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2.1 MH|& EZ9] o]
2.1.1 Aul~ £29] /g
AHlA F8(Service Quality)ol et A= SHAU AACNA 24

AL gk I8y mEsty EEERt fEs EZyA

== AN
A AASFEA] Foka ok oA AMulags F3A, vwIEEAd, A

o 2

/g, Woldel BEAYe=r I AAYL B¥E¥cA] ERux] I ot #
539 iz nAoA AGEA =i, olwl H7F tido] HiE AH|A
Fdolzt /de uAe] Zhxrb gEgHE 3 FEjolr] wiZolth o]
2gh o] f & AH|A FHo| Wit Ao At ARAE Atolo] UXH
FolE A2 ZF A odTt uiE AREI glom, Fo] weh FAEo
g W ol wheh oA AolshA siAEL gtk djEHo=
7}1(Gavin, 1988)2 JEAY HIHHS HAEA I (Transcendent

Approach), AFEFTAHA HE(Product-Based Approach), AFEAEAHA
A (User—Based  Approach), AZXFHA  HZManufacturing—Based
Approach), 7FA5AA FH(Value-Based Approach)© 2 U0l AHAJSH
R0, Z=9A(Klous, 1985w AEFHAE eyt IAWEAA HIEo
2 AASIAE?) F4dol wie oeFet HITHS A7 {840 e
o, Aula Fd Ao Fa% AARE ZHRAA Qo SEA|RE, A~ F
Aol Ao 9ol AR A AHolZ s|za FF AulA ZHol A

oz AMET gor], HTo| FRWE Y

dol 7bg Qe 42y

= i

4) Crosby, P. B. (1979). Quality is Free. McGraw-Hill: 17.

5) Parasuraman, A., Zeithaml, V. A. and Berry, L. L., op.cit., pp.41-50.

6) Garvin, D. A. (1988). Managing Quality: The Strategic and competitive Edge. The Free Press: 39.

7) Klous, P. G. (1985). Quality Epiphenon: The Conceptual Understand in go Quality in Face-to-Face Service Encounter.
Managing Employee/Customer Interaction in Service Business. Eds. John A. Czepiel: etal. Lexington Books.

-7 -



Aga FAA HEe AE

H i %‘
oA 149 UZE(Needs)= SFA

TS 2T, 53] old Ao FE: ol

>
op
Y
ol
>,
2
o)
H
3
rE
o
i

kIHA
N I ol

(0]

:Oé

-

T

o

"

i)

ul

B/
A

)
32, N

2

>
I
[>
e rr
X

N
-

o -2
;
I

rol
N
N
i
£
19

o) O T R o I o

oF Y82 o2 Zrh 23 EARYPES ASE IHFA(Gronroos,
1984)= MM~ FAS "1 ZZFE AH|A9F Z|tigt AH|AS] H|W
37t Axetal Aosiglal, AulA F4L 1A I, Ve U)1eH &
g, omxet  Ze AESer hpyAle] oo RSl
SERVQUAL H&&  AQKer  whebpeiwt,  AolikgE, 12l H|e
(Parasuraman, Zeithaml and Berry, 1990)&= AH|A EAS “11749] 7]
e A2} ZZbE AB[Ao] zto]Tof s BrlEE AlDo=

Ak, SERVPERF 2&S Atet I=24U3} € Y2 (Cronin and Taylor,
1992)= AHA FEL2 "B AH|io] digt Zr|Holm HAAQ HiHE
omlst= HE"® JfE3lstal SAEolof DN TSI, 32kd #F

ARFS Aotst dEUl(Lethinen, 1991)2 AH|A Z=ZE& “AH|A7}

ra

X

8) S, (2010, "FEIEO] FGAH A FARIIRY Sl
p9.

9) Pittle, R. D.(1984). Product Quality: Who Decides It?. Producing: 30th Annual Conference of the American Council of
Consumer Interest. p.80.

10) Gronroos, C. (1984). A service quality model and its marketing implication. European Journal of Marketing, 18(4).

11) Zeithaml, V. A., Parasuraman, A. and Berry, L. L. (1990). Delivering Quality Service : Balancing Customer Perception
and Expectatio. The Free Press.

)

3
]r

A

=Y
N

deta ojstel, ShAeR R,

12) Cronin, J. J. and Taylor, S. A. (1992). Measuring service quality : A reexamination and extension. Journal of
Marketing, 56(2).
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AA ZA(Process Quality) T} AH]

4 ZA(Output Quality)?] 2
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=
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A
30,
o

2.2 e~ 4 B7F Y 3 2Y

Auls FE2 AE 243 29 A HAxz SASP] o] o

woll 9] IAE =45t AHlA FHE SAstal thld AfE|A9
#2e SAske 22 W S8sit ARls F2e @] Aside
=74 didol BEsiorstd, 54 didel wet 54 W, dlelHe] 243
23 ¥7h 5 YHEC] TS SHAT, AMH|A BrhE 9 AHEe ¥
He AAstkeE A2 4l Lol ofdn. AMHlAs 79, HZe], ARE, Ho]
of EAer #EPt 47 dfor ot fFEe dHE AAoA A
257 Wzl I AHXRE duteler|d mie o doluh. E, W7
Jol He Auls FHolgt Jido] FAAHolal WESHA| ¢fom, H7H
o] =He a7 Add Wt JHig AuHor ARt sle H%
olgle deoltt. olfF o= Aulx FE Pt wie 8% Eokdel
st AEls ZEe WUE Bie]l NdAHo =T AAEY Sle #
odRt 2okl Au|se] HE T FAIAYA B HRE AASHAE
Fotal Qe Aotk

13) Lehtinen, U. (1991). Two Approaches to Service Quality Dimensions. The Service Industries Journal, 11(7): 287-303.
14) ol A (2015). TAWzmHAE, . SHAAL pasT
15) Parasuraman, A., Zeithaml, V. A. and Berry, L. L., op.cit., pp.41-50.
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MulA FE SAOA HiEAo=z FREHY U= A
ol IJ:MZA(Gronroos, 1984)9] 221 ZAnYPy = pdol  mlalsr
ot zZpolrkE, 12]al W|2](PZB:  Parasuraman, Zeithaml and Berry,
1985)¢]  SERVQUAL =R olty. AMH|A FAol AN Ag7HA = 4
BHRos P gol 2851 Sle W2 SERVQUAL 239 534 =
7 me|doltt. shA|RE, 1990 FHF o]% SERVQUAL Hof tigt of
2] SAE9 H|EmH HEo] IWMEA(Gronroos)] 22pH Hygo] X
2 w1 gloew, 1 olxz HAELL &F|H(Rust and Oliver, 1994)9]
ol JHdxozwt AjtdH 389 R3PS H=EUCL A=d(Brady and
Cronin, 2001)e] AFstHA  FZoles 32Y FHARYol FHIH
SERVQUAL Hg& HEI 54 HE2 o2 gk A, AHs 4
= IA9 ARz} Z|HjAte]o] Fpol2 A SAcheE WHIOIDSRL 7Tl
Edx sjctd(Parasuraman, Zeithaml and Berry, 1988, 1991, 1994)
WA, Auls Z58e A SsiME AdE S8 dist AE £4
Eo] Z9AS TFslojor SHHN0E Zen WArel 13 (Carman,
1990 5 Tears, 1993)o] Qlth. AA, ZZtel AHAFHL A Aol
Zsl7 ke dhy Eoix gk AtjEom oksly ulAslnz AH|A
42 SAste Hle Ayuteg FAstolop fithzil He Avsd &
A (Cronin and Taylor, 1992)o] St} o|FofA Es] 7|tiet Adxt 7Ho
ZtolE SAste] IAe AHlA FHol#tal fASt=Y ofYW ZIHiE Al
eletal Aiuts AH|A FAR HI-Uo T 7Rz AgEbE Asirh =40
lojgtt, SERVQUAL Z&e 7|tiet Aele] ztols AR ot 7#
(Gap)ell 7I¥r= & S8UHE& ARE29stal, SERVPERF 22 7HiE

16) Parasuraman, A., Zeithaml, V. A. and Berry, L. L. (1988). SERVQUAL: A Multi-Item Scale for Measuring Consumer
Perception of Service Quality. Journal of Retailingg, 64(1): 14-40.

17) Zeithaml, V. A., Parasuraman, A. and Berry, L. L., op.cit.

18) Parasuraman, A., Zeithaml, V. A. and Berry, L. L. (1991). Refinement and reassessment of the SERVQUAL scale.
Journal of Retailing, 67(4), 420-450.

19) Carman, J. M. (1990). Consumer perceptions of service quality: An assessment of the SERVQUAL dimension. Journal
of Retailing, 66(1).

20) Teas, R. K. (1993). Expectation, Performance and Consumer’s Perceptions of Quality. Journal of Marketing,
57(October): 18-34.

21) Cronin, J. J. and Taylor, S. A., op.cit.

22) Parasuraman, A., Zeithaml, V. A. and Berry, L. L., op.cit., pp.14-40.
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SAotA] gFar Au|A Arwks SAstal Qlek ofz] AFAEol osiA
Ely H A 48 g7 29 Sl =ul-9] stasol 71 wol A+l
ALt 9l SERVQUAL R SERVPERF Hgo|tj23)24), dA] thof
g HofollA EREY Qe oS MRS FE 54 2P ol &
3l
=

S JWMZEA(Gronroos)?] 22k =2 Rdy SERVQUAL R3o] EY

2.2.1 Gronroos?] 221 =413

Expected Quality Fereved Service Quallly. | s ianiess Quatity
11
Image
* Marketing
Communication T
* Image | l
* Word—of—Mouth Technical Quality Functional Quality
* Customer Needs
“What?” “How?”

% 3 Gronroos?] 2249 FHRFY
2 - Gronroos, C. (1984). A service quality model and its marketing implication. European Journal of
Marketing, 18(4).
Ado] sk M EA(Gronroos, 1984, 1988)= AH|A EAS A
FAT WPEFHR FAE] Utk Aojstyict. AaEde
AoA F(What)= ®t=tbe] sigste 714 &2, HFF
Aol AFARRE AHAE oEA(How) AlFEet=tfe] sfidst

=
7154 Fdolth. AR~ (Gronroos)®] 22HH FAEARYPS 1990ddl 5

flo o o

23) A8, Q008). WOl EI AHPE ol &% MM AEAZA, . FYIvta TakY, A,
24) ¥4 E, AAEE, p23.

25) ol A, AAIA, p4se.
26) Gronroos, C. (1984). A service quality model and its marketing implication. European Journal of Marketing, 18(4).
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Hb o]% SERVQUAL Eo] diet Ha geo] Axw 7] AL

1 ol IAMFA(Gronroos)? EFS WA 3apd FZ Yol JrE
At

=

k]

2.2.2 SERVQUAL 23§

SERVQUAL R vodm AL Au|A F4 Brb YHos AH|A
A= H

-
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el WA AgED 9 GEHA Y wpgeldt 19859 wetset
W, AolAbs, Jelm

|2](PZB: Parasuraman, Zeithaml and Berry)el]l <]
o Aoz /fEEgler @2 FES w2 ohE oy gxtsd o5 &
At AZHD dwE  wekth  sw,  1Se 10889 449

SERVQUALE AAetH TE9 MulA Tyt LS ZysHA st

Tradition

‘ Needs

‘ Experience ‘
I I
v
Expected Service
Tangibles
Reliability T Perceived
Responsiveness GAP Service
Assurance l/ S
Empathy Perceived Service

1% 4 SERVQUAL =3
L& : Zeithaml, V. A., Parasuraman, A. and Berry,L. L. (1990). Delivering Quality Service

: Balancing
Customer Perception and Expectatio. The Free Press: 23.

PZB9] SERVQUAL HE& L& AH|A

AL

o ARHGap)E B, AZE A W e
o2 Aulz EFE WsHs Wl o 7

27) Parasuraman, A., Zeithaml, V. A. and Berry, L. L., op.cit., pp.41-50.

- 12 -



(Aule 52 = 22" ML - Z]dE Afes]

ol
=

>
)
EL
N,
ol
rE
lo
ol

SERVQUAL®] AfH gl “—-sfopt <t

5
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g BrrTh®
%%7] SERVQUALY] 4% % SERVQUALY] g
107H4] 2441 (1985) 5714 29 (1988) °
%/ (Tangibles) 84 (Tangibles) EE4 A, A, 9 R
op& et MUl 28 WS 4 Qo
2184 (Reliabilit A A (Reliabilit i
% (Reaily) @ (Relibiliy) AgA o 59
IS Fa AL MH|AE
KeR=iys| 1 KeR=yQ] R 3
o578 (Responsiveness) o %73 (Responsiveness) Azsee g

59 (Competence)

of| A (Courtesy)

M-85 (Credibility) A4 (Assurance)

OFHA (Security)

AFUA ] A (Communication)

H7HsA (Access)

. B|A7E AN A Ak HEA
] o] &4 (Empathy) Wl 74

(Understanding the Customer)

¥ 1 SERVQUALS] Aux~ £4 A4 g0l
Zt& : Parasuraman, A., Zeithaml, V. A. and Berry,L. L. (1988). SERVQUAL: A Multi-tem Scale for

Measuring Consumer Perception of Service Quality. Journal of Retailing: 64.

28) Zeithaml, V. A., Parasuraman, A. and Berry,L. L., op.cit.
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Sdh) E Az PTE qEde Aux B 53 PEom

Ry S 9%t ket AlEel dTE sk 9l
of. J24b SERVQUAL 232 ofz] sttse] osf 2 7k2] EAH-e] A
Awlo] gk AR, J|dpEo] digh ¥rb o] HE 1A 4= 2
ofo] EAolty. Azt HETES o]gste] AH|A EAS ZHste Aol 7]
et zZ+e] zpolg o]8st A EHrtp Fujo=E © F dgESdittE Ao

A0t oy =4, Aol sidn o] BAlolthh, % AulA A

QoA oAl Al gt wAe g ZAsty 9y el AA
2 3450 A ATEL 9 JIgolt Arge] Ashe Au|ssl
LoEsel madge o Jd gl g49 4 ks BAHS ML
ox, MEA  muagel W@ wimel Baglel A&EYch A,
SERVQUAL®] #A12el 29l 7ltet A7) Aol d4g olgate] A
M BAS ZALE A AL e AdR BgAe BY 4 9
ch2E Aolth Aula B 42 ZHsHe del glo] A A4 W
Me olgskn qid, ofW AHAZt ABE Fo wAY e s
L oe 3 e wee ABAL 4 ks A AL Qo] A
A gEAel BAZE MARTReE Aol o2 sidshy] $1% tiete
2 AzE Angos Aux I Adstshy zAstser gtpos

29) Francess, P. A. (1991). Responsive Service Firm: Structural Equation Analysis of Organizational Dimensione of Service
Qualty, Ph. D. Dissertation of Cornell University. pp.8-9.

30) Cronin, J. J. and Taylor, S. A., op.cit.

31) Teas, R. K. (1993)., op.cit.

32) Cronin, J. J. and Taylor, S. A., op.cit.

33) Peter, J. P., Churchill, G. A. and Brown, T. J. (1993). Caution in the use of difference score in consumer research.
Journal of Consumer Research, 19(4): 653-662.

34) Johnston, R. (1995). The Determinants of Service Quality: Satisfiers and Dissatisfiers. International Journal of Service
Industry Management, 6(5): 53-71.

35) Cronin, J. J. and Taylor, S. A., op.cit.
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A4=o] gk, A=dy HYH(Cronin ¢ and  Taylor, 199
SERVQUAL HEE FAst= 571 AFdat 22719 52 Hdsital
2Tk, ZIgiviEe] it Rody @Al 54 ojggor iy
Wrkst= Zlol wbEAlstal FHstH 24TE S54Sh= SERVPERF
= AAPDSEY . SERVPERF Ry SERVQUAL 2o Z4t=at

AsHAE, ZldiiEE A8shAl @l AR AR|AtE SAshE HelA
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-
2

o

ST = )
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)
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off ofh e L orr

¢

k2

O

AL AH| Ao thgt AZ+, = AT} (Performance)

__\%L_
o} o] zhuhet SAE7|R o kgt 2

36) Teas, R. K., op.cit. pp.18-34.
37) Cronin, J. J. and Taylor, S. A., op.cit. pp.55-68.
38) ibid.
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Za0sty 324U HA2(Cronin and Taylor)o] F4& S5 =

stk
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z 8 Dl

RIS MHlA B3
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Z}&E. ¢ Cronin, J. J. and Taylor, S. A. (1992). Measuring service quality : A reexamination and extension.
Journal of Marketing, 56(2).
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39) Cronin, J. J. and Taylor, S. A., op.cit. pp.55-68.
40) Kettinger, W. J. and Choong, C. L. (1997). Pragmatic perspectives on the measure men to information systems service

quality. MIS quarterly, 21(5): 737-766.
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2.2.4 Evaluating Performance 2@} Normed Quality 23

1993 B~ (Teas)= SERVQUALS] ZldiaEe ¥4 ZdaEAHs
sfobt & F)olw, ol= AW olFAH HEF(deal standard)= HERH
o F=Asklnt. HA(Teas)ol 2R, SERVQUAL R a7t 7]
e z2ystd AHA FE $F2 OE FdEHE Aoz Ajtd AL o
A el R (classical ideal point attitudinal model)el] Footz] ko
W, oA #EES AW 7Hed oo r Ao AL 1uAHA oFH &

derA Mdd Al v AAEJH. E SERVQUALS] 7|H]
P
T

Sze zAA Qo] BAR W@NHoR e e x0T
qlov], ®ho| AYe 17 mwEHoR HeH % ool BAH A
A57]5 sl delsle] SERVQUALS] ot madoza mrbd 24

(Evaluated Performance) 2@ FH2 EZNormed Quality) 2dS A
et &Sk

225 3349 AR / Auls 2 JATZE 1Y

HAEQ 28 (Rust & Oliver, 1994)%= I1#1ZA(Gronroos)7F Aot
oF 274 FEEY| MM~ 2ol JidE FUKEl 3atd BE RES
Aottt #HAESH W (Rust & Oliver)= AH|A EZO] 4214
e AERE, AG9E4d, dHEFEE PAAEIHY TG AEEE

z

2 OHZA(Gronroos)?] RFoA Hohe AipEHom,

AgFde
AEAT FARE Vel SFFEEE AHlA dEo HiFS ov|sty
7 Sof Al B TN AR BAHT G Ahelolchso
41) Teas, R. K., op.cit. pp.18-34.
42) ibid.
43) ibid.

44) Carman, J. M., op.cit.

45) Rust, R. T. and Oliver, R. L. (1994). Service quality; New directions in theory and practice. Thousand Oaks,
California, SAGE Publication.

46) ©ol+Al, HAA, pp.461-462.
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‘ Service Environment ‘

Ru;;gdogér‘.’i ‘ Service Product ‘ ‘ Service Delivery ‘ ‘ Service Environment ‘

Brady & Cronin2]

3%t oy ‘ Outcome Quality ‘ ‘ Interaction Quality ‘ ‘ F'hysicafI;uEarri\tfironment
Chase & Stewart
aT's B3 ‘ Task ‘ ‘ Treatment ‘ ‘ Tangibles ‘
a6 244 FARYEN 33 FHEEF Y
AR ATA AT
2001¥ofl= MEgHoznt Aord 399 Ry BEguet I24(Brady

and Cronin)o] AFsIHA 3atelow FAH AulA 4 A+ 2y
o] /W= 7+ Apde AyEd, deeEd, =94
olstglom, 3709 e Zt7t 3709 SheRtEe=® o]fojA Sle 2%
(two layer)ZH Rgog FLASIHTHA?) |al s AEFE A
Hupea, Mg 5 4709 AHlA dFS o= olftt Aua F4

o SATZE SIstgrte

47) Brady, M. K. and Cronin, J. J. Jr. (2001). Some New Thoughts on Conceptualizing Perceived Service Quality : A
Hierarchical Approach. Journal of Marketing, 65: 34-49.

48) Brady, M. K., Cronin, J. J. Jr. and Brand, R. R. (2002). Performance-Only Measurement of Service Quality: A
Replication and Extension. Journal of Business Research, 55(1): 17-31.

- 18 -



Service Quality

QPR i 1 P

Outcome Quality Interaction Quality Physical Environment Quality
Waiting . . 2 : Ambient : Social
Jiiie Tangibles || Valence Attitucie Behavior || Expertise Coriditions Design Factor

717 7 Rust & Oliver?] 3349 F4EY - Ao~ F4 A+xE 29

2} : Brady, M. K. and Cronin, J. J. Jr. (2001). Some New Thoughts on Conceptualizing Perceived Service
Quality : A Hierarchical Approach. Journal of Marketing, 65: 41.

FA AME BPSE A4 Tk Hopld BeHT A ¥
24 24 RYSot. oS RYS Tt B FEAT Ao|Ho| =7
shu HRI SoSo] EAe) gk o] WEe] AdE Auwa Bhe 23
Foll glo] ol ZHETE AMRelok shrto] ts] AAet ARASL
zZoglol ZASeln e Folth B ATOME Auls hAel pHdelA
AEls B2 BAE @ Qo] ze] AHs 22 2gude ddz @
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o] olel @z} sdct
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2.3 AH|A gargl #H Aula 4 gt

1

g

A *aﬂ%—“i Muls F2 BV E9E0 U =9€ EdizZ AH|~ o
il =2 W7HE el Qo] 71EY Muls FE SAY
= Zl‘ﬂi g8st71oll dAIFel ferh AHlE g M E o
Al oA FIsfob Sh=rtell s dobEiA Skl
. OlE Hsh AMula gARle] AEd £ dis) olsiE EdlE AHlA
ozl el Muls F42 olget AME|a F2 BIEE 9t AARE =
=35t

=

O | E 24
4z
g
2,
E
)
filo

2.3.1 A2 Garele] g

2 AHAE RISk %}%8 oA olu B w2oke] F9e= o
AR, A~ qz}ow] = 8ol A9, U}ﬁ'ﬂ‘ﬂ FAANA ARIAE
Ad, AAsl= 5 (Activity of Designing Service) 02 A OJE|o]  AJH]|
A FHE 941:]3}— Mu]A - AAO]Z(Servicescape) W ZHE A AJH]
A Q42 odAFstE ‘B¥A  ZA(Physical Evidence)'$} H|ZRF oJmE

AF7HA 20lal it o] goje AdeelM AMuie] 794 =4e =
L

AHlz OAle Besl Aol Aula taele] S wsler
gy, el AssiA SgEn oY ige] geld AEe Zojurlw
clete Al A Aulz dade 1 sed ami ole 43
o] mulste] St Aolw gAT, J19e A a7o] we ge A

49) 49, o194, A7, 2008). AH|A TRl AHE dot, . okaEtg A pp.5-12.
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2 4AHE(G. L. Shostack) ©]F, 19914d FEFA|tjAelst (Koln
International School of Design KISD)9] w|std ofdaz= w4 (Prof.
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e Z1doll ofslf oheFstAl FojE i Qi

= AB7IS0] 1 AEe 24 AYdrie Aesiw otk AHA dx
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-
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mjE ol AuAs ghes Ao 3k RE Aotk AujarAele 17
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F= gaAd | Aoz Mula tAelUES HAEIEGD FETh AH]a ol d
heE A QT A 15E, FA 99& Adsin A4

9 (UK DESIGN A=Y EeS Fu) mAo] HH|AE o
COUNCIL) | % 4= e 7dstr] slsl

4 $ 5 gle B0e DAADY A vk Foan
* o el 9Y & qde E, WolE, FUE H1, BASE BE
=2 B2y

Az DAAE 7Y A 23 B AL Ak dFee
e | MEE Eobelth E SN AuaE Aol Bk A 5
e | SF A AR R ZEAA A A web ks o
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ARE 2l ZeAls AAely § Ti Rojel Wula 7l sl

2257

A4 CID

t]olote]
(DML, Design | AH]2 TAQ1S A7He] Adfe] uwpe} ofe] HF A& Tl AEE
Management | Al AETEE A t]AQlelrtsy)

Institute)

50) A1H] 2T 21| E] A(SDN), http:ffwww.service-design-network.org
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ABSTRACT

Impacts on the Service Quality Experience by Past Similar

Service Experience

Ju, You—Jung

Major in Animation & Product Design
Dept. of Media Design

The Graduate School

Hansung University

Various attempts for service evaluation, management and innovation
and efforts for improvement are being implemented since service
innovation and customers experience appear as strategic issues of
corporations according to changes of industrial paradigm. Despite
these requirements of the time and industrial demands, sadly,
researches on service quality of design field are very limited
unfortunately. This thesis intends to suggest customers experience
based service experience quality model in consideration of customers’
needs and value which are not reflected on service quality in business
marketing. Therefore, among factors providing impacts on recognition
of service quality by customers, we have established hypothesis by
focusing on the past experiences of customers by considering the fact
that  expectation level of appropriate services formulated by

customers ~ experiences provides priority impacts. To reiterate, it is
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the purpose to verify actually ‘what impacts are provided by the past
service experiences on similar service quality experiences.” For
proving this relationship, we have implemented test investigations
with the object of emergency road service of cars by insurance
companies by selecting actual customers as the insured. As
independent variables, we have set positive service experience and
negative  service experience and no experience of the past.
Subsequently, we have selected the insured of 15 people with
positive experience, 15 people with negative experience and 15 people
with no experiences of the past within recent one year among female
customers with current automobile insurances. As dependent variables,
we have set expectation level of quality of service to be provided,
recognition level of provided service quality and satisfaction of
customers. For measurement of dependent variables, we have utilized
measurement frame of SERVQUAL model of PZB. We have selected a
total of 14 items by cross analysis process of impulse element the
insured will clearly experience through impulses among 22 evaluation
items of SERVQUAL model. Based on this, we have composed a total
of 42 questionnaires in a method measuring expectation evaluation,
recognition evaluation and satisfaction per item and have measured in
a score scale of 7 points. Results induced by the test are as follows.
Past service experience of customers provides impacts on expectation
level of service to be provided, recognition level of provided service
quality and satisfaction. In addition, it was found out that expectation,
recognition and satisfaction have mutual operation effects in different
patterns according to past experience. This thesis has verified
empirically impacts provided on service quality experience elements
including customers’ satisfaction of the past service experiences.
Results of this study include implication that evaluation of service

quality cannot manage customers experience only in cognitive service
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quality or processes measuring only customers’ satisfaction and we
need review on all cognitive, evaluative and psychological processes
formulating customers’ satisfaction. To reiterate, evaluation method
measuring only existing service quality has advantage in an aspect of
standardization and efficiency but it is a result supporting that it is
not appropriate as an evaluation method of design viewpoint focusing
on needs and experiences of customers. Standardization of quality of
service design is important but it is more important to provide better
values and service experiences to customers. There is meaningfulness
of empirical results in this thesis as the study has verified importance
of researches on quality evaluation method of service design
viewpoint based on customers experiences which are not treated in

existing service quality theory.

KEYWORD @ Service Design, Experience Evaluation, Experience
Quality, Expectation, Perceived Quality, Service Quality Experience,

Satisfaction
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