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PHEe] A2 OE Bast 878 SR slew, o) Y Wel BRAA
Agol e EAS AT ek 7&%&6&4 (Garvin, 1984) ol 48 A4
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gol AW, A7} Aot vige] vs) A AHRSE

3 7rESith (Garvin, 1984)

HH

<]

17

Garvin(1984)e] otAl 712 A2 Zb7] Ag3dS 7121 Qlow, o
rFo= 29A SQlo] HPS Y7 <
eF AujAof Tl ghEojfof whap AH|AL]
A2 Aolst=d 7P A9et U
94, oldA, vlEgAdolels EH2 7H AL QlojA AHjAolEES
olsfist= Ao] of#em, AH|ATZE ZHAL

2009) AulAZEAS 27 /AFL Oliver(1981)2] &
71dto 52 PZB(Parasuraman, Zeithaml & Berry, 1988)7} A+
ot PZB(1988)+= AH|AEAS AdA Zidoe] ofd Al 7/fge= m}

ofste] m7le] A7wt 7)o Afole] Folsh Wapmt Hwatn Aelstgrh. AuA
220 240 wet ohg} go AWE (F57, 2015)

o g oAl 7hH A2 LEiE N B
o], Zprd AL ASA FAA FTuHolstn Fshach (F57, 2019)

=4, AHAEAL 714 EA(technical quality)?t 7424 £ (functionalq
uality) = WEZITh Groonroos(1984)= 7]&2] F4olzh AH|A 7]l AlF
A =1

Zo] "Fol(what) 171 Qlufste MulA Algzol FES oujelH, AlFd

rlr

£ AHlae] §Ro ot Hetyt B EHIVIE ¥rHe WAth(YSA, 201
5 H3A FHAL AHATt ‘oA (how) AFEHLUE ofnlste AHIA AlE
Bl F4o omjst, AH|A0] AT WS AR AHIAR mheleiZ]
offz FHO F7HE Udth (54, 2015)

_13_



AR AujAzAof| gt AH|AEe] 7diet Ao 2 Smith & Houston(1982)
o zlzte] Flojel uheh Ao WEelsst AEw, snjzte] BES AT
| AEAg Az HEe] ot AFRGD s (G5, 2019)

Lewis & Booms(1983)= AH|AFAolgt Al AH|A7F 1749 Z|diof A

oty ARsh=A15 S4shk= Aolztal AYstAth.(FsA, 2015) 4714 AH|~
FHoldnA ol Zti7t d¥E el dAste Aol Hdn. = AMB[AE
Hdolgtr|de] 9 &AM iAol aFst= AS Ysh= ARl <2 HIE
oz 1A JYHT 2 AHIAE AFote Aolth (YA, 2015) Unger &
Kernan(1983)21 7] HQ Wy, 1749 = %
Sg MHlAFZHS
Qo MH|AFEZ
7 2 7o) A4ste 549 T4 TS FAth(GsA, 2015 Gro
nrooss(1984)= AH|AZZS o] HH|AE dH7] Hof| 7|t
HAS B T m7e] AZe QA Wi o AARCT TS
71, 2015) PZB(1988)= AMu|Amdold Aujxe] e4dat dhd Ao A
HhAQl wheat Bjetal Agostal, 2ZH AH|AFEES 7

o] 7|the}t z|zte] ztol2 Aottt Bolton & Drew(1991)% AZH= A

i)
B
N
N,
gs)

=
ix 2]
™=

Z}-9] H
~ERE Aulz AAY 9440l dande] Wrke gelsty, Az Aulx
w2 A S 2 g2 Vel x[Zhe] Hlae] ofs) g detal F
ottt (Fs3, 2015) Randall & Senior(1992)= AH|AFHE 1749 HQ
= oldllstal of Faof WAY ZIetEE Selshs oIl stflen, &9
welte] gl =gEAel Het Lx2tal skl Folstle. ERF a7
°of 7ol ¥F= Al 8oz JAA 84, IAFH, A AR E, AT
AREE ] Q5 oAtaEol s 8l



Zo] AA-sc}. (Randall & Senior, 1992) Garvin(1984)7F A|AISE oAl 714 A
4R Foll AR HEa dX|etet

=4, AHAFAL Bt fARE Hgolth. Au|AFEES ThEat
o=z HEot fARRE JHdol Ar|Holal A&AQ AH= |
Ql Teolm, Ato] 2Ad4E FHoE Wole FAA LANFe 4ol
k1A 9l Zdolth. (Randall & Senior, 1992)

AR, A AEAL Auae] B Aol gt Bttt AuAEAe]
he Askmet ofgal Aula AZIAS] B} o|ojHoksti, B3 nAT}
AEls AEAe] FoAgo] B Wrle] QolA Eastthn FAsHAC(PZB,
1985) AHIA AZEEF] oA 7141 EAwct B4 Edo] Fasitt 5}

A}, (Gronroos, 1982)

G, AHlAEAe BAH FARcE WA B4 B4l o getct. Al
s BYA, HEeA, o4, 284 Fo| 42 AL 9o Tud e
WA 5 gl ABA o] ofelsul, Aus AT APl gEAgH 7
W F 7l olRelxi XA Edolet & 4 otk (olgAk-0lEY, 2001)

A, AEIAEAL Aok X9 W] ofsh AADE. (o187, 2009) A

sEolnAe] Aot AA 9] MwE B QAT A ofe] shAE

Lo
offt
lo
~
o,
T
9
32
)
o

¥ Au|AE H WS =9 842
Mu|2 71ho] Algsfort gttty Lyle Aom Aolww, Ax HEI AH]
2 52 AlFure Aujsof gigtuie] W og Aok (o374, 2009) Ut
Hog AMuAZAL IANERS AASs FES SAEE FAHUT (o]
78, 2009) MH|A= F@ol weEh Aolstal A Ade 7HAAL o, A
H A0 24& FAstke A $45S QA7) AdiAe Sty
+ HFAdelA F4& st Zlol § HiEAsioh(el&7d, 2009). AHIAE
e Ash=d gz o]85%E Hx: SERVQUALY SERVPERFo|U, AH|AE
A& SAste 840 54 WHole B2 =% EA5t JeHAA -3 %
AZFE, 2004)
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| BoSHE 10714 o) Au|2Ea

7

A9

-4/ (Tangibles)

AU 2E B71EE7] 19 84 SAd) EaF A
A, gH), FUY Qm, Aula Ay t2u,
DINES-SERE:

X124 (Reliability)

of%E MulAZ Ao SPsts S A
2 o] dARl, FFAY AEE, At 7]F,
oF T

ol

5= (Responsiveness)

53 (Competence)

A A 3k7] 4

o4 (Courtesy)

AT HEshE TEYe 14, wiget Fadh)
aAe] Aatrt A Zre| oigh wiy, @Y FIY
At =

4185 (Credibility)

Mu| 2 Als2e] LA, AR 7]

g%, TAAY A, 2 Ax

2
ot
rE

¢4 /d (Security)

9g, JHozRE Zgo) Bed ord, A
obd, WY ny

AL 7FsAd (Access)

H27Fsd3 A2 A=) dstqof, W71z, A
vl AFAIZE B g4l Heldy

A5 YA 0] (Communication)

[
N
lo,
o
iz}
=
&
N
o
o
K
[
N
<
2
4
Fo
5 [UEL
I
Mo nS

Hol) Aulzo] et A9, Au|x wjgo] A,
AsiE B2

2789l o]gf(Understanding the
Customer)

DA 150 K7E L Ldd]) mAe] A
4 QAR Sh, EA BH AT, AHS/SF 1
A o]A]
1 'O

2

S
R

= (Fdol, 2011), epdagefole] Mujiaigdo] AARREF NAFTA o] n]]
FE A AR TR oA J
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g, 2011) AtollA

.HFA}
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ALl

(

A, 2011) AH]
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A
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Nvd|
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TR
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AL
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o] g
19

2540l

(AL AHES, 2012) AH]

= PAE Aog WA

=

1o°

%

o
"
%0

Mo

FoLof mx]=

g

AAA L,

LSS
11—

2012) Mulagdo] M54 2 Aol kel v

TolA FEAd AMH|aFE

Foh (A7,

o

AL
__OO

(¢}

B4} 7}

bl

5

)

__OO

,m-o

ol

1 AR, Tz

a
=

=
=

3 A

A7

44

ar
[}

o] 74

~ 87

(F3]Z, 2012) AH]

o] 74

o Fostart. (393, 2013) AR

Ea

A

the

'~

o
00

7o
K
%o

Mo

n_AlO
,_.,_mo

Ho

ol

ﬂo
go
To!

o
o

Al

Z]
=

of wakA gzt

ohim 4

bt A

)

o
AL

Al

<]

2013)

L NEEERER

&g o

A
T

201

5]-0] 5],

o2

Q9] o] EopAw LuIAE

TollA Au|2~EA
Ao Qo] A4

ot (A4, 2013)

ol
RE

ol
__OO

A

o= 3%

S|
A~

i

A
TR

el
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S

124 %
7] jojof

A

i1

7}

St
“

2007). wrebA SAFEo]l &H|RR @79 -8

al

2

A~

A}

O T 70,
agE Qast ot

A

e

==
[e)

SFATHEE9- A4, 2007; Andaleeb-Conway, 2006; Ryu-Han, 2010;

2], 2010, 2015).

/=y

2.2.3.1 A=4
2007) A#A,

2.2.3 AH]

el (
A (a3

o

137
%=, 2016), sk 4201002 =

2 AA

4
1,

[¢)

"I

)
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Aulzt f3AsH BE B ST 5 b ATAY SAT FEeb
AN R B9 Bol 497k AZkehs 82 B7PECHZeithaml, 1988).
Aul2BRe ug, dente] BA, RARE, DA5H] ol FAT 85E

=)t (Buttle, 1996). AH]AZZ o] tst A<

o,
N
i)
q,
>
o
Fo
ok
re
o
N
2
N

S5 T, F5A

o

= = A" FES IAXFAR] do=w AM
I 71d, 2z, wESY dEE gl=2 B3 et (Bitner and Hubbert,1994;
Gronroos,1984; Parasuraman,1988;Bolton and Drew, 1991; Zeithaml,1988).
MulAEAEL] o= DAY HEEY ABjLs ADagSe] dojdtal skt
AMul~F A0 grefste] MRS T2 Au|A0] 2| Zbut o] AH| Ao ot
7S Bwsts Aoz AHolstArt (PZB, 1988) Brady and Cronin Jr(2001)€]

A5 Higer MRaFdzds AoAeEd, 2asd, SUAgEEEY
o

oL
o
=)
5y
52
rlr
O
Kl
oli
L
38
)

(o1, 2F 410k, 2003) wtebd] 2 =Rel Al HuagELe] £H50] DA
A Folwe] mAE GRe AMmiA gt AsAgold At Al
urgstel WAL P WgoR A ®E 257 W st 235

£ 5 4T T AR o

al, 2002). @b Fo2-8-E4 ) =4

o] FAEE AL oJultcH(Wu,2005). 7147 H o] MHAE AFste =37t

of nAzte] A=Ayt F4, vheAdo] AR TH(Wu,2005). &, I

W S Fot] 4eAEELS BUleHA = 1 Aol wEk 384 52
J z TH(Wu,2005). wheta] 1242 wgkatge] 7

3 grReH Em AREE 3 EUSS W71 % AT

F= UAA I (Wu,2005). o3 Aoa-g-Ed2 AHla A

Hu

f
ox
]
olo
o
v
o,
=
X
i,

] TR
HH
N d
of Hu
ML
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o FEAolety] Bk Aul2st AR WY Edoletn & 4 kW

1,2005). AHIAE ALste BN FriEe F2AEEEe Auasd A

Zto W S u]Hth(Wu,2005). A¥AE 79 FHASEE 5
Ue AWAQ ZAZE BESHA AAER] = B Bob dutdor AHR}
7} A Zste B4 2 HrEoH(Zeithaml, 1988).

4o g R IAT M)A HAdte] Au|A Agiie] TRE FHRA o
of FE PAl= 852 FTE AU HES o] I FERom A9
84, MEA Tol olof &9tk sHYeRE HE, A%, 7 ol Ut
Au| 2 2ol it Z]Alo] it JEE e FHjo] IASFE FHAIA 1L
ATES Folil of7]of ¥hgals 1Ae Asht YR, FHAFH= BASH
Hota ofgth (Zeithaml & Bitner1996) £35] AH|AEA 2y 117 Afo] 9]
FoAg2 17“4 HBV 2 ¢ 7&4 A L] ’”ﬂr HH] AFA g 140 1

It (Zeithaml & Bimer1996) 79.9401 Zﬂ‘g‘ﬁ}% +=7te] P HEE
a0l of@A QA|st=rte] whet w2 EebAH o] off 1A o] Q17 U
Ao R B2t (Brady & Cronin, 2001) A1&4-e
H A AES At Alsste et A9 AxE ofn|shH

Ay Al aAA A&stal SZ4A o= Whgste Ak 1EY
S AR R ARRPlAl A4l Higel HAlS Hole AAE de TH

AFYAeld Jder AolstY . (Brady & Cronin, 2001)

o ox il

o, of -

w2y ol

25 AFshe 7190IM F8% JF= st 84 9 5
ES

e
olck, £ela W4oI 9ol WEOIA A Ay Sin GHE E 4 A
A3, A9H BAS AN BE BH 80|k (YT -RBA2012) 2
94 @ge w0l o8 @ & QERE Beldd S Tehe FPAY 2



oo FHR et 71, FAL ML, FAAMAE, AE 7=, 7§ A
7Fet W/ (Objects), AlH]A 7192 €7 (Circumstances), ‘3% (Conditions
o ZHH, 7I4- L8, B3] °o]8 S E2 FH2 290E0 =E5H
7] Wizl AFe I AAEG 299710l Qlste] Fui 2AS WEH, H:

olulx FAo| ARHOR o 2 IF WerkAGTF - Uﬂz} 201 2

30 on &

o)

i

T
HEAGS ZAFORA Auze AW BeH Bre) Aol oz

ro o
o flo @ 1o ot g2 1o o

th} ZR¥01S welet 4 glnk elAldleld Beld Ca
AulAE AAAQl 4ulo] dis B9 wEUAS Bols] odiny
AuAze] qg HEEE PR 4 b Axepd & Qb A o4
Aol W, 9% el ARy B A, &, WA EEF SUE
oz} e B, WG Ew, ohf Auls 7RG F4 W DA 5 o)
WESWA W A A Fashl Azt 2014) AT
Zaln ggold Aula Mol MAsHe Aula BN 84150 ot
Ao mAL x4 ®E ggow Holsdn £@ Mﬂ]i i?ﬂf‘-ﬂ o Aol

ro
i

fn)
S
=
l
N
Hel
A
2
oL
WE,
)
N
o
=2
H'l J
o{x
Oll
o,
AL
=
ol
ok
o,
T 5
e
s
9?6,
N
<
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7He dste As § dide Agsior &€ miFold A%l doet vy

Aol n Aytols] o] avlzte] Pl HHA JFAL TIlo
717t ol B3, A7E St 1A 71Xl GGE457H (Domain-Spe
cific Values)E AA5Hth (Vinson, 1977) GeE474AE g Acle] Sug 4

& ARFYOEN IS A Ao YBPA, HE, P98 aeHom

A= & QA AE o AL AAE, AeE, EuA BE SolA S
ol= Algoez AgbEQl 7Hx](global values)@t H7H4 41 (evaluative beliefs)&
ddsh= FXtohe] A2 shal glow, oljt JHESTIAIL vir 4H|eF
HE 7Rl shdnt. whEbA], dRbZRRl= AR QD ZER]O G2 mIA]AL o]
& FAAY s FHdEe] AHA R IFS nA =, olHT AnHet
" FAEQ] ZEA7E vhR AHZERRAL shdu(E e, 1997). A ASR AlE
ojuf Mu|AS] ZAHEHE AT 4 Qlvhe THS AASHAT LA
A 7HA", 149 845 FZA7I= AFT AB[Lo] AubdQl el o
& 1S HIHE ou|sh=dl, AAl LAZEReE WA aAHG 7ke] zpo]r} Al
Aofl gt o9} E= A A HgH 7HA], =, 1A AZd ZHAolt (Roig et
al,, 2006). AA 1AH&2 vAY SFadE 54, AT o|x] 2 A
H]-go] FetAlola, AA| AA7IA] = FulArE 714e] nHAY EFow A2 4
UE Be AE AU, 0F 2, olm|x] 7t 5] TS FAESHATH
(- A YA 9H,2000). A2k 7E21e] Zgol digt A= AT, Arele
A7t 5 FRHAT Fofoll A hfsiAl ZokollA olFoiz|aL it 55| A[ZHH
W] I Eel e nHvhes SHolA od, A, Bk, o 23
A derA FAT FFS FUHE of FEFoaL FHAN Eoe= FURE



sto] AE mi Aulso] wgo] gt Ao ANHL W7} = Aulao] ol g
o2 dojAt AEW 1AL 7] S8 FA Hge] tha AW 49D
% ot S, oE LASES Aol we XA, oW LAE
o EAT o] 4L olF U XS AXFLE Tk DASe] A
A7bE o] FHAAES APHoR HEEolof Bty T4 (Zeitha
ml, 1988) A|7}8l 74 RAS0] wAstels Fh JlEHoln 2rA 879}

i)

Fo] oxd #FAo|gt1l sttt (Peter and Olsen, 1998) 714= 7+4
A7 AHTARA 7R E Aots A2 YT ZHAo| AAISEL, X
H 7R Wiet 1At Pl et FufgEo] JFS niAl=E AL

st Ql=dl, SHd g3t vgtA vg, 1A TS, Teil 17 EA

Zpo] wigell 2zt Zpx|e] 1A L 8E £ laS FE5kL Ao (Bolto
n and Drew, 1991) E3F o]= EA 71, FYolx, 1

° A7kg 843 1A
gln Fuf % 71 o2& oA WA FASE ALt 9t} (Bolton and
Drew, 1991) & A~ 2 #@7lgels 2 o, Azbe 7Hle wg 34

=4 A
A AemA Y2 THAoy FujrRE ¥5 OPJJ} st A3 A=t B8l o
A

_1

e
kT

S

b

o
10
=)
_,L
rr
9,

2 oro & T
L ooH orr lo lo ® i

10
[ o

k)

rr

5 7HA 9 AxsHEA she %@#1 | digh A|x=A, £ & 5t
2 slgo=z 71AS At (Dodd, 1991) 3tH, 1] 71x]=
ARl FEER HHY §-5739 g & Ai o

H]-g-9] H|watyl stk (Nilson, 1992)
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Aol Adz el

2-3) 7FAA e gt

i1
ar

<

T Hpp | il e
To? K G
R | W | w | E g G I N S I S
K o - = T 1o < i o
T oo Y < E
=l T T 5N T o i i
N of | EE | W H o o rin T &
ol B oy & wlu ° <] ol 5 & 4 2 X
‘_._ﬁ = T ,__Lm.._ = oT = st or ,m..ﬂ “uﬂH b T ~
LT T M=o | T T | o £ N T ~
ST | BT ga |y |2 BT [T m | Slu |8
= = N ® F
S M = = o T B oo T ny A Jﬁ B
| B gl ws e |&|Pde |2 T R
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Sl R e A S B T Tre | B | 2o o R®
© | ml To | ®m | BE | W ot R TR ok 9T
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T 7 AL R ) ol " <0 C R ey R
T ﬁTu 10 = :._._ % ]dﬂ > m__mo"_o ,_ﬂod KM K| ...‘_mc N3 = H =
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o~ K K 1__/|,A = = Q_o o W R L s O_E [ ﬂ L_L
= 7 PRy | 2m | H | *0ga | N Tl | T
A B Ry i o % 5 = |« ol B T
__rm By | oA 3 s i m ol | AN il 4=
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~ ol o1 ~ ~O Gy 0 ESR g el & & = ol T
- 1__/I " _ZT o = _z.:; BT ~ _IL = z_l =y N X 110
Moo | ®7 | V% | Tr | g | paxy | By | X T | T | < | T
sl o o O o O O o SO L EE| %% | 2% | &k
e | G | EE TR N | Sk | N> | ek | el | EERE
~3 | ,_ =) DT N X 1__/l _L ﬂl
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g g | 2|8 |3 g S| 2188
w2 S| 3| 2|8 %8 2 | 28§ ¢
- S = 3 = | = ES oy | 35 oo
g 3 £ = 3 & e 2 2 3
B 5 | = 2 85 < |5 5| BB
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2.4 7YA844

234 (Gaimess)ol e AES vhe FAFHolold Helskr] 47 @ He
dHA YA ot 11 JNge] EATE A9stal dFE Adste AFSHo|L
AcHALE 24, 2008). Eul& A ol(distributive justice)S A|¢Hstal “Shteo]
A TA &3t A7EAES AAlo] BdS oFell HlEShe HAfoly AaEwt
2 7t Ao =5k nt. (Homann, 1961) ©]% Homann(1961)2] 4]
4o ol2g WolSe] AN o] w2 A Azt ohE Arre] =4l
e AAA duE HasklE o, Hl&e] #3& °olF W s T 5%
/d o]E(equity theory)= F7otitt.(Adams, 1963) ¥/ A A, 22
Aol e Fast H dog utAE FofoA FAHAE o2 FaAol
SE d ol&F& o] dojip= HE X

Shak=e] ofs FEEH gloH, ¥4
of A8 o+ ATEREFE 2010) 7124373 (price fairness)2 AH| A9} 712
ofo Adams(1963)9] 57874 olF= Este] &A%t Zo] Alx= o] 4t
S/FYT FiRte] AHE/FYe Blustol RS AlE FH olF9] A

i

Mo

ol =de w50l Aok, (Huppertzet, 1978) 71457442 718 HH
Al Aol FuiAte] A HAAMY wrEgE 2R dololnt(dgg, 201

0). 7HAE8A4e] Aoz "FuiArt AA] &2 A g A8 & °E A
mizp, olel Al A, &2 e A ATEeRe] 714 Aol olw7t A
U, ot SdTsAY, geA Ao Hiet FujAbe] ek o e gl
o} 2kl Folstdtt. (Xia, Monroe & Cox, 2004) 3N M) o] At
A4 A= "Bkl 2HE **7“”‘”556}@, A ZF (g ol "dobA Mg

Ex AFRO oAyt Eel Bust: S ool £2 /T Ut & 14F
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4). 7tAFZ8A vl == i ZHFoltal & S 9o, FHAo] FAAH
Zroll Zpol7h Qlvpx wekd of EFAAS Ao Hoh#-52,2010). =

TFuite] ZFAFAA w2 puizpe] FEAQl wxle] Aolrh. Afufrts A}
15 Aela, A4 Qs Hdekeld s9sh, 2418 o]o] ojFof we} 7}
AZAHAE w5t $oh(Oiver & Swan, 1989). whehA] mujzir wdsh= 7}
A543 FuiArt Bashs 7HEsAdolls WA EAskEAE Eol AtHXia
et al., 2004). AR, 7tA it B34 A|7h2 &H[2ke] 7} sl ¥

=t 71337842 FujAre] whE, Fujoe, E3e] &= FHCampbell 19
99;Huppertz, Arenson & Evans, 1978; Martins, 1995) S5 A4 BA
A AL 72 FuRA 58t A¥S o7t (Xia et al., 2004). 7414
o7, AHARO ZA AL TF0] He A=t wEMN sk A et
oz diry Wik A tolo A Aty & 4 Atk Monroe,2003). 7}
7‘3"3 A7k ZHAC] tigh FujAbe] oAl FUHAIA FuliAbe] 544 3
de WA sk, ol AlEol tigt 7HAE shetAIZIth(Sinha & Batra,
1999) 75442 Blel Hls] oleole ¥& AHSole EWT(unease), #9JA4]
(guil) et 22 A& 244 skl Eolols e FA-fole ic(anger), =2Hpass

° DRSS AHHJAPES O
HrstthH(Xia et al. 74 °717] Y= A7t 9lolokst
o, AHE H”H/ﬂ :rLUHZV} ASHE FAdste] Fdstaastes AlEol dofof
AT FEAY, 2008).7H4F5HA Aol AMEE AlFES TFAEA 7HAHE
o] dAA ol FA] ke AES Agstal 1o (Campbell, 2007; Anderson
& Simester2008), = &, AYeF s AF, 2lLPE AF, 9
& AH|ATO] 71E9 7HAEEE ATl BHe 7R AlESelth(Xia et al.,
2004). FujAtEo] 7HA9 FH4E wasty] fleide Aol A vk 7HA
1 AFe FaE vwdtttal Ajberlrt. (Herrmann, 2007)2 FuiztEo] A
=3t F9of tigh A=<l AlEe A= 7HEEAAEd MY 2 e Ol
ver & Swan, 1989). 3 Aol EAAH] IS L=k ok, diF
w9 HAFAA dAFolA EARTLE] 7H Bl wE Zpolrt ZHAFA Al
"2 @olojth(Kahnemann, Knetsch & Thaler, 1986). 5344 TS gt

_1>~
o
o

[\
o
o
&
;N
N
E -
OH
ON
ox
>
N
o
ne, rlo

0

_26_



TAHCR A 714, BAAS 7HA, 7199 H- 3712 E AASFR AL (Bolto
n, 2003), =AM C=E ERI9 A&E7HA, B#A9 714, thE AHA9] 7HES Al
Alotal o]edt EATS] ZHARtol7t THAFA A S Frhal AAISHIH

(Xia, 2004).
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==}, Fishbein & Ajzen(1975)= dHbAo
=2 AH|ZEY] Y-S A5oh7] AT 8oz AA PFoE AFE= A 9
ForAol glon, PFolret wEt ool dAFoAE A Frf ofkef A

= Aof digt 8450 AFEHJAH(HS2],2015). BFQlA

S A Nt
B 7|dE £ @ off E9] 3 e P2 otH, FHAH] FHAL AlE 2
2R G2 oJareral A Q] ™, (Reichheld & Sasser, 1990; Dick &Basu, 19

94; Sirohi, Mclanughlin & Wittink, 1998) & PFojrt= FAHAHQ =H]
A-B|AFe] PFofrel A SHO| U PFofrE ML AtH(Zeithaml,B
erry, and Parasuraman, 1996)1 7 SiQlch. Eo|kof et A= AH[A
2 gato gz Au|A ulsE Hopol| A @ra}-am] o|Fo|A S=tl(F49,2014),
59| dFetal st diAdel AEQ! Brole FHoE e o]Ao] HhEzo
T o|Fofttal sk Al i 9153}3—' stelom, ool g2 THo|y 2xE
A A T ol8She it el Aol AR QAL & 4 ot
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(E 2-4) P5I=] Ay

A2t g
T2](1995) w20l 7o digt oflaw
Aol gz A ZPHFE o T Z2Holr =2 TFs=
st aoon | NOTEEIEE AR, AT Eelmt 2] t
Mg
olFE, . o] §A|Zte] Aoy AR FHA 2 AR OAT
ZAE(2002) =o] 5t 1Ae] o5k

ool A o EH]— Exhﬂ- T =3 71—%_9_
273H2005) TFief =, A e o] el 3 22 8
o % 7} ZYHI ol
AF Ee Aujzol tigh 21Z4E Aoy AHEE 9o
°]744(2007) 2= ‘4114 s 2 Fdse HiE R nHdEs AE
> 1 A419] o7 9 A1

R EAS
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B[S 7HEol didll ©@<es] AEFYol obd, 1] whE JHAE 9%
o 7}A, AAZol T Au|A AR, JAX Su 7

oeFet BrES Z7HA A Fefoll digh JAFEAAS Wie]Al Foh.(Stanton, 19
87 &, 2014). 7142 AH|AY AlFol| wet g4 B8] FY E= o]
= Aoy AHIAE afdo=H @A He= aoo] disiA werd oA}
T AHRbEA €A ot (Stanton, 1987;

Hw7Fset @A7F =7 mize] AFETdel oA F
o]713},2009; 534, 2002). EIF 7HA2 A&} 19
E}E—‘:— /\1‘ﬂ]i§ ??Qg}l—‘—tﬂ Za]t shu|folgtal & 4 QW (Stanton JW (198
AU 5 1217 HE‘r(LeerS

g TS
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o2 |
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H
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of
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n

A Aol oyt *HVM olg7] PFot=rts AYT
=1 Qloh(o]&-g-ut-e 2018). SHAEL 1AL
AZA HLEE Ao ofyzp 1Mol Lo Fufjgt 7bH E

ol A Fule 4 B3 e agle] ols) cheA A4 et of 1 3
e #A7MAL 1] A AR EL AHAS BosHs ZzoRA BeH

= HollA 1 FaAdol 7t 2 4 gloh(Lewis & Shoemarker, 1997). AJH|A
AtQlo] 71AL 1AW JEAE dHlglo 2 AH|A ZZAS Wyl §F L9l

AL EBRE ofyzl 7ol ol xet dFE He

tHKotler, et al, 2003). watA 714w
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o] ofyet g SA4ET HuFE
= 7F85 84 (price importance) ¥ &t 21
7FAAM (price search)olgt= Apg o=z FAAHETT & 4 Qltt.(Monroe, 1990)
MG = dutA oz AerE A, 7HAERA 5o Bojr TEH &8
I JEH(Ailawadi et al, 2001), o]8|gt 7FANA L7t YEH= o] fE AH|A}
= AlE 9 AHIAE BRstE et X 25k 1o S whet 714
o] Ao 485t Hi= ol tE & loH, Mo agAol: Zolzt 3l
7] WEoltt(Dickson & Sawyer, 1990). AB|Z7F 2H A& disl Zci7tE =%
HANAE ANALES 513 Fo] Qojzl HEEolA AEe] A AT 5

W AR e HEHR Fols
&

Qo
19 7lAe godw west Al

S 2AE & Qe Sl Ao (Garbor & Granger, 1996) = AH]
Aol wdste Hdl HA AE27HAS Tl g AE A st HAS
AAsta 7H40] 2R E B UHAEE FFd @ 4 AHEAYG, 2018).0]4]

of Wt 42 7MY FHY 4eAgo] anAEe] ) A

ot
N
N
(RN
r d
oy
H

4] ) A
ganTe 09, 949, A g ekl Fz ool d
94 B Aret Fy Zdxex AnNARES B 1AL Yo @ B
A=y offelrhco] HANPAES BAHD % ATEHAN-AEY, 20129
ATEASH St F%ﬂEH of We shlehdo] HAugE Hols BAG A
TEANAAD, 20137 9, elFele] FHAge] AN B4 (o]

o, 2007), EALHIZFY] WiFAAC] ek WA HFe] AegAe] ujo]
GFe WALl B ATEHRFILE2 G, 2014), WY HAEFe)
AR B AR AT, o]B41,2000), FUAT el et 4wz

HE 2 AHAugy 2@, §A%, QHE, 2009) Sol k.

H
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B AFNNL SARFARY AuAELe] A, AATHY 2 35
o] WAL JFUAS FYSLA st 2AEH BAS Gle) 2BA%
agstgon, Az BAS 7P Az BA, Avls EAw A B3
o] WA, A% D AATRT GFIEete] WA, NG wE
£A TS BEHLA SHch
HYITE o Ae a7 /M AFe] gste] (1Y 3113 2
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3.2 97714

2 a7 Ba @FARY AuiEdel ANAZ, AA3HY L 9

’

Folze] oA GFUAS ] stel Bt 2L AL Asant.

FE29 AuAZEN 7R A 7HY] A dAFoA= ARAEEE SHHES
2, 7EAAZAE mi7iEs 2l PFoeE AR sto] ANHAE 49
star E}(Chang & Wildt, 1994). &% J,} 7= —;,L/‘gﬂ A7} 9lod, A

7HA] o2 o] 011111‘1(130 ton & Drew, 1991) HH] AEAL 7HAAZ | §-9]
et FFS AL Y-S ASOFATHPZB, 1994).

M| AgAo] 7Ex Azt st Bigehs A-g delWen(o]shA]- 4, 19
99), QAAAE EH/S*QE g A B AELo]l AHlA Zix Azttt
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0|84, 2013). wabA] ole} 7 APAL(Bolton & Drew, 1991; PZB, 199

4; Chang & Wildt, 1994; Oh, 2000: olstAl-4 <4, 1999; H-&T-A+g-4Ad

, 2000; °l&7, 2009; AF%, 2011; Zar=E2Aqt, 2011 AASHHES, 2
012: H43]-0]3]%, 2013)E HEte R thext 22 7Hd-e HAsHqrh
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=

~d

o

AL
__OO

N
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AL (Zeithaml, 198
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5 THAEZ, 2013). wrehA o]}
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ohe

. 1999; 33
2013)E Higo
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2-@4E, 2013;
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RN L RARE
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ﬁ%é 9
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& Chapman, 1987). 7+4-57440]

_35_



Sttt (Monroe & Lee, 1999). HlW o4 AH|ZS] BJ/4k= vl&T 7HA 37
AUl 7 2 S-S 7tk 7P stofl o] FolX AtollA FHA A 7ol
ARF-EZE WAE 2o, TS A4 A A M7 o =2
AE& YSotAth(Darke & Darren, 2003). 7Fx|&}zbe| 7FARZ 3 EA ] Zbo]
AFS n|xE AL FISHATtHON, 2003). 112}0] &5t} AAHH 7140
=2 A5 vhotttayl A7 of Zhx|R|Zbel] S nthe AiE EESHAT

O
(AoFs-wedzhatarg 2013). E, 7HXA 7t uATE @z rajolate] A
A& FaWom(Ryu, Han & Kim, 2008), £ele] 712
7k Aol His) Y-S RS oo AR A4 o2, 2008).
U YA AETE WdeR HAAAY 1ARE 8l PFomte] 7327
BAE AT 2 THRAAE RS P F(H IdFE WA=

Aow SRt E AT A8T, 2009). AAALE REdon ujoln

of AFHY JFLS v (RALSFUF, 201D, FHLS FHAE Tohel=
o G NP & 5 AATHEALAUF, 201D, 7PNzl oo
el G Frhe e 4FH QTS Fo WSS, 2012, A

5
r FHAE UEHS Helylthi(E-S-d9+-x4
4, 2014). webA olet e MPAG(Monroe & Chapman, 1987; Monroe
& Lee,1999; Monroe, 2003; Darke & Darren, 2003; Oh, 2003; #I¢f% v
g, 2013)E HiE o R oot 22 7HES AASH

H3. 217t Y82 AMgHolof A(+)e] Ik uld Hojrt,
H3-1. 7R oo A(+)e] ¥ u]d Aot
H3-2. 7FE3A3482 ez A+ dFS A Aol
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St 714 EE= g AR tis] 79

S 2o qolo] s t2A4 AAsH Hthlych & Ariely,

88 AEAAN AIAEE ol ok, Ew AAEe] e
7FAHA ] F71E Eo9FHAl s tH(Lewis & Shoemarker, 1997).
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A HEAZ Uyl o]E 94 Cronin and Taylor(1992), Brady and C
ronin(2001), AFZ(2010) 5o APAFE HXxoto] F 1270 2Fe=2 4%
5, 2AAEE 59 Puo] vetd @e 124 ST e TG Lik

ert 53 HEF ©]§3t A5

& 5 3 ¥ A agaT

W dlo] £& wWZFo] ey} Andaleed and
AnEd | A9 wrel ool A, o Conway(2006)
U7 £+ A352](2010)

orghst AR 9]7], A-st B9)7] Cronin and Taylor(1992)

288 FAZA | &9 xyo] uteo =}, o) Brady and Cronin(2001)
44 1A342](2010)

A4e M-, A& AH|AAE, | Cronin and Taylor(1992)

Ao g =z O] TAIARS | sl AL Brady and Cronin(2001)
A=, A& Au|AAF A532(2010)

2 A AR A ABATE o] AlFEAY 2 Aleie Bt A
2}t EA A|Zo|L; AH|Ao digt Helog A olstrh(Zeithaml, 1988). 7Fx]A|
7+o] B2 Zeithaml(1988), Anderson et al.(2008), Z&=(2011),0]0f5F-0]Ak
7(2012), o] A5 Hxolo] AL FEE BHE £dor A2 AHA
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s, 7HAAze] 2o

HEE olgato] S35t

A k)~

o9 I2™THS)9] Likert 53

& =2 A AR AP A+
st wlwrt s, HEgAS
v s AT o] 9L xpH Al Zeithaml(1988), Anderson
Az | R BEEOLWE AERY L0009, 282 G011,
ofoltjol7} Sls, EiT]et W3 o} o]of|Z-0] A (2012)
| 7 A5
343 714 578748
2 AFolME HEETE4S dAolA AARE 7] o] Q1A|sH7of st
of 2= itz Aostaat rh(HEgE, 2011). 7HAEAAE Y w2 Maxwell
(1999), Hamilton & Srivastiva(2008)9] d7oflA Ag3t FEEF AlAE 7H
zAo digt 34/ (fair), 587 d(acceptable) A=/ (trustworthy) 2] ZF2}
D9E BREL Uee) 20129 97, A5Ee] 20139 A7, FFF 2014
9 A7E Fxele] AL ARASHATh 1 B4 BRe We 1974
SITH(D) " TS 1RTHS)9] Likert 58 AEE olgate] ZAsHent
& =29 Al F-& APA+t
=7l Ae Hgsich, WErtAe 7 | Maxwell(1999), Hamilton
NATAHA Srolg, WEel mlhslAC Au] A &Srivastiva(2008),4r3-&
i O Yo Mo} o s 1 T T I —T (2012)’/‘\_]%2_;]_(2013)’?_]__11_
Fol giet, W7t A2 W2t st | o3(2014)
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344 BT

FEole= 54 ZIdely A2 HASHL B Z[jolut AH|Aof HIS of-&
ot ALt w2 FufAdFS Qu|dth(Jacoby & Chestnut, 1978). & Aol A
+ “AH| 2o dis] 3R BT 33 Al A&A FA]o)A], 2EQ1e] AEof tigh
e Atz BeloA F-stal dfste HE"E A ostlrh (& 51, 2007).
olE ZAst7] s, 3‘4 7H2007), 1H4(2016)4 APATE xRt 2 4
Toll A 478 Hebskl T M 22 ZESHT S8R 9 Ak
of wetA M5 1ZZ] Cﬁ%E}(l)NUH—?— J8H(5)9] Likert 58 #HEE o835}

=Astqnt.

g Ea 4 Al F -8 AYA+
o] WFHUZH HARYE & Ao
t}, A7 zolofA ZAT Ao}, | Hollebeek etal.(2007),Lac
Fo 92
o 227 0] = g of | €y etal.(2009), 212 <]
OO—’]E- [SRe R I O]U]Z]E r’]-\_ ]-Doﬂﬂl =2 013)‘4 _Z'\_ g](z()lz),o]%_
g Zoltt, H7HA R WS | 2(2014)
T Zolg

3.4.5 71 ANGE

B Aold 714 mzme 24 @st] g pouliate] wujstgHES ojujst
. olfe] 712 WPEE AEO| AT AE| oS Hojsi= 7px|9] A
of Auzte] ujghg ez HAR7E 912 (Goldsmith & Newell, 1997), ©]
o] 714 WAEE AA|, AogstA j% Hotl= Agshd 714 g8 =4
& &t} WebA Goldsmith & Newell (1997)¢] 7FAWZAE =A(PSS: Price Se
nsitivity Scale)9] 37 28-& HAE 58 HEZ o|gsto] ZA5Hrt.

o, rr
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(Confirmatory Factor Analysis, CFA)
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FATHS-FE, 2017).

1

2|(AGFD, 18] 94 7+ Hd2lo](RMR)<}

&

2(GFD e} =45

2]4=(NFD), 183l H]

6}_—]}_
otell <

=]
T

)

4-4) <} Zt,
3 ox’ g

1 Qa2 2.336, GFI = 0.921(AGFI = 0.902), CFI = 0.938, RMR = 0.033

T
ar

—_—

X

ol
=

.

0.000)2 EAMEomn cf

2.336(df=237, p=

o
—

zshA 24}

o
e_e

e
h

—_—

]

aid

&6t AVEE 0.50]

S|
~

Fx(CCR)E &

g4l

T4

ZX(AVE)x}

2006).

12| 0.816014 22 et

1

2 dHA HHair et al.,

0|

A A

St
, H

g

AETo A7 ¥ AVEE 0.5260]4

o} AA=F, Estimate, C.R.2] 2ta AVE,

CCR A1} zke ofdle] (& 4-5)9F Zo] Uelytth
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CE 4-4) o2 mde gigt Sy aed Az
W EZ3} | Estimate S.E. C.R. AVE CCR
al 0.735 0.836 0.066 12.68%**
A7} a2 0.76 0.907 0.069 13.217%**
=2 0.606 0.86
we a3 0.803 1.007 0.071 14.154%**
a4 0.814 1
ad 0.808 0.815 0.052 15.638***
S a6 0.667 0.649 0.054 11.933%**
g 0.642 0.877
=32 a7 0.833 0.862 0.053 16.296%* *
a8 0.881 1
a9 0.737 0.89 0.075 11.878***
%EVQ al0 0.803 1.121 0.086 13.038***
gyg 0.556 0.833
=z all 0.689 0.96 0.087 11.048***
al2 0.75 1
bl 0.698 1
74 b2 0.698 0.78 0.097 8.055%***
At 0.515 | 0.808
L b3 0.769 1.214 0.128 9.505%**
b4 0.782 1.196 0.125 9.603***
b5 0.774 0.844 0.062 13.604***
74 b6 0.781 0.886 0.064 13.76***
39 K 0.616 0.865
676%0 b7 0.803 1.042 0.073 14.245%**
b8 0.781 1
cl 0.743 1
= c2 0.826 1.243 0.095 13.148***
S 0.592 | 0.853
c3 0.708 1.025 0.092 11.193***
c4 0.796 1.061 0.084 12.669%**

*E% P C0.001, ** P <0.01, * P <0.05
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(Hatcher, 1994). #4t5=24
2 05152 AT AlE e Al 0.371Eth
AN AHgH 4 FE=

c

(E 4-5) ZF 9219 AVE gt AdA Al 4t

e A) 1 2 3 4 5 6
A=A | 0.606)" | 0015 0.104 0.221 0.194 0.126
A5 2R

ST 01227 | (0.642) 0.002 0.024 0.015 0.019
=4

2o
falf 0.323 0.046 (0.556) 0.132 0.196 0.359
o |
Z¥XAZE | 0.470 0.156 0.364 0.515) 0.203 0.371

=

0.440 0.122 0.443 0.450 (0.616) 0.196

A4
P=olr | (0.355 0.139 0.599 0.609 0.443 (0.592)

1) (AVE) g 2) R 3) R?
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H1 | H1-2 A2 gEX — 71X A2 0.082 1.649 0.099 71Z¢
H1-3| =883354d — 7tXAZ 0.594 6.074 wEE 2} R

= *F* P 0001, ** P <0.01, * P €0.05
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4.6.3 7HAAZA & 7HA3R4 0 FFoxte] BA

H3. 72172 @§elkel A2l g2 v ZeolH.

H4. 7ML a2zl AHe] dd= v ZeolH.

7EA A2y 8l HAEAA 0l FEore] mAs F¥el did MEHT 2 <&#
(]

I4= 0.504, C.R. 3.5728 HA5o
o, AATALT BEomojdt BES A% 0398, CR 3.055 ((P0.002)2
YA Rz 7t AFAAgo] POk FFS mgE Az 7Hd H3-1,

T 4-100 721 2F B 7k o] AEo ke nlAl= FF

VaHE 7238 A4 | CR. P A}
H3-1 N A7t — PEox 0.504 3.572 o e
H3-2 TNARZARAY — PEu 0.398 3.055 |0.002** e

= FFE D C0.001, ** P <001, * P <0.05
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47 AAngEe] de aFeEs 3% Az

ZA G Hmoderation effect) = F W45 Atolof QlatbA|o] F7]7}F A3e] W
9] 271 22 EA Sl oo 22E uf A3e ¥4 T owg Ho WAE

ZA3gt O]-_Ti o]F ZXAW<(moderating variable: moderator)2tal FHH(O]

& 2B=1307 AU} B IBM=12902 ¥
(Multiple-Group Analysis)oﬂ ot 2HF Y FAS HAISHH
THARAETE 2 A50=1349)3 7087 92 150=129)9 =4

= d

=
2477 JTAGEATR VATHY AZIA FAHA AFANFE ool
3

x?=5412 JERHAZ7E: 4 x23.84, Adf=1, p<.05)), 7HAUZA T <]
3

gL [ HApgEYe

= = oF oF Ax?2
8 p B p (df=482) (df=483) df=1)

A7l
E;_]L_]-?;(Eﬂ_ 0.426 | 0.003 | 0.322 | 0.003 | 867.741 867.896 0.155
ZF

7—‘1’1?7‘? 0.072 | 0.342 | 0.081 | 0.212 | 867.741 | 867.753 0.012

o o] 2] 514 X
SEISEEE | 0478 000207 0682 | *** | 867741 | 868312 | 0.571

APEA .
3&%%; 0.411 ok x 0.195 | 0.028 | 867.741 868.925 1.184

7}7_‘3%’_%%4 0.135 [0.009**| 0.029 | 0.605 | 867.741 | 873.151 5.410
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2 o] A SHAZ R
?,E]ﬁz{gzo?% 0.683 | *** | 0.83 | *** | 867.741 | 868.942 | 1.201
A A2 — « -
Az ol 0.391 |0.015% | 0.617 |0.009**| 867.741 | 868.313 | 0.572
ATQA
ﬂ%u&i‘%fg 0.512 | *** | 0283 | 0.19 | 867.741 | 868.786 | 1.045
o O

k%P <0001, ** P <001, * P <0.05
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ABSTRACT

A Study on the Effects of Service Quality of
Craft Beer Shops on Value Perception, Price Fairness
and Behavioral Intention
— Focusing on price sensitivity moderating effect —

Jeong, Tae—Hun
Major in Startups&Franchise Consulting

Dept. of Futures Convergence Consulting

Graduate School of Knowledge Service

Consulting

Hansung University

After reviewing previous studies, this study was conducted to examine
the effect of service quality of beer stores on price fairness, value perception
and behavioral intention, including a variable called price fairness, which wa
s rarely used in previous research on beer specialty stores. A model was desi
gned, and an empirical analysis was conducted to verify their relevance usin
g beer price sensitivity as a moderating variable. To conduct this study, firs
t, the effect of service quality of beer shops on price fairness and value perc
eption was investigated. Next, the effects of price fairness and value percepti
on on behavioral intention were examined. Finally, we examined whether pri
ce sensitivity had a moderating effect on the relationship between service qu

ality, price fairness, value perception and behavioral intention of beer shops.
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The main results of this study and their significance are summarized
as follows.

First, this study examined the relationship between price fairness and value
perception by recognizing the importance of service quality of beer shops tar
geting consumers who visited beer shops. These results indicate that consum
ers who order and purchase beer from a beer store judged the price of beer
and food to be fair and perceived the value higher as the service quality of
the beer store was superior. Therefore, the operator of a beer store judges t
hat by improving the service quality of the store, consumers can fairly judge
the price of beer and food, and by maximizing the value of beer and food,
they will gain a competitive advantage over other competing beer stores. do.

Second, in the effect of service quality on price fairness, service quality ha
s a significant positive (+) effect on price fairness. These results suggest that
there will be no price resistance because consumers judge that the price of b
eer presented by beer shops and the process of forming the price are correct
and fair through comparison of reference transactions with other consumers
in similar transactions. Therefore, beer store operators should strive to maxi
mize the service quality of the store.

Third, regarding the effects of value perception and price fairness on beha
vioral intention, value perception has a significant positive (+) effect on beha
vioral intention, and price fairness also has a significant positive (+) effect o
n behavioral intention. Crazy. In the end, it was found that consumers consi
der repurchasing more positively when beer specialty stores provide beer and
food of great value and quality.

Fourth, in this study, in order to identify the moderating effect of price se
nsitivity on the effect of service quality of beer stores on value perception, p
rice fairness, and behavioral intention, the group with high price sensitivity
(n=134) and the group with low price sensitivity (n=134) = 129), and the

moderating effect analysis was conducted by multiple-group analysis.
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A constrained model in which the path coefficients of the high price sensitiv
ity group (n = 134) and the low price sensitivity group (n = 129) were the
same was established and compared with the unconstrained model to analyz
e the moderating effect between groups.

As a result of the analysis, looking at the interaction quality and price fai
rness path, in the group with low price sensitivity, interaction quality does n
ot affect price fairness. In other words, the conclusion is that groups who p

refer beer regardless of price can pay for the taste of beer itself.

(Key words] Service Quality, Value Perception, Price Fairness, Behavioral

Intention
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