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(W23 > AulAo] Y] 717 54

Al 25 e

05 4]
TEC | e ARe ApEoR Log HAL £o& uhd & gtk
(Intangibility)

AR g F, 287E FA Lottt
H| 224 AH 27 AE A o] rofsfoR gt

(Inseparability) | F52He tHFBAEAA 0] ook

ARAAREo] TYPH o= E7Hsott

o] A A AL 2 ol FHAo|A sHHAE @47 Q] ZAEA Tasiet
(Heterogeneity) | %3 9 #2437} o] Htr}.

494 T2 b= AHlAE 4E "
(Perishability) | A A%l &7}t

E4 0 AYATE v R At A4

Ao e Aolo]  thstodA ISO(International — Standardization
Organization)of| A= ABIAE A A4 7d9] & FEoz Aottt ISO
90019 M= AlFgt AHIAE ABAF NgolA EZdste] Asteled, WA Al
2 A4t O] Atz FIPRAE AEchke Ae ontial sHHISO,
2015). AEH F7PHE A A AHEE ZAALo] dEo Sta 5
Row, o] BATIA= AT AAA &2 0r HrlstH 1o Aol F
2022).

i e T A4S MM, 7I}de] ol B

5] AHstr] of¥al 17 AA] o]F WrIsH7| ol Fohal SHAlth whebA, A
H| A0 Jg2 7o) QoA Aefiob btk 2022). Axto gt

Mol AMu|Aeti & 4= Qleh. TIEiA AH|AFALS AHA

V40| REESh=2] o Rt AAtry. 1] Ut F]Ed T+

a0
A AN 4 ATHEAS, 2022).
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H2-4 ) A2o] o Aol

a7z e
EEEEEREE _ .
BohE gial S AEEE B, WO, wEo] Aol
M. 1960) he S8l 45, AFEE @5, B, whxo] An|zolct
Al i 4ES Bl 9t RRY BEEE, A8)0] Mo
Regan(l963) | o) g nye wae, apoz 3ol
F3A A 4f7 olAS AN BE S WHOR s 7]
udd1S6 1 bt el efsi olol e Aot
AEIAE FERA EX CA7HY Aol ga AR olsshs 7]
Levit1972) | £ 542 AAZ Ao Auat A5H A ujste] <l
7to] AFSHe AUAE QdgtoRRE Ra dof Ptz F7.
Aol A AR ST 5 glov DAl A ik &9 of
Besson(1973) o mmele =16
eSS AFehs B2 7
Sonton(lo7a) | ST AN SlolA LuiAelA] ABHE £ EEelt A
amen o&, oft zuApt B4 YRS 5T 4 Ut
2a]d ArEa o 25o] A8 o] oA glo] AH|RIY] o]%&
Rathmell(1974) _Eﬂ; OEJ’]' E;a] —r‘o-l m ] BA ] ] ]'-4 ]o
R e B E
Bloisk(1983) | A& B4 FejE viRA g3 AFHE F% olet el
N A28 AESHe Aol Zeld sAcke] HEAgS 5o
Lethinen(l983) | o0 w58 a2 A wae ABHE 2
Gummesson(1987) | AH W& £ QA9 AAAY & 4+ = A
Aoz ngaoln £34 WE glo] & YA BhE At
Kotler(1988) . _ —
A ABE 4 Qs o ot BES o]
Shostack(1997) | S@AYL Mul2o] 4o shted B Aulx Bae ohlehs 3%
Sht ool BEoR Ty, AN RHAel BE a4 Auls
SOOI | jgapt 2apein nael Wag 32001 e 228 ok 05
24 @029 ATE viFoE ARt ALY
2) =4
Fdof ditt Aol ZF ohwo] Fof uhet wg o] Zpo|7t £ EAsH
A AL SRS b FEISHA AAE FolE WA Eot Jhed ekt
ojml2 thio] ApolE LpEh| AGET thAA, 2013). ol Folo
oA Garvin(1984)2 @ A4 HF @ AHA SH4 2 O AlF F44
A2 @ Az 344 BZ © M F4A B Fo= TR skt



(Garvin, 1984).
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Auagge Ause] Ba8 JUE s 54 2 A 33 A of
w9l EQ BRI Hpste] 1 o)

AsE Aols 7|7} ofFAR AuAE

Ao FEA Hojg Hrhy 1A FpAel Woje] ofs] AT gk
woi4 1 A 3ol Wrhe] A Uehold B7h Hlefuitk: Aot

D
=
@]
=)
=
o
o
w
FEN
O
(@]
=
rir
=
=
o)
I
[>
o
i)
=2
fu)
et
=
aliny
o
2
(o]
0,
ol
el

VAL 7ot AA QXS dixshe FEARl FXE
A E AMH|AEA Bdll(perceived service quality model)”
A Fen, 9] Hof| ZIHAE sk, MHIAE Bt o= olE
AA F43 Hlwste] FrlshH o]eh Mo IO WHEel AH|AF

e g Zxst

2,
0,
i
o
>
fu
r g
r
)
2
%9,

Gronroos(1984)= Q1A1H AH|AFRE HEe WA AH|A ZHYy g
Lo & "X A4S ESdotH o] HE AH|A9] Z|tX], AJH|A9)
AAGRY, Au|A g 9 Adtof] tigh Hrt 5& dlesto] AR|AFEL T
ds A ol Fol 7192 AH|aEdE VRSt Ao iEEE =
A e g Ags HHTH

Parasuraman(1988)= A{# AB[Zp7L Z]dishe BRel AAlE A9
§F AH|A 2ROl ZpolE Hrfste] AH|AC] ANEAQl a4 AFde wet
Shi= Aolgt Aottt Homburg and Garbe(1999)+= Gronroos(1984)}
Parasuraman(1988)2] o]22 7[Htog AMH|AZAS MH|A AFAre] 7]|&
A AT Aok Ay 22 AR EAS dulste 24 F4, A
H| A AlgAtet 17 7ko] Ao 483 o= st m2AlA B &

H| 2258 A5 Uelid, 7]e2] Ay U7 9y 22 "= AiE
oujst= A¥t ¥l FH= HoFH

Cronin & Taylor(1992)= 57 Alv|2of tisto] A7|2olm AA 2] B7}

I

o
i)
Mo
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£ Uetli= Bie=A gty S4Eofof ftrtal | Ash AH|AFHd
HIZPES 0] S %k A adlolzt Aot 11 o]\7EA] s LASHA A ]
2 Parasuraman, Zeithaml & Berry(1988)¢] o| =3} th=27] A|A|SHSIE
Au|aFdolgt Aufiof gt AH[Rbe] Ztef x[ZF Atolo] EAA] A=
e} 11 wieFolgfal A Olst Parasuraman, Zeithaml & Berry(1988), AJH|A
43 #4A" 94 2@ SERVUQALS A o]% uiAg Aol
FEYE o Zoprt HSGlow, oy oA A HEet FASHAY ¢
ARt Zo® Jidel ol AT(HAS, 2019).
F(0240)= AHl2E BEL WA TS 7?%1
HoR B LAY gEAAE oF Hu, AH|A A
= Abok= = AlF AH] P os AH|A Zﬂ%ﬂ 4 3252 Adck=
A offrh. ERL AHIAAIES ol A4S 7L ok B2 AHIA Aol whet
SPE Algshs AElarE thEal, 2 SAke] HE
zrf. &2 AH|A Aol mid AlFshs AEARtAL siE WS o= 2 ofy

ot MBS ARES] ARt o2 ARaEEE mefelr| e offA et

i)

o
H

o

X
|

el
\

n?m
Mr
aCh
ek
>
z0
lo
)
>
i

AFF{ I L|H O|M el s oA B
\ /
777777777777 - MHE|A FICY ‘
xto) s :

| MEl= Rz

*tol 4

xro| 1
| - oA B

Mulz g

xtol 2 1

ME|~ L=

xror2 3

S ZHZ[CHON CHSF
SZAte| X|zt

29 2-2 Auja &4 »d (Service Quality Model : SERVQUAL) »9

5) Parasuraman A . (1985). A Conceptual Model of Service Quality and Its Implications for Future
Research. Journal of marketing, 49(4), 41-51.
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. i f4F AR FAAL Soleb Rt F4loln cAEAY
AdlolchZeithaml et al, 1996). A4, Auls ZAupwst oket Aulszt 4
THE BT DEE Adoltt WA, BAH St AEA &4
o] 7tk ThAA, aElztete] @718 W del A THLKe]SA), 2012).

A%
olfe APdFsS T 2 AFolA AuaFHold AR§ H

A A SN ATEHe Anlzel digt 249 Zdier 23 F4e
Fbsk= A" oleka gelskaat s,
CHE2-5) Arjazde] 49
EER e
Gronroos(1984) 120 AZ2E Hu|A9 Z|E Au|AE b w-Brle Adt

Parasuraman, A., Zeithaml, | A8 7|Qo] Al F5H7|2 eF&eh AH|A digh 179] 7|t
V. A., & Berry(1988) oF AA2 AlFH AH|Ao] ol arZo] 2]Z4gE A9 Ato]
T4 EAT ATEAR HolE, FHELold AU~
Lehtinen(1991) = Sl o]Fod YFEZFE How, Ait EHL2 AH|
27k h2E S ola Al BATT el

Cronin Jr, J. J., &

off Ao 7S =4S eyt glo Ay
Taylor(1992) : o 7lds =4 i

=
det 17e] M2k ZAske RoRE FEsiC 4ol

Castleberry & Melntyre |y sgne 22 wae) ags sde) aad4 3¢

(1993)
Homburg and Garbe AEAZAE A Z|dep AH|A AT AAR AT
(1999) gt A3t 2he] Zpolg rIRto R Ao
A41%(2019) 749 A3 At it 37199 HEER Ao
2oz AR BE7] A" AR oA AlFEE AH| 2l gt
T a0 Zltfot AnEA-S Brlet=rNd
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MEo] 27l SlojA] mjg- FEAo|7]of st gl
Q91& FE317)7F olg 1 Uutslsty] 7hA] &4

= 2|
2 TEol7|k ¢A] ¢th(Parasuraman, Zeithaml & Berry, 1988).

1980T] Zo AHAEAe] Aol gk A7s B shArEe] ofshA
Q77 w7] AR, 2015).

AU 2EA] Tl TA0] AHAEAS WAL W AgsHe 7]
zog, MEAEAY T4 Aot THAAES ugth AuAEY 74

alof] digtdF= oo dF 52 T SiEW, HifEe] d4sSol
Gronroos(1984)9] AMH|AEFA 2HYS 7|[2ow w2l it} = F49] +
482l 6715 AAlsH.

A= A4t 7ot A9l e olgsl AHA AEA, T
H, 2FAA, 441 AHEC] AAIES] BAE siZsk=t Bag A4
7le= 7 lvhe A A E0] A skE Aot (A5, 2021)
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W7jo] Wi Zolt}.
Parasuraman, Zeithaml & Berry(1985)-2 Z|Z27kA|e] AH|AEA ] FgE Ao
A MEAZAL AZ ZAHTH AHRRe] By o o]f, Au|AZA o] z|ZRe Al

Al AEls Aol diste] AH[REe] Z[HhE Blugh Aifoln, AB|AFES] Hrk= of
" AH|A Aol BEo 2 YRt Ao ofEial F7RITE ERl AR = AH|A
%7‘ 1S H7it o Tt AIZE 7Hte R AR 7S ARESHY olE “AH|IAEE
Q4 (service quality determinants)”2}al SHGIE 150 melsh Au|AZAC] 10
7]'1] T 89S G (tangibles), A=A (reliability), HFs-(responsibility), &
(competence), &4 (courtesy), AM8A(credibility), FPaAd(security), L8014
(access), SAHAYE(communication), 1IZ0]s](understanding customer)©]tt.
Parasuraman, Zeithaml & Berry(1985, 1988)52 7|&o] FA3S o2&
TFAgFsto] SERVQUALS =24 ZAE Asqth. &, ole2 23, 449
Az, T S, ALIE A T AR oE 571 AHIA 7= °
o] AFEAoA ol52 7|ES M4 o
Toll AARE 107F2] +A42%0= 57}7\] Ao 2 (FHAd, A=A, ¥4, &
A AZith ook A&Hom A5t AjkS HHE

= -
FAHH BHOE 54T HOS B

1::9r

{ ® 2-6 > Parasuraman, Zeithaml & Berry®] AJH|A F2 g9l

—
A ]
— T o
T334 3 o e
o =
O & A]
mee A, 2ol om, BaAd A 494
(tangibles)
Al 24
i) opiEl AHAE AT A4 oA SAGs B REr
(reliability)
HFO A
moe TG EolFT A&EA AUAS ATstEs 9] Wy

(responsibility)

L
Fa

(competence)
24 g0 maE ZE .
HYEY T8, T, WiE, 12 SHAA
(courtesy) i
284
- AHA AlFAre] A=), A, B2
(credibility)

_19_



Rl
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et

. 291, ollemnee A
(security)

Aol
AE|A ARl tigh Agat A=kl golA
(access)

RraE w3} At a0 olsfd 4 Qe dolz
(communication) | AEE AFshH AAsI= A 2744
EEOE

(understanding 1A Q7= olgfste: =¥
customer)

Z4 © Parasuraman A ., (1985). A Conceptual Model of Service Qualityand Its
Implications for Future Research. Journal of marketing, 49(4), 41-51.

MEIAEEE 28R S48 SFA7]7] Asl 71e4 24l §lofof o
=
=

o, 2 4 EG %A fAwolof Itk Holtk, o|Hg WAE 2
sh7] 9lsl MEIAABAY At B AHAAEA AT S Uk BAS
sid 7bs et Selo] glofof Bty FAshL AulAEAT weE BAT ¥
WG Aol Aulae] 8o Lure SEold Pt AL WEie
& AEAEAL AFsHe Aol Helshs BAAAL Au2EDoletn F

At Lewis, 1989). o|g%, E oA Parasuraman, Zeithaml &
Berry(1988)2] @A+E HiFOo = AH|AZAS 5712 F£A48%012 AH|AEH
=9 st agles 2 Ao AFEstAtt

MBlaEZEE AFEe AR2rt 129 Zdig $5A7E A=EE dEde
Aotk giFfE AMu|2e] B2 A AlgsEe ZrA2ol e A &
o =, S tieh 42 ARl ARt ofyet AMuja meAA) Pt
Hom o3]7 ol AV Mulx Avte AAETHRAES, 2022). ol
Al Fdo] A5 Aelell ks 2= Qnlsid s18E & gl FEe 954
o] k% =]l Qlar, ol ARl FEL thE RIYiER =l lual & 4 Sl ©lF
St Aol Mz tE S8 19 Z|diRer meAle 5, Ay FEe o)t
Aog uepd o glom, %] miEe] 7|dixl= AulaAlEe] meAls FEv)
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21 274 a]lofl thigh o7t asi (g, 2022).

, Gronroos(1988)2 AH|AFA-S TAFo] AH|A 7|Fte] 4o 2
forRy A2 Ayt FH=A9 7]&2] F4(Technical Quality)y} 1175

o] MH|lA AIFE A= HAAA HPst= 7153 =& (Functional Quality)

Hir
j>
N
1o
S
=
2
]

e
M
¢ Lo

s,

]

iy

¥

2 FEstAh. ol AuAEE 921S HAEHE, =94 4, 274
F4= FEcHH, HFA=RE JEA, A4, AEEe, 294 F4=s
A, HYY, S, 2 FHA2E YA, 94, AALS AAst
At E, o]AlH, 2011)

AME|AZE S F7koke WHlolle AE|2of digt ZZtel| Z7|E = A
ojvf &2 mItelA] ¢FE ool wEbA F 7HA] REokm A UiRo] &
o Qlon, 7MY dutdo =z 7t EYX|of Higt wES FAHCE AH[AEE
o =#5= SERVQUALR &I 472 ZAo8 Wrlsl= SERVPERFZF
(@)

7hH SERVQUAL =g

MujaFdel 54

ol
N
)
o
KL
=)

gl=l mygel SERVQUALE nHj=9]



Parasuraman Zeithhaml & Berry(1988)e]l <JsiA] 7BdE Au|Agd &4 4=
A AHI271] 1AE9] Z|diet B7HE oldloh=t]l &8 4 Qe thEdA
oh & A2 AEIAE 9] Ao Z|tix|e} AH|IAE
2|2t 7¥o] ZfolE AH|AFHol2tal QIARN= Aotk webA, X2 AfH]
7t ARlA s 2RI Aife AH|AFEo ek Aol o5 AH|AEE
= 107}7{] S AASIETE ASA B gt o] pd= 5
7RA] Apdat 2270 FEow MH|AEES SettHA
Parasuraman et a.(1988)°] AAISE SERVQUAL RS AH|AEZZO] 1A Q9]
o2 A= (Reliability), H¥Fs/d(Responsiveness), &4/d([Empathy), =414
(Tangibles), +3d(tangibles)©] 57F2] 2oz FAd=]o] QUTial SHTt wpA A
HIZRES 5717] 2kgdos A ARIAEES] BA4S 7L ARIAEES Bt
oha spglom, AHIAZEL ©hd 2tlo] ofd tixklAQl Zideletal si3ict.
SERVQUALZ A|#9] Fdi= 29 S8y W4y 22 AEAl
Ao oJgt ZAo] ojye AH|AEFHES S5ty Iste] Parasuraman et
al.(1988)o] 7W&et ZAo=A ofA AAIRE A AH|AFES ZIHE AfH|
29F 2| ZFEl A H[A0] zto](Gap)ollA] HIREHTL Htom, AH|AEES T
7Vt 7ol H= FAdadlel disty Ao o s X o] A
o5 SERVQUAL Z=74A|2tal stal Au|2of digh 7|t o] AA] AH|A
of tigt At FEHY & B¢ AH|AE ] diste] wHESHA]
glojH, 2|7} f=Fo] 7|t o AU 5 A AHAEH diste

DAo] wEsHs ol4Ael Siolety Aol shet

=]
%0—:/3'

O

( & 2-7 > SERVQUAL®O] AMu|AZZ 5 LA Q21

74 a9l W& =S
34 (tangibility) E9A a4 9 3ol tig A4 4
218/ (reliability) S 5 QI oF&E AHIAE A S5t &4 4
9H-8-/d (responsiveness) | 2t o]al M AoA =& Fe= 97 24 5
M1 (assurance) TH9 59, T 29 T8 ARYE RojstE= A 5
3443 (empathy) o] golokal, PERt YA, 9] o]dFA] A4 4

. Parasuraman, A., Zeithaml, V. A, & Berry, L. L (1988). Servqual: A multiple-item scale for
measuring consumer perc. Journal of retailing, 64(1), 12.
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AL 9384 ZAAY Bys] =4 =o]Aof sh= Zho] glojof

g 7)o watA AAEZR] HHAZAY st &H

] <oltk,  wEhA  Parasuraman, Zeithamal &

Berry(1988)5 <] ©] 12585 A4 71d 9] 2tolw S4ch=

Al AAekz] otrhal @ 4= Qlek. churchill et al, (1982)el4 F74st
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x0] 20| 7bke AMgel Hek
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)
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rr
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1) SERVPERF 23

Cornin & Taylor(1992, 1994)+= Parasuraman et al.(1988)c] AH|A|gk
SERVQUAL HxE FA5IY gl 2271 SHIEES] Add At Uy
U= 1o Hiet BEgAe dAsA U, MHlAFE S0 7
+ 7igel RostH o] gxte] mEtAE thEA UEd 4 Q17| ww
Q1 greto] ofeicka SRk web old] dfat fetoz &

5,
Te

M)

o
A
o

II

S

2 AH|zof tieh AMgARe] A4t RE FESHH, AfH]Lo]

= A7t Hﬂoﬂ gt Aoz AHAFEE SHske U
SERVPERF 23-& AAotgleh. E3E SERVQUALOIA AREH 5712] 214
227 =l \’416}04 SERVPERF®} SERVQUALS] ¢A4E& Hushs A%
TE Sste] SERVPERFO] 9448 F9shalet.

E2 7]¥ SERVQUAL®] 2-94& FFste] g4 ]
71E ATl A" 89727 EE HeA RS HET § AHAEE
o] ARty Arg FEWSR ofal, v 7R SAYH(SERVQUAL, 7154

A
=

}2of
=

3
O

o]

SERVQUAL, SERVPERF, 7}%¥ SERVPERF)S EdHz slo] BAS
okl 7HA] &4 5L v, AES Ay} SERVPERFZF 7H A o]
& 7102 Uepgth SERVPERF 7} =3 sjlofst 2 471 Ay 1x5AR

2o A= WM fdsite He At sHHA AE|a FHo| 17 o=
of Agrs o]al Fujelke] Az FIFel oA 1 "ol 2ZE A
HaEdED § 2 dd= 771 W2l dI9REel AnaEE A4 SHo
SHE Mt AR 1A BHE g ¥ S Folof & A
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ol 4wt AEET AggEo] Eopde HolFoln). o] Ay WRnlg
Ao] 1A WEI FARE §As7] 5] AHAEAC] AR QA4S deH

oz Pelsjof e HelzThR ot 2023).

A3d BAZFAE

TAEES Arle a9 1A et 7AgyAolde] Hit A 2zt
7 B2 (Kim & Cha, 2002) Au]2A4E Hd Qo] digt
ol oA 1ol HrHE WSt (Crosby et al., 1990).

PAEES 5k 7ol disiAe ool dA|skx] At i <
Told= Al 7HA ®E S A=, =Y, SR g% ™ (Bauer et al,
2002; Henning—Thuraum, 1997; Klee, & Langer, 1994; &%3]  2003),
2E AFAES AlFep wFo T FYor FAHHG FHSH Ut
(Crosby et al., 1990; Kim & Cha, 2002).

PAZA L (Relationship Quality)-& 1237} 7] 7he] Ao A o] Hxat

I BHEstglon FAHeAR Ao grfog Ao Siglon o] AKH =
2 £o A Morgan & Hunt(1994)of o3 12z} 7| 7ho| 712 BA Y
Aol 2de Tl AKA) WAGAE flste] BARAGSY ddfEdoR
duty AZE 2 Z]st=7e] AEE Ustdle F429 de=x A4EH
A &2 olg o)ket AZAESL T AL AAaIgte] i
&g o= Aoz YepgtH(Morgan & Hunt, 1994).

PAFEE MBlA AlFAeE AuH|2ol-8AF BA|S] Zlolet AhE Wl
Aoz FA AALdsE UE AHA AlFAetd] apHstE HAE A5 5
UTHRAE, oA+, 2019).
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Cowles, 1990). weba TAEHELS T DARRE ofy et Fa AR, A,
Rz E HGRAMAE AFA] AR wes FAEHAZ7] g
sdogA FQ3%t folth(#E5 L, 2003). ESH HAEZAHL AAutAYg K
ofell A A wiFfRFEA S FANEeR MpA o] FAst] BHH
FARRE ZEe] 84U THE SEAATE BAY Ay AR it dubA
ol Wrtetal & 4 JtHCrosby, Evans & Cowles, 1990).

TAEA B APATAES] gt o5 AwEH ohZy Zr

Crosby, Evan & Cowles(1990)+= #AE Z3lstel= A2 28 AxolH
I AL AFA A2 &9 JHE SEAI7IE Aretal o5ttt
Anderson & Weitz(1992)+= & A|FolA ] Tt ool AHH[ES T4
Aoz Hfriste A ol A7A AP %5, ol AKAQD BA
A oF HAS 9t @714 e HAeolHal Sk ofx|olw,
Aol the AT G41S oJuletttal Shgct o] Awl(2022) 1T} AH]
2 AlFAF Arel] A|&A Q1 A §AE A% BARY B oskil

Kim & cha(2002)= AH|A Al-52pet 1ATo] AFof of
v Grketal Jolskint. HE2(2019)-2 AH|A A o
g2 B WAEsARARE e Holg gHo)
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=

olgfet HPALES Tl & AFoIAY BAFHIT "Ar§ F
4~z 0]

AdegdTol ] AXBIL Qe =9 BAREES AE2 ol ( & 2-7 )9F &

_26_



;279 PAEA] A
Azt 4

Crosby, Evan & TAE Zotels A2 BAL Aol ol 1AM AHA AFAPT A=
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AF= ST dAF el wEt 258 tEA A= AHEAA,
2012).

A AZE BAEAEY Shflede=s Hie= A= (Crosby et al,
1990; Czepiel, 1990)2 Al=|eF Z¢o2 AT Morgan & Hunt(1994), ¥
W A 9D =9 3712] okejal HE AFE (Garbarino & Johnson,
1999; De Wulf et al., 2001; ZAopgdx1, 2005; A, 2012)9] Oq:rL‘)ﬂH

TARAY QQlo] Aol mzl= gl dizt W42 =9, A=,
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A% o7 AFse] o3 gtk WAY PPN BAELE 1A e
o 872 F25p] gia AW AAA AHze] g BHoRVE 2
84 o] Cheng et al, (2008), 1A 876 7|the] WL gE} A
20 &AL olojAA Hu, 1Al AP AEHOR fAAA o
ome] zugsle] GFE mA 799 A4 ¥ AROIE B GFS o

Achel A 9], 2004).
Anderson & Sulivan(1993)2 17 wr=-2 7|tfel 2|Ztd AEo] A3t 4
52 2u79 Bgoletn sgrt.
Tse & Wikon(1988)9] AolAE AFel gt 7o olde] 7lchet o)
SHI ' olF AA| Auete] AAF ol Prho] wE Lvlzpe] whgolet
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A0S BELS AFY Aol thet 2ulAre] AXT APEE Y5
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B~ ABA7E 149 ZHE FEA]7]7 ¢ o] Hgre 7=
Cheng et al., (2008) :um l;XH a4 ZIHE FEAZIAY | el Weke o 7]
[SHe 2 BN Sy = Bie)

Anderson & Sulivan

(1993) 7]‘419’]' Z]Z*% 7\1]%9/] *éi'} %_‘i] 3o %%1119/] A

AZel ther ol oo} Fthel FuhE SIIL W o)F A4 Azere] <1
A so] B7jo] me wA0) we

AZ Aol te £uAo) A4 R Aol Wmeld WAsH

Tse &Wilton(1988)

ﬁﬂ(ZOlS) 7]LH T Anr

T92t2.(2018) Tl BF LA & o] =als TS A AN e A

A-27(2023) AHZ 082} Z]E] 7L 9 ZIdhie] $E5HE W Wl vk
o ARG B] A AuAS olg] qlo] ABe] A5t B, §ARS A
= sl digh 2] sldiet umste] FAohe £ W FHH 14
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71] TS 2 359 olde foll kElst=AE Kol Aor 4
gt 4= 9tk (Doncy & Canon, 1997).

Moorman et al.(1992)= ©o® &41-& A1 Q= THEY SRS wetes
= 7|7°] st} st mhgoletal AOskalal, Morgan & Hunt(1994)& 7t
Aol AIEYE A5t oA or W= Gretal Aot

oE ) m{o ol

McAllister(1995)+&= AIZE 7HQlo] HhE AMe] ¥t 35 Z2 ZA
At A& 7|1 PEstalat st o= HQft
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o8 s,

_29_



ATHASE, 2022)
mEtA] B2 Ao IAEA 5198l F AFEE AMH|AEAIN F
<t Za

ol 17} 3 9

TAAD AR FRelA nASe] BujRe] F712Q1 ZhelA ol

¢

Anderson & Narus(1990)

Moorman et al.(1992) of@ghlS 7 Qe StEYQLY] wehdESs 7]70] slaat she vk
Moragn and Hunt(1994) | mghaAo Q= ool tigt A=t Fads Adshe A
o] EfQle] w3t 5 &2 AA FASIe] EAlE AL BF
McAllister(1995) B
Stz 5= 2o]Z]
A717 21(2011) AH2 A7 ] Fske 845 Algel £ Aolte B

o] A1%1(2022)

AE|2FAN fE20) A, AgEe FEe el 7]

| 7]ut
29
= ar oz o] AuA A thef 7HA= eFg Aol AT we

24 1 ARATES viEoR ATAL ATA

o
A

ol
2
o,
QL
o
A
M
ins
N
Mo
o oY o
o
flo
el
o @

=2
2
)

Ast 4 th(Clarke & Haworth, 1994).

Weitz(1992)= %2 7he] BAGNA ZAAGFHL Anste



THMNE R A PAFF it St A FARAE Al @7
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Morgan & Hunt(1994)

Clarke & Haworth | 240] 2xo} 415 578kste] 227 BANA WAt ohte B4
(1994) st 7

Amstrong et al.(2014) A&l sl FulAte] Zdet Aok A=
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dlol ulgels BAZEAL Ao} MEow PAshe, mAe] ATwe
Aulzo] B4 Ao WS A Hofsiu] PARLE 10|
AL ARE Aot Fad 50w Agsju] A% PALAE 7
3170 she Fa 2gleleh WEHEOlA, 2023).

AuEFTA DAL oad ATt A=g we] BAZRA
Wy PHac Aeste, 37 W Beld BAT Q8 Aquast olejs
WAEDE Aokshs o lefstttn sty BAEAL 140 5ol
golmg A5k Fad uiss skl Helrkel Ay, 2022)

SEgA WEo] PARLI WSolmo] A G AT A
zAe A W Bdow PAHM, Auls ATAL 1A 7to] ATAE
oA FAEE FHAN FAD PAS oulsta, 2E F4 AFo] olejd
PAER] folnldt Aeke mAkn B4 shArke] D7, 2024)

Al 42 AFAZYE
D) A&EARE <&

AEARE olew AEet, mAE Fo FofollA dE] ARREHE JfEeR
AR E et e Fr EARAR AoEW, 22 AT B utAE Zofel
A A, 299 BHAA olE TAE AESHA oh= o= ARt
(Kumar, Scheer, & Steenkamp, 1995). T ThE2 AFoAE= ZHARE O
(Continuous use intention)2F AF827F FAY 4 EA AE T AJH|A
£ o83t AR FFolk olE AEoHA AR okt e AEE W
EpHitt(Bhattacherjee, 2010). J919] o= FujslisS AHH o2 AHot=

Za% 2902 249 4 glon, ol U4 AFS GAH 48P TFsH
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2 AJARITH(Engel & Roger, 1995).

APALES vz 2 AFolM9 A&EAME e “Ed7] A A
H| A0 ARGAZY 7= 7|die}t §hFo] wAS] ZHxHu o Atkyl Hrre
o, o] &off AFAE A&EH o= ARgste= AE UEUE AR F

ojstazt gt
2) A%AHE oz AadT

Oliver RL(1999)= Aolg 952 AZ, AH|AS AgolsiALt, R
o stels mAe] BAEE Eabul, g 7o) u" welow Agsid
50l AZo|} AHAS Aol gelHE ol1E =

&AL Rl dg AEo|Y AHAE AET ol
o AR AFL 7N & 9= AF Wre, Aty
o] W7t Mg 28 EolHAISA, 2020).
Helo] B4 AZolY AHAS &Aoo ALsr] AL o8]
29 Poe e Fasid, A WS ol8Ar) oF AEolu AHA
= A

Agske | glel AAe shHel FAo] Hrk:

S
ot 28& F= Zo] oid A7 #AS FASHLA she k¥ol2tal

A Aot= Aolztal skl tH(Bhattacherjee, 2001).

DeLone & Mclean(2003)2 E471&9 ¥ AFE 233+ A2 1
2 A&H o2 olgsk Zolm, ol&Art A2 YEAAHL Hesto]
Auch ARole HEg FHALHS A&Hoz ol Aol

oleba stIchETH, 2021),
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A2} QA oA Au| A AlE

2 Aol el TAFHET AT JotY] g AH|A AoA Au]A
Als2rel 14 7k AH|A A A&EXQ AeAE & Tl 4EH+=
Ao et AAA ejagtal A 2lshH, (Crosby, Evans & Cowles, 1990;
Morgan & Hunt, 1994; ZAAW, 2013; AT, 2013; AR, 2019; AE,
2019)5= Farsto] AFEL] stelaall Al=E ABAEE, fAES A
H| 2, DAZ] Y, of&o]dfof digh A= dot, S4F=2 S =

AE| A0 HdHEA Q1 ThE

o7 S, W= HsiM= SJAL
o, 4710 SIS

A, AW A=, AEE

il

o
£ o
ofo

N
N
2
i)
10
2
e
N
R
_O,l',
Ir

| i
i)
=2
R
<
e

do o Ho

filo
o
t

72 =492 BREd
Au|AZA o] 5t Al Crosby, Evans &
Cowles(1990)
e A B4 Ao g A
Morgan & Hunt(1994)
IAAE HE e A4 (2013)
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oF; o]a) o}

Aok AR Al

o 717] A=) vk 212]-2(2019)
Z1dishs bhele] ol AE2(2019)
A&H A HA A
=4 AL A=
AHEATRIALS] E e
th A%ALE o=

H AZALE 2EANE ot Eohy] dg AMu|A9 AMexr Lr)=
ghEo] wA ] kXKt o Aty Hrie o,
£ o7 Agstys o=

A ERE R

7] <t

2001;

24 9% o 4 24 geo

F. D,

o2 Ed A&7} A
e W9letn Aol
A9 A7F (Davis,
A4, 2013: APk, 202202 vlEo R AulA Aold of

= AU eA] ¢

1989; Bhattacherjee, A.,

448 ol

Davis, F. D. (1989)
Bhattacherjee, A. (2001)
74d1(2013)
A1 (2022)

w Az
o417 ol g, Au|ze] gt 2HH TAH, Aulzo] Hh
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B2 AFolA AR BEES ARtHQl B4 dis] AHEH o33t 2
ot AEEIE oA FAdo] ZHZ 53.4%%t 46.6%= UEREIL, Y
52.5%, 7V =7 vehga grgozl 59 olst 18.1%, 100
o5} 15.2%, 507 ©la} 13.7%, 1019 o4 0.5% +=°o2 Yepgdtt A7
2 2 met 343%, 7t 7P =4 UERHL oo = 5 ol 28.4%,
39 \gt 20.1%, 43 vl9t 12.7%, 13 )9t 4.4%, 402 vepgdth Ada
Aelo] o] f 2= “717] el ofgg Wi o 7t 62.7%, 7V =A UEE
I ggoRE V7] fAH] A wRof” 18.1%, “AH|AEHe] E7|HE
N 7} 15.2% “Z717p2o] AAl A" 7t 3.9%, w22 Ueith R F
= ARv AR FHo] 53.9%, 7P = UEHY toRs 2l
24.0%, ©Xetel A HFRo| 15%, 7|EH= 7.8% 29317}t 6.4%, WA
A= 7} 4.9%, 22 e

rlr

T =) T/3¥&(%)

A o 109 53.4
k=1 95 46.6

5% o]s} 37 18.1

20 oJst 107 52.5

FARIES 509 o]s} 28 13.7
1007 olst 31 15.2

10178 ol 1 )
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1 we 9 4.4
2w 70 343
A7 34\t 41 201
ad me 26 12.7
59 o] 58 28.4
Z71Ap0] A7 ol 5 39
717] @29 of#Z 128 62.7
Al A8 ol
7171 GAH] A7 oo 37 181
AH|AEZ o] Zo}A 31 15.2
HJ’E‘H]?E“& 10 4.9
eopel 29 240
exalel Ay wE 3 15
Z%Eig_ —
e Q1) 4 110 539
’2_194 ‘?6]'_1—1 13 6.4
ZIe 19 9.4
2) 7MASE ST 712REA
2 Aol AAE AFRF TP Aol M, dFEFe st
A e AE|AaFEY BAEE, AEAAE kol iRt 2350 BEAdat Al
FrE AZE57] Yste] g QRN ARE BAS A
8 174> (Factor analysm)% %@5}11} = AEge dupy Aes =
+ W50l HRt 8

4
o
rir
)
il
1
ro,
ol
e«
pocy
O,
O
o
o
et
ko
ro,
filo
i
i\
ol
ol
rir
ok
rE
Mo
ojN

%
s

2l 3
A (Rrinciple component analysis or component analysis)?t 358 <21EA
(common factor analysis)©] SIth. FAHAE BA-S o]8ste] xo JHE =
ARe] gQlog = sto] on] Qe WA mhefsigith. T12al gcls 9]
Asks Wilole A 34 Wior, 27 9|2 o Al aQlE 1+ =9
S FAA A 21A0] ofz] WS FolA Hig WA o WS AL
gttt 2 A7 2FEY A¥rE2 I (eigen value)& 1.0 o4,
991 ARAE 040 oIS 7120 5



Qs Cronbach’s
g 7o) 4

2 AAoA ARgEOIR HEo] AEE HANE
a(Cronbach’s coefficient alpha)E ©|-&s}3tt. AlFAdolet A7
A AP (internal consistency)= ov|stH ZGH40] AT e SAHE
e A & 4 o gutdoe s dubAlg gho] 0.6 o4olH AlF]
ol vt & 4 Sk E7E, FES A7 ote] duiAlg FEeR SHEA
o AFAFES =Y & Ao
3) BEO| 7=5A
2 A7 AAE sk Aol 7IeEA 242 AAl SHlH gl
A3l N (skewnewss)2t Hx(kurtosis) S 2Felst= ®yo] glon, HE A
tigtel 2712 A HEttth iz Mo Adigto] 3 ofstolH A+t
A2 7T & Aok dxef et BE Adigh 3 olsto|lE® FHAd &
e LA =
(R 4-2) 54 H4E9 7&sA%
LS = Bt BEFHA} AE =
QSTI1 411 679 ~422 220
QST?2 4.06 562 019 167
QST3 4.02 599 -.008 ~.180
QST4 3.83 682 - 344 281
QSRELLI 4.20 628 ~174 571
QSREL2 4.20 702 -.380 ~.599
. QSREL3 4.00 698 - 357 101
Al A%
QSREL4 3.85 696 037 ~.560
QSRELS 3.72 793 014 ~.595
QSREP1 4.02 658 -.020 ~.668
QSREP?2 4.08 642 189 ~.146
QSREP3 3.94 656 -.151 -077
QSREP4 3.81 714 194 ~136
QSREPS 4.26 633 -273 ~ 649
6) £2%. (2012). TSPSS/AMOS EARAEH, | 214714
o]d&(2014), EasyFlow 3|AEA, Shtel] XA
— 48 —_

7



QSASSI 4.25 627 -.235 -.614

QSASS2 4.21 633 -.197 ~.606

QSASS3 4.12 635 -.107 -.545

QSASS4 3.98 662 ~.180 ~.089

QSASS5 3.59 714 -.028 -.237

QSEMP1 3.96 646 -.070 ~.260

QSEMP2 4.07 640 -.174 -.129

QSEMP3 3.97 661 ~.066 -.395

QSEMP4 3.95 614 030 -.324

RQTI 4.21 648 -.228 ~.685

RQT?2 4.23 681 -.324 -.843

RQT3 4.17 689 -.230 -.885

RQT4 4.14 688 -.185 -.880

RQTS 4.11 649 -.108 -.633

- RQSI 4.12 617 -.076 ~.404
A EA

RQS2 4.22 704 -.330 -.946

RQS3 4.10 673 -.118 -.786

RQS4 3.95 696 -.104 - 459

RQCI 4.20 681 -.267 - 846

RQC2 4.13 754 -433 - 494

RQC3 3.84 753 -.013 ~.669

CON1 4.16 686 -312 ~.509

PESARS CON2 3.94 779 -.465 -.032

S CON3 4.13 727 -.363 -.535

CON4 4.02 775 -.419 -277

A2d @34 H A= 4

(principle component analysis)= AFH8ste] 14 8<1

o
=
AAA 0] Gske dAoke] A WAFYA varimax) S AHehel

At = AFollA
o] £&9] Aer|ES QB4 A= 4k (eigen value) 1.0014, 831 &
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A= 0.40 ol 7o = sto] @ole FE6HA, EIF ST WA
A4 (internal consistency reliability method)= 2Q15}7] 938l Cronbach’s

=
o« A%T FESIYL, AHASE 060148 AFo= St 9

ARG B dF 2B FHRAEY ZHFB] GF A=
FHe A3

7} s17] $lal WA 237 ol diste] QUARAL AT A
3, AWATer FAsA 5 MY agler FREon, F 237

6
Mol w@ol olgF=ol %A Al AAE AAstL HFHez 167] £F

o
o412 FAZoR folulg ATE Holu, RARH Rye] APy onE
e+ Bartlett®] 84 AAX+= 2854.367(p—value : .00002 -F2loHA|
e T Cronbach’s  a@fel 25 0.8o4e=  UeRSEN, 174k (eigen
value)o] 1 o]l HFadEL BT 57I7F FEHIUeH 571 aglo] A9
28%

o]
UrE’r‘*E‘r ol gaflel Hiside 44 ¥

™o, 0o, H o, TI
ZF qele] #4b AhEle 34 21.15%, Qﬂ*é 17.09%, 5973
16.44%, 4-8% o B

9 14. 64% % gk
42 shte] Age FAsisd Yol Fe§ f9lole
g AuAEAe FASE ade B

| S

o
AL SHA, 3N, AR sor Famwrt AYEt

_117

ﬂlSﬂ
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8) Nunnally, ]. C. (1978). Psychometric Methods. NY: McGraw-Hill.
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CH4-3 ) Arj2Ed Q@24 Al=E 2y

o

o
e UEUH, Q984 239 AFA oFE UEUE Bartlett®]
AAX = 2299.7776(p-value : .00002 FolotA] UEFSTE Cronbach’s

o] & (.80 oz yehtal, 1154k (eigen value)o] 1 o]l FFa<l

ofl

B
Q911 | 8212 | 8913 | 8214 | Q9I5| ZEA | Cronbach’s «a
817 .893
788 860
A . :
S I T3 844 935
.663 .7188
788 .885
A4 182 818 .896
.668 760
713 851
697 806
O ThA] . .
°one 623 694 892
613 137
765 .830
T34 164 861 862
.693 786
812 880
REPS : .
=4 810 | .877 860
Eigen—value | 3.38 2.73 2.63 2.39 2.02
BAEAE %) | 21.15 | 17.09 | 16.44 | 14.96 | 12.64
BAEA (%) | 21.15 | 38.24 | 54.68 | 69.64 | 82.28
KMO=.941 Bartlett’'s x? = 2854.367 p<.000
2) TAEAE 9 AEAE oo et ef A ) AR B4
ABAT A5 oze] FHasle] 24FRe i AT e
A& ASo] fall A 167 o) thote] gJABAS HARE Z2a, A9
At sUSH 4 7ol gRler FEENOH, F 167 = T S7He &
Fol] o]tz W] A HAEo] A Aoty HFTHe=R 11 22 24
o ol shich ZAsh] g 1) = AAe] it AR AP
I KMO(Kaiser—Meyer—Oklin) Hx9] gfo] 95302 FAAHOoR {Folst A
A
¥4y
o

Ml
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R 4707 FE2EQoH 47] Q9lo] Aiste £ B4 Adgee 87.27%=
Uehdtt, o] 9919 BAF A5 31.16%, W= 14.30%, 29 12.85, A&A
2ol 28 96%= LERITEH

o{-)ll

CH4-4) BAED 2 ASAE o] e ey NHE PF

4y
f9l1 Q012 fQ9l3 Q0ol4 ZEA | Cronbach’s «
.828 .903
817 886
2 . .
=] 67 575 941
703 833
793 938
]_i . .
i 518 787 835
=9 .793 .935
.756 8374
737 852
E~yyNel . .
2| & AH8 76 553 936
718 .864
Eigen—value 3.42 1.57 1.41 3.18
HAibd 31.16 14.30 12.85 28.96
FA B2Al 31.16 45.46 58.31 87.27

KMO=.953 Bartlett’s x* = 2299.776  p<.000

3) HNEE el A

obef ( H4-5 >k TANIE 7ho] AVVAS At Ao @

the wsote] PuAo] Aol 4RE

o] Qex] uzt & wf olgsts BA7| ol

AapAe] ARt 0 o4 + 1 Aol

PPAL £l T 0 o He4E AUBAL Jolinh, =, Wote] Zu
O

1o
£



B A& olEo]A o

wE 2&0e 7he] AARAS(8017 V7 7 Eob, Au|ie] o

b 1A A&Arg ojze] =

&

AHE oER (7637 &

A
=

o
ol

B8r

o

Nfo

o

4r do -
X <
.
o1 — &
A =
o .
xr -8 |2
m! Q <
S S
W A o NI IR ~
= = e | =
X0 o i | A | A,
[ | x| 2
= <~ (Ve @\
B0 o> | 0| < =
oF Nl || v | Qe
%o S I A I A -
ﬂa N =] N < o o~
Nt | &~ | c© ~ o~
Jo B35 |8 |6
%o SN O I - - - -
< | |~l2i22l5|e |8 |z
o See|= e v e
%o N PR N M H i M
Ao |nlo|e | v o
N O [~ || O o <t el N
Ho O |~ |0 O~ |~ | o~
TO|TOo | O | O | 'TO —_— _IT_
KO KR XO| KO K = |
IR A oy
Flo | | oo | o | <3| < | = o
T m K| Hp R R HE R

e

0.01 ol A (FZ)olA 9

S|
~

g Olzo] o] B

)%

i

&3t 7171

A

of met Z&AE ok, AEAFE, FAEEY

ANOVA(Analysis of Variance)
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7h 71714489] olfell mE AEANE ke, AHIAEE, BAFE Aol

717148 o] fo W A&EARE oE, AH|AEA, AR
A5t7] Qe PEAEA (One-way ANOVA)S £33st¢ict. 1 A= ot
w1 2ok &AL QoA 717149 o]fe o2 Hi Zpolrt WEES]
oy, BAAHCE [FOF ol YA Attt (F=1.733, p»0.05,
F=1.733, p>0.05). AHIAEANAE 7|79 olfel wah folgt zfol7t
e om (F=3.548 p<0.05, F=3.548, p<0.05), Scheffe AFEAA ZAu} A
HIAZEHo] EobA(d) 2Fol o2 2F HlE| folotA w2 BHo= Y
Hoh TAZHAE 7718 o]fel wE Zolrb foletA dEertor
(F=2.750 ,p<0.05, F=2.750, p<0.05), Scheffe AFF AN MujrEdo] %
obA(d) I1F9 Fol o2 IFRET Fo5H & veRd

.
10
)
o,
i
M

(R 4-6 )7171408] olgo] B2 A&Ae olm, AuAEE, PAEE Hol
WAL | FZt/523E | Scheffe
Z )2 o] 27| Sof 1(a) 13.093 | 2.227
&g | 7171 B2 ofge WEb) | 13.113 | 2276
ok 71719 G218 HzF =) | 14.056 | 2.027
M| AEFo] ZFobA(d) 13.240 1.864
272 o] A7 SolM() | 45.889 | 8.128
[ 7171 BEle] ol wR(D) | 45.717 | 5.614
AE|AZA .548/.015*
TIEE o e Az gm© | 45088 | 6sss | 01 d
M| AEFo] FobA(d) 49.450 4,992
Z7)2H o] A7 SolA() | 21.031 | 2.858
7171 #8 9] ozl W&(b) | 20.753 2.990
w5 750044
AR e s m g2 | 20855 | 004 | 2004 d
Mu|AZAo] EobA(d) | 22.400 | 2.291

*p<.05, **p<.01

AN

F4us 771489 ol% B7 | =

1.733/.162 -
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) ARAS AR WE A%AE om, AHARD, BAEY AolBA

BERFAS AR WE AEARE ok, AHAEE, PAEEY AolE 4
37 el dYEAEA(One-way ANOVA)E AA5. 24 At
o2t At} A EARE QoA ARFS H=2o| w2 Fofgt Zpolzh ERlE

o (F=9.048, p<0.01, F=9.048,p<0.01), Scheffe AF&HA A} @ xa}ol
(0 IFo] 2al(b) @ HelFA) 1EHTT FoJotA e FAS el
ot AEAZAME RS H2o| w2t FAFCRE {olgt ztol7t e

o (F=5.388, ,p<0.01, F=5.388,p<0.01), Scheffe At&A% Ay} @xmz}
°ol(c) W z|o1FHA(d) 1F°] 29 Fille) IFHET 45 &2 HIIE
ek FAFHANE BERHAS AR w2t {3t o7t T
(F=6.259, ,p<0.01, F=6.259,p<0.01), Scheffe AFFAZlAN 2matel(c)

A AFH(d) 250 =9 File) IFET FolotA A Yerstth

==

(R 4-7 ) BARHAS 2 AHAGOE, ARAZHE JAEZE 2]
AT AEAS o E%ﬂdi} Fat/-ole& Scheffe
HEAYZ(a) 13.950 2.020
22kl (b) 12.137 2.126
A& ALE 22e}l(c) 14.083 | 2742
g 21152 (d) 13.990 1.966 9.048/.000 b,
9] F1(e) 11.519 1.736
Z1eHE) 12.407 1.871
HEAYZ(a) 47.688 2.020
22kl (b) 43.890 2.126
exmakel(o) 48.650 2.742
Au| Az 2 — . . * ok K
JH) AE FRESIR) 17910 1966 5.388/.000 cdde
9] Fl(e) 42.342 1.736
Z1EHE) 45.181 1.871
AU Z(a) 21.983 2.899
22}l(b) 19.659 2.669
= FEEEIS) 22.861 2.288
Il T 7] - %k %k k
aAEA 219157 (d) 21.843 2712 6.259.000 cde
2-9] F1(e) 19.134 2.420
7 EH(f) 20.399 3.385

*p<.05, **p<.01
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A3A 48 A%

~

= dFolME HSelARAdNA SHEes o] AT ie =2 o

o BEs4d4de =471 2L 4 ey

tol
+
)
B
|
o
ON
(o]
el
N
s
el
Dok
(e}
T

2 AFoA A, AFE TEHHAFE AHAEES EYHSE Aot
o539 BAEY JARYE FARC=E  {Fon] SFem(F=73.697,
p<.000), 5A% RIZEE 65008 =gMiso] A
o2 Yeg o™, Durbin-Watsone 1.386 ©
= 4o 7R 9471 wiZel ks gholl ATt

A, TS TENUTE AHAEES SYHHS
Ada SAREL FAXCE Fon] sHRom(F=70.162, p<.000), +78%
R%ZHe 6392 EHHSEC] WES] 63.9%° AWsls Aow Uehgon,

7] wizoll ZHabE Tholl AdiAZE ¢l

AR, 2= TEHTE ARAEES sS4z AAst 53 #
A2 ofRE2 FAACR Fou s em(F=70.162, p<000), 4=
R7%2.6392 SyWpEo] w9 639%2 Ayste oz yehgon
Durbin-Watson< 1.583 S22 7| 3l 20 7P
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H1l-1. 3742 A=) F () 9FS v& Aol

AFRE B3] Ag AHIAEE 89 FolA f342 95% AEeE
(p<.05)°llA, pFrol 23901 g2 3.758, Fo@E2(p<.000) 22 e}
Ao folgt H(+)e] T nAE Ao e

H1-2 A=A A= F(+)9 932 v)d Aol

AFRE B3] Ag AHIAEE 89l FolA A2 95% A=
(p<.05)°ﬂ/\1, pzrel -.10101H tZhe -1.722, {o)dE2(p067) 22 LIE
L Ao ot JaFE nAA G AR UEHTh

H1-3 %%@% Aol B+ G 1A Rol

ARg B3] g AHAEE Q9 FolA SYAL 95% iz
(p<.05)°14, o] 005018 (ZEe 059, §OJeHEL(p<953) 0.2 Lheht A
ol golet AL nAA P Ao vehieh

rulo

H1-4 482 A=) A(+)9 93 1d Aol

MRS BT A" AHIAEE a9l FollA FAEL 95% Al=ES
(pL05)NA, BFrel 330019 32 4.886, %Sﬂz%%w.ooomi et
Ao fogt A(H)e] FFS nAE AoR eyt

AP Bl d"g MH|AEE adl TN 3AAE 95% AEaE
(p<05)OlA, BRrol 415019 gk 5.905, 4o&E2(p<.000) 22 vreht
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A

o

A G5t A+ G mAE Ao eptet

rr

H1-6 342 W= FH(+H)9 92 v|d Aol
ARE B3] A" AEAE- 89 FoA AL 95% AlFEes
(pl05)llA, B7rel .28601M tZhe 4.433, GoTgEL(p<.000) 22 YER}

o] folgt A(+)o] G AL Ao eptet

H1-7 A2 TFo] A+ 9= v Aot

A

A

Jo

7] WE AuaEd 89 FolAd ARG 95% AlEs
(p(OS)OﬂH pgkol -.08701 3k —1.46, FoldE-2(p<.146) 02 HER}

o] folst A A He Ao ekt
HI-8 R4S BEo] F()9] FFe md Aol
AR B AY AHAED 89 A

H = %
(p<05)ollA, p7re]l .091°0]H g2 1.132, Folsts
o) FoJdt FFS v A] k= Ao = e

gL 959% AFESEE
o

(p<259)0 & Yeht

o~

H1-9 42 o= F(+)9 9= vd Aot

AFRS B A" AMu|AER 99l FoA FAAFL 95% AlFeE
(pl05)llA, g7kl .15601M e 2276, GTEL(p<.024) 22 YER}
Tt foJst A(+)9] JFS v|x]E= A2 e

°)
T
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(p<.05)llA, BREel 433019 32 6.059, FolgtE2(p<.000)C2 e}
WEo] foT J(+)] YFS ML A= vehgeh

H1-11 342 B9 A9 9FS u)d Aolrt.
AFRS B g AuAER 9ol FolA FIAHL 95% AlF4
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ABSTRACT

The impact of service quality on relationship
quality and continued use intention
— Focusing on the Office Multifunction Printer Rental Market

An Jong—Won
Major in Smart Factory Consulting

Dept. of Smart Convergence Consulting

Graduate School of Knowledge Service &

Consulting

Hansung University

Corporate sustainability management is more than just social
responsibility, it is a survival strategy and an essential element of future
competitiveness. One of the key strategies to prepare for the future is to
respond to market changes. In recent years, we have seen significant
changes that threaten the traditional rental market, with new subscription
services from large companies entering the market. These subscription
services are revolutionizing consumer purchase behavior and usage
experience, challenging existing business models. As a result, companies
need to understand the new market competition and differentiate their

services around customer value to gain a competitive advantage.
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This study aims to investigate the effect of service quality on continuance
intention through relationship quality in the office multifunction printer rental
market. The rental market is growing rapidly due to the advantages of reduced
economic burden and maintenance service, but the importance of service quality
and relationship quality is becoming more important due to the increasing
competition. In particular, service quality is an important factor in increasing
customer satisfaction and maintaining long—term business relationships, and
strategies based on it are needed. In this context, this study aims to derive
strategic implications for sustainable growth of the rental market and provide a
basis for strengthening the competitiveness of the B2B rental market.

For this study, we categorized service quality into tangibility, reliability,
responsiveness, assurance, and empathy based on the SERVQUAL model, and
defined relationship quality as trust, satisfaction, and commitment to
empirically verify the interaction and mediating effects between them.

A total of 210 copies of data were distributed and collected through a
survey to corporate customers using office multifunction printer rental
services, and a total of 204 copies of data were utilized and analyzed,
excluding missing data and outliers. Exploratory factor analysis and
Cronbach's Alpha coefficient were used to verify the reliability and
validity of the survey results, and multiple regression analysis and Sobel
test to verify the mediating effect of Baron & kenny were used to
analyze the causal relationship between variables.

First, service quality had a significant effect on trust and satisfaction,
which are components of relationship quality, and empathy and assurance
were identified as factors that had a positive effect on trust, satisfaction,

and commitment. On the other hand, reliability and responsiveness did
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not have a significant effect on trust. Engagement was also affected by
empathy and responsiveness, but not by assurance and reliability.

Second, when analyzing the impact of relationship quality on intention
to continue using, we found that trust, satisfaction, and commitment all
have a significant positive impact on intention to continue using. This
suggests that building positive relationships with customers plays an
important role in fostering long—term service usage intentions.

Third, in the relationship between service quality and intention to continue using,
empathy and tangibility were found to have a(+) effect on intention to continue
using, while assurance, responsiveness, and reliability had no significant effect.

Fourth, the mediation effect test revealed that trust, satisfaction, and
commitment, which are subcomponents of relationship quality, have a
partial mediating effect on the relationship between service quality and
intention to continue using. Sobel test results showed that trust,
satisfaction, and commitment all had significant mediating effects, and the
indirect effect mediated by trust was the strongest in the total effect
analysis. Service quality had a dual effect, directly affecting continuance
intention and indirectly affecting it through relationship quality.

This study provides important implications for companies to strengthen
long—term relationships with customers and gain competitive advantage in the
office multifunction printer rental market, and can be used as a basis for

strengthening competitiveness in the B2B rental market in the future.

[(Key words] Service quality, relationship quality, continued use intention,

office multifunction printer rental market, SERVQUL MODEL
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