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2 AR A, F-2d g ks did o= vlavd o= o] Fol Xtk
S AMH|2FEE o] oy Auj2 IF AA o2 -3 FQA e §
T8 ANAE Hwgel wep Fi1 W5 o HriEns Ao

Croin & Tayler(1992)+ ‘Azt Mu|xEdolgr EA Au] o) tfgt &
Al B7HE ovlete Bz A idstE o SAHojoF st etal &kl e
W AH|=Fdo] A vkl gloja defadlolgta AEAAL vk HEY
ATl Sl whef vk A= tiekeo] AAE I gt

o] A, 2 doH(2006)= AFol theh HvkA - ot -dde gt
o] getolg}l 39 o T8 A (intangibility), H]+#2] A (inseparability

B }>

]
7d (perishability) & S o= Stk £2&/9(2010)2 AH| =90 54
T3 o)A, A H =
Ha 54 w7k gA goar &l
Parasuraman(1998)+= 4

of thak :x7 o] ZHutAQl B} Fo = ?‘é«] 3}$1 . Parasuraman, A, el.
(1998)2 AMu|=FAS A9 7|4 +(expectation)d} AA]  F=
(perception)Zke] 2fo] A= T o o5 A5 A% v &
HIE2A SERVQUAL EgE AA T, of SEHE 7= =53
MH 2= Q1A s Al SATT o] Y Auj2Fde A Al
Aol tigh 1A s AA k= T 1He] Apol =

g
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2.2.1 SERVQUAL 23

PZB(1988)¢] SERVQUAL R8-S Au~EAS 570 9907 L4319
om, Mu|~AEZAL Q4 BAL 574 @9le] Ao} 7)o 7+ xfolo] o3
ARQETa skgleh 5709 8912 AFATE T3 3 (empathy) 7+
AJ (tangibles), 3-89/ (responsiveness)Z} 21 2 A (reliability) 28] a1 SAIA
(assurance) 9] 57] @9loz Mu|AZAS FTLEFY T}

PZBE 57] Q.9ol9] tsle] 7elo] 7l Au| 2~ 53 X zhe Au] 2~

T 2polg MHlaFHA = Aosilar, ZUE Al FEa AR 7
7 J

SERVQUAL Z#el A AN E 7ol that Hde ol F AFa5e o
o hraA AT, Teast: Z1diol dhd hda g e
Q1 Rl Jln, mAe] A 2vt AlFE Feleta Ak Y,

DG WEAF]7] flehe] Aulat AFEo o} Ak @elo] 2 Y

=
2 Aol tH(Teas, 1993).

DESRRE
=z

Carman(1990)2 A H]2=3E 2o )3t QH HIlo A Mu|~Ed A4
2ol gk oAl TS kA ¥ A3 @ed] A ZhE ARt
Z1tlgk Au)2s 124 o] Zpolo A WA S A H] 20 Tt FUHE TE SR/E
AN Qe AE AFEAT T3, AR aF Ao gk 2 HtE
sfarzl ol = wheAl o] A 7b A1 A3t Al B E dete] B
grsjojor dhrfar 349lal, AH|A~F AL auo] 2|74k Au| ek 7 g AH]
22 Zp7te] g a Ao FaETt AR AFstelof gtk Fdeqlth o] X |
SERVQUALo] zt&= 71d) 7ld o] Fask ou|7t Qv AAZ 7|E 574
g = S8k Zo7E v el 7| E orlske AR, A E = TUE
oulet= AJA 2 ANFA e do] gk vlgo] Al&ste] A7|H o gkt

(F4=, 2006).
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1. SERVQUALE A AAJE 57 8919 Au]2=E2d g2l tish]
[ 2—2]°] SERVQUAL 2 &S ®HojFa }
G4 A asis L
Saagan | [ A
AZE :
T KH| 0] thgt
. EQH?F
; A2 A4 B = AZAHAGEES) 7T AT ES
DCL,'_ Ly AT AHA
+ BRE ES PS4 7H5% AHIA -85
ES)PS : 8o} 59 4 = Al - 405
ES(PS : o]AFH o] 2 3.: Hd| A 27 - 7|8
Zx] : Parasuraman(1985)
[1E] ] SERVQUA
2.2.2 SERVPERF
Mu)|22F A gate] MRl aE 3% Ans 7|vto w2 SA3laA} s
Al%=+= Cronin and Taylor(1992)e] 2Ja] AU o] &L ‘MU A%EZ =
A es #2418 29 stal SERVPERFEAL Al 5-S e o2 ]
FHE A=A 7] 54 =42 SAsax}; skl
Gestar ARkl AIuks S5t
=) EE A&t TlsAE Folshe
S sl Fard WE EXE
st Aol & SA g0l v
5719 8918 7|22 8}

12
Cronin and Taylor(1992)+
o
4% SERVPERFS}

SERVPERF =& A3 gz
SERVPERF (wieghted SERVPERF)
_roq?sl- /Hq. zﬂ-ioi }\13] %;‘c_:]
o] @A o]aL wig- §-F3frial
|58 SERVQUALGI A A} 2279 &
g Aot TheAE
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o] &lo] Aa}ol] sk =)z}
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ste] Auj~Ed 49 4
‘711‘41’6}% 7H%301 SAAE we o o2
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Cronin and Taylor(199
L2 A e 22709 =
el H@aHe BAl g A%
ol oj

PZB(1988)2] SURVQALS|A] Au]~%E4 2
2o AAsitta Fadtg Ak 7 ool A
P)7k 71(E)S] Zolell thake] An]~% A
ol&el & A

R

o
SQ -

2.2.3 KS-SQI =¥

KS—-SQI=&-& 9]
w2 A7 A H] 2 3]
=
KS—SQI [E=

=2 (Process Quality)<=-

A
7}

A

=7

2 878 STk w7RE ©

H] J ]
2 Zo)do] wpeb o]g-A(2000)7} N

R AH 2

ol

Ao a1

o4 Y7
2519

! (Outcome Quality) 2} 4
o1 SERVQUAL =35 3kt

I
—T
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Chandon, & Orsingher, 1998).
upepa] FH o] AnjaEAd gk {7 RS SERVQUALS H¢ E
:I

Aste] 7ol By SAHRES sty BHEAY A9EE FI1HA

BT

37+ FAR Y2 SERVQUALRE T 2 ejoln 84 o}
sk 4= Q) 3k Au) A AR gk tE A A-F=2 = Lehtinen
& Lehtinen(1982), Oliver(1994) % Brady & Cronin(2001)%] dA+& Ay

& s, o5 33k MulAEARY e A A [ 2-3]9 Ak

[ 2-3] 349 FARY 74 A9
A2} FARY FAAY
Lehtinen & _ _ _
719E2 FoAeEA =84 4
Lehtinen(1982)
Rust & .
Al AE | Aua Ag | AW aar
Oliver(1994)
Brady & . ~ _ o
AEA Fe g 24| 294 454
Cronin(2001)

= 2]: Brady 2} Cronin(2001), “Some New Thoughts on Conceptualizing

Perceived Service Quality: A Hierarchical Approach”.

Brady & Cronin(2001)& Rust & Oliver(1994)9] 3atYd A28}
A

Dabholkar, P. A. (1995)¢] HH]|A~EA 974 T2RAS wolSa] A5 2g
Ed, ANEA 294 BAFA TAE 349 ANAEL 9 TR
& ARt ANAEL A7Rgel 3349 Tl sl 77} 37)9]

=
TP ) 2vA ARG T gom, 2u FAR
45 Atg FAL AR, A% 2 AP For T4 glu, A3
_]

A
dEol e, ZelA AEFES 54
o]

ol
flo ol

o



BeH A0 aEL D A3 AU AEAERE GFE WE FEAFE B
ow], MU AEAS 379 AU BN, Arke] FAL

o
=

Aol Fae mATE ot

ihd
=)
i
i)

i)
ol
K
i

riel
H{H

$H7d 3

=721 Brady2} Cronin(2001), “Some New Thoughts on Conceptual
izing Perceived Service Quality: A Hierarchical Approach”

[:lal 2—4] 3;<} 4;<11:r ﬂ

A8 AFAEol ok I (Competency) ] F5H Fol& AW “H
&

(Competency)ol gt il o] A5 M= widddte AMgF O = RE A &34
dvbgdol A vet= Q1Y BE 54 2 WAlA ¥ ow 249 4t
& ZEAoR Fieted o ALY A4 (Knowledge), 71
(technology), 2~Z (Skill), Ao}l (Self Concepts)” 522 F3gtsle] 143k
tH(ol#2 2], 2010).

White(1959)9] A+ &< Hoh LA SHo= gste] A%
(Competency)o| &t Z2-& 34 0= o]11+= 7HQ19] A
g ZmAx F224 AAe] Held A AAS s
(MacCelland, 1965).
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7 71w AAEE

T —
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=
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=
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=
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Spencer and Spencer(1993)= 54
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3} ol Al 7HA 23
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=]
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Mle] WA ZAolet 4ol
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skl tH(H 54, 2010).
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AAHE S JgF(Competency) A3k 542 AFste dide] ot
tofst FEE SR ¢ o, Ak oz AMHYHE 9gF(Competency )l
e MdS DAHAREY Z2AES Fafst7] fafjA zkFofof & ol of
gt FEld, A, 7HXH R FAAQ] B Fd 549 5y, A9AdY
aea V=i AdAE A e A9 RS Vs Hete] AR S FAHeE
gelu il vk

o2k (Competency) o] & 1 ATE x| La)a AdBA YA AR == A}
Fdo2HH Yeius Qe 35 543 A4 53 (Spencer & Spencer,
1993)ol=t 7 Aol & vtg o s AAYES] Agfolgt 242l 14y A3
Aot A ek S rIg e 223 el A A el alojtk(Jang
and Lee, 1998; McLachin, 1999; Appelbaum and Steed, 2005).
Zﬂ@?ﬂEg} T8 AFor FAREA 2 Agry 59, JAAT 250

o i,
g3 A S AE W gedvd, e ARe

’

[e)

o2
l
do
_?L
<)
N
olr
o

St =
A A3 ‘quj,ﬂ Aztole}t a9tk (Rynning, 1992).

AE AT AE7E 9%, 052 9=, a4 ¥z 2o
™, Parry(1996)& 939 75
2 "ol thH(Williams and Woodward, 1994). A7} A%S AHHE o
FE5Ao Eeto] JiQlolv el s A st S Alsk= Aol 53l
t}(Jang and Lee, 1998).

AMHES] AFS ALHE] Mt (expertise), 4 (accessibility), 7l
¢l #4d (the quality of individuals), H]-&-(cost), 4 & (experience), 7131 A2
(personal knowledge) ©]2tal 3} 2.1 (Ralph, 2013), Tayler(2006)+= &t}
A, AN E 59, AT TE, " 78 9, 7 oldleE, =AY
T ToE AMYHES AS FEGT.

Tl AA2A 9 (1996) 452l A" Falls s -
Eo] #ExpA A=po] Fositta AxetiA AAHHES T Aol g
A= A g=%s Fxsglv (F35F, 2008).

AL ES] A+, 2004) 0l thafl A4, 2HAl, 5= 2] Al 7FA] #of
2 PR AT HE, 2008). A, A2 Foko] 3l &9 eA <]

o

=45 F 9 A7, F/HT_‘. 2] 2le] Relo

A
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A R SRS FEA Q4o oste] A Y] wEel ARl EE
S22 de el Mol sty a4 B7F £45 SAstoloF st s
of el Foletal sluH(AlES, 2012)

M7 8(1009)3 AW 2 AEE Aok 534S A% FelE ehe,
FEL THAE EEA ¥ FRE s S Al =g d et 8kl
© 1, Gronroos(1978)< 174 9] X[zt M| 28} 7|t &k A u]2=0] Bl 7}
Adpetar Aejep Aulagds AEAl FH FAH A FHAR o F
of & dvkar 7Hgeta AdEAQl S22 VsA E'E a5l AHlA
WA= Q= ol PEHY FAL V150 FAR nAEe] Ay

2 RS AGHA Y FHo
Garvin(1984)¥} Ghobadian al

AREAE B, Al SRR A SR e %@i golatalon, “Aqu|=e= Ak

ol 24¢ AlFoly FEEo] ofy, dkH o7 HibE = Al oA

oL el Al - A Q1 A (e Jq\j/]?}, %, AAA, A == A

e THAE ATt B AAAR)] Ess 2ot ek g okl
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[ 4-2] A=d +4423%

5ol AA | PGBl AAH +44 Fool Al
AL A= AS- A= B — A X)) 7%~ Cronbach Cronbach <3}
4 24k A5 < v}
Wwalde] | 15.88 | 8.539 630 796
Al | ofelr]o] | 15.85 | 9.342 566 .828
i 3ho] 4] 16.04 | 8.807 653 .804 .839
st | 4FEA | 15.32 | 9.682 646 .807
o & 2 15.47 | 9.474 .690 796
A=) 11.89 | 16.474 | .667 910
77 aAzr | 11.71 | 16.568 | .774 .887
v =23 12.00 | 15.768 | .830 874 908
2q | T | BEEH | 11.94 | 15308 | 886 | .862
. A71ZA | 11.63 116.959 | .698 902
i) . A | 10.22 | 7.464 304 875
AA | srade | 1012 | 7.537 | .832 864
o5 Adela | 1057 | 8.154 | .764 .889 907
- b7z | 10.23 | 8.318 765 .889
A | 16.10 | 10.323 | .729 918
AR | AR5 | 16.16 | 9.531 .853 .895
i ARAA | 16.17 | 9.621 .809 .903 923
=3t | Bxud | 16.27 | 9.157 847 .895
AA8 | 16.34 | 9.443 765 913
A %5 | 15.15 | 8.128 659 881
ANEZE | 14.89 | 7.889 785 .850
AZA | daA 15.14 | 8.049 729 .863 .888
2185 | 14.95 | 8.099 748 .859
A A | 14.87 | 8.382 727 .864
P | 16.28 | 6.369 908 856
A5 | 16.28 | 7.448 734 .895
StAA | Aaga | 16.19 | 7.300 712 .899 908
obdA= | 16.43 | 7.037 736 .895
Jo]z& | 16.40 | 7.103 757 .890
S Adg7149| 16.51 | 6.648 943 894
W | geaw | 1628 | 7.334 | 701 | 941
2 | FEA | ervd | 16.27 | 7.343 710 939 .933
Z 7 @514 | 16.51 | 6.648 943 .894
128424 | 16.52 | 7.403 .838 916
aFolsl | 14.57 | 3.368 8368 809
AZ+AwlE | 14.79 | 3.509 713 .849
T | &R | 14.93 | 3.961 548 .886 876
ololulg] | 14.52 | 3.612 .802 .828
Alzketul | 14.59 | 3.859 622 .869
Ay | 17.71 | 2.871 874 759
Ao | 17.61 | 3.152 659 816
A | NEEA | 17.59 | 3.197 .660 816 .848
SHEe | 17.50 | 3.348 561 841
A =S| 17.70 | 3.098 .565 .846
Ad G | ® 1A | 13.28 | 1.145 736 804
ge | =% | mame | 1322 | 1.330 | 633 | .856 | 993
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A&t Ao vlusgde S8 8 Brhasel tete] Hrkg A3
[F4-64]9 Zo] AN LS 1912 AALE7}F 292, AT
st7 3912 1AL 491 = etk CL 342 0.0168= UE} A4
A 4=(Consistency Index:Cl) < 0.1 eEbyka, 34 8] S (Consistency
Ratio:CR) < 10%= FA#Fe] ddto] A S 7HXaL vk & ¢ 9t

ZAESE Hrkasol gk #AAYNE B §Aw3540.365), ¥HAEs)
(0.363), A7g#3H0.171), AARESH0.101) 9] =& 7k 7F B2 Aot

[¥ 4-64] 2373 A5 A7

A #A | A | AF HEs | A
Z A &3} i i i i Al

w3t | =3 | =3 | T3 VA | 9
& A3} 1 1.253 | 3.712 | 1.581 | 7.546 | 0.365 1
WAE3} | 0.798 1 3.898 | 2467 | 8.163 | 0.363 2

“©
N
i
ot

0.269 | 0.256 1 068 | 2.205 | 0.101 4

>
o
el
S

0.632 | 0405 | 1470 1 3.507 | 0.171 3

(C.1.=0.0158, C.R.= 0.0170) 21.421 1

228t skl HalEste] ks E Wk 9 AR A% G
(0.295), ofolt]o] H/F(0.264), o] A9l Abgt th-5-(0.203), 4l9t+ ofelt]o] 4
& FA(0.140). F5HA +9171(0.098) T2 +o= YERRoH, [ 4-65]
o UhERSETH
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A | ame [T e feme | TER L | wes | s
= A= Az | wes | L0 AEA | e
L A e i
EERE
PEES 1 | 1.643| 157 | 1.922 | 2.014 | 8149 | 0295 | 1
A% el
lerdel 9600 | 1 [ 1.952] 1.876 | 2.413 | 7.85 | 0.264 | 2
wa . . . . . .
FoAa
Saae | 0637 {0512 1 | 1971 | 24 | 652 | 0203 | 3
Aokl | g 590 10533 | 0507 | 1 197 | 453 | 0140 | 4
O_])\q‘x]_z ] . . . . . .
A% A9l
W | 0497 |0.414 | 0417 | 0507 | 1 2.835 | 0.098 | 5
(C.1.=0.0364, C.R.= 0.0338) 29.884 1

o

FAEsEe] TR T 22 B9171(0.314), ©91A TA1(0.211), Q1s}eh
A A7 F41(0.189), AR FG(0.150). D=2 A7) F4](0.136) =9
o2 YElgow, [ 4-66] YEeERYT

=

[11

% I A Beliniel ICE SEEe Azs | ¢4
o = o B | 3 g s AR A A A _ s
3} 7] 7+ 24 4 1% tA | =9
= 2o
ﬂggﬁf 1 2.437 | 1.753 | 1.82 | 1.515 | 8.525 | 0.314| 1
Qshuzn

0.410 1 1.306 | 1.387 | 1.262 | 5.365 | 0.189 | 3

A A

Ble] =
D_?i]j 0.570 | 0.766 1 2.264 | 1.575 ] 6.175 | 0.211 | 2
drzs | 0.549 ] 0.721 | 0.442 1 1.742 | 4.454 10.150 | 4
4959
= 0.660 | 0.792 | 0.635 | 0.574 1 3.661 | 0.136 | 5
F71%A]

(C.1.=0.0490, C.R.= 0.0115) 28.180 1
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AAEs e 7hs A= T A9 b, arF B $A1(0.364), AR I
AR 55 8HaF4(0.364), MEFx 224 £971(0.101), A 54 2
]

o “ERsk

| wdea | awy | wed | 3= AEA | &
o 1 2144 | 3.998 | 2.127 | 9.269 | 0.364 | 1
weid | 0.466 1 3.126 | 1.739 | 6.331 | 0.364 | 1
Agged | 0950 | 0.320 1| 0777 | 2.347 | 0.101 | 3
S5 1 0470 | 0575 | 1.287 | 1 | 3.332 | 0.171
(C.1.=0.0228, C.R.= —0.0438) 21279 | 1

AFEske] 7 A= AEAA Y 58 $24(0.312
N

A T4 H71H0.249), 384 w971 AoE d= 294 T
A1(0.141), A3 2 AFHAF 37(0.133) T8 co= Yetow, [
4-68]° e
[3F 4-68] A3t Mo A
BAA | ARA | A75B | maw | 27A o
A weisr| Aa | sas TR g w || BES) A
RS R E - N R BN I E R = | 2o
O gaa | wn |2 | s ae Aol ||
%A%
e 1 0.768 | 0.808 | 0.99 | 0.815 [ 4.381 | 0.165 | 3
ST | 1302 1 1.739 | 2.442 | 2.181 | 8.664 | 0.312 1
A 57:5:3)
sraa | 1238 | 0.575 1 2.463 | 2.165 [ 7.441 | 0.249 | 2
R 1.010 | 0.410 | 0.406 1 1.451 | 4.277 | 0.141 4
SE A | 1.227 | 0.459 | 0.462 | 0.689 1 3.837 | 0.133 5
(C.1.=0.0929, C.R.= 0.1768) 28.6 1
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49 Au|=Fd o] A vudds T3 T8 HrFa e thste] Frt
st A3} [3E 4-70]3 2ol -AdsolA Aol 1= Faldo] 291 =,
Hdol 3912 Aol 491= Aol 5= et CL %62 0.0331%
el 34 ®X4=(Consistency Index:CI)=0.0354 < 0.12 Ve, A4
H] & (Consistency Ratio:CR)=0.0681 < 10%= 3 x}2] #eto] dHA S 7}

Al dvka & = gk
A49 Au2~w4d Fria s digh #4435 21 2124 (0.284), Al
0.153), 794(0.152), -574(0.137) 9] == 7F5A]7}

_

ol

7+
[} 4-70] Y AMu]|x2E5d Ase A7
7\‘1@% ——;]_zr_- o}\_"
Avlz g | 84 | 584 | 34 | A 7 il
%3 7tz | +=9
{\lﬂ/‘é 1 1.28 2.31 1.717 | 1.446 7.753 0.284 1

& A1A | 0.781 1 2.556 | 1.828 | 1.697 | 7.862 | 0.274 2

34 | 0.432 | 0.391 1 1.423 | 1.301 | 4.547 | 0.152 4

ol
EN
o,

0.582 | 0.547 | 0.702 1 1.595 | 4.426 | 0.153 3

0.691 | 0.589 | 0.768 | 0.626 1 3.674 | 0.137 5

4
olo
o

(C.I.=0.0354,.C.R.=0.0681) 28.262 1
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2] A A F%1(0.169), —Erzﬂ sﬂﬁ(o 156)
9 wo = Yetwter, [ 4-71] YERY
(3 4-71] 21 A5 A3}
J 1 e
= J 1 % g
%Ol'f %)\] 1;‘; =] §]. O 2]
N | 28| Ay A0 1| 24| A s
GRS g2 | 224 gy | R | Az | 29
o1 o 'l'l"zl -]
A4 A g
B 1 1.362 | 1.496 | 1.087 | 0.968 | 5.913 | 0.230 2
ol 5} =
ﬁE }E; 0.734 1 2.332 | 1.815| 1.401 | 7.282 | 0.267 1
A3 L&
A 15 %] 2]
ad7A 0.668 | 0.428 1 1.562 | 1.396 | 5.054 | 0.178 3
484
4r g
7199 v | 0.919 | 0.550 | 0.640 1 1.589 | 4.698 | 0.169 4
FA
A &2 0 0.156 5
(C.1.=0.0535) 22.947 1
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[ 4-72] A3 HAsw A3}
FASIL | AR | 2Ad J=3 | oA
StAl A | waw | ay | meae | D7 AREE TR | e
T e g | gmga | A | s 1A | &9
Qb ska
A 1 1.828 | 1.474 | 1.324 | 2537 | 8.163 | 0.289 | 1
S
A&7
g me | 0-547 1 1.505 | 1.602 | 2.471 | 7.125 | 0.238 | 2
g9l
ZgAE | 0.6781 | 0.664 1 1.835 | 2.675 |6.8521 | 0.219 | 3
33k
SHAAH
shaga | 0755 | 0.624 | 0.544 1 2.498 | 5.421 | 0.168 | 4
AMEE
semz | 0-394 | 0.404 | 0.373 | 0.400 1 2.571 | 0.086 | 5
(C.I1.=0.0323) 30.1321 1
TEAAY 7R FE 9 dHoly Aw(0.347), HA AAE =7 7]HAL
(0.290), A" Aatsl A7} £97](0.141), ALHE -4 421(0.112),
|5 54 94(0.110) 59 wo= Yetwton, [% 4-73]° YEeERT
[ 4-73] 783 Hzsx 23
. A
HNA4D | FA9 i =3 o 2
O & A] Ele glo] €] |5 ZS i %’ﬂgﬁj_‘% 7 d<3t | A4
L = | AeR | Ads | 24 Az | w9
S | AT S A <
HAAA
g 1 0.96 | 3.036 | 1.944 2.111 | 9.051 | 0.290 | 2
A
FA 9
dle] g 1.041 1 3.257 | 2.846 3.082 | 11.226 | 0.347 1
A F
%_\J:!_l;l_x]—
o | 0.329 | 0.307 1 1.05 0.875 | 3.561 |0.110 | 5
e}
Aag e
4 3gk
s | 0-514 | 0.351 | 0.952 1 1.783 4.6 0.141 3
29)7]
ANYE
Qg | 0473 ] 0324 | 1.142 | 0.560 1 3.499 | o0.112 | 4
(C.1.=0.0165) 31.937 1
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B A8 o]8](0.312), 12 2 A=
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A ghet 212](0.239), /WE AT ¥4 IZEA QD wi2](0.182), L7 ¢ Azt
7} 2

= - A =
2141(0.165), L7} JFAIZF 2E(0.102) 59 o= Jehon, [ 4—-74]
of vFERRkTE.
[ 4-74] T304 s 23
E N o ea | on
LA &l jj‘vb_'— 3l ¥4l X;;ﬂ a7 o]el ?;%:17& A 43t | A
OE"e 23@;374] 9:]_]2;}]124 shob 917 Azt 24 o Nz=x | &9
714
Ja 57
25347 1 2.636 1.54 1.461 2.141 | 8.778 | 0.312 1
o] 3|
a4 1
A
01714 0l 0.379 1 1.129 | 1.244 | 1.597 | 5.349 | 0.182 3
i &
a7 QT
A =4 0.649 | 0.885 1 2.26 2.389 | 7.183 | 0.239 2
ot 1%]
17 o]¢]
RE 0.684 | 0.803 | 0.442 1 2.265 | 5.194 | 0.165 4
a7
AFAIZE 0.467 | 0.626 | 0.418 | 0.441 1 2.952 1 0.102 5
Pl
(C.1.=0.0455) 29.456 1

g9 7t 1 89 448 2145-59(0.300), & sk 4] A
H(0.279), AAY A& AF A7 & =S
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103) 59 oz Yo, [#

]
(0.139), AAMEHE Ak T8 A3 (0.
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A [ 4-77]13 o] $HES A A Aol 1912 duto] 2912, =] 3
A= AAZE 4912 vERETh CLo &2 0.0208= YEhY A3 A4
(Consistency Index:CI)=0.0208 < 0.1% YElgtar, A3 4
Ratio:CR)=0.0400 < 10%= A #¢] #tto] AAAE 7FX A Jrpa & &

N

o
~
(@)
o)
5
@,
w
2
@
=]
3]
<

o]
%Y

AAHE o5 Hria o tist 2435 B %]2](0.342), YWH0.327),
55(0.199), AA(0.132)9] +o.2 7|7} H7HE AT}

(¥ 4-77] AAAHE IFAHsE Ay}

AMEE A | A
o uk 2] 4] 52 ZHA Al
% A | o9
Atk 1 1.147 2.008 1.617 5.772 0.327 2
] 2] 0.871 1 2.156 2.561 6.588 0.342 1
=4 0.498 0.463 1 2.277 4.238 0.199 3
ZLA 0.618 0.390 0.439 1 2.447 0.132 4
(C.I.=0.0208, C.R.=0.0400) 19.045 1

Autedgre] 752+ QAR 91%](0.433), FF-H ] #13-(0.257), AF4]
159), #4]3 ol A (0.151) 5] =22 vEpd o, [#4-78]el e}
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EEm
8_1
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[ 4-78] LRt Aox A3
_ s =3 O x
oupore | A | 9FEel | wys | awmy | | WES) FA
= A AlE ol 74 e A2z | 29
A}sf
014 1 2.323 2.617 2.074 8.014 0.433 1
L=y )
ﬁ;;ﬁ;“] 0.430 1 2.25 1.627 | 5.307 | 0.257 2
243}
) 0.382 0.444 1 1.204 3.03 0.151 4
A%
gty 0.482 0.614 0.830 1 2.926 0.159 3
O H -
(C.1.=0.0268) 19.277 1
A Ze] 7S A =8k9-(0.561), Al HES A7 Aok #

(0.249), d9#14 LRE0.165) 59 o= YEhoen, [& 4-79] LE}
ot
[3 4-79] AT dx= A3
Aaers | RPAR | @FEd | was || BES A
e A A& °§ 4 =R | %9
3k 1 3.308 | 1.99 | 6.298 | 0.561 1
3944
o1l 0.302 1 0.864 | 2.166 | 0.190 | 3
A Hae 9%
‘%fgﬁlkg ;iu 0.502 | 1.157 1 2.659 | 0.249 | 2
(C.1.=0.0073) 11123 | 1
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SHAHF] TteAE A e 24152(0.347), HIFAIA] 52 (0.228), A
FUA014(0.219), Z2A2 #2](0.116), AR75(0.089) 52 o=z e}
wom [ 4—80]° LtEb:

[ 4-80] e89%F 3% 23

SH |wa e | AR | weAN [ zeas | g | | BES $A

g | wATH | A FH &+ =3 232 | 29
AT 1 | 2405 | 1.788 | 2.622 |2.297|10112| 0.347 | 1
AT 0.415 1 | 1381 | 1.975 | 2.4 | 7171 | 0219 | 3

I 0559 | 0724 | 1 2.956 |2.727 | 7.966 | 0.228 | 2

zﬂi 0.381 | 0.506 | 0.338 1 | 1.971 | 4196 | 0.116 | 4

4us4d | 0435 | 0.416 | 0.366 | 0507 | 1 [2.724]0.089| 5

(C.1.=0.0494) 32.169 | 0.999

AA AR ThA= 71" 74 £57(0.382), F-7FA QL th7F 255(0.219),

347 AA AT 3 2k(0.202), AA7F A (0.197) 59 £o=

Vel e, [ 4-81]° YERRTh
[3E 4-81] AHAMIHF A= 23}
EEEE: —
wARA | AWAA | AN | Agw |, | BES) A
ok 8T | E+ | +3E% | oA =5 =
R R 7teA | e
PR D
ol 1 0798 | 0924 | 09223644 | 0.219 | 2
=1 Ke]
MR 1es3 |1 |z | L7s 6717 | 0.382 |1
EEEE:
LA | 1082 | 0.368 | 1| 1271|3721 0.202 | 3
3 A%
=) o] 7k
0| rosa | 0571 | 0786 | 1 [ 3.441 | 0197 | 4
(C.1.=0.0050) 17523 | 1
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ABSTRACT

A Study on the Effect of Organizational Culture on
Consulting Satisfaction and Business Performance : Based on
the control variables of consulting understanding and

participation

Park, Beom—Seok

Major in Smart Convergence Consulting
Dept. of Smart Convergence Consulting
The Graduate School

Hansung University

In the consulting field, various consulting techniques have been
developed through stabilization and segmentation. In addition, many
researchers have examined the effect of organizational culture on the
satisfaction and performance of consulting. These verifications and
theories have helped a lot of consulting achievements, but there is
something that remains to be done. It is that customer's eye height and
consultant's eye level are different. Consulting experiences have resulted in
cases where consulting has failed because of differences in eye level and
cases where performance has been low. Then, I wondered if there is any
way to adjust the eye level of each other.

In some psychology fields, as in the case of the individual's tendency
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to divide into the temperament, the soil temperament, the air
temperament, and the water temperament, the organization's temperament
has been studied in many previous studies as the innovation culture, the
relationship culture, the market culture and the hierarchical culture. Each
of these cultures has its own unique business practices, and these
practices have been attributed to the organization's temperament. In this
way, the nature of the organization, what kind of work it is, how it
works, what kind of atmosphere the organization creates, and the
consultant who responds to the formed organization's temperament,
whether unilaterally led by the consultant, If there is a way to respond
differently, we want to study what methods are available and where to
put priorities.

Analysis of the significance of the two—step questionnaire
(Hypothesis test in the first stage, comparison in the second stage) and
analysis of the four stages Analysis), the significance was confirmed,
based on the results of the mediating adjustment effect, we conducted
pairwise comparison and situation response analysis.

The quality of consulting service and consultant competency are
mediated by the influence of organizational culture on the satisfaction of
consulting, and the result shows that the participation and understanding
of consulting are controlled. The mediating effect of the consulting service
quality and consultant competency on the influence of organizational
culture on consulting satisfaction and the mediating effect of consulting
participation and understanding level were found to be significant.

Based on the results of the significance test, the organizational
culture that does not exclude the importance equivalence in the second
questionnaire and survey 1s significant in order of innovation culture
(0.365 points), relationship culture (0.363 points), hierarchical culture

(0.101 points) and market culture have. The results of the analysis on the
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quality evaluation factors of consulting service were weighted in order of
reliability (0.284 points), innovation (0.274 points), empathy (0.153
points), tangibility (0.152 points) and correspondence (0.137 points). The
results of the analysis of the instructor competency evaluation factor were
weighted in the order of knowledge (0.342 points), general (0.327 points),
ability (0.199 points), and posture (0.132 points).

The results of the analysis of the importance of the organizational
culture are as follows: Relationship culture (1,032 points), market culture
(937 points), innovation culture (656 points), Hierarchical culture (225
points), and consulting service quality sub — items showed correspondence
(5,579 points), empathy (4,770 points), innovation (4,568 points),
reliability (3,089 points) ability (3,057 points), and consultant competency
was ranked in order of knowledge (3,900 points), ability (3,169 points),
attitude (2,565 points) and general (2,153 points).

This result shows that the relationship culture has the highest
importance in the consulting service quality and the knowledge in the
consultant competency is the most important in the organizational culture.
It 1s possible to deduce that it recognizes that it is important with the
tendency almost similar to the present—day situation unlike the past
charismatic and patriarchal period.

In this way, consulting methods that are appropriate for such
situations are available. Through consulting that is tailored to the
customer's level, we can achieve better results with smaller deviation from
the target, and raise customer's confidence and further satisfaction. I tried
to figure out what is the way to do it.

In order to solve these research problems, the research theories of
the previous studies and the situation—related consulting methods that the
researchers want to study will give implications for what services and

competencies should be emphasized when the consultant meets with a
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certain quality of company.

KEYWORD : Organizational culture, consulting service quality, consultant
competency, situation response consulting, consulting participation,

understanding of consulting
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