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Gronroos(1984)= “AH|A~ ZA(Service Quality) 7HES 7|tistE AH|A
S

oF A= Mu|Aol AwPr 1A (20148 “AlEol AH]
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AR, “APA HZ(Transcendent approach)o 2, EHE HALx EAHL
ofd =AQl AAz gad E4S ulstH, RHEE &S SofARE <
Al =3 FHS BolAT & 4 e B4 E7Fse JidTolH

=4, “AF T4 FZ(Product-based approach)= H4& &4 7l
A2 HHA 89 Zpole AFL] Hgolu £/d9] o] wjFolztal Zrt
AF2 7o) 2d EA49 Tl s B7Hd 4 vtal He 7ig ol

AR, “Argxt A2 T (User—based approach)22, 22 71904 £
oldE Ad F¢A Mger Eoh. AHAEY A= tE &49F IQE
M WEAZIE Algel 7MY 24 2 AlFeldtal B JigTolth

dd, ‘Az FAHH FZLManufacturing—based approach) 584l v

W3k AZPET AT dE o2, BAL 876 g@ FA= Hostol
AT 54 GANE DA Azst DA BES FrT B A

oA, 72 SAA HE(Value—based approach)2 H|-&3} 7H2 o 2]5|

F24e Aolste Aor, 'FH| AFold T=Ld THA e Alsol
L
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=, AHl& 542 S4ste ABEd 54 = B 9%
o] =7& 117—1*% ZH5t= WHOR Garvin(1984)0] At AR FA419]

43 —r—r"é% UrE]'LH—Ti, z"}ﬂo] E}X} A2l 7HH°]E}(°]%ZH 2h4dof,
2006).  AE|A FHL TFol Jfgoe] ofyet ALFolal AH7|AQl HHE
ool digt AukAQl mtom A|7to] Fifgle] uwet FAow WSsh= +
A 3 ANdoloh(e]-FA-2Hdot, 2006).

AR, Auls FAL Ax B oopdzh #pe]  digt Hrtolrh
Gronroos(1984)@} Parasuraman, Zeithaml & Berry(1988)= “AH|A7} ofE
Al ASEHAA=7HE AHA7E A A AR mtofstng Au|A FE Hrt
+ Adt 89k ofyet AMH|A AlgAret 1A 7F FoAgo] A Bk Fa

sher . st

G, AEls EBRS AR s B Eols] Bk, AEa
AZ E ) BgelH Brhske AWA EAe] B4o] ArkelfAf e
o}, 2006).

oA, AE A FE2 AR 7o AR AME Bluste] AR ET
(Gronroos, 1984). Gronroos(1984)&= “AH|A 2 ZHEA-S 7|thAH[ AL} Z]
ZyAu| 48] zpo]’2kal 8F9 !, Parasuraman, Zeithaml & Berry(1988)+&= “A
1i FAS 1A Zdieh ¥ Az 7ho] Apolet Rk olekal ol A,
1 Zo] 1= 270 (desire) 9 ©Q(want)S 7o) AlZLHy|E 5= A

o7 Mu|A AZA7}E AZsor st ATolak sFALt.

ja

e

oli
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(1) Gronroos?] 221 29

Gronroos(1984)«= “AH|A FHe “Ait 24’7 Iy FA'= o]Fo|f
o' Hogoh A F4e V]ed F4(technical quality)’ =4 “F4
(what)'oll sfigsta, ¥ F4L2 71524 F4d(functional quality) 24 ‘o]d
Althow) el s HHGronroos, 1984).

Gronroost= “A|ZtH AH|A E- (perceived service quality)2 7]tigh &
At A FE 1] AolofA QIAEE Aom Awstil glon, FHdH
42 g A9 Ay Fd T AHe F4Ho] ABlA AFA B AH|A
7199 oln|Alet= BHE AA FAE= A'e= Hel= v 7 AljkeE A
HA E48 By (I8 2-20¢ &t

(19 2-2) Gronroos®] 2z =g
o AZvE A A F4 —
< T ga 4 l)—»(k Aga ¥4 >
e e ___}___ o
oA j-w Aol (\1‘1 0l 11_>-
| irlnj :;le()n-l} = Z e
C LAY = /'fl-é‘-'*l w4 f//ﬂz—* —;ﬁl\
NN T
> ol 7)
ZF& © Gronroos(1984, 1988)

ojmjz] 9AE A AH|A FE Hrro] 13ch= Aol GronroosH
PO & EAFo =, ot By 7Hte Fil 47t AZH MBS FE §
d= AT 94 714 712 AA(Gronroos, 1988)st3A=t, ©]& Q°FstH
(E 2-3)3} Pt

_14_



T = 4 A g
A, 7% | AnEA | 274 BAS ddshed Las ARAAT 74
e, 9= EEES) Adsty AFHoer IAZAE Sfdstd= thH
29e] A e
) o 1] o] © =
Hod, gan | mgea |V 2B E AL 49 28 Gl b A
2 A ol $EAYA LgEE A
1 ¢ o 20
Ne, ey | mgga | R ANSAEA, AZdo] nARe EL A7)
I 1S 9 Aoz Auagithe B
A Alq Z7VA J=2 2] O A==
Aulos aAute) | gsa | U1 AW Seln Aaes SRR
A
Bl AL olu] 7] aZgo] MH|A AFAte] FYgs AdFstal et
o, o /%]jq__g/] 7}.}].2 q{g@_ql ?:]’E‘ U]’%

Zt= @ Gronroos(1988); o]-f-A-2H410H2006)

1988 @ SERVQUAL 3ol A|Qtel o]F 22 W2 stAQF AFofA
TS 2] ot oh(e]g-A-2dot, 2006). 12#E F SERVQUAL 2o
oigt Hlo] dHA A FH BYPSo| AAEAT(e]FA]-2Hdot 20006).

ojlgt AlZ=E-> SERVQUALS] T4l 712 &4 apdlo] #d F4o] Aut
S glow, 3 FA A FHo] RISHA 4]0 k=
o, Gronroos(1984)e] o] AHP7I=L Q= A= & 4

5t
Aol 2Hdet, 2006).

(2) Parasuraman, Zeithaml & Berry®] SERVQUAL 23

Parasuraman, Zeithaml & Berry(1988)= “Z|ZtH AH|A A9 /fg-S

Au|Ae] LAY FTEE HEbAel ooy EiE'R A oJsha,
SERVQUAL R d-2 A|ets}ict.

Parasuraman 52 AJH|A 23 ML XA Q6 &3, Algrie, =
U, AR A B 5 M) AL EEE AeR A9 AHR o
2HZe] g EAL DF JHFES FA AAY AHx FE AR 10



7R AE (a9 2-3)3 Fo] Aetstth(Parasuraman, Zeithaml &
Berry, 1985).

(1% 2-3> SERVQUAL 23

4429 4 QA &7 SR ERE

7l Aulz

- gk Al —» A ztE Apls FE

EEL

L -
ol 3}

Zt& © Parasuraman, Zeithaml & Berry(1985)

ol 1998 AelAE 977 BB G A o] Bl gonz,
ARl A WL T 5, oF, A8, Mol SO

=}
A 742 2o 2270 FEo 2 A At (Parasuraman, Zeithaml & Berry,
1988)
SERVQUAL B2 AujA FH2 bl 714 Aoz, Aujs FH04

N2 71 d ArjAeL 2| ZbE AH|A9] Zholof Ols] AHTE Hkom,
oAl 7HA] 2pde] Aol ofefet Zth(Parasuraman, Zeithaml & Berry,
1988).

1214 (Reliability): A= Higfo = oF&m xu|A
2173 (Assurance): 117 A 9] 5

% /d(Tangibles): 7HA1Ao]a E2 Al AH], ZH], 7]Q1] ]
14 (Empathy): 222 A] Algsh= 7fE A vt ¥4

A
=/ (Responsiveness): ILAo|A] AAE FH

o



SERVQUAL Eg& mes A4 AddTFodAe 2Ads ZastiA
e 7Hehs dHiz Aula FEe SHCIFAIE™, 20145

olof mE AF= (E 2-4H ¢} 2t

(H 2-4) MM~ 4 54 SERVQUAL ¥4

A=} E42rd e
Cronin & Parasuraman, Zeithaml & Berry(1988)<2} S35 HFIAE,
Taylor(1992) A AErs, AERE

Bigné et al. 34, A=A, G414, T84, 384, B A
(2003) ZAite] 4
Ared ) 5 ° b 1 ]
0123 34, A=A, A4, T4, 584 HFAT, v8A,
oo N FE IHZ AHE A3, s AHE-
7A442H2005) 24 3 = A8 1+, h
£113]
A =, 734, A=A, A, T, 304 ZHE718E BAIA H] A
A84((2010)
SHAH o = o —— 1l
(2004) 34, A=A, G414, T4, 534 e A e

A AAE(2006), o) f-Al-el B H(2014)9) AT
(3) Rust & Oliver?] 324+ 19

Rust & Oliver(1994)= “AH|A E-] disf] ‘AH]A AFE(service
product)’,  ‘AH]A HAD(service  delivery)’,  ‘AMH|A ZHH(service
environment)' 2] 37}A] &4 2o 2 Aolstal it}

M)A AR L Gronroos(1984)7F A olst At = ,
AE|A A ag FET FARSHH, CAE|A 2FE 2 FRA0] 77
Hy e AHor AMHA Aol HiFolgal & 4 doh(olf+A-E4dor
2006).

Brady & Cronin(2001)% “3zxt¢doz H AH|A =4 AR 2RI
HEste], Z+ AEE AT AE  EZ(nteraction quality), ‘A3 FZ

=

o
(outcome quality)’, ‘B34 374 &2 (physical environment quality)



o5ttt
Brady & Cronin(2001)& A5 53,

|
AABERAL, Al 7HA] AR o]

4 axol Adste] gg Hzol 454 A
oI a9l Aoz THEo] e thefol, Aulx EAo] et A

st Bag A FHs.

7F FH9 Aol digh stel AHY % Rust & Oliver(1994) 239
g e <& 2-5¢ £o(Brady & Cronin, 2001)

#F 2-5 3AY A9 U§

Ad 9 shela

Rust & Oliver(1994)
570

T8

sheiatel

T

=
(interaction quality)

4ERG B Aulz g

(service delivery)

Bl = (Attitude)
-3 = (Behavior)
<224 (Expertise)

23 22

(outcome quality)

SLIESE -

(service product)

- Z A (Ambient Conditions)
‘T 2}1 (Design)
A2 A Q.21(Social Factors)

=94 &3 &4
(physical
environment quality)

AH| A 7
(service environment)

T 7] A ZHWating Time)
34 (Tangibles)
5914 (Valence)

Zt= @ Brady & Cronin(2001) & Higo=z Af+4

32k B BEe AEgt dFE A HA 945020129+ B
AMEIAE dider 27 &4, 1 £, 28 549 HaE, o924
EA47172013)E SAE AEA AFAE dideR Aog 4, A9 F
A, Muls 2 540 HeE, 4S9 52 HEdy daEde dder Z
v E54, AeAs 54, 294 2 F29 s SIS, A8
T, 2013).  AeL-Anof-F92(2010)2 milizto]= Y AHIAE TS
= Ay F4, Aoss 24, 294 &% £ MaE deAd 52 d¢
WAH AMEAE e r AoAg B4, A3 F4, ¥4 249 ¥WaE
St (@A AFH, 2015), ool ABAFE Qoo <& 2-6)7%
.



A7 23714 a4
k2. 0] 23] _ — I
e ATEA, AR, BHE Kk
(2012)
S - XA A7 _ _ _ —
SHIBTWNT | yenggn, anga, Aus w483 | 240
(2013)
71101.;'\4_9_2
o T = 3T hnd = I
S ol FeAGRY, AR, BOA BHEY | d2oEd
M= 71n|off- 2 = e - Sl LA zfo] =
e (”2010) O | AR, ANEd, 294 8483 sto
___‘—l'
FARC RS RA R, 21 _ _ — =1 >3 1z =
015y BTAGEY, AREA, Beld BHEY | dstm 4w
A& o] -(2018) ARE AFATE AR

(4) SERVPERF 29

Cronin & Taylor(1992)+= Parasuraman, Zeithaml & Berry(1985)9]
GAPol&of &A%t AHlA F4 EYP(SERVQUAL)o| AF5H A7 = 5t
o= HE(Carman, 1990) 2 A4y S 549 Aol o A+
(Cronin & Taylor, 1992)E vHt®fe =2 SERVQUAL ZAof tfet dioks 7id
st

O AW AEA FES MHA FE=AAT e JdeR Sk, AlH]
A 4, AANE ) & g ko] B AFE Fl,
gaud pooEd o Zesln v 9@e
(Cronin & Taylor, 1992).

ole} Z2 SERVQUALe| gt ®lt SERVPERFO] wigt &3 F4<
AelstH tha Zoh(e]-fA-2hdet, 2006).

AR, 4HAEL Zidel gt AlFe] AE HusiA Ve AR
o Wt &2 TdRd ARg Eoibes A4S sHA Hed dAlRs
JA & 4 k. st S0l AREAY kelo] fo] Fojrtof df
A, 2o Ay wrh Rl Aol oby 7] miEelHH(Oliver, 1980).
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gt olafell A F Nd-E SFEA Aot BAES Wrst= Aol

AR, A9 Ay o AT A= Y oru P9 FREE TSRt
A BYE F dSst & WEWI 9lnk(Mazis, Ahtola, & Klippel,
1975). ol AHA FHO 54 FTozA ATto| tigt AZuhE AR-g-st
+ o] ggsitte S Al ot & 4= Qi

A, AulA AbY Zholl ZFolE yEtll= SERVQUAL Ao Hlsf AR
el Woll A Aate] 7123 SERVPERF ATl AH|A 7|9 1AES] AH|A
4 27k it A71A-Q ARE AFE 5 dvhelfA-2Hdok, 2006).

OHAA],  Cronin & Taylor(1992)+= SERVQUAL¥} SERVPERFQ] 944
A1E 43Pstql=d], 11 Ax} SERVPERFE SERVQUALS] <
vl 7k A (2, HQAE, AL, AERE) REJA A
et Aow yehd WA SERVQUALS F 7HA] AFA(L3, fj2EF )
At HekstAl v SERVPERFZF AT SA40o € RIgtsiA Rheshe <t

A

(1) Sureshchandar, Rajendran & Kamalanabhan®] AH|A &2 23

Sureshchandar 52 ‘AF3]2 2 (social responsibility)’ 2 F7Fste] 52+

o BARPE ATsIAE, sl AL BAL ZAsH] Slstel w79

fF3of I 2 o, AH|A o] 8X]Y, deld 7HAS AlF, HA| AR AS
ol-g, AdEe FTuol digt AUz, ZIGATHICeRA TYge] it i
NEste] =A5FtHSureshchandar, Rajendran & Kamalanabhan, 2001:

Sureshchandar, Rajendran & Anantharaman, 2002).
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(2) A&A] AH]A Z]4=(SSI: Seoul Service IndeX)
AaAl ARl A4CSDE AAN 5 £ALS] S d550] 35
Al 2of tigh ARIES] A7]14Q Hi=E BrbokA] Estal glow, JjAe] &
a3t F4 Aol dit AAEE AlESHA] Eohe HAES =557 fIsiA
NsHA = Aoh(e]F-A-2Hdot-o]1 -, 2005).

A&A AHA Z4E SSQI(Seoul Service Quality Index)@t SSPI(Seoul
- 7H—4 F4E 5=,
2491 SSQI= Y F4d, 2y F4& 49 A Axsk 2 S840
B4R Qe AHs 2 24 E@ AZ1aL(Rust & Oliver 1994; Brady
& Cronin 2001; o]fA-2pidololHd, 2005), 55718l 8+5= AR &
& F7HAT

Service Potential Index)zh= A WA A

SSPI= Aol A=Al SSQI s 29otA 2 UF2A Ar|A o=l
A s8& S8cke Aoz, Huid, BA, A, ZEAAY 4] Ao
o|Fo|2H, Zt AU = = Al e 842 LA

MEA P ME A g HoFE= 2ol CP(City Performance) =, ©]
= A¥ A 2)eF AJHl 3 Apdo g LEEW (]G4, 2tAdol, o]F ™, 2005),
SSI 2o e}l Y3+ <O¥ 2-49F 2t

(1™ 2-4) SSI By = 2
ssI cp

Vo Y\ | (P

-

ARITE)

| S
"SR

Mg

|

===

e

2=

olfA, etAlet,

o149 (2005)
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PCSI ¢l mge ‘AH
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TAE | H O]TZH 2012). AH]A 4 22 Brady & Croin(2001)
o] Fd& Adsto] By FH A3 FHe #FA wtdsty, AT T2
ol #AEY e &4 FEe FUteklen, 3% FEol A Sl A&
5@—% ‘?Iogﬁé T e FE AdE 1Hshr] fste] Ake]l EE= F71st

PCSI ou e B4 mae Mel BY A5 dhe 2498 2
12719 FHeAE AAE H DAVES Avd BE as BE A

= < L
A wEos TREHYY, A RS W At 2 24 Aot TF 7
pogA 2= AEA Aug FH ZAste] TE 7] £Y o9 U9

12} steH(e)d H-ol 54, 2012).
PCSI <13t =&-2 2004 ZHEr=o] 20073 ZHHEESY, A 37149
4 RIS o R APET Qo By 1xE (1Y 2—5>9‘r 2t

_22_



<ad 2-5) PCSI Q13 29

X EX| 4 Hax| 4

M| AN E
2Eae

MH|AEW
e

Mu| a8y
BEa

AN ERa
e oF
LTE

|
MO s Azl \( APRIBA
B z )\ uges )\ o5

ARz o] g™ oA (2012)

o o] 3T Aulze] vt ABATE AHRA hea Lok AL
BSC Awhare] Ax®l melo] B3 Aula EAW 24 A Gy
2 2qstuA, W B, Av B, A8 BAS 24 WL Agstgon
(e8], 2012, oY S A9 B, BeA B, Av AL W42 4

2 Awsta AFsHEckel D ol

g5t] AWAR BT Aus Bt =Y
A, 2011, HEe Auls BEe v BY, A3 B4, 94 B4, A9
Az PRste] Auls Fdo] Ful wEw A XL 9F U wEy

"Jﬂﬂ A 3 45011 Ulll
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(E2-7 &35 AL 54 574 A3a+

-
AL2E 4 o
oA 2 I I 2 | A
olm0005) | SSQUEE B, AT B, #7 B, A8 BA) | o,
°F CP(AIH1Z] 7], AJHIS4E) °eT
4E B, ARY, 44
ol gd-olaA | AY EHRAYA, T84, HsA) T
(2012) 4 FHAEAEA, "Ha4d, AnlA) AH] A
A8 BAEFAA, A, AEA)
BSC(A o3, Y& Hl=Us meAxs By, oy
A23](2012) | 2 A% A, AF ) A 5
T AEAFAEHY 54, 43 £4, AR £4)
2] ZZ(AAA Al&EA HBEA]
O]ZH%'O]/\]% ;1:]. E‘E(%_].E O 1_].j O \j.]_. O) 5
Goth | EEH BA@A, Wy, ) A
Ant FHAALA, TA4, AAA)
Wy FHGEA, SEA, A, 334, AEA)
Az | A% BAGIA, 84, AT —
(2014) 4 FAEAEA, "4, AvA) e
A2l FA(FAAY, 344, 884, AEAD)
2tz 1 o]29(2018)

o =% AvlA £4 54 1Y

(1) 23 AH]A EFH(Banking Service Quality)

23 AH|A FZo| T AFE (E 2-8)3 Po] vkgd T2 A E
A, A B4, 34 A4S A AR 5to] AH[A E-o] TGRS b
A= Gl ol A=let T4, 22t 71x 9] wiladtE HEeh 43, 3t
A FA2 A=} A2, A9 242 XZ4E 1A, AE, 264 BFRE,
4 E2HL2 AZ4H 7HE wR DTS AEAQ JIFS A= AHE
< HagEEE- 2893445, 201D
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7o 2 g WcH(Culiberg & Rojsek, 2010).

Bedman Narteh 5-&

3, AlEAde 57N

s dSsttt(Bedman Narteh & John

%4

o)

m
,_U

7

Kuada, 2014).

wmo

|
o
~

B

B4,

54
b9y B4

A, S,
[e)

HEZF FR
g g4 7]

St

xr
N 1
S
i) e
W
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B

~X
No 5

i)

A7k A5

=

=

Q77

[e]

M=
(2012)
0] Z£%(2018) A=
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2=
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g 2014). AAE 52 ASESIIECIA Ade B2 FLa7IHe AT
Ax AL ARE &shr] flste] 4848, 4, &84, AN, 484
s M HMFR o] BASAN(REHEE, 2013), #4482 A
SEHSAG HF3g 2 disldAlee] 270 mE AA Ed5 A=
etel oS 24l flsl RE R84 24e AASHeH (&8,
2015), MS9 T2 AGUGEITADEE] 2T 447 HFAN g2 dide
2 284 4L 2SI (Asd-A9=, 2016)

g
o] Hho] ol ASAALRZATH20044 19 19%H 2009 129 31
PAS doz AE BAS Astareld,

011, AFge N&REAF A BAL Fo A8RFANN 799
5 uARE PPl v, 2)E

Aol 2o JuF/FN 7E8FIF FHEF| WEA BHHo] of

g Ana shlH(slE, 2012).

1) 1ARE9] Ao 9 7iyg

I ATZ(customer  satisfaction) T= TH(satisfaction) AR ] A

A E Fo shuzEA HEet AR ARold dde THHItHEY,

I ATEZ (customer satisfaction)o]gt AEolyt ME|AE AHSH] A A
g AR AHAE o8]t Fof =7 2T Ao =A, Fuf A AdEel o
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o4 AHe APk AL 28 4 9
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Day(1990)9] 7oAk grFolgh “AFd 7|Hje}t o]-§ & ZZ7E A|F2] A
A5 7o AZHE LAY @7t tigk &

Churchill & Surprenant(1982)+= “7|tf EY2]9] BEg-S AAlste] 7HEA
SHI AMAQ W] F 7iA] pes 1ANES Frlskath & Nd
ARl S-S AWHEY aZo] Juuf ARgo] whE FufH|§a AA] HA o

A ] 8
qet Folate] LS FoRA WATEC] MAGTHE Holw, AdAQ =
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W25 520009 AT ofshel “aHzrt AW e A
SAFSA BT Ll A Aeol At AT Ao

!
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ATHT.Y. Jeong, 2014).
Juy =AY At ST FA el AFAYI Az HEo] H
BE Ads] vjddofoF stH, o2}t Ax2E= TAVA(DATZE,
), AFE A, 1St AFE, FE4Ee] Te 5] 1
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213t ARG 2ARE FAlO] 212, Kaplan & Norton(1992)e] <]&f 11
otzl F#JATFE(BSC, Balanced Score Card)olth. o]E &3t AHilgri=
AW Hat ofyet FREA AR de] o] &=l U=d, o|AHH 7|dt
AEe] #4HEBSC) =94 ARgol SiE, #FATHEBSCO iRt
AF7F AEA o w HASHY Qe olfe W34 HEBSOZE 22 AA] A
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A BAZIASE] v mabolal, vAFA At A7H 4y 54
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T2 a2k AE At AT, o] 59 AT wl% ok Aol 9
Z =A™ (Dess & Robinson, 1984). wehA 7|dE2 FAIEAHLE Sl
ol ATA Az met HATA AR RE DA 8ot Zo] HiEAS)
o & g T el B AR -HE 7], 2007).
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A2 A4 1.000 743
S EA] 1.000 635
A EH2 1.000 630
AHEH3 1.000 755
A5 ZEA] 1.000 652
Ar2lE 42 1.000 706
AR EA3 1.000 771
A3 &4 1.000 674

(B A-DHollA 548 FEU2 4749 adsel s =53 He7t ¢
g AEHE AE YEle A2 diEor 5 ool AR aF
o7 paHn

_47_



| O T~ O
KO — = N
w22 X
SO © v o
I F v ©
"
O —= M O
,__.muLuL/OSSS
rolmH| S S @ X
|l el o © N
- o
IS X
—
XL]5839
WITIY LR
s & N =
<+ O o
|~ v o0 N
x| ak| @ © o =
Ble|ld 8 o o
X || »w o ©
G
<+ N >~
ol e S B
Aojmp| R & 2 X
— | | O >~ wn
TIS| <
_zE]1724
N[ |0 S © N
RN
[l I S
| O M oS- N O — = > Y NV QO
XIS n oo 3 N N — F >~ N O n»n — — D
LT8894658951.58850.
S| O M O 0O~ < > O AN T O o D
}m745667788899999w
N
o_u,._u427594172067844
™ ~ 0O > O & O O N ™M n >~ 1n v O o
| R 29 §F — 0 N = o v ¥ NN
ﬂ7M87553332222111
N
= >N O T OO AN~ O O N
T|co <+ O NN O O O O AN OV > N A N N
D e s n ¥ o n 0
__0711
I |~ N N o~ 0 o 8 o Y9N »Y

ald

_ZT

4-5)} o] %
o] Al WF(eigen value)= SPSSOA

H

<

Al

, 2018), £ AFofA

<

%

5t

2915Q)7F golste] 248 42 A7

LI A2

@et A

69.4282 UEHA FEH

ol gl

_48_



(A A

3

=)
Gh

o 3

A
R

O <t o <+ O | O o~ — (s} N () AN © ©O ~
< — ~ — ~ N [©) NN [e>lENe o] N O < | c© v N
- a4 N ¥ S e o NN NN
\O — <t O AN AN <2 Ee )N IS o~ v O ~
o — Vo) Vo) — O | AN ) o~ N N [e.0] O o v 0
— = NN QS Mo N YIS T
TR
nmo
— 00 O O n|on N N N O O | <+ v O
o~ — 0 g} o~ N N O O < (@) ) — oS O o~
N NN N~ Q) &5 5 N o T
N O o < N v O <t o~ o O AN | O o <
— N o0 < v O < <+ o~ O | O >~ (<a) — o0 O
SRR R I s A BB I A e SRR N S SN
on — <t N N o AN <t — o N — — <t o
RUORLORDORU ORU|RN R ORM ORM|RM ORUORM|RUORM R
mﬁ He He He He He|He He de dp|de de dR|dR dBR de
o Mg opw odp He B R T ™ T | T R T HR dmM mw
SR ol i~ K

A=l 2~

5

FholA AHeE AHg

(E 4-6>9] 3]

Aot Aol
B gA, B @ e A

L
1

AAzhe AsHst
Asfote W5 A 59 7%

myl

A A

o)

mmo

!

N
=

=
=

, 2018).

e

EIE

Alst

1,27 A

—

ﬂ._.mo

T
jzel

YA
o}
A

e
ol
g

ma
Hr

Al AAE o] e HAE 1L

0|

A8} Aol

%

il

4-6y2] 3

Eid

AA, <

_49_



4-T>~<(H® 4-10>3} Zrt.

(E 4-7) =940 KMOS} Bartenr] 734 AR, 2241 A7)

Kaiser—Meyer—Olkin Z& A3t 921
Bartlett 2] AL 7ol Al 1550.830
SR E (HFA) df(AHF =) 91
a7 50128 (p) 000

(@ 4-8) SPUSY FBY FEQEEWA, FEELL AA)

WS EXd ==
FEEA2 1.000 607
FEEA3 1.000 743
FEEA4 1.000 754
AGEH1 1.000 751
AgE42 1.000 17
AGEA3 1.000 .805
AgE4d4 1.000 797
FHE41 1.000 643
S EH2 1.000 758
HHEH3 1.000 751
Ar2lE41 1.000 645
ArRlE4E2 1.000 744
AR E43 1.000 772
A2 A4 1.000 666

o
i
oL
rE
1=
i
>
i)
-
ox,
ko
B>
Eh
1%

A | Rt | A | A | it | %A | A | R | %A

1 | 6.956 | 49.689 | 49.689 | 6.956 | 49.689 | 49.689 | 3.109 | 22.207 | 22.207
1.343 | 9.592 | 59.281 | 1.343 | 9.592 | 59.281 | 2.600 | 18.570 | 40.777
3 | 1.055| 7.538| 66.819 | 1.055| 7.538 | 66.819 | 2.434 | 17.386 | 58.163
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Frox

A | Bt | BFA | A | A | %A | A | A | A

O 00 3 O U A W N =

O S S w—
w N = O

6.429 | 49.455 | 49.455 | 6.429 | 49.455 | 49.455 | 2.628 | 20.216 | 20.216
1.317 | 10.130 | 59.585 | 1.317 | 10.130 | 59.585 | 2.453 | 18.867 | 39.083
9571 71358 | 66.943 | 957 | 7.358 | 66.943 | 2.418 | 18.598 | 57.681
851 6.037 | 72981 | .785| 6.037 | 72.981 | 1.989 | 15.299 | 72.981

603 | 4.638 | 77.618
4891 3.763 | 81.381
468 | 3.601 | 84.982
3951 3.038 | 88.020
3751 2.886 | 90.907
364 1 2,796 | 93.703
298 | 2.296 | 95.999
270 2.076 | 98.075
250 | 1.925 | 100.000

1y
ol

W DAAE PHas B4

(E 4-14) FH=0] ol A8 FZ WA, AgEE1 AA)

JE
=
1 2 3 4
A2 & A2 823 113 214 .085
Ar2lE43 814 292 114 .083
ALR) &4 704 228 308 .148
AR E41 535 317 428 279
AGEH3 267 797 276 147
AGEH4 371 763 078 258
AGEH2 276 612 458 228
FEEAE3 .238 141 850 .088
FEEE4 .308 189 751 263
FEEHL 154 473 611 .100

_53_



- 54 -

, me )l
,IM]dIOL 0
g He=zT A ) 283%2588
dL:_E __olﬂf,__dﬂ_: . 4001 P
<] = ok ﬂﬂwﬂo}ol_}.mﬂ]
= oo gl =R %ﬂxxﬂqﬂmﬁ
32 G2 = % A A = )
7 %o Nr 5%%@?%%5 ha o @
_ _ Ne)
Ioflw giigagrs F
S v g P or S o ®a il RERREREE A
E_E M ) ZBTZJ%W;% ,HE o
o | C W& T x}x_.11 X
=1 K M & 1uuuﬂ117ﬁ%zem ild
S — ok — ) — 5 Hn uld
o X = 3%@3%% o o=z
D R 0
s IR . . A N @ cls oo
o _ZEJﬁﬂllx;loﬂﬂAT](m_‘ oy B921.@7.6.
2 pld X o R w S = SRS
~ = R g ;N T N 22
. — - 7o)
S g s|m wﬂqﬂﬂﬁmu.@zﬂ%% w
& 8 &% T 5 T = O % & 3
VMo B o T T =y 3
T W o oy X r o) — B o L o= <
o ”%,moogw,ﬂ%q‘woo % ) wly = @
3l T o o U~ P R
. < ,A&EEE%,} X o —18 3 R 4|8 8 K
T = O To 3 ,_Q- iy ~ _n:.n E_u o O
oh t 8 T ST AN C Y B
S ® @ o lof- o o om o 4 ol oo IS A
nluNO.on_au }7ﬁﬂﬂxiﬂlﬂﬂﬂlm —
g ﬁ@l%ﬁaﬁm@¢%gﬁﬂn &
— 72%!
° ﬂxﬁa_ﬁ%:;%w‘%o%z_o@ A S P
- T xORY R
B O_Ew%wwﬂ%%@ﬂ;%oﬂ% e e e e
o — T ulJUiE]JIMHWdﬂMHEO_ ‘N‘._\_,\M o° ﬂ@@n_ﬂrﬂ
] e o TE T R S R
Y s Moo oA ~ B A oohe o) <
T [ T Ma o i B W il (== I B Hip 0 ™o <k o
ﬂ_ﬂ_%%w ﬁ;.ﬁﬂ<Mﬂmﬁ%@ SN
#e mada s




FEEA3 238 141 850 .088
FEEH4 .308 189 751 263
FEEHL 154 473 611 .100
SEEH2 .100 .080 .095 857
SHEA3 178 261 153 792
EE21 .053 507 311 536
T =4y 2.628 2.453 2.418 1.989
HAH(%) 20.216 18.867 18.598 15.299
AR (%) 20.216 39.083 57.681 72.981

KMO=.914, Bartlett x’=1369.141, p=.000
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7 F2l2HE(p) .000
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H] 2| 7/ 746 796 317
H| 2| 77 14 788 255
H] 27/ 12 781 317
H] 27/ 7k 648 441
IR ] 338 826
N ATRE3 147 782
B =) 350 72
T4 400 705
EE 4.052 2.985
EAH(%) 40.524 29.855
AR (%) 40.524 70.379

KMO=.907, Bartlett x’=1307.705, p=.000

a. 3 HHEo| A 3)3do] -8

2) AFE BA

ARE ZF42 SA5t2; sk G iE)S duidt dad AIGE
dHeor) SAskAertE Aol AEde WA d¥d(internal
consistency) S &Hol= #Hgor FALZ I SPSSoA= Cronbach’s «a
e 8@y er )6)ste] FEAAE Tefek= B B EAS AR
T ZF Qe Fdske 54 H54E U E ARE 45 AASHHER
<, 2018)

HEHE) dAi Holgol

ofof shitl, B A7 ERMEEE Likert 59 AR(=51HE)R Z4H
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2d R R? ZAE R? | BF 2AZL o= Durbin—Watson
1 .840° .706 .700 31411 2.102
a. dESHSE - (), AEIEE, HEA, AEEE, A9EFE
b. F&5Hy 0 1ANE
(& 4-25) 7} H1 &1 2ArEAe
ny AFe df Al F p
1 S| EA 46.803 4 11.701 118.591 .000°
ZhA} 19.535 198 .099
7 66.338 202
a. TEHSs L IATE
b, &L ¢ (), ASEA, S4EA, AEREA, ddEd
(B 4-26) 7F9 H1 & 3| AEA A4
HEZE Al EE A T4 5
T+ B2 — - t p - -
B BFoxt | HEHB) 5807} VIF

) .031 204 150 881
AEEA | 223 .051 242 4377 | .000 485 2.063
HgdEd | 083 055 .092 1.507 133 .399 2.506
SAEA | 265 047 271 5.577 | .000 632 1.582
AR &R | 424 .058 406 7.295 | .000 480 2.083
a. TE5HS L IATE
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F2ASHA (5] 8 @2 =VIF9] 94)= 1Kty 33 VIFEEE 10Et}t #Foug =
HAHEE 71O s34 BAle v ez Holdl, (& 4-24)94
Durbin—-Watson AlZ7F 03} 404 i 20f 77k 2.1022 ZHaste] =
AEESHF 274 E FHEEQE v 2 A gojHe 37 242 A
Ast7]of] Ast Ao g IHHEHTHFAS,2018)
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(H 4-29> 7Hd H2 ol 3] f8A AL

2 n HEE AlS | 2 AS . . A4 FA
B | mEex | HIEHR) 5§92} VIF
) 153 365 420 675
AEEE | 410 .091 357 4.492 | .000 485 2.063
AqAgEd | 123 .098 110 1.256 | 211 .399 2.506
SHEE | .065 .085 054 770 442 632 1.582
AB1EE | 264 104 203 2,540 | .012 480 2.083

A, (B 4-29) 3HEA AFE FAY SAZANA RE SHHS
518 akFAgADgke] 1Ktk A3, VIFgte] 108t Zonma Efuss
o] tgEAAd BEAE gle Zom Holy, (E 4-27) EFQof
Durbin-Watson A7} 03} 4o|4 Ha1, 20 7p7ke 1.9992 Zxjdte] =
AEEHFY] 27 E FHEYE v 2 A HolHe 29 24
Alst7]ell Agtet Ao wHE et

(E 4-28)9] BARAEA FEHe 32.136, Go8E p=.00008 =
& F oL stttk TEHSo| AgHor S v AR yegT

%3

=HHS HE JYRFE goth7] fldl (B 4-29)9] IARA Agx
2 B, AE ZAL t(p)=.0002 99% A=5Z(a0.0D))A, At 4L
t(p)=.0122 95% ﬁﬂéﬂams)ow vJOP °§ FS uA]E Ao=m e
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BAEEHFY] 7132 =
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a. TEHS 1 HRAT
(B 4-359] ARA Algrd 344 SAZANA BE SS9
ZRHA| (]2 2h= 1Rt 33, VIFZES 10EtH Zhof EdHLE

A 2AE sl AR Yepdil, (& 4-33)9] Durbin-

=
=
Z
=
)
3

_71_



03} 494 Wi 20 FPke 20358 Hel RAGe] EYH(EFEHL A7)
AP shasle] B Q7 dolgt 89

GE 4-34)9] BARAEA BHLARAT RF238A) Fahe
32.136, 39.093°]1 foJgkE pat> & o .0000= Zt7; S F
shpeh, Susaet oS F ol shiehs Fauso] 4302 §
ot GFE vAE Ao hepdt,

FFLo| Ho] Fou|stA RotH(H|EE At 410 = 244, EFE A
357 = 213, t(p): .000 = .006) 1ATrFo] HE oj7fjst= Aoz el
o, AR Fdo] BRI e wlAl= FgFACl olde 19AEF DY
FFL7E 3HA(RF2) A= glolAHEE Alg 264 = -.051, EF A
41203 = -.039, t(p): .012 = .636) TATZo] &H ujjste AoR
El

5ot FHNE ol AL WAL EARoRt AT 4

o
oz
1o
i,
i)
il

o’

2 0, 7bd HA-12 RRol7), He-4E 94 ojfasivt
Q= Ao ent 7zt =T, HA-29F HA-3S 7]Zbs|glch. wzgt
zo| djaz B b @Y 2RE e s <E 43607 (1

ot

¢

_72_



(i 4-36) 7Hd H4 B US| vz aat 24 Qof

1A 264 3
2 u (FEHAS ARG | (FEHIATS) | (FEWSHIARAET
B HIEH( ) B HIEH(S) B HEH(B)
&) 153 031 131
FEEE 410 | 357*** 223 | 242%** 244 | 213%**
Ar2] &4 264 | 203** 424 | 406%** -.051 | -.039
AFEA 123|110 083 | .092 062 | .055
sAZA 065 | .054 265 | 271%** | =131 |-.107
A 42| 595 **
R? R?=.394 R?=.706 R?=.498
F F=32.136%** F=118.591%** F=39.093"""

Durbin—Watson’s d = 2.035, * p<{1, ** p<.05, *** p<.01

Od 4-4) AW vizjayt ¥ 7Hd 24 23

* pdl, ** p05, *** p<o1

2 A7 7l diet A% 2HE q°F Aelshd <& 4-37)3 £

_73_




(E 4-37) 9+ 78 A4 23 aof%

744 Yy & B3k AA 43

Hl | AgRZF Muls B3 2401 GFPA 0 g 714

AGET AH| 0] 43 w42 TS VL e
T 409 ge ma el |

AgEZ A Ao] A FAL TATZ] 092 712}
A2 3@e gge W3 Aol /

AgRF Aul 20 g 22 LATZ D71 !
R ECEE RO '
A4 3@e gge w2 Aol
H2 | A8EF Aua 393 uARART SFBA] 3 A
o 3@e gge WA Aol '

AgES Mulne) A FA2 ARl | 7|2+
T2 A9l e w3 Aol ‘

e e i e il ke e i 717
27 309 93g ma o |

AgRZ MHujao] ALS] BAL HARLA v 203%* e
Hot | o) agrg wla Aoln
H3 | 2AREs ARy JFaACl da 48

17—]1?_%"10? H]ZH“?—%]—?J'Q] ;81(4')94 03?’% 684*** iﬂﬁ
BELEE G

NgHZ Aoz FA7 aAFPIE FIFBA Qo] TATZ]
B T o e

NEGHF Au|zo] 4FE Fdo] ufTY o] en | AH
H4-1 D];]%oog—@:oﬂ 3101 izﬂtﬁé_o] IJH7H'8E} ;—\]O]q. 213 ('"}?_T":_]‘UH7H)

AgHZ Mujso] Ag o] v EA T 5 7] zp
2 | )2 “gagel 91} wam=ol e Aole, | -0 )

BT AE2e] g7 EAo) MR | Pk
HIZS | o2 3gge] 9lo] mauizol wft Aolct, | 10 B

AL HZ AH| A0 AL ZZ o] H|AFA T} _ A=l
H4-4 D];]%oogﬁgioﬂ %01 _]—’_7—]1‘35—0] nH7H?3‘_:,_1- 7/—\10]1:}-. 039 (‘?‘]_'@Uﬂﬁ)

*pCL, **p<05, ***pC0L, a © Baron & Kenny®] 19AelA $A oz 2ojn]

_74_



Al

1=

&

5=

[¢]

3 GDP tjH]

At Aoz 3

=
o

Q Axl=rof H
A7 4ol =

1—
=
-
L

4

3} Aeagn

A7 EEEA, 19979 IMF <8171, 2008
of| A

—_L

& FHo=w 197649 AHE ol
71w

=

A S5

= 7lEH

A7 Azl 2of

Sto] =RIgA e Ede] 714

= 2

A14

7

A EEEHA

AP

Fed

)

bo HFo] Tt

| 2745

o= Z1AGEAC

tolo

T Ay

A
Nlo

oo

H

H
w

JJJ

SH
=

—
1o

Ll
A

sfe] 72 %

[¢)

BE Ao g

Al

=

=
T

Hol Aitr HFolgr|del nAle HIAFA Tt

=

=

S|
S

& EFTEA AGHES A2

st

Ea

(BSC)2] w]A]

i1
ar

102 4717 A

bl
110,

==

°

[e)

1

1 g

| K 3 2}

MO

A}
=

2 g

i1
ar

17 A

(¢}

Aol gl A
RiE

—

St

S

sfo] ofm
R EERE

il

il
s
T

=t

S
=z 71de] AR vA R dFe vl
i 7

o]
o
=

Tol

16

I 2

Z

= 71
©
=

- 75 -

bl o

°

14

staL 574

[e)

A
i

(<

—
11—
oF
o}

8

=

=

= d
% 84 2

13719] 71 F 870

Al
=



AElA EAe] 4714
7

=

[}

A, 8w

al

A
S

o
GG
%}Lﬁ
Eﬂﬂwiioz_oﬂﬂ
W%mﬂx Lﬂu._uRL
) MZ_ouIMOOH_O%M7uA_IL o) 1
%w_wﬁﬂ%@&mﬁ_oﬂ oM oW T
z_uwxmoaiomaur‘(ouuu %%fr@%éﬂ
z_ox‘_}on_Alm_.ﬂ T = ) ﬂw%ﬂ_uﬁﬁoﬁe
_%u._}uul iﬂW RIS X % T R
1D|1,_A.oo”ﬂ;o._7q U o AﬁaliﬂﬂooP ﬂ_/ma
% do Bl Jo 1T o of o X° o| oy No T = M Ho 7O
I TR NN o W K o o 3 ) I
LI A L.mmyz  Hoo %Q1L% ﬂ__oﬂ_ mfxuo
_uﬁh_lLL,uDWﬂoWUI__o]}L Eﬁﬂ_mo%o_mﬂﬂéo umoﬂrﬂm Lo
iﬂouuﬁmo_%im_oi mﬂﬁ.iﬂ@i K )
o_g_oxymﬁq__%go_ %%éﬁ%aﬁ W o=dcz = W
ﬂA_LmﬂM%%ﬁﬂﬂLdoogﬂA Molm]orx EW_&.,_ Wm_m_w_ ol To
LfMﬂo_Elﬂw_o@&% o H%@%@_z AHmLul.mﬂrw
zTOiﬂﬁu@uu%Mmzﬂqu %du.z_oLnEg_oA,e._ Eﬁz_omm_@wwﬂ
ol _.L, H o ,WLQME E_Em ﬂlﬂMH._zWﬁoﬂLﬂ%E WLH._LE N zT‘WﬁlL
L_mozo_eﬂﬁ%é_ﬂmz 1%@ @,%b @moﬂL_:_Q%
mopéﬁzﬂ%wnve_e Ro_eé% W owe o Ao s
Auroﬂo_a zoﬂlﬂu,)ﬂr._/ﬁo%%mﬂﬁauo ,.ﬂ_xyé
m7ﬂﬁﬂwﬁ%ﬂiﬁﬁﬁomL4@o‘O|@o”ﬁ y% %Z_ﬁ%ﬂuﬁﬂmw_
f\].l _Ju o~ H_
@yzw%%%moaimg%gwﬁﬂ 7qa%wmw
1Jﬂ7ﬂ1@wM@g%ﬂqﬂodwﬂ1 iﬁu.% T
q,moﬂoma],._loL_l_l_Uaao_ M.muMleo_mﬁLm zTﬂ;uﬂd.LﬂH )
A ﬂ%A% o_oﬂﬁA_zﬂ_/ﬂ]a_% 17__n%§ﬂH
1m_|1_ ] ﬂo ZA ~ 1~_/l 1‘_ IS = = ‘Ul = < X 1;1_ o mu_.._ o ,._.__n 1_7A|1_ _n:.n Z.:| =
ﬂmﬂtzfm%mﬂgﬂﬂﬂﬂqu R 2y
_ﬂ_mx_oq%,_ﬂoﬂ o_uqaoon_ n_mo7n_mon_Al EL]_L a_aﬂﬂﬂﬁmﬁﬂﬂ%
E%ﬂ.x}%ﬂimaz_om_.ﬂuf T o om A_ﬂp&%él&
ol T 5 o' T Piﬂﬂuﬁ%1éu 14m£ &
"R O_Emaﬂl_unuxau#7g_oh VEm%] L w Z T T
%Htma%ww]mﬂﬂoﬂiﬂamlago% 3 H%V%V_%J
b o Aﬂéﬂéﬁu Jémﬂldoﬁoﬂ doa7a o
Hr T T T = = o HiR < oK %o Klo X = =y
o_LmﬁWL_meﬂu@ @,__& -~ Emﬂ%mﬂ =
A]%Ecgﬂﬂ7m‘_mﬂ1auf.o__oﬂﬂ_.ﬂzo 2
> o T zﬂﬂul(oéﬁﬂﬁﬂq
Gl ixoﬂovﬁv]ééax i
RN b T x%mago%oé
7z_oﬂﬂ.ﬂmla]ﬂ_ow,ﬁﬂuﬂﬂ m_w
ﬂ%oa‘ﬁﬂgaﬁ,%h
o ,mﬂz.__.P_-rl.AV
owm;iu@
e
T Hp

- 76 -



oA, IATSe] BEAoR 1 JFYEE PR ZoR, ol )
AT HAE SN F AEAY A g gEEst A A0z
AR ofgh WA EIE QRG Ueptohs ofnlz sasc

s, AgRE Aulso] A BA 87 BAL F47190) uARAT
o mAE dgBA 9o nAREY WALRE AAs] I 194 3
A BAEPAGF-EEAR) oA o5 el UehtA glol miat &
Ho| AR 208 50 Eorgonz B4 AelH e

A2d a7 A9 D AN

2 A77k e ojelet AL et gt

AR, & AFe AREZVFO AEEIALE TEaF AHL0 A4
o8 ®B1, 71E APATFoIA FF AHIAet F§ ARl BE 34 U
S Z83to] 4712 EA FPog EAe) B A ALRA 1 2pEAT o9
7t Yk 28 SRS AHa FAI AATE, a3 ARHAE 24

3N

o AgdrE 2 A Aded Muls FEe e7idAd S8 A
2 = %

ol o] ¥ 7ot hEch Roluth A§HF AHAL 1E FAFE
Hrom Qs 9o ATATe] HAL Gl e Avo] A9A ggle
B AT 830187199 MARAT] nAE 9% 4F BAFOR

_77_



Abe] EFE2A

o

—

Aulz 24 A

=
T

FAlc
FEFL

°

A I 2pEA ol Anal

A

Ho

)
(e}

S

<)

[e)

Ol

5

OF A

4

1 Ao
==

o
L

Il

Tk

olg 7199 HARATe Tp 2

T, 2014)7F AA]
ANME 7149 Are]d AUJ(CSR, Corporate Social Responsibility)ol] T

f7g0]

k=X

==

=
o

., 2007; Z
}ﬁlﬂﬂ’ E‘

=

o
=
K3

ks

NgRZIFe A

M
Hip
He
}O
o|]

ol
X

Hin
<]

Axte] et 2FHoT BF AfH]

R

ol

F

g

HE A

].

Wgolde FRETG il 9= F+= 7t

o] Atil SHAH.

PR RSN

el

A
ol

o
i

I

Tlo

o

Aulzo] E2

o

=

f A8k

o

Ko

__OT

AL
1o°

BIR (Business

Insight Report) AJH]A, CRC(Credit Risk Control) F4AY & At

L

|HEZ7olA AEst

o
—

=

M

Fgo] 7o
— 78 —

3|

7l o]
N |

= iAoz Aet

It}

S

o



A4

2t

OF=
FS

ol-&71h4e] BIAF/ Tl miA]

=

[e)

Jgte] o= o

o]y_

=

[e)

7
He}
715__]

[e)

T

PR

Rl

=

o]
olejet A=
chel w2

15

o
hid

HA|

g Zo] ohe}

o

-
—

]
bl 24}
A7E Hgu

(<)

Ta7|9e ez I BHIr8e] BEs o8

A7)
=

§RZ/ O] BE AHAE o] 8sHe
_’7_

A7} 74
A, A

=

3l
A

2

1

AN
i

=

A 34
= X
o &
=

oA

_—

- 0

lle)

Mwo
)

HAHon wzolgqmel A

==

AF7} o] oA ARHZ AH|AQL HIATEA
T

]

=

[e)

3 AR B A7e] elejz} ot

AL

q

A9,
o] w7}

ajo
Nlo

o

71, 85, ARAZDA wEr I A7 o8 EEAEA], B

o

@o

_79_



L)
o
=
S
<
R}
Ry
18
)
oo
HT
olN
2
i
1o
/1
clo
>

5

|2& Z2AA A 0 AT

A2dEd BEEed dAE SHoR. TS27d9Fs ., 36(4),

. (2017). "FFITAH| AFZ o] o] A=} o] 84 PFofof Al

Qo] e+ AT S HRUKIPRIS)ONA o143} o] gkl %
AT ZHOR AT UASSER
(2013). "ALRE Gero] Aol n A GFo] B AT ¢ WA

Yalsh AAEE FAHOR" QAT AR

. (2014). "FEAR|aFE o] AT of 22 ol n|2|= Gl

T AT YRR AIE FHORT. Aok AR
(2008). @A H2E o] TANZ Hu|2Fwe] 0| AE IF. T4

B2 gere] 2], , 9(4), 135-167.

- (2010). "9 5] 7] S-S 18 BAAFe] A F47199) 49
gate] mlXE G BEAFH HABS =R

, AL (2015). AU A FHALT} AvA O] BA] ¢ 27t §
At P o] xdayt, FAvEsSHAT, , 18(3), 181-197.
. (2004). Bl e] Bare] et v TR RSAREAY, | 4(1),
87-114.
A, 2013). T4719 A8EFAY Arp Ao Bt A4 TAY
AATE, , 26(3), 1381-1399.
. (2008). "2195@ ] AH|~ FHo] IATE 2 Ao]§ okof =

JRoll B AT, AP AAF G HA SR

o,

_80_



A=Ay, 2402,

[
o

i

-

o

r

7(3), 3-28.

343-360.

Ay,

1423, (2012). APAR71H2] BSC+84d 1ol &

A

F (2014). A€EZF

I3}

=

!

AR AT, 18(1), 23-44.

#-g. (2013). 2] A2EFe] HAL

_(H

16(2), 33-64.

S2F A/S ©] 71

=

2

r&-874, ,
[e}

o
A AT A

Sz

, o1&, (2004).

ks

i

oF

~

I

Aol A Afal

i

]’

o

=
K3

1

4

A eIA 9] A= wAY

: 22kl 7pA] 9} A=) o] w7
22(2), 179-200.

=
=

‘l_

7Au
)

oA g el At , 18(1), 115-141.

_81_

SRR S E

T
Aty

1
ol

xel

Fatof AR,
e ==
[eJKe)
. (2011). ME| A=A -1
H| 2}

2k (2011). "AH]

B

r

T

AL
¥
=y

1
o

T 71N A

181-205.

HhAl &, (2005). "AfH]

L2
2t=4, olst. (2008).

YlolH. (2018).
x4 Q3]



S, A53]. (2012). AHIAEA Ao] IATE | nX]= FTF Al
e, TAu|AZssl2], |, 13(1), 83-106.
A48
BAAQAT, , 29(4), 1543-1564.
, Arel, 4%, (2010). Zixto]= rivzd o] Au|A AT} 7P R

A, Ad=. (2016). AL S8718e=A AGAGEFATY] G874 24
o1 A
H

Fx
il

>~l

“
gt Heig ofmx|7} nAgtZe] mXs 9. oA @A,
15(3), 1-20.

"https://www.kodit.co.kr/consult/main/main.do".

. (2012). TAIAIY ALEZEAT, . (31). AL ALRZIE
. (2016). TAIGEZ7IF 40Q9AL . (205). B+ @ ABRZ7]H.
. (2018). 2017 A-8HZ7|a AAEIA, . i+ A8HF7]|H.
AFA, A71%5. (2000). Aobd o] §TtE: AA gl TWet HFH AF-AEA]
AT, , 13, 49-66.
QrefAl, AP, 87435, (2008). BSC AA=HAE 7+o] AntdA. T3|AA
4, , 17(3), 41-77.

)

= %‘ D—i. r}i]_'
=
-

ofels. (2005). "TAREE P AT AFH AT AFEATA

2" B Fgestal AA

.

Ll
4o
i

Sa%. (Q012). “Go] AGREA L Bt AT ¢ AGAGREADE FAO
27 g upAe sl R

FEF. (014). "N8BF U] e AFEA 1 71g0] ARARE F4
o' Aed WAL HApetele

A%, Q014). "TAVEEI} ARAT] B2 G, AHEr) Akt

LS. Q015). AGAERE A A B AT TAGAT, 30,
139-159.

_82_



4=, HRARE (2015). A7)

Ay

o125,

37(1), 57-175.
o]-%. (2018). "FEEEAIHI A

olgl4. (2016). 719ZAY a<lo] 7=kt Aol vA= 9

21(1), 83-92.

=45,

o=

1

;O_l

H

Tor

(20006). "

o,

o1/

o
H

Hyetg)

o]zt (2010). ©

50| AJH]

157
o O

i

T

o]

, 40(2), 79-100.

AR A AT

£ THeE

o] At
o|-5-A1. (2000). gt

Sty , 11(2),

ER

N

139-166.
. (2008).
oA, 2tAer. (2006).

 SFHEAL

AL
271910) Au]AB A

] A

A=

7 AT

R

"3

T+
=
_z_.a
)

Tor

il

T

: SERVQUALR

<]

. (2011). A

, GronroosH &,

4(2), 91-126.

3

Mz

<

ol o

fotAl" A+, , 16(1), 1-26.

q

(200D). Au|~ FHo) SAI 7|4

ol-FA, °l=4.

A,

KS-SQI =g e} 7t
o[FAl, o] dH. (2014). AHAFA Aol T

: F210: (2004~

19(2), 1-43.

AR A |

_88_



e

k)

g, T

Ay, 27(2), 187-211.

[e]
=

s}

, 111-124.

"t

102,

A
=

= =
25T

A R A

oA, 2tAlot, o] E. (2005). FFAH| L FARY L] At
23(1), 1-32.

ol A4, (2017). "7]&EE§0l

iy N R L
o " B 5w B 2 % =
5o T oZTE P = xE
—_— @.O _ ) o
% oo o 5 ox T o Kl
Qn_O WH 7AD 7A_ MH_ __OO ,ml ‘w-O ‘_Iﬁ_Al 1:1_
ﬂa n 50 vaﬂ ‘AI _~— mv_.o ‘a N ﬂ
o or i ot e _nATn_ ) (2 % e
o ~ < G X moR
X 1 n o= ol N w_W = S~
e} (5] = O Jo) L — ~X _n:.u rl
X H o W — = —_
_z__u m ;i ﬂ XE ,.W u M ,A_ __O._
v &z wa M w = moE
Jm ~ B %1_ A ol ,% 70 T &
g X B o — @ — E Bo
X DU G i = :l_ S o _;I,_A
m g @ N 0o - T
=T = O_E — mﬂ DT ~n o -~
X __W_ 3 B O zm o G &o e DNl
& g I o ) ™o XA
M ol m o E i~ _,_w__ do 9 o oju ™ M M
mo HN g . om om e N =N muh mw F MJ e
3 R CoR o K —_ ol r
ity wm_ﬂ. m__o o N _MO S M_H T X Mﬂ ML
[CL 8 8 2 m =~ 7§ = T =
_l \ \I/’ ~— N~— . —_— ‘_l_l )
I S T R I T
EES LR Rw T8 40T
PE_Z e tRe g gk LF
X = = e [@)) @ T
s e A g as g H 8 g2E T w®
S - T TR -~ B T = : I N —\ N :
S _L_l —_— O dl __AO 3 o 3 ~ S 3 HIJ!
S ® ° AaWRT o P~ IFILSNHSN
¥R o 2 % <k .
0 L ) i —
= ~ Ll s X N T
Lo] o] o] f'o) 10 XL Z._

-84 -



=

ZAE. (2017). "FZAH]

)
,_ﬂ_u.o

8o

of

Ea

]

=

[}

22 (2013). "A8H

fif

__O_l

_CH

T

F. &0 A4

ile)

o mAle 9

et A ATy, 30(2), 41-65.

A

T

-

(2012). A8HFo] FA714 Aol 1

(2014). "1 /7}+

o

o
=.
3.

T

8

gq

78]

A
q__mo
go
a1

o=

%

7} 4, A

ATy, 16(4), 143-165.
9] 21ZtH Au|AZ A o] AH| AT 9}

=
=

SPSS-AMOS

T

il
=
=

o

=1 [oXNe)
RS 9

Y.
. (2014). AgA o] Au| Aol ATk

. (2018).
A, (2018). =g 713o]-84

<

gq

°

T

M

IE] AH]

-

1

A

=
=

&, 7% (2019).
=), 719 HAE ofzto] ZAlE| 4]

28(June), 129-149.

Tke]. (2006). "E83H S of
1A (1999). F&A7}

s

<

_85_

[¢]

B7hm o] o

Folefjehgat, |, 4, 89-108.



et

2. ZOET

Baron, R. M., & Kenny, D. A. (1986). The moderator —mediator variable
distinction in social psychological research: Conceptual, strategic, and
statistical ~ considerations. Journal of personality and social
psychology, 51(6), 1173.

Bitner, M. J., Booms, B. H., & Tetreault, M. S. (1990). The service encounter:
diagnosing favorable and unfavorable incidents. 7he Journal of
Marketing, 71-84.

Brady, M. K., & Cronin Jr, J. J. (2001). Some new thoughts on
conceptualizing perceived service quality: a hierarchical approach.
The Journal of marketing, 65(3), 34-49.

Carman, J. M. (1990). Consumer perceptions of service quality : an
assessment of T. Journal of retailing, 66(1), 33.

Caruana, A. (2002). Service loyalty: The effects of service quality and the
mediating role of customer satisfaction. European journal of
marketing, 36(7/8), 811-828.

Churchill Jr, G. A., & Surprenant, C. (1982). An investigation into the
determinants of customer satisfaction. Journal of marketing research,
491-504.

Cronin Jr, J. J., & Taylor, S. A. (1992). Measuring service quality : a
reexamination and extension. 7he journal of marketing, 55—68.

Culiberg, B., & Rojsek, 1. (2010). Identifying service quality dimensions as
antecedents to customer satisfaction in retail banking. Economic and
business review, 12(3), 151-166.

Day, G. S., & Day, G. S. (1990). Market driven strategy - Processes for

_86_



creating value, (10-18). New York : Free Press.

Dess, G. G., & Robinson Jr, R. B. (1984). Measuring organizational
performance in the absence of objective measures: the case of the
privately-held firm and conglomerate business unit. Strategic
management journal, 5(3), 265-273.

Doherty, T. L. & Horne T. (2000). Managing Public Services . Implementing
Changes — A Thoughttul Approach to the Practice of Management.
Routledge, London and New York.

Garvin, David A. (1984). What Does Product Quality Really Mean?. Sloan
Management Review, 26(1), 25-43.

Gronroos,C.A. (1984). A Service quality model and its marketing implication.
European Journal of Marketing, 18(4), 36—44.

(1988). New Competition in the Service Economy : The five
Rules of Service. International Journal of Operation & Production
Management, 8(3), 9-19.

Howard, J. A., & Sheth, J. N. (1969), The Theory of Buyer Behavior. New
York @ John Wiley & Sons, Inc. 467-487.

Hunt, H. K. (1977). CS/D-overview and future research directions.
Conceptualization and measurement of consumer satistaction and
dissatistaction, 455—488.

J. G. Kim. (2005). Impact on business performance and customer loyalty
factors and the characteristics of the organization of hotel enterprises
CRM system Factors. Tourist Information Research, Vol.19, 53-75.

Jeong, T. Y. (2014). "An empirical study on the influence of management
consulting factors on corporation’s innovation activities and business

performances’. Daegu, Korea: Thesis for Doctorate in Yeungnam

_87_



University.

Kaplan, R. V. N., & Norton, D. P. David (1992), The Balanced Scorecard:
Measures that Drive Performance. Harward Business Review,
(January—February), 71-79.

Kotler, P. (1984). Marketing essentials. Prentice Hall.

Mazis, M. B., Ahtola, O. T., & Klippel, R. E. (1975). A comparison of four
multi—attribute models in the prediction of consumer attitudes.
Journal of Consumer Research, 2(1), 38-52.

McNair, C. J., Lynch, R. L., & Cross, K. F. (1990). Do financial and
nonfinancial performance measures have to agree?. Straregic Finance,
72(5), 28.

Narteh, B., & Kuada, J. (2014). Customer satisfaction with retail banking
services in Ghana. Thunderbird International Business Review, 56(4),
353-371.

Oliver, R. L. (1980). A cognitive model of the antecedents and consequences
of satisfaction decisions. Journal of marketing research, 460—4609.

(1993). A Conceptual Model of Service Quality and Service
Satisfaction : Comparative Goals, Different Concepts. Advances in
service marketing and management, 2, 65-85.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual model
of service quality and its implications for future research. 7he Journal
of Marketing, 41-50.

(1988). Servqual : A

multiple—item scale for measuring consumer perc. Journal of retailing,
64(1), 12.
(1994). Reassessment of

_88_



expectations as a comparison standard in measuring service quality
implications for further research. The Journal of Marketing,
58(January), 111-124.

Riper, O. & Mayne, J. (1988). “Evaluation and Public service Quality”.
Scandinavian, Journal of Social Welfare, 7, 118—125.

Rust,Roland, T. & Richard L.Oliver. (1994). Service Quality : Insights and
Managerial Implication from the Frontier. In Service Quality . New
Directions in Theory and Practice. Roland,T.Rust & Richard
L.Oliver(Eds.). Thousand Oaks. CA : Sage Publication, 1-19

Sureshchandar, G. S., Rajendran, C., & Anantharaman, R. N. (2002). The
relationship between management's perception of total quality service
and customer perceptions of service quality. TZotal quality
management, 13(1), 69-88.

Sureshchandar, G. S., Rajendran, C., & Kamalanabhan, T. J. (2001).
Customer perceptions of service quality: A critique. Zotal quality
management, 12(1), 111-124.

Tse, D. K., & Wilton, P. C. (1988). Models of consumer satisfaction
formation : An extension. Journal of marketing research, 204-212.

Van Dyne, L., Graham, J. W., & Dienesch, R. M. (1994). Organizational
citizenship behavior: Construct redefinition, measurement, and
validation. Academy of management Journal, 37(4), 765-802.

Woodside, A. G., Frey, L. L., & Daly, R. T. (1989). Linking sort/ice anlity,
customer satisfaction, and behavioral intention. Journal of health care
marketing, 9(4), 5-17.

Zeithaml, V. A., Bitner, M. J., & Dremler, D. (1996). Services Marketing,

international edition. New York, NY and London: McGraw Hill.

_89_



T/

A =

= = N
ehgshlu
2 ARe 8RS Auagdo] Z1go HARAdTte] nXs g7l BEt A+, E
F3str] flofl AAE Aoz, AGHEF7FIsHAR S hHe] BHFS o] 8ch= 47
go) HE, BY 99 Tt 49 AY§OE wEo ST

wetd Aol BEANAE olgstaA L7 HE &5 Wolstel A7 wietv,
SHUNEE FAY ABZEP BD)e] et @7 ole] e BHoRL AF AH§H
A e AYE SFEEUT ZARR T,

20184 11€¥
TSI A4 A E 2L A G TSt A A

AL H4%, A7k FAAMHP: 010-9320-****)
E-mail: hhghost@kodit.co.kr, Fax: 0505-071-3427

- AGREZZIF(OIsHAR S g o] BEAu|A FE B AEAYH.

(3l ol v BA : ofs} £
Auo] REAUAS F4 4719 BHE ST o|lo|o| el o6
g Au APe o] ogt AR A4e 237 ot ol o|lo|e|o
fj Aue aA4g go) Aze nEAES 4L ARt | © | @ | O | @ | 6
AL wA] Pste HEANAS AT ol o|lo|e|o
ARL wAo] W= st HHE ATt @ @ ® @ ®
ij Aue w70 e oldetan HAS chac ol o|lo|e|o6
fé AHE 170] 8T QRE A&s Aeart ol o|oe|ao|o
AR okt Alzbe] AHAE AT |l @ 0| ® |0
g | ARE AT U o] 52 98 g0l s o|lo|o| a6
g A NG, S olfo] Belaht, ol o|lo|e|o
2| aue nzel wEsly] 47 AAska ok ®| @ |06 |®|06

_90_


mailto:hhghost@kodit.co.kr

o ad\s o M o M\
iz |o|0|0|0 iz |00 |0 |0 =%
g o bl
Prle|e|e|e Prle|e|e|e % B
®Tle|le|e|e Tl le|e|e|e Gl e
A
EESECHNCRECHRS *Z|leo|le|e|e L | 75
! i Tor i
— _ oh —
wﬁm ©o|le|e|e wﬁm e|le|le|e M E 5
. 3 i
] o)
. T ) -
Z SR A
T uln Arl . ls
iy ﬂ__w il o) | E o
T " (o I I o B
® | o 5 T2 || = T
o | W o I.Hx_ B! ol N = /=
G I e g " w | W= 3 <
ah ﬂ B | = ,M | & b3
Flw|m) g A 25| 2| % %
G| B | | U o - o | o
— X N
| M do ww = R T B S B s i R
T | = T <] W "X K]
of | o | W | = — — | = | T —_—
s ®|F| L £ B < |3 a
Bl - < |« <] T
T e T | o < = | ® | o | ® "
Mo | & || ® Kjo T x| ®m| T Nlo
Ho | A | | H or] Ko | ¥o | 31 | Ko |
S I A o | o | B | M
ol ® || o ol oo | oo o
Sl I~ I~ | Al I~ e R H
< =
< o7 Hp )W . H R TN :
= =

_91_

7 IR AGARD) ol Egel HAu
At AA E2el ==l =l




V. AL Ee A1B0] BEAu20] B SR

L A oBFADY Aol SRS FAL ety
@ 199 oJst @ 3919 ol B 599 o5t @ 10919 olsk B 1091 Zt

2. AP e AHEE FNRF(= 7TAY, BARF AL A5t FHYUA?
® 13] @ 23] ©® 33 @ 43] © 53] ol

3. P Be 2E ATHEE FNREE 7R, BARE A9 Al AU
® 2018¥ @ 20174 @ 20169 @ 201549 & 20149 oA

4 WL AGRFAHLE I3l B AT FAYL
/1% (@R © A AA R © AsEZE/|D AR
® A9 Tr ANA Af 6 G9 - A4GeE Af © 715

5. AT o) & el HE AL $tol ASUCHE T
D WAy 6 488 6 BRI 6 B © Addan 05 O §e

L A F4 AF2 74 ?
O Axd @ Earel @ AdY @ 4 © AP ® 7TE

2. A A7 dEde %’u}?;qw}o
@ 10%¢ ofs} @ 304! ols}

3. ALY BAFEESE 2E AU
@ 57 oldt @ 1078 °o]st ® 307 |5t @ 50 °]5t ® 1007 °o]st ® 1008 Zt

4. A (= FYT ARr|7He AU
® 19 elsk @ 39 elst © 54 oI5t @ 74 °lsk © 104 elst © 104 3

5. FAHY EARE oftle] Y&

D ALAAFEH @ 31F O A"I @ 3D
® 299 ©® H73%8 @ FA%EY ©® THY

— YN HEAL 2 WAz A v gus 2L —

_92_



ABSTRACT

The Influence of Credit Guarantee Service Quality
on Non-—financial Performance of SMEs through
Customer Satisfaction : Focused on Companies
Using KODIT’s Service in the Metropolitan Area

Hwang, Hyun—-Kwi

Major in Management Consulting

Dept. of Knowledge Service & Consulting
Graduate School of Knowledge Service Consulting

Hansung University

The purpose of this study is to investigate the effect of guarantee
service quality of Korea Credit Guarantee Fund(=KODIT), which is a
typical SME policy financial institution in Korea, on customer satisfaction
and non-financial performance of SMEs and the effect of customer
satisfaction on non—financial performance. And the purpose of this study
is to confirm the mediating role of customer satisfaction in the
relationship between credit guarantee service quality and non-financial
performance of SMEs.

To achieve this goal, research models and hypotheses were set up, and
online and written surveys were conducted focusing on SMEs in the

Seoul metropolitan area using the guarantee service of the Korea Credit
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Guarantee Fund. The questionnaire consisted of 35 questions about the
dimension of product quality, delivery quality, environmental quality and
social quality of credit guarantee service, and the dimension of customer
satisfaction and non-financial performance including guarantee use status
and general status. Based on the collected questionnaire data, we
conducted frequency analysis to examine the characteristics of the sample
through the SPSS program of social science statistics package, exploratory
factor analysis and reliability analysis for the validity and reliability of the
variables. Correlation analysis and regression analysis were conducted to
test the effect relationship of independent variables and dependent
variables and the mediating effects between the two.

First, among the four dimensions of credit guarantee service quality,
product quality, environmental quality, and social quality all have a
positive (+) effect on customer satisfaction. Among them, social quality,
environmental quality, and product quality were influenced in order, but
delivery quality has no significant influence on customer satisfaction.
Second, among the four dimensions of credit guarantee service quality,
product quality and social quality have a positive effect on non—financial
performance of SMEs in order, but delivery quality and environmental
quality has no significant effect on non—financial performance of SMEs.
Third, there was a significant positive relationship between customer
satisfaction and non-financial performance of SMEs. Fourth, customer
satisfaction plays a mediating role (product quality is partial mediation
and social quality is perfect mediation) in the relation of product quality
and social quality of credit guarantee service to non - financial
performance of SMEs.

The previous study has focused on the effect of credit guarantee
service on the financial performance of the target firms according to the

policy financial characteristics. However, this study shows that the quality
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of credit guarantee service affects the non-financial performance of firms
through customer satisfaction. In addition, through this study, we
confirmed the causality that the quality dimension of credit guarantee
service positively affects the non-financial performance of SMEs through
customer satisfaction. Therefore, it is necessary to pay attention not only
to quantitative supply in establishing credit guarantee policy in the future,
but also to provide qualitative service for growth and development of
SMEs. It is possible to maximize the effect of consulting by modularizing
the detailed elements of the qualities and applying it to the consulting
methodology when consulting is carried out in consideration of the social
quality and the product quality that are the most influential factors in

customer satisfaction and firm's non—financial performance each.

Key words: credit guarantee fund, public service, credit guarantee service,
service quality, service quality measurement, customer satisfaction, SME,

non—financial performance, consulting, consulting methodology
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