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2. AHl& 4

19709 W) A gdel Fo A AAdelglon), 19804t ol Fel= EA
Aol A& PAAE SFAL Aol Qdoin Fde Aus Al
N oG WA tgel Hxm Qv ol Fael Aulx Al AE
st o)l AAus) wRelvhel FA, 1999). Tevk Aulz EFAe A
AR BRI Qo) AF AHEEE golgelE ek, vz v
9o AT % peld oAARS ok s Aol o} JHd Holv
WAAA gtk webd B Ao mA FAe AP A B F A
vz EAD HotE FARTE Be) wHRDA B

23l ) ulrookfs& ojm 2 A}%Qﬂ gigtt] 7% St 9l meEk Mujs F4

of th3sk Bl 2to]l7b YEbaL gtk Garvin(1983)&

-‘ﬂﬂﬂ Ji= MHlA FE0 ide AdH oy, AReA A A
]

Am FR FAA ATRY, AR FAH PP, 713

® A3¥32 %Y (transcendent approach)

o] HWold FHL ANE EALE ofd EfHQ #39 AAzA
Bzl $Y9A4S gusiy, AEES HEE =S Eaa EFFS 94
shAl "oha 2o &, o] B FHLE AHESA AHoE UE =
il AEE FElAT & e B4 Erres Jidelt

@ A&A FHA AW (user-based approach)

o] & FHE BYsA AT & e ¥R 1FsuA F49
zkoli= AH| 9] YgEoly £ Apolo A 7lgta Erh o] #HE
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AZE FHLE avAbe] oz AHoysy] wiEo] Auja FAL AT
A FdolgtrlHn A7y Fdolgt & 4 vk AZE AH]As FHo|d
E4 Aujze gk Ar]Aoln AA A HIME on]et= =4
sx a1 S Eojof e, Auja FHLE LA wFe] dygeclelgtu &
T AUtk

AR AR~ FRe GE AuaE 1 F48 4T T Ade 73
A @Azt Al EASHA etk o] Aol o] Aujs FH9
FEAA GAE Anla AT B A2 FHou AF Q4] AT
v, ol Aul2=9 uf3 50 FFEA, v, oldA, AEA T
MAA FA Frph ol wEASGE G Auls F4] HJUHE ofF
A sk 71dg e o] & Qle) Auls FALS AFAF] FHARTE FE
FHA] F4 i, =, &uAbel o&) A ZkE AHl 2 FA (perceived

a

service quality)®] eln 2 A o HtH(Gronroos,1984; Parasuraman, Zeithaml
& Berry, 1988, 1991).

AMulz Fdo gk shapd A s A¥Ed ohgd 2k

Zeithaml(1988)2 A Ztel An]2~ F49] VS Au|= dAAD ¢4
of gk Anjxte] Hrte AofstuA, A8 Mu| 2o JAS v ol
TSR AA, AMul= F4E AR we AAFQ e a2y =
A, A2 SRR 2] FAA ] SAolgb Rk w- FAAA i
ofaL, AA, Bjf=el FAFE Vi (B B9 g FE)OoEA ANkl Pt
o] Jidolw, UlAl, Aujzke] =Zojut A WelA A= Brhet sk
t}. Olshavsky(1985) = #2S o8 WA glZ= fFASE /ldoz 3 A
H 2 Frol gk ARkl Brhe] Jef2 H kil Holbrook(1985)% # 2
of oW el g A HwkHd JiAAGow A83hs AR
Parasuraman, Weithaml¥} Berry(1988)= 393 =ddd WH (Focus
Group Interview, FGDZA Y& S3ll Av]x= Fdo] 574 AH]x=eo] HubA
gdgdoly e AF 4nake] wdow Ayz FHdeE vE HE
o g et Aol Wi, AuA A AzkE AnH| = A
7b AlEalof dvbar Azbsl= 4kl Zldiel 1L JAIE AlE ks AR~
el gk A ztake] vluw geojed & vpa FAsAH o] Fok &

)



Sge] AHz Edel UE ATE Bal AWAELES BEe FAE )
dolw, aARkSy #Ade ey & Adolstn FEIHG. (eg,
Parasuraman, Zeithaml & Berry, 19851988;Cronin &  Taylor,
1992;0liver,1993). o]Zoll A v Fd 9 Auj= FZdo] gk A5 vt

o thgn ge Anz Fde AYd 54 BT 5 gk

0 %
o Aoy AAF Muja G5e O AATE Al AFHQA o a1
Mol oet Frlrt 7bg FQ257] Wil olgd Hoe YA Ao
FHH o] R T ATNAME ALKHom AAHZ Felt
(Parasuraman, Zeithaml & Berry, 1988).

@ Hul= FAE HES $AHF Aol

@ AHlE FZL Au|29 AIJ{ET ofYg AH|AVL AFTHE HF
oA B Bkl

AME) 2 FEL A A2 AEERE ofy e} Au| AT AlEE e 3
7hAl e H = Jfd o]t} Parasuraman, Zeithaml™ Berry(1988)&= A H] 2~
wAolg 7ol o] mlalo|w, Mu]x FE o] HIyh= AdHERt ofyz}
AMul = Alg RG] FIrel A ol Foj A=, 538 AMnl= Al Apet Az
o Fz Aol A 7l oA FaAEofoF gt FT

Gronroos(1984)el el Mu|x~ FHL 7|&4 43 754 FZ29
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grolm AMulz Alg@dFol dolME FATF 53] Fadtta &tk o7
A 7led FAolE, AHATE Bl A4S AT B omA WS
Asdts &5 2 AAE 2uATE AuaR gosteE Ao, O &
Frrel wheb A BRI o JUME &

b AgA aRE 2L AVt #E Ao a
AAZE okt AlEe] WS AuAE Aulzg gketats A foltho]#

H.1994).
2) Mul= 4o 54 23
AgtE IS W aEA

(quality)& #est7] ffste] o2 7Hx F@ =4 @M E o] &3k L2

=
Aulsg TARe W@ oY FPA FAE Aus A4 BYAQ 5

o, mE, < 3 2 ,

Ak mule] MEGY e ARAA Ao Frpt gold 3o Asie

9o Aulz o) PoE ol @Al Wk ol @ AfE Az AL
o Z

o A
AtH o w ARAQL Hol ofyet FHAQl Ho] JHFH o RA, An[Ae] 9
2~ A(perceived service quality)o]dl+= oulzE AHoJHt}
(Gronroos 1984;Parasuraman, Zeithaml and 1988, 1991; Carman 1990).
ZFo] 2~ & (Zeithaml 1988)& A ztxl Auv]2A 7fdL An]|2e] AA A 9
F-/goll Wigh Amniake] Hrbelar Agee A, A zbe A uH| 29

3&7}]], }\13 2 Ao AFd = 2 ﬂ;@o] ;c]l,]ﬂ— 1;]_

CRPSERES EREES R FICES

it
2
>
=
[>
i
rlo
>
=
>, _I
o\
i

T FEAR TR o th

AR, Mul e A2 Bl =(Attitude) 9F FrARSE JHE (e Bl =] 7 A E)
o 2 A HubA <l H7Hglobal assessment)2] 7Hyd o]t}

A, ez~ AL AnjRbe] 7] A E(evoked set)Wl ol A d &l A= 3 7}o]
t}.
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_

of ¢} o] AztH AMujx Ao g FAAQA A4S Wi Slo] st
= gl Aulx de) ds Aostaat st o

S AFH 2~ 7] (Olshavsky 1985)+= Z(quality)S o2 oA ej=<} {AS
Moz Azbeto], Aujzo] digk ARkl Frke] Fez Bk, &5
Z(Holbrook 1985)%= o] Auixocw diidel ot Azl 7hx ot
(global value judgement)o @ Z+-g3tS AJALSFITE. defeint, po] Ak
3} 2] (Parasuraman, Zeithaml and Berry 1985)%= 150°] 33t 4w $j3h
¥4 JA WA (focus group interview)Zd ¥ AMu]~o] A& ElE=o} FAFS
Moz ARkl Frteks e AA S, Av Ak Al A ZbE A E 2~
A7F AgsfoF ghvkar Azhste AHARe] 7ol oL JAIZE AlE g A H|
datell gk A zkake] wlato A A welar vk I o] F o B
Ml dE ATets AbEo] o Anlx= Ao Ade et f

Ao ® w3t yreo] glov what FdshA] S Au|zet dEd
WAl gr7t= A Agojy i th(Bolton and Drew 1991; Bitner 1990;
Cronin and Taylor 1992; Oliver 1993; Patterson and Johnson 1993;
Parasuraman, Zeithaml and Berry 1985,1988).

MUl FAe] SAHLS AR2e FAYs 2y BEEECIY TS 2
= ARA HIol| og SAo] oy r] wEel, AnAe Azs AT
24 7hssttt olgt AMRjA FEe] FARES SERVQUAL olghar &
=3

Parasuraman, Zeithaml¥} Berry(1988)7} #|A] 3 SERVQUALRE. &2 A H]
2 FAS v 71 e Aol dig A Zzke] Aol2 Aojstar =T,

rir
g
a8
o

H

g
o
o

l“lob“EEEF
> &

rsﬂ

2

n{u

o= AH|2 FH Ui AVRSZES HUbehes VdESA Y ud g fF
ARk 7 o] o
Au) 2 FAS =AH3s7] ¢ Parasuraman, Zeithaml®} Berry+ 198549

AFANA S, AGIE A, A, FG] 47hA A2 FF AF
27 A9 WHEGDS B3, 2ot AF W An o) §3
| BRFoE WEe JFoE AUz FAS BETE A

wde 244e

s
X

als
il

=
)

ol
o

I
o
=
Q

Ea

e
o

=3
o, Auls Aelel ) mAHoR 488 5 Qe A

< 2-9>me Al o] 107h4 9] WEE A S

_
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rr

oJFo] ANT 1074 A4 25 AdHoR FHAE o] 9
EoRAe AUAR, AUz FA9 A9 8U95S AxE FAY
al

ot ol 1 7FA7F g

ul

)
rr
ol

<GE2-9> AMuj= FEe] A4A a8l

A el

(T2 He

374 AMu o] E7A Al 2A - EEA A, A9 &1,

(tangibles) AR 2 A F AMREE = 52 X9

A=A FA7L fEHE Mu=E At s 58 - A

(reliability) ol B4, 7159 A, o8d AZE ol Anx 3

S A IS 5 FAAR] AR AE Al e AR oA

e i Al ze] A4 - A a7 A5 S,

(responsiveness) Naw Aqu] s A2

oo MUl & Fsted Zod 7ed AN Af - A

(competence) A% AFehe FAAY 9Ad ALY Tl A, =
2e] ALY

A=A AMu| 2o gk 5 goldH A heAd - ALY dH

(accessability) AlZE, AE]Zs A ] 4A] Aol

o 9] (courtesy) aA AR FEshE FAREY JEA, AT, A A2

SRS aAe] o]afed = Qe AoE AHE ATsh= A -

(communication) AH|Z ZFAW AB]2 v Gl ik Aw, AnH|AHe] 3154 2

IRl AMul 2 Al A, AR - AAE, dAY B4, 2

(credibility) A A5 HAFshe FARAESY b4 5o A8 E 2A

) ael Adel mE A E Y sla - FYHRAR),
oA A (security) A
O O

cARlzek B vE R

el 715 A
(understanding/ 19 Q& F-Z o]3) 3l
knowing the ol A, vFuel ol

client)

22) Parasuraman, A., Zeithaml, V.A., and Berry, L.L.(1985). A ConceptualModel of service
Quality and Its Implication for Future Research. Journal of Marketing, 49(Fall), p. 47.
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v} 1 trs F3= Q9 E A (the principle-axis factoring procedure)S 3 8}

of T/ o] 347 FEoF FAag & ThA] 23} REZALE AAEHe] F

FHoE 54 AAFIAY, WA, WA, FA4, FgHee 24 I
oz AR o ¥ HAwg Awstum o]F SERVQUALelZ %Ws3
o ol mE Aulz Fdo HFH FHE 4 2P (gap mode)E o &
shel ool 7] wiel zulAte] AvlE ZAshe 22/ FET ANz A
}E Yot 2] $BS Fael F 4 FRoE FHUY

SERVQUAL=S A5t 571 23 7 2 82 <3E 2-10>23)9}
2ol g okym o]#)s SERVQUALY 59 % #2414 (Assurance) ¥} 74
A ] (Empathy) A2 #4249 2AQQ 5 TE 2&st=d, g414

e g, o, WenY, HAA, ANEE, 4 el 12 2 ol

23) Parasuraman, A., Zeithaml, V.A., and Berry, L.L.(1988). SERVQUAL : A Multiple-Item
Scale for Measuring Consumer Perception of Service Quality. Journal of Retailing, 64(1),
p.24
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3% 2-10> SERVQUAL® A=+

T3 -8 AFA ] g
34
AA o] 9 Al F Adu], FARRLY] &5 g 1~4
(Tangibles)
A=A AA 7} k&g Au|~E o] WS -
B} _ B 5~9
(Reliability) 9L, Asi Fae & Y= 59 o
HkS A UG FAL AES MR 2E At 45 10-13
(Responsiveness) <A
g TAALY] A A3} ", Ao} SAS Y g2 14-17
(Assurance) g 7 e TARY] Y
A4 wH A7} AN A AFsk= HE A w2} 32 1892
(Empathy) 4

1988 A7 ol & SERVQUALLS =& A xe gdds Ad Zus
0 g= HEes, zuge] Aquzd B sk Aze] oj@ ol ES
o Wi ohe Avls FREL wISn PPN F YE FER =T

N

b 5 doe A st Az 42 AT sEd s gol

AaH o33, SERVQUAL & Zof digh A=} gldize] H7l7p o] Fof
At} o]gldt At ZoA SERVQUALLS HTo AlZxel gz EA

N

7 Aol AAEHA=H, AA= Anls FES TS Ade 2AlE B
8] 227} Parasuraman Zeithaml¥} Berry(1988)7} #|etst 5o =2
d¥= Aol ofyzt AMnB|xe] FEd wE T2
(Carman, 1990;Finn & Lamb, 1991), E4l= AMu|x= F2o] 7z} A 3K
A AREEkE S 7F sl ARl o] el gl A Hojof k= Ao
t}.(Carman, 1990).

AF}H o5 Parasuraman, Zeithaml ¥ Berry(1991)&=  7]&9]
SERVQUAL 9] TARS  HY5Y <E O 2-11>20¢9F e A

r

24) Parasuraman, A., Zeithaml, V.A., and Berry(1991). Refinement and Reassessment of the
SERVQUAL scale. Journal of Retailing, 67(4),p.446-447.
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SERVQUAL(refined SERVQUAL)S A|¢tstith.
= o]5L2 SERVQUALe]l XYZix HAAWE zb3a glojofrt diho}
(They should have up-to—date equipment)’ ¢} 2o 12 7}x| 2l Au|R}

of A dE A4 Aol 74 Ao Hat Vldghe] 6.227F 4 A

T ETE AMETORA, Au[REC] §
T AR 2E AFshe IAEFEH FAES 7 At 2HES FaL
g g5 E4E BT FASYGT =3 7]E SERVQUALCA 4o
= | 2% gAoRE AEd A FgEo vl & %
ToAtE YERlA, 1 A ] owm] mgk WEA ol AR )

S 29T 87t duE FAES AY7ld BRE FAAT] FEES
o] 2 mptglth o|9} 7ro] 7]& SERVQUALY 44 2 1
AAE M SERVQUALS AH| =5 Algsts dAe] Au2=Fds no

P4 A s

s
iy
o rfol

(

il

<3 2-11> Parasuraman, Zeithaml & Berry9 71 SERVQUALZAH =;7]t)g+&

Al o u1g
QL $5@ Qe AuAow not Uz 2%
Q2 3 9e Aol $4a QAo AAe A2A
o (Tanbey @3 SF 1 B Gl $50 99 A9
S R DS
se] Aulzo} pAg ARe AZFHow v
o 9.
Q5 @ QAL A A7l QTAYE ops
Q6 ST, weA A2 Aotk S4e QA
ol Q7 sAGlA BAA AAL W, BAE wolw )
Q8 Ad = AolT. S4e QAL Age] Ll
(Reliability) Q0 AWAE oaE Aol 4w QA obEd
Aol Aulss AT Aol Saa A
QAro=e AselA fAT Aol

|
~
|
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(what)& A Zl=7b"8 2@eh ol zle Aules mgke] AmA, A
29 ¥ doln, Aux A 7EH AFELS AH|xo &
Mg o

T4 At dA = el Ve FEL “AH AT
(how) A Ztst=7F e “ARRAe] 7[w4 F4& o974 d=71E 9
sl Au]2~ E3 A A I (expressive performance)$t Xt 7Ry o]t}
o) AL Au| A} AH] 2 A FAZY] AL BHEEE AdozA 1
7 Ay JEFse A9 He 2 gy, 14 AFHA =24/71E4 A

4
0, A%A nAgH 5, gAY WA 59 FHLAE TFsm 9

A% Azkd A
S R
APR) 9 A

o SN JFe we &

D
3
5
3
@)
7
rl
N,
R
)
~
=
P>
Lo
R
o N
)
2
R
P>
Lo
o
_>|4_‘
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i
>.1
i)
o
o
h
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o|F PZBU988)E ZH| Aol Al AZke Az EA 2 ATt AR
slok ehi= Aol v AuArel Aztwh Auls Aol Asel giE 2l
o wmARE sebstgtl, Az FAL aw

A2t

A o] W AR"R fASEAM AHs Fde 294 AHuds F
4
[e)

a Adrgstal o olsX ZItHEl AMulseh AA|l AzbE Mujs Al A
AA Ml FAo Fx2E5 AHla F89 24eld dFacls AdEl
of <9 2-11>2003 22 Mu]x Fdo 4 el BEs AASh

26) A.Parasuraman, V. A Zeithaml & L. L. Berry, "SERVQUAL: A Multi-Item
Scale for Measuring Consumer Perceptions of Service Quality", Journal of
Retailing, Vol. 64, 1988, pp. 12-40.
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<29 2-11> PZB9] Mu]& F2 AAHQ9 ¥y

A z9] 2 7 A AA &7 379 3
273 2 | | |

|

d ZIE A2

do

Al
A —>| AzZtd A=
o

T

E]Alo] A AZE A=

o] % Bolton and Drew(1991)= PZB7} A|¢tst B %] dfiejtds AR
o] <a® 2-12>20¢} o] el AMu|x F-AI Ad| ThA| o] #sh
ot

A mde AN of BEE suAe] wE/BuwEs AzE Au s
FAe sk g3 Az BAHe] s FFE Witk AA S, L
Aol Au)zol W@ AAA WA 4E el ot Aol 3744 v

gstel ok, Auls EA, Az -2 PRI Ad A Qi o

of e WA Aulz Aol @ A7 SuY Az £
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Parasuraman(1988)¢] A7 =5 Ab&sto]l “thA] o] wEAdS W °
e g5 A7) o] mEAE r

ADU7H o F 7l FHor &5 v&Ae A WE oAtel il

ﬂﬂé 53 A& AH&ste] A8t
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A1d A5 31 2 24 94

11 29 g 2 x589 F3

AT 24 Sele siRleln, diel W8 Hade At &
ol A= ved T Me % sdel AT vEd 323E AAste] A
A EAE BET AAES A i es A4 3
ZAF 7130 20066 49 15U F-E 49 28974 & 143 A EGom,
FHE A7 2AMY] Eae ol U o] JY HEAE AR ES
btk iR A= 400 Tl 338%-E Fdtslon o T BA
A SHor P4 FoR AgeA] Fv AaA 185F-E AdF F 320
5 A ddeR sk

A Ao QA SAH 5SS AHE AYRHE 4-1> AH A @
Aol 821 (25.6%), oA o] 238 (74.4%)E e, A=l A 204

mjRke] 457 (14.1%), 2141-30A41 m]vke] 831 (25.9%), 31-404 m|¥ke] 81
(25.3%), 41-504 wlgko] 727 (225%), 514 o]l 39 (12.2%)E viERY
A},

2ol Ag FH7F 6518 (20.3%), S|Abdol 547 (16.9%), Ao 259
(7.8%), “&siel 339W(10.3%)E et AL, wARZE 199 (5.9%), 48]~ o]
197 (5.9%), st2go] 879 (27.2%), &5 o] 181 (5.6%)5 Y EFUATE
stelo] A9 % FZFo| 12%W(38%), 1LE0] 1089 (33.8%), W FH7l 15
T (4.7%), dlE°] 1577 (49.1%), tetdFo] 287 (8.8%)5 YEFU AT
A £ A9 10099 muto] 369 (11.3%), 100-2001HY 1 who] 4873
(15.0%), 200-300%+1  wRke]  125%8(39.1%), 300-400%+¢l wm|¥re] 73
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(22.8%), 400-500%F w ko] 269 (8.1%), 500%EY o] o] 129 (3.8%)& Y

EFUI AT}
<HE 4-1> AE Aol A4 5A4H 54

oo =] S H]-&
n=320 (100%)

4 g 82 25.6
o 238 74.4

A= 204 m|vk 45 14.1
21A41-30A4] W=k 83 25.9

3141-40A] "= 81 25.3

41M-50A4] W=k 72 22.5

514 ol 39 12.2

214 5 65 20.3
3|AL 54 16.9

52 25 7.8

44 33 10.3

WA} 19 5.9

a2 19 5.9

gAY 87 27.2

a5 18 5.6

7| e} 0 0.0

= EN— 12 3.8
a1 108 33.8

3t FE 15 4.7

o< 157 49.1

e E 28 8.8

4G 7 54 1009+ w] gt 36 11.3
100-200%+ w9k 48 15.0
200-300%HY w|wk 125 39.1
300-400%+g w|wk 73 22.8
400-500%F W]k 26 8.1

5007+ o] 4k 12 3.8

A 24 W5y VA% 2 BYE B4

21 A= viAY Hxo] BRAYd R AFHE B4

A 8 B QoA 89 FEHL Aue £4S HassuA



66%, Z2A 2~ 2202 6.60%,

Al 812 8.62%, EAMA 8912 420%= YEFYETH

=7 & o] AP E HZolA Cronbach’'s a 7F % Q2.¢l0] 0.8215, A H]
1 0.7735, A|Ad Q.%10] 0.7259, 2 A2 2219] 0.6941% L}E}

=
06 o= FATFe=N vAE = glo] gk Al

i
fo

¢
o

Q91 K92 K93 KeA4 Q25 2eA6 L7
_ 298] 2= _
=l A Z2Ax ME FAR 3R
TR T
a=0.821 a=0.773 a=0.725 a=0.694
5 5 9 1
oA EEl 2~ 19 842 154 061 097  -.021  .175 .087
npAEE A 18 825 104 .145 225 .002 .138 .092
nAg A~ 20 704 115 157 041 315 -.148  .026
npAEE~ 9 225 .804 125 .024 172 061 076
nAEE A~ 8 102 725 .187 204 -.076  .352 .049
A~ 12 115 615 112 134 415 -.116  -.040
npAE A 2 224 127 709 021 112 061 .059
nAEge A~ 1 -.0152 -.061 = .748 074  -.165  .341 061

nAge ~ 3 157 157 716 120 189 -.016  .092
oA EEl < 14 152 012 .105 468 .315 071 172
upA g e~ 15 201 .364 112 469  -.084  .026 -.081
oA EEl 2~ 13 .034 .248 012 112 .815 .189 028
uAEG ~ 7 105 112 .225 051 .094 .094 .037
npAE e~ 5 071 072 162 042 .025 064 .964

L7
(Eigenvalue) 4.628 1.516 1.035 1.002 0.843 0.775 0.712

AW EAH%)  32.115 10.584 8.615 6.594 6.115 4.198 5.662
T %)  32.115 41.261 52.116  60.225 64.518 72.116 79.568
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R

3
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[e)

g4 A

3

s
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[e)
[e)

i

R

0.7651,
FA oA A
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[e)
[e)

o

1t

3

13.52%,
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EoF
T
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2
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.216

.205
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.205
.198
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.800
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791
722
701
301

a=0.8772 a=0.8016 a=0.7651 «a
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1o
ox
s
r o)
)
M
4

3T
'“ Zz 3 S A o =
Mulz b &2 0 o= oA 0 0 T D A v AR
" = A R S = A I T .
20 = = = A
'TFLI_ o 1T = =zl H H] = Z]— /Ré /Ré /‘é /Ré /Ré o = = '/] ]'
2=
A 1]
2 1
RN
7HA .348xx 1
} .35
=7 3945 1
1
E0 388w .27 .55 )
° ) Fwx Jkx
R 12 .21 .16
17 8 1
Al 2= 4 8% Oxx
.18 .36 .31 .29
A 451 1
Tk Dok ks sk
AL .16 .33 .35 .18 .45
318 1
2} A% 1#% 4ax ]xx Lxx
g4l 22 .45 .40 .26 .36 .29
324 1
A] Txx fxx Ok [#k Qik Dkx
Rl 17 .33 .24 .15 .16 .27 .64
194 1
A] 1% 5%% %% 1% 4xx Gk (Qxx
.27
2= .25 .31 A7 .29 .33 .65 .64
.26 15 Sk 1
A 1% Oxex Twx ks ]wk Gk Quek
T4 26 .34 .26 .11 .21 .31 .48 .50 .50
289 1
A] Tk Gk 7wk G Ikx OQkk Sk Qs Kk
A 06 .24 .28 .10 .22 .18 .29 .19 .17 .34
300 1
A] 8 2k 2wk 8 Lk Hkx (Qkx Ok Ok G
3 .23 .38 13 .21 .19 .24 .19 .18 .37 .35
340 1
=4 Sk Qe O% Ok 7Tk (Okx Sk Jokk Jsksk Lok
.26 .35 .30 .10 .28 .30 .41 .35 .38 .39 .21 .54
UFE  319%x 1
3k Ok 3k G Ikx Gkk Uk Sk Sk Faek Ok Jekok
2] v}
DH; 999 18 .16 .19 .05 .13 .13 .17 .15 .16 .26 .22 .39 .41
o . skok
]— Sxx Okx Oxx 8 (Ox 4 sx Dk xk Ok Dk Jkx Gk
A

*p<.05, **p<.001
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A 3AE M AHF

31 AH|& wAY Ba gRlo] ©iE3 Y B2 Y wA= FFHD

Al whAY w2 gdle] wER A vel HHel MAE RS A
Zeb7] Sstel B B9 $AS BAF An <E 4-6>9 o] ekt
FARI A2 Y Bs F RS 93 MAE fdozt FAA
o] fo% 9L MAE Ao Vet Ague s A
2 FF a9l fo% 9L A Ao eht 0 Ae]E 1

<3871 $13}e] Frazier and Lassar(1996)2] AwEAH ARY)S W3St

15 adj RP = 0.164- 49 @) 59 adj R? = 0.148) AR’
= 00167} =&5 ] adj R® = 0.164 / AR’ = 0.016=9.8% Z7}8to] who]
A= <GPl o Avks Aoz yey

<E 4-6> AH= v g gle] vty A v el mA= 9%

e 49 wel 59
= 0.205 0.218
ARl (1.461)™ (3.215)%
0.089 0.064
7+ (1.509)™ (0.664)"
= 0.088 0.094
=3 (1.309)" (1.205)"
. 0.004 0.071
T (0.105)"" ©.771)"
= 0.216 0.264
0.109 0.046
A (1.306)" (0.164)"
- 0.215 0.207
&b (2.500)+ (0.431)"
R® 0.216 0.195
Adj.R? 0.164 0.148

= TAE ¥53tE HE gt
#*:p<.05, **p<.01, ***:p<.001
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T

T

] 2]

A28 Aol

Wz 3

=40

32 AHl&
(H2-H3)

T
JJo

el
ﬂ_mo

‘._WO

B

]
b
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X

AL
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4-7>.

ST
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4=7> AH]

3z
ar

<

o] ¥ =7 YRR

Tk

<

AR ] A}

T
Jo

oy
)
‘m.o
ﬁo

M-

e

0.042
(0.451)#x

-0.040

(-0.458)"°

0.105
(1.409)"*

"0

<A

0.124
(1.694)"

"0

olo

-0.003
(-0.037)"s
0.009
(0.103)"°
0.146
(2.165)%

-0.006
(-0.068)"°
0.058
(0.687)™°
00.245
(3.874)%xx

0.154
(2.144)"s
0.171
(0.861)"

0

A
Ho

0.191
(2.423)=

0.287
(3.880)#:x

-0.033
(-0.294)"s

0

sl
oF

0.091
0.072

0.201
0.184
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0.181
t Fk *:p<.05, =xp<.01, #=#*x:p<.001
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w4 As g A7

9% (H4-H5)
7] o

T

=

16>} 7ol vhebyieh
WA glow ehgow

2 A2 )

s A <
IS

]

A

]

EEIEPS
= =
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o] F}Aole}

b

)

0.292
0.289
0.629
0.621

0.487
(9.726)x
-0.004
0.175
(2.497)x
0.167
(3.004)#x

1
7]
4 diH] EL4A A

Z
ZEE R SE
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=
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X
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(8.705)ssx
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< 4-9> 29 e o8 B wS, A BEefabete]

Model 1 Model 2 Model 3
R A 2] A}

e ) 0.642 0.518
v (11.404)%x* (7.601 )%

Aol e 0.543 ) 0.254
(9.984)##x (4.109)%#x

R? 0.295 0.351 0.384

Adj. R 0.292 0.348 0.388

% () 8l A= B34 wE 3
() ere] =A== t FF *:p<.05b, *xp<.01, *#x:p<.001

A 44 F7+ B4

41 v1§AY F ol§ AMF A5 WA
g ol gab wAEC] g wol olgah AW A5 WEAL
43n7] g8 MERAS AN A3 <E 4-10>3% 2ol tehgeh ol &
Aul el ] RESL 197(247%), APIVESL 116%(363%), 94 2 24
o] 587 (18.1%), A E 2 =g}o]7} 48 (15.0%), 73 F&|7} 197 (5.9%)<

rr
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1] -g4o] 1434

€]

10] 138%(43.1%), Alto] HH]

LHERW 2L
LHER AT

o] 1287 (40.0%), &

=

=

Al
=

v -g

€]

o

(44.7%), 2% w-&4d o] 497 (15.3%)

LFER AT

o] 1829 (56.9%) &

&
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~
o
B

o2 5(%)

=(3204)

—_—

iz

24.7
36.3
18.1
15.0
5.9
40.0
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Model 13¢] Hlul= A3 A Zto] o8 JakS XA gFol v A A
AR oH A Atk WA Model 33
Model 25 Hlad A3} (Model 3: adj R*=0.456 - Model 2: adj R*=0.444)
AR’=0.012 7} &5 o] adj R*=0456 /4R* =0.012=2.6% %7}3}o] Model
30] wEo] WA= Qo] ¥ ATE Ao® YEhgt tUSo % Model 5
o} Model& 919 FY3s o= vlwsgt 23 Model 57} Model 2 X th
£ 233%7F W] 3ol ¥ Atk ez ek e Model 494 Model
3% vd A3} Model 47} Model 3 HUTH= 21.2%7F w5l n A& J g
o] ¢ Av= Ao YEIGT<HE 4-11>.

A A o2 H|n3

<GE 4-11> 710 ] =LA A Zbo] whshel] vA= 9 A=

ples
R2
¥4{(x49!

BRk(tak Adi.R2
&4 div] 24X 0.546(0.497)" 0.274

Model 1
A Azt 0.484(5.334 ) 0.269
71d) i &L A 0.472(8.315)#*x 0.449

Model 2
A Azt 0.272(4.461 )% 0.444
AAD A tH] EUX 0.484(8.543)%xx 0.461

Model 3
3t =zt 0.324(5.487 )k 0.456
TR =LA 0.605(12.715)+x 0.583

Model 4
3t =)zt 0.336(7.316)#xx 0.579

¥ () 9 A= F=3t9 HE @
() ¢Fo] SxbE= t gk *:p<.05, *xp<.01, ##::p<.001

43 AWAA MEAY F§ Aeo] e AHx FAD VI, )Y
FE9 o] B4

28 Aol wE Mus F23 vk a9 J g

AP <F 4-12>3 <3 4-13>3 Zo]



Euith, EAAI T BHAE AEAA Aol folgh 2ol E YERY
dom A3 nEAAAME FIFY T Aol F3k 2olE YERY
Aok &3 g o el e ol g dEH I ME n| & Ao folsk A
o] & YERJ AT
<G 4-12> dubAel vgAde] &8 Aol we Aujs FHo] Ao 24
SHAl A =94 A=A 34 T
T A BT ooy BT g BT g BT g B
B g B wn B gy B g B gy
H} H
o"]:‘fi Au] 227} Zola] 2.928 0.656 3.142 0.878 3.142 0.424 3.000 0.816 3.142 0.690
7}A o] A&EEA] 3.006 0.734 3.077 0.811 3.068 0.761 3.150 0.793 2.780 0.731
A7} 77 A 3.000 0.484 2.902 0.664 3.274 0.648 2.911 0.814 0.705 0.771
o Sgg 2k
&
%oﬁﬁﬁ 3.051 0.619 3.044 0.652 3.159 0.604 3.106 0.702 2.941 0.717
Ol X =7} E=o}A] 3.678 0.759 3.761 0.832 3.904 0.629 2.785 0.698 2.714 0.951
Fal/s oo 1.780n/s 1.927n/s 2.737xx 0.702n/s 1.126n/s
Q.

ﬂ 35 1A1ZF o]J]  2.900 0.649 2.900 0.661 3.144 0.530 3.000 0.742 2.733 0.868
1A ZF-2A17F  3.047 0.645 3.092 0.688 3.248 0.618 3.159 0.736 2.950 0.714
2A17F-3X4]17F  3.030 0.606 3.054 0.748 3.018 0.673 3.047 0.727 2.851 0.676
3AZF-4A1ZF  3.049 0.600 3.285 0.968 3.190 0.689 2.964 0.865 2.642 0.841
4N TE o] Ak - - - - - - - - - -

F#k/relaa 0.815n/s  1.022n/s  1.877n/s  0.721n/s  1.309n/s
Q.
A?Lloi AE 2.989 0.672 3.030 0.766 3.162 0.691 3.088 0.766 2.840 0.700
Ho|dE 3.166 0.577 3.222 0.701 3.416 0.668 3.416 0.949 3.166 0.834
A = el 3,166 0.721 3.031 0.481 3.079 0.470 3.071 0.618 3.095 0.768
3.666
HNE 9 =glo] 3.416 0.381 3.777 0.769 3.555 0.192 0.288 3.000 0.000
T3 e 2.958 0.557 2.944 0.646 3.055 0.490 2.916 0.735 2.833 0.408
Fal/s oo 0.860n/s 0.766n/s 0.690n/s 0.963n/s 1.125n/s
Q. " ==
;’}g de ;%; =4 2.833 0.625 2.888 0.707 3.037 0.611 2.888 0.781 2.888 0.333
QU =
HE=A] 2 Qs
) 2.998 0.639 3.037 0.672 3.149 0.622 3.064 0.737 2.926 0.772
> =
QME_;}T 3.148 0.664 3.134 0.781 3.210 0.714 3.109 0.744 2.881 0.683
=
o}lF 2AF 52 3.066 0.787 3.066 0.847 3.066 0.818 2.933 0.728 2.466 0.743
F#k/relaa 1.235n/s  0.498n/s  0.369n/s  1.01ln/s  1.714n/s
S drAS palke
UE%%E] @j‘;}égﬂ] 9 3016 0.669 3.038 0.729 3.148 0.662 3.046 0.753 2.852 0.714
Abero] FH|aL
7]7 nga 5138 0613 3.175 0.705 3.175 0.672 3.218 0.678 2.981 0.757
Fak/frel o+ 1.805n/s  0.871n/s  1.647n/s 2.683% 2.118%

*p<.05, *xp<.01, **p<.001
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53} A g5ze] o] BA

T5 = s
7t Azt 7t EF=Ax
weolg LS 3.428 0.568 2.814 0.515
A
x;%ﬁé}?lﬂ 3.182 0.711 0.739 0.491
7{1,?%% 3.019 0.628 0.858 0.459
s &
1o 34 4] 3.240 0.617 2.800 0.452
"ngl,ﬁf 3.666 0.384 2.842 0.333
Fa/wo = 1.534n/s 0.348n/s
o] &A1 7k 1A1ZE ol 3.111 0.633 2.821 0.573
1A 7F-2A)7F 3.218 0.692 2.798 0.415
2R 7F-3 A 7F 3.229 0.573 2.772 0.477
A -4X] 7F 3.500 0.595 2.700 0.544
4}\]7L} o]/g — — _ _
Fak/ ol 5= 1.166n/s 0.269n/s
ol &
e L]C; s 3.215 0.641 2.756 0.437
HHdE 3.166 0.915 3.108 0.503
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*p<.05, *xp<.01, **p<.001
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The effects of Service marketing Mix in Hair Salon Business

on Client Satisfaction and Revisit Intention
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The Effect of Service Marketing Mix in Hair Salon Business on

Client Satisfaction and Revisit Intention :

This study investigate the effects of service marketing mix and
service quality in the hair salon business perceived by clients on their
satisfaction and revisit intention. Specifically, the study focused on the
impact of perceived performance of hair salon business entity and
clients’ disconfirm clients’ satisfaction.

A survey was conducted to collect the data with prepared
questionnaires for 400 hair salon clients. A total of 338 questionnaires
were actually collected and 320 proper questionnaires were finally used
for the analyses.

Several frequency analyses and cross tabulation analyses were
performed to examine the clients’ patterns of using hair salons and their
satisfaction levels. Also, a series of regression analyses were employed
to explore the influencing variables and outcome variables of clients’
satisfaction. In addition, path analyses were used to test the various
relationship with the clients’ satisfaction. The validity and reliability of

the constructs and measures were secured with relevant factor analyses
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and alpha coefficient reliability analyses.

The empirical results of established hypotheses are as follows:

1. Of the service marketing mix, only the factors related to
employees were significantly related to the clients’ satisfaction. Of the
clients’ perception of management skills, only the product factors were
significantly related to the clients’ satisfaction, which was different from
the case of the service marketing mix. The results indicate that
satisfaction 1s evaluative feeling on the clients’ part which can be
incurred by the service from the employees. On the others hand,
management effectiveness can be increased by service variety and the

development and supply of unique services.

2. Of the service quality dimensions, only the confirmity dimension is
found to be significantly related to the client’s satisfaction. In addition
the service quality dimensions affected the clients’ satisfaction more

significantly than management abilities.

3. Performance perception was significantly related to the clients’
satisfaction.  Except disconfirm based on difference in the attribute
scores between expectation and performance, disconfirm based on rival

hair salons and normative standards were found to affect satisfaction.

4. The perception of management abilities was found to affect the

clients’ satisfaction, which in turn influenced their revisit intention.

In sum, this research appears to explain the clients’ satisfaction and
revisit intention of the hair salon. This research also offers several
implications for hair salon management and academics in service

marketing areas.

- 119 -



