Z
Lol fomgt g nAE= Aor EAFM wEhA, M 3-3]2 A
= it

ﬂJ

4
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‘I}EW, = ﬂ 4 [Hd 3] "AMu|agde BARZE] SEAAA I
M F P 3-219F P 3-312 A"EAL, UF

tlo
E
Py
)
L
—Tn:

ZEWS =g B et t—value p—value
A4 -.403 331 -1.219 224
H= FABEL .689 074 9.266 .000
AT EZEL 334 072 4.658 .000
F=134.259(.000), R*=.577, Adj R*=.573

* 0 p<0.1, ** p0.05, *** 1 p<0.01

AR, PHA 4-1] "FANSE= BRAESAAE 344 = vd A
olt}’ o] ALY FATEL tgho] 9.266(,£=.689, p=.000)C 2 %E%*JEOH

ot &S mAl= Aow FAHI webs, PH 4-112 X
=4, PH 4-2] "RANE L= BRHESATo] FAZQ %%JE
oltt’ o] ¢ EAMIELO] t7ho] 4.658(4=.334, p=.000)02 HA;A=ZFA Lo
= WAE Aer FAERIG. weA, M 4-2]2 AEE A
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gy BRHESAHE WANM FARNEES] miladE &elsh]
ek A WA Sl Aol SHEed gt wiiRee] FASE 1

0
Folet AT E A=A

[# 4-11] S&FEET] AR2F2T BRESAHE] BAlA FATSE)

T | sEEHe | SR B BEFQAF | t-value | p-value

R 293 319 917 .360

= AT 079 073 1.089 2717

Bl | oo | AW [ 450 | 093 | 4825 [ 000

s S ien 407 .087 4.692 .000
F=97.793(.000), R?=.601, Adj R?=.595

=g -.071 104 -.680 497

e AR T .396 133 2.976 .003

B2 g | AEEE 658 124 5.321 .000

oo A5 ~.309 455 ~.679 498
F=59.728(.000), R*=.479, Adj R*=.471

=g -.120 .094 -1.279 202

AT 115 127 .095 366

s HHE | e 404 118 3.435 .001

U AT | FAUNSE | 625 .092 6.786 .000

T -.492 411 -1.196 233
F=00.000(.000), R*=.000, Adj R*=.000

* 1 pd0.1, ** pL0.05, *** 1 p<0.01
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Kenny(1986)2] 304 3]#E4 WS ARES] EAstATE  o]of tigh 24
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1o,
ol
—_
N,
(o]

FT(S=-021, p=.822), TGS EATBZEL §ofTH£=.430,
p=.000) Zo= FRI]o] miAgRI} gl o=

At A WA SAZHNA SR FAFET wiEee] FATSE
n2E gggo] BAHOR Golslom (=478, p=.000), T HA 37

FolsHATH(£=.394, p=.003). Al A IAZANA SHHS
ARl FARSEE FAC] FY8 BRG] nAs ddFEe A

=
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o\
ot
§

_44_



Q) EAVHELE §O18H( =430, p=.000) AC= SIElo] Sz w7}

e Aom BAHT

HET BASFHLY WA FAREEe] LTS Sels] e
2 A AALANA SRS AT} oA EAREEe] uHt
o] FAMOR folstfon(£-293, p=013), F WA AL
SPusel ATV FE05e BRESAE nXE 9F £ fo59
TH£=658, p=.000). Al WA SARANA Sl ABEet BApEs

) FAREEE S| FYs DASFHEA AL GPAL AFT AL,

SYusel RV} RS FAVSE BT §7H4=.532, p=.000 /

£=430, p=.000) ZOE Felslo] RN Et G AR BAHI,
|

ujebd, BEFeTe] AuAEAT B

[# 4-12] S&FEET] AR2F2T BRESAHES] BAlA FATSE)

7w | FEHs | S4Es B EFQA | t-value | p-value

=G -.119 .099 -1.210 228

= A 478 126 3.798 .000

Bl e | 8EWE [ 203 117 | 2.503 013

s i 1.398 430 3.249 .001
F=30.678(.000), R?=.320, Adj R*=.309

=G -.073 104 -.700 485

e AT .394 133 2.966 .003

Ric:Y) ’;;;L Aee 658 123 5.328 .000

o A ~.290 454 ~.638 524
F=59.815(.000), R*=.478, Adj R*=.470

=G -.021 .095 -.225 822

A1 .188 126 1.494 137

a3 vl | AT 532 115 4,632 .000

U AR | BEARNER | 430 .069 6.239 .000

e -.891 426 -2.090 .038
F=63.276(.000), R*=.565, Adj R*=.556

* 1 pd0.1, ** pL0.05, *** 1 p<0.01
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ABSTRACT

An Empirical Study of the Effects of Service
Quality on Brand Loyalty in Apartment Housing
Management

- Focused on the mediating effect of residential and
investment satisfaction -

Kang, Young—Man
Major in Business Management

Dept. of Business Administration

The Graduate School of Business

Administration

Hansung University

In recent years, many people's daily life is related to buildings. The
residential space related to the food, clothing and shelter is also a
building, and the place where they learn and study something is also a
building. The multi—family housing with a major apartment mean places
where modern people spend most of their time, and require high
expertise in the management of fire fighting, electricity, and elevators.
Therefore, the multi—family housing management service is provided by
various management entities to provide maintenance and repair services.
However, the number of complaints and conflicts has been continuously

increasing since the residents of apartment houses such as housing
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managers, firefighter ~ directors, elevator  technicians, residents'
representatives meetings, and the subjects involved in various interests
such as local governments participated in the management of apartment
houses.

Therefore, in order to improve the service quality of apartment housing
management and secure competitiveness, this study empirically analyzed
the mediating role of residential satisfaction and investment satisfaction in
the relationship between the service quality of apartment housing
management and brand loyalty, and the service quality related to
operation management, maintenance and life management among the
components of service quality has a differentiated effect on the brand
loyalty of apartment housing residents.

The main results of this study are summarized as follows.

First, the purpose of this study was to identify the effect of the service
quality of apartment housing management on brand loyalty by dividing it
into three dimensions: operation management, maintenance management,
and life management. The hypothesis that the service quality of
maintenance and life management will have a positive effect on brand
loyalty was supported. In addition, the hypothesis that the service quality
of operation management will not have a positive effect on brand loyalty
was also supported.

Second, the study tried to confirm the discriminatory influence of three
dimensions of the quality of housing management service on the
residential satisfaction, and the hypothesis that the quality of maintenance
service and the quality of life management service would have a positive
impact on the residential satisfaction was supported. In addition, the
hypothesis that the service quality of operation management will not have
a positive effect on the residential satisfaction was also supported.

Third, the study tried to confirm the discriminatory influence of three
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dimensions of the quality of service in apartment housing management on
investment satisfaction, and the hypothesis that the quality of service in
maintenance and life management and the quality of service in life
management would have a positive impact on investment satisfaction was
supported. In addition, the hypothesis that the service quality of operation
management will not have a positive effect on investment satisfaction was
also supported.

Fourth, the study tried to confirm the positive influence of residential

and investment satisfaction on brand loyalty, and the hypothesis that
residential satisfaction and investment satisfaction would have a positive
impact on brand loyalty was supported.
Fifth, the mediating role of residential satisfaction was examined in the
relationship between three dimensions of service quality of apartment
housing management and brand loyalty. As a result, it was verified that
residential satisfaction mediated the relationship between quality of life
management service and brand loyalty. However, the service quality of
operation management and maintenance did not show a mediating effect
in the relationship between residential satisfaction and brand loyalty.

Sixth, the mediating role of investment satisfaction was examined in the
relationship between three dimensions of service quality of apartment
housing management and brand loyalty. As a result, investment
satisfaction was verified to mediate the relationship between maintenance
and life management service quality and brand loyalty. However, the
service quality of operation management did not show a mediating effect

in the relationship between investment satisfaction and brand loyalty.

[(Keyword] Apartment Housing Management, Service Quality, Residential

Satisfaction, Investment Satisfaction, Brand Loyalty

_68_



	최종(3차 추가수정)-v.01_20201210 Rev.F(12-14)-강영만
	개요
	제 1 장  서  론  1
	제 1 절  연구의 배경 1
	제 2 절  연구의 목적 3
	제 3 절  연구의 범위 및 방법 3
	1)  연구 범위 3
	2)  연구 방법 4
	3)  논문 구성 5


	제 2 장  이론적 배경 7
	제 1 절  공동주택 관리서비스7
	1)  공동주택 관리의 의의 7
	2)  공동주택 관리서비스 11

	제 2 절  서비스 품질12
	제 3 절  주거 및 투자만족도15
	1)  주거만족도 15
	2)  투자만족도 15

	제 4 절  브랜드충성도16

	제 3 장  연구모형 및 가설설정 18
	제 1 절  연구모형의 설계 18
	제 2 절  연구가설의 설정 19
	1)  서비스품질과 브랜드충성도의 관계 19
	2)  서비스품질과 주거만족도의 관계 19
	3)  서비스품질과 투자만족도의 관계 20
	4)  주거 및 투자만족도와 브랜드충성도의 관계 21
	5)  공동주택관리 서비스품질과 브랜드충성도의 관계에서 주거만족도의 매개적 역할  21
	5)  공동주택관리 서비스품질과 브랜드충성도의 관계에서 주거만족도의 매개적 역할  21
	6)  공동주택관리 서비스품질과 브랜드충성도의 관계에서 투자만족도의 매개적 역할  22

	제 3 절  연구 설계 23
	1)  조사설계 23
	2)  측정척도의 구성 23
	3)  자료분석 방법 30


	제 4 장  연구결과 31
	제 1 절  기초 통계 분석 31
	제 2 절  신뢰성 및 타당성 분석 33
	1)  신뢰성 분석 33
	2)  타당성 분석 34

	제 3 절  상관관계 분석 36
	제 4 절  연구가설 검증 37
	1)  공동주택관리 서비스품질이 브랜드충성도에 미치는 영향에 대한 가설검증 37
	2)  공동주택관리 서비스품질이 주거만족도에 미치는 영향에 대한 가설 검증 39
	3)  공동주택관리 서비스품질이 투자만족도에 미치는 영향에 대한 가설 검증 40
	4)  주거 및 투자만족도가 브랜드충성도에 미치는 영향에 대한 가설검증 41
	5)  공동주택관리 서비스품질과 브랜드충성도의 관계에서 주거만족도의 매개효과에 대한 가설검증 42
	6)  공동주택관리 서비스품질과 브랜드충성도의 관계에서 주거만족도의 매개효과에 대한 가설검증 44

	제 5 절  연구가설 검증결과 종합 46

	제 5 장  결  론  50
	제 1 절  연구결과의 요약 50
	제 2 절  연구의 의의 및 시사점 51
	1)  이론적 시사점 51
	2)  실무적 시사점 52

	제 3 절  연구의 한계 및 향후 연구 방향 53




