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APS]A @Afolal, FAZE e Z1ddAR EET FAE 7]
Els s SAH | EotAY BdSh=s AS FH R stof, AFste Eit B4
(1990) + gol mg dA=e] lu, PAe BE FFo] T2 A2
A3t Aao] AP, A do] o e FU|Ho= 4
ge 58] A=
Al AYAFE v er AR A4
2. A9 ¥ 2 &9 AYa+




= 3
(Heenan, 1978), =A 9] It A= ZAS g6t T39Y
Ao F 55 HoA AHE 4+ Ut
a7}

W] mE Il ot d+

e rr
E r_l
A
o
re,
-
N
=
o

Aol HFH7] AlAet 1960dt|RE 2421 Foi2|7] AlA
Skt 27] WEIE A= RNl e 18FEW s4ad
(Multiplier ~ Effect) ZA3% 22 ZAAA gio| XFs| sHem(Ap,
1990) o] Al719] dititkpo] Ax7F el 3A8A S FESH

fgoz guletol 1970-1980¢diol &

=
old Ate], &eoh, A el did wHel IxEY] AFElen,

ol o]¥REE ¥WE/NHe A SHvt FAAHQ] SHe RF 4
2t AAAQ] A7 o]FofA 7] AlASEE 1990@H ] SoiM=
g Mass Tourism) Al ol A 2| &7 59k T3 (Sustainable
Tourism)A = FAZG] weh HlEZ4 ARe] Aol A3 Pgdda+
7} @] o] R0l A =gtk (Lankford & Howard 1994).

of FA Ml wE AAAH IF e A A =M ©

o ol ESlu SA E= oMIES] AJiojRIE el o|sj@AIRET
A Arzlof ot AAA  Z]ojof] weEh H7hEolgrom(Allen, O'Toole
& Mecdonnell 2002; Douglas & Triandos, 2005; Small, Edwards &
Sheridan, 2005). ZAA SHAA A FA A=, A
Ao FRe] FuAurEoe] 7| A FA9 AES AdE
Srts <o) shrEe] et M ZAle] AsEsd 9 dvel W
Aol ZFxE i (Chacko & Schaffer, 1993; Delamere, Wankel &
Hinch, 2001; Small, Edwards & Sheridan, 2005; ZH}jd} - gr=£21,
2007).
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At ow PEFAFE AAA IF BAA IF ARH I
A QY EAY JFY HFE Aot SAA T FAHY Gl
s dEHo] gorm, AdFule didzor yFTo] wE FAA
Gl s FAEAHA XS ol ALe=R  UEtHAndereck,
Valentine, Knopf, & Vogt, 2005; Liu & Var, 1986). 184 w2 3%
ol digh A9FRIe) S Ee B JdAS
tHe 29 4 921, A2l &3}, @
ow, ofo gt Z
744 "H=E A
1996;

OH _1,}-%7]]

4 FFEq o
Q@] uAL
344 EE

&  Warner,
]O/H

AFE=
FAsk=dl oA BAA
B & AGAE] Aol AA 1

AFRSO] Aol wheb Aol dish
Aot Sl Aoz "R i(Akis, Perstianis,
Lankford, 1994; Lindberg & Johnson, 1997; Kim, 2002
2004).
2) 2Ae] A4 FFAT
z)elo] TGujPEolzp ojnx] LEO] Srioga HMEAS 9ol
Ao AR BARE oI Fag AT stho 2}e wolew 9
tH(Allen, O'Toole & Mcdonnell 2002; Delamere, 1999; Small,
Edwards & Sheridan, 2005; Jackson, Houghton, Russell & Triandos,
2005; Wood, 2005). olof wet @2 AF35o] FAS] FAFE FolA
= AR, AAA wEave] @2 e 7Fgke™(Chang, 2007
Jackson, Houghton, Russell, & Triandos 2005; Kim, Scott, Thigpen,
& Kim 1998; Lomg & Perdue, 1990; O'Sullivan & Jackson, 2002;
Wood, 2005; Yu & Turco, 2000), %4 HHE & wE, 43, 4%
=, 7Iet SIEAAEES] ZEol ot AHA AHlaw § A &
e fEdeEd S A9y A9 FHloA mie S FAA
FEF= A= Ao YEHT
A, AFAA A= ARG A=Y A9 Fe 22 A
Qs fEReh oA e, =7 Be A A AR 9 wid
AE &8st M3 Ades HFHer LaIAdo=d A
12 -



(competitive advantage)E HT o A= s oMAE FH5L,
ol Foll WXt Luwol Fo] rlofsiH, ESH XFRIS] zpEA |1
AFA4Q Fojell o FAle 99 AAH PFY T M-S T
Jth(Allen, O'Toole & Mcdonnell, 2002; Delamere, 1999; Jackson,
Houghton, Russell & Triandos, 2005).

AR, SAe AR SHe oAE 95 A4 1F, A
A &Y, A9 1 2/kFL T AGARE FRIA mle A
oFS um|Zch(Ritchie, 1984; Chacko & Schaffer, 1993). =, A4

TR0 GAE HoR @ ZAE AHFORA A9

o 12

do o2
1o
)

i
Y,
met
>
30
i
N
tob
i
2
ol
ol
el)
£
>
18
2
&
rok
o 2L
L 2 ol =2 R

ol AHME ulel Zo| FAF 2 wHiE AAA wIaTE

I

%
Stof, AbR], 23} & whRt SHol oA FATE A AR FA8A
BIE vXa QAR ofe] EAIGA FATE fdoh=s oy A KA
A 83 EJF B2 AFEE Foll AFEHC gk AAHoR FA9 K
A el il AmEW A AXH, FAAH, AL, 84 o
For AR Utk
A, g FA oSt FH=E S5 STl e AL o
FEO AYAAGA 7 A A B Agor IhFEo] fgom &
5], IFALT HiAdoe] BET zEtk H|lwd fHA I GRS
7Festthe AollA ZAlol Hls] AAEEo] thfRtEA] ot AiHe
2 7HgAko]l  BET A Y(regional area)ollAd S Hopgith



(Jackson, Houghton, Russell & Triandos, 2005; O'Sullivan & Jackson,
2002; ZHRSY - 8w, 2007). 2y A Rl wE AAH HEo

24, B O, ASdeld £, EA 9 FE 4%, A m

A2 o2 FEE WEAES] P2 o THE, f
=55, 19 F7HBelisle & Hoy, 1980; Liu, Sheldon & Var, 1978)
oF T2 Ats] HEdds fdcke R4 FFEE AY9FHEE of
ofg Wl ditt v 2 she, Aol FAS FHA=ETA] o
o]& 4 QltH(Chacko & Schaffer, 1993; Delamere et al, 2001;
Douglas et al, 2001).
A, ZAE ol AdeHe] He 2 Ay E44Q0 &4 M &
a=E E1 AW (Liu & Var, 1986; Liu, Sheldon &
Var, 1987) A& W3EHe= &2 71F ¢ B2 AEEo] #Mkst=
A ZIhARY] FE
=

3 AT B WA

ool A2 244 &4E 7A7|E Sl

FHol HEA AYPo= <l AR S0l FH &Y ed 9

£ HHyH 27 2% =& (Lindberg & Johnson, 1997; Liu,
b

Sheldon & Var, 1987), A}
227t AGAE B A

At

L ATWY S g2 ulg FAAY

= sAdeR yEhal

o
2
of
ol
T
o
u
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H] & (costs) o] 2}

(o1
=

A 2o

ol (benefits) 7}t

7=

214

A

olth(Ap, 1992).

A

A2 m gt
e

r
-
=

Ap(1992)

°] Ww3PHexchange of

24l

ZARE

U

|

o

bol, Ao

S

o
nHJ

oy
4

o]

resources)©|

ol

B/

1992; Gursoy & Jurowski, 2003; Gursoy, Jurowski &
2002; Lindberg & Johnson 1997; Madrigal,

1990,

(Ap,

Perdue,

Smith &

1993;

Uysal;

Long, & Allen, 1990;

Perdue,

1987;

Long, & Allen,

Krannich 1998; Wang & Pfister, 2008).

A 2 A JFHEA

=7 oF 1.500m AE HEe 19 272 AdLe

5]
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BB AUENA A ABAZA, Eb L5FUORA, EG £FF U
o=A 1E AT < ;

A ot¥Ed AEE, 1es; FA olss; A8 5 Ut EFo=r
AHEEITE (714, 2001:49)

BZo| W 77} 130-140cm AER A7 ofF X 7|5Hol

- 23 -



s wg gg 444 da %94 I

AW FARG Seviee o4 A2 140 A Held @ o 900)
ot MEEE H71E BEstY & Swe ARET 150 WAGA
S 9 & FUE, 2E SAS W] Y8 AL AXH L £4S 7

A7IAL T B AFE Eo yold et & 65FF dedl, A
Adls T yolof] wet o=tk 24k ‘trHdaaga)’'= 15km, 34
E&t(shodlen)' > 20km, 44 ‘Slofatgh(hyazaalan)’= 25km, 54 ‘&
S E(soyolon)’2 25km, 6% ‘o]SuA(ihnas)’E= 30km, 4-7 Al ‘of
ﬂiﬂkmaw%fﬂW%5V1ﬁ34”531%hﬁ%%%q
A Al 79 10¥9= 28 ‘TrHdaaga), 34 ‘4=E=®(shudlen)?]
A7 A, SA Agele 64 ‘o]lsutA(hnas), 4-7 ARl ‘olRE7}F
(azraga)®] AFE AAlSHH, A dole 44 ‘slopatgt(hyazaalan), 5
A 48 E(oyolon)] AF7E YEd 5ol 64 Wl o]suA(hnas) s
ol Ax Fot 7Y k™ul= QIS Q177 ®Wal, o]go] ZA7|sHHA
dol7le WA}t HE o o & FA oiFe=Tl PE ST oA
Hole AFEEe] 7Y gk

l:
=
= AEE2 Tol "ie d9E ddlor 2 dFE BE 4 Aol



ol

AA7b AR A

T RAE Fob T RAR

)
—

X

iy
o

=]

1= 2t

5

e 7

A =
10-204] 747

)

A

&

3

[e)

A ot 59714

7}s

=
o

+d BE THo 71 ghol

—

A

oA

o1Fol T A4l

il

wo] ojufe} gjgelo] “ofo]

i

A=

7HA]

7A4 i3 Gh nas)ell

O ANE]
S5¢F ol

2y tf2](daaga)lA]

;O.*.,
‘,._mo

o

1996:181).

=)
s 7]

EERCET

Qlo] 2003d R E =

o]

5ol

= AEECl olA"E T B AF|

ofF 55

st

A o7 =

9

7] 9]

= o
= T«

|

o

28km

Bl

[e) 2~
e Stol

Zotg AH A

BFE Qo] B of Fre| Holavt olE

5

Cia= .

1A o7&

9

3) &&7]

N
L

o St

T5m Eolxl A oA A, oz}

5

=
=

7] “Num sum" th3]

7

60m "ojzl Ho i1

o
=T

A=iye]
=T

o}

=
—

ol A 360709 rHEom " ;o] oA 2079 shie

- 25 -



L 5ot wgee (Uuha)E

—_
fife]

o] FE

=
=
A E

A%

2|

=

]

=
7

]

S
il

lE[_
of &

A
om

_]

A
=

al
o]
P

al

oA

[¢)

=
K

sz uee 27, A9 2

[¢)

Stut=A A=

IR A

[¢]

[¢)

3

[e]
o

wel

7 4]

2
T

E
=
bl
“
o] HA

7|Z2F Al
oz

3
(=13
=

Sehtere] 230 ofF HAE BHS AW

=
1—

S TH 2]45,1997:360-361).

ISP

35
A7]

3l

S}

o
o=

51

Aot (7 714,2001:46-47).

=

27 B7ME e F 2 ACAle mEAe

o

37kAleItt. (A 714,

a

g A

1

MEAA Yd(naadam)AEHH-2 HEZ2 Hol 9

o 3% A 9o

2001:47)

7

A

2~ o
a9l

e

=}
=1

84l ool Wiwa Tt

=
1—

WAL 3R]

7

EHE 30709 Holz

I

O
%

MAdas gAde=

1

—

A7)

s}
=

oA

°

ot
7K"'_J-—_,- 3
- 26 -

e

A
it AR 262 olZold iy Fz

]

-
i

407
o

o

A O
=22

3

it

O

iy

[e]

[}
2 =ol7F 8cm¢<l

U 3
20748 2ot
o},

;_(j|



al

S
™

ol

1
—

=

—

g 5]

St Aol w

S

A

A

stze )

e}

A

[l 1=

o
Le

T T T B Y
X ma
— O
63 R C T %_nw Hjp
- cl g ] s
__O ~ — o.* 7AU
n._,A o N o E.__l 2
% Yo o
e W_r_v 0 - _ll | __o.A
N -
) = o K Ko ~3
i (Y F Mo op B T
3. =Tl
)| —_" 0
LN ok Mo B
~ D =i En_ o
Ho T o) 7 X ,m.m
_ < WK S 5 P
. [ g
@m | m_: M I
T X Mo "
o oem P g
_._n_ve o K B % o
Tl o 5 P
T o H Mm_m il W B .
— al
TS H KB
of mm o o
= 14 nﬁ_ of X mo X
~ NN o B
NE e KT oo
ﬂ_AoM @u X = T Mo« MM
TBH " e Moo Y
~ N WO T
H N ~ - omw BH &

oy

P17t A
oA A

= 3714

<

37]-

hiE
(¢}

f

5]

g 2Aet.

S

1

-

1

I Heles d&ds<= ookl

Hlgo] fRARTE Atke 542

Ael
9]

Sk
iy

olo}7}h

- 27 -

2
of

=2 (FF4a) olzh

3

o)

158
T
Z

b A

et

S

il EojA A 22T

g

3

O

A Mu|~Fde JNE

2l )

=

A 3@ A A
azol7] uhe

Ao Al=
ER7lo]

1.
X



AR, Au|aFdo]| oigt Ho+= AWA FEAN FHH FH4Y F Ut
2 JHel s 29 E 4 Uth(Dodds & Monroe, 1985). Holbrook
I A2F(1985)+= ol AolE TIAA  EH(mechanistic quality)’ 3t
Q ! (humanistic quality)’= FEstal, 7|Ad F42 Al=old

=4
o AW Wolub 5L EFsHs Aoln ATA EFAL AR

1

Ir

5

A, AiEdy BPEEe FHoltt. & VA T EARE A
L'y 75 (functional A’ E= T (process)Ztd’olth. 7154 2p9]
F4d2 o] OAe AZske #Ago] mle FarAololA ZlaA A
of Bl {77t & Ay olzt & 4 Qo

Lethinen®  Lethinen(1982)2  AH|AEFAS YA FH(process
quality) ¥} A4 E-(output quality)°lzt st=d, HA4dZ EHLS A
HIAS B 3% e oeix BriEeE oujstal Aty FH2 AH|
27F pRE &

Bitner(1990)= AH|AEFHS AB|AFH oieh A9kl Hixeot 3
7YEA AZoJstal Qlvh. o714 W ABIAHAES o7 Zhx] #pAALe]
g7tolm AH|Ao] ot HMEFARQI ghdmt Aol AWE ou)dithe
Zloltt.

A= 7] (expectation)@t A (performance)®]  xto]  ZHWHo|T},
Lewis®} Booms(1983)= AMH|AFHE Algd MBS o] A9
7S duidt IAUEA 7 =2 E %@5% Aoz 1A Zlgiel dnt
U dAsh=7E Anie ko] ¥
Gronrood(1984)= /\1H]i%;§°] ar
ro AMBIAE Hrlshe Aol JeAd 54
22 A Het A7 ekl sl

AF2AERe wheRRt Azt HE
£ HA o3 [ 2-4]39 Zrt

9,
K
™)
2,
i)
s
&
)
i)
-

2
v

e rl;
HU
o
1o,
bt}
31

1=17

EE
o
il
o
19
rok
>,
I
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it
i)
lo
o,
lo

[# 2-4] Au|2FE 7 digt d74E 4
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A H|AZ
MIEE ) aay Aol
188
Zgra | Holbrook | 7148 A& AFZoli} Alzle] Agael @ol} 5%
B/70 | eal | S ESte Zolo), gy EAe A g A
2 Ed | (1985 | o F7He wge o]
AB2EAS BAA - AT 42 TEg B4 =
Lethinen et | 2 AH|AE wh= FQto] 1o o5 HriEw, 2
aL(1982) | 7HE BRE AuAst SoE o o] me] o3t gt
9
Normann(l | ZAA 7F Z85F dAA &7F (moment of truth)
angy | 989
ST A AZAS] QIQRAE mrersrEAl An|
Sherdon )
AgAre) Az DA Tufe] Ago] et A
(1988) _
~E70| A2
Solomon et | A~ FAAA  TAHE 7 ZAD AIA
al. (1985) | ARE= Aoz wAT 7|9 el AEH A5AS
AE2EDe] Ot ANl s WA, A0
N
T ) ojel A1) mgarel Bkl AlAd] i
U0 g saan sanel As o
g Ana szel 1A lde deht nARE
Booms(198 L
NPEAE 2Gste A
3)
it & wse) i 6] mAREOE 1A 71%
Houston
Sob R MEAs A7k o od) F$
(1983)
EICE: ARl AI2Agwre] AZkar dAe] AujZd] Sa) 71
Cromoos | 4+ g wma Aae] g nAel gEi weks
(1984)
ou]
Parasurama
| 1ol ABE el Slee Aeizs 442 AR
PO quag Az Al AoleA Aulae] S5
1
W8 | g awrme) wetoly s 4o
1988)
Teas (1993) | 7|t Au|Ae} 22t Mu|A0] AsH|w ¥7te] At
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1) AEAFE] 424

Au| Az gt HEHE T4 ‘Nordicc 2 (Gronroos, 1984)x}
* R (Parasuraman et al., 1985), ‘AM84A’ HEIRust &
Oliver, 1994), ‘tftA’ =R &(Dabholkar et al., 1996), ‘KS*SQI =&

‘American

ClFA - olEd, 2001) To& ERT 4 AUTh

Nordic 2g2 AHAZEAS 7]524 & (functional quality)¥ 7]&
A ZA(technical quality)® Weth 7|52 ZHS 1uZE0] AH|A A
F2 ¥v HEEF Holn Jed FEL A¥Hoer HIIE & Qe 2
Ho

Astel gy ARAYW & wBATY Bz
o]

ojRYL x7] AFATE EUlR AHAEHES FAEAES 10779
2+ =, %4 (tangibles), A1 &4 (reliability), Elase]
(responsiveness), 52 (competence), dl €] (courtesy), A AE
(communication), 2184 (credibility), QA A (security), A4

(access), Zoldll(understanding/kno)= FAstAS.  I8]11 19884
M2 OE 4709 AHATIYs dides A 24% A3, SERVQUAL
ALz 5 ) APeE FoFd 4 des HAFUA, 5A4<1 1991
| dAfAel A= o] AHES Al shlth(F<531, 2007).

9hH. Cronin®t  Taylor(1992)+ A (performance)THS  FA|5h=
SERVPERFE 7l¥ste] AE|A AogA AHAZFHS AL She
o 2HS w50 Aoet 7Higte] ZpolE o]&Sh= SERVQUAL He]
gt HWS AZstgch HE JdHorE TASo] Zdet ATE |
wste] 1 ZolE AtEHom ALt 4 = AN AA=Es OEA &

% glthe ot

it

30,

o

SERVQUAL =33} SERVPERF R3PS AH|AEZAS =5ty 935
Mdz  7]Heldl, Cronin®t Taylor(1992)%= SERVPERFZ7} Aifof| 7%
Sto] ZAst= Aol B7H AEAEd HEE SAck=d ©o & /&

- 30 -



3

flo

Zr=te
TAEel 7IHE
tt(Bolton & Drew, 1991a,b; Churchill & Suprenant, 1982; Babakus
& Boller, 1992; Brady & Cronin, 2001).

Dabholkar, Thorpe 12|11 Rentz(1996)+= SERVQUAL =z}t¥E=¢] 7Hd
A FES dEst] ol rHARETA HAgo=m fAA Fxof dish
ATkt 152 A AHAEE HYe A4 ad7xE EdE
Stof  dxp@Qlydt  ojxtgglel  EAE  FXE O Hoo KL
Parasuraman 5(1988)0] A|Alslal Q= 5717 Alog= RE /‘1H]i

Aol dEHer AHEsted 2A7F ed, B4 A4d Ee ASl

2 4% 978 B HoFdth WA AT ge
REskn Auelwt zg AHAEE 24 s

¥ e

i:J

Aot Mulagd 48919 oS Fsk
15+ Parasuraman T (1988)9] <1teb o] fiFEo]l AH|AEA
o

=
== e Ae AHEAM Ve F4
ol

=
o nPY ANAED o] o A7E ANSEL 1ga Aol
e g P

mlo
m{u
aCh
i)

(primary  dimensions) =H(physical  aspects)  AlEA
(reliability), ™91  Ar&=&8-(personal interaction), +=A|5A (problem
solving), A(polic) 0 FEIT, ZBAge oA 649 oA
of ol FFe et sklrh
o] 84 - 0]F¢(2001)& SERVQUAL =do] zuUz|A A FAZHo]
Sa AHete o2 @A ATl W2 LSt AuA ABERS

H7ysto] KS-SQI(Korean Standards Service Quality Index) 232 7
W5l BAZAY AREZAL FIHor 1AL, AdAEZAe 1A

o MulA AN de AWE UEhH, IHEES ARls AT
WgollA Aol MulAE de e Qvidd. 47 AddFEe A
HAFAERE AEstd o= (& 2-5]eF £t
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s

s

(& 2-5] AH|A8d 29
S A2} 49 &7 AR|AEE 54 89l
AN 74
e 1S AR A%
(technical quality)
Gronro L o ) o
Nordic 28] 7154 24 Qe =} FF, ALH9 554,
ordic 0s, )
° 1084) (functional quality) A= g WE, Ar|A9] 35
(
o Bu Age|m e #A"E 7]
=] 2] -
=)
by 27 A4, B 9 o, e
angibles
e 17, 299 98, JHLFET
A5t = 3
SERVQUAL | Parasur | 42143 (reliability) AH| A0 AR, A B,
e aman et ARt 715, FEARE Ao
(Ameri 1 Ll 3 | MBI A, AlERE A,
merican al.
o (responsiveness) a7 A 8
) 1988 s ) 99 59, 3E dHE, He,
41/ (assurance P
10l QolA T St o
H 2] (empathy) fAee ol el
off, dget AT,
AR E o
. 7154 #4
QA 19 Rust& | (service product)
Ll Bty
(Three—Compo | Oliver(1 . ) 71548 &%
(service deliver)
nent) 994 qu|~ 33
AR~ o] v 7
(service environment)
=24 &9
= slat, Wl
hol (physical aspects)
Dabhol 4123 (reliabiliry) %, EAY
oetA 23 kar et | Q] 22§ A 49
il al , & Al
(Multi-Level) al., (personal interaction) e
= 3l A
(1996) | EHeHE _
(problem solving)
83 (policy) -
KS*SQI 23 oo o A, A=, 8ol 29
(Korean omE 2 5A
. o]_?_ =
Standards _ _
_ , %1(2001 _ 294 &1FE, 449 94,
Service Quality Az
Index) ) of&o|dl, oA ofolrof
g AYALE SHCRE =2 24
- 32 -



aq st ol AnjEeIE
Aol FYPATLE dfjeloAel go

| ERA SHETL s 2
455 AL Holw gt

:a
<
Y
Se)
i e

1_:'_
07 B9 F of@ o

Al A1) SERVQUALH ] %
ASA - 0571000  AAEAY]  AHA
TAVEL A G B
BEA, AR A

N

o
=
o

4, WeA, :
24020042 Muls de] Fa 2A gdo=m @AY, &
4, B34, A=4de 83 Ao

Hed, 2, HoHe =

g5] 4 (2007)=

olFS -
AAEAEFE AFPoer EEstal, ol aclo] 7Hdl
Zkol A AEI AEel: ¥ AABV| IS mAe 2EANE
g5kl
H22(2007)&  Parasuraman S(1988)2] SERVQUAL =R3oA A&
2|Zre] Zpol&

S7He 8]l 2270 F&Eol 71xste] AMHIAEE ZIdiet

bl

T+E5tal, Cronindt Taylor(1992)ol 9Jsff AAlEl SERVPERF, 1|1t

A< AR e A" 29l R-SERVQUALS Egste] AH|AE

Aol digt A FA7HAre] 1ARERT APEoLE SHcte 2y A

wedS Hlwstych, AFAx SERVQUALRTH SERVPERFZF Auhy =

Al Aol gt #Zrbape]l nATE AFROEE o & dyste A
de O

o2 U
5(1988)2] SERVQUAL 57 =

Ao ALE5L  Parasuraman
ZA B 2o

A AuAEE PGP eR AR
139519icy. 18y SERVQUAL 570 xpe] =Ag=

A Agsts TolN ZAeks ol gAY R

—_

=EEQ

=

AARE dts= A
dA0l ot
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& wFd=°l ¥HEEHs %—Erlﬂ;‘éol AR AL A (g4, 2005, B4

o ZAe] £A43 170 AET P
Smee A ﬂﬂ Joatgo] Fasie] F4 WAl F4 Zea
9, EAEA, o2 WA 7 gedec) Ave @ % 9] ugo] of

A MHaEgE 4ol o

—_

SolAop & Zoletx Fgstart. wrebd SERVQUALOIA AAE 43
e e ZA9 n§E4L JEor AuaEd AYE 2EF o

52 a3 2

Crompton¥} Love(1995)= b= ®ALA F AWAEAS] ‘Dickens on
the strand’ oA ®id g+ HEolr FYARAZAE AFSIH=H
ol wAAFE Bl FFAEE AEstL o] FAY HHo] He +
AR AR 2, AW AEAE, WA, FAAAE, o]
A FAEIE] AoAES FESHIH. AHIAFE AEe 4F =
AN QA Fo o, ALY A, WESUA, FAHF AR~
npA 2, PARES] R, ol A A4, FANA, sdz=Td
tuiQldlE, 7HaE, gAY BE, A 2= A, A= SAPAL
HEZol B4 ?F 7ol &4, s HEA = e
=4, SUIRE, R AEE, AU, 9IEE vHes AEH, #
2o AEEE TRt 7Bl & =
Skt

Wicks®t  Fesenmaier(1993)= 19909 o= AH2] iE/\]

U>"'

Chautauqua©llA] &= 49%] ‘Chautauqua of Art Festival' oA F7FAA
oAbl AulAEdel WE ATels mmsldd oSS A
AUl gztell gk dFtolA  HATPARERE - ofyEr  ZAl A€A
(volunteer)7HA & Z9¥st= H7idiAdel izt dasidal A7|skit
o ZA|9 FAfel AMgH AwEA= ABIAFAS FAAEE 1671 &4
o8 Wit & AAEY wE, AAREY JAE, FAEFH AeE9
o, AARR] oA, FolEEE, oHIES AJA, o=l d, FHE

- 34 -



o g4, Fhel BA, AR FoY, TolE AW, cl&Hel
&

o
47HA, A= Ag7HA, Ade dEA SR, SPgdY 4, F39
Soldelddt. P, H7He] 151 Lud S didt Ade FEAF
Ol .

T} Kerstetter(1997)% 1994% ‘The  Central  Pennsylvania
Festival of Arts’o|A] AB|AZFHAN A== SAE7E =55 5H A
AV 137 FHo=m st ZAFSITE o] XARS] HIitjAte] H 137
A2 SARMUAE, WEA8E, A Hmd, WAL ds
T, AEHL, AR, =HSA, BE, 5718, E7=0l
o 7t AR Hob AdS sk Sk

Childress®t  Crompton(1997)2 wu|= HALAS  Grapevine®] A103]
‘Main Street Days’ FAM] F4& SHstedl Fdo ot 22t
A ZIHE ARt SAEFHE 7P v ARt Ador Agstilnh. AEA
£ Ak ARAEEAEE 157) S0 = nhsklth

Baker®} Crompton(2000)2 ‘Main Street Days A o] AS 3
7kst7] 915l Cromptondt Love(1995)7F AR&RE HIEE &8st A9

=l

Al B4, 5E dHEJIHE 54, ARAHd, "X

[
-

0]43](2003)= =A AMHAER FAAFHPLE =E5H=d] 9ol =4
[E=

AHAED A a3 Y AG9EA Bhade Fustel WA T
A, ZATE, WAE 2 AA, BT BN 4k Fdom A

:ﬁﬂﬂﬂ%—&%ﬂﬁq
5005 A AuAEdel bt LARZV AFEOIT

oA qm AHAERS A Ador ZAUE
e EAstel WA}

i

o9

E=NS
E
ro
éT:
i‘_‘EL
1o
l
i
flo
H
i
_O|L
}1[

B A ANAEAS TRl G gole] WAH A FAATY B
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A8 EFRSFh

OJFR - £AW(2009)= FAl FHO IH&AE HEoR A 4
H4E EARE - 24, AR, F2AHoR BERste v uAntEit
Ao o] ml= S APl

oje} o] AMB|AAYS tiFeR AH|IA AR AuAEE L%
9E9 FaAol o7t RAET ST BAA AL Zolo 7
gt & 4 oy AFEAG RAETE AF AAS e
Bl 7128 AL 7Hsdo] B ErHelfA, 1996).

53], AH|A Zopofl qlol AHHRJIWUEZA AZAo] 7t oHEE A9
A EAo] Z3l7] w&ol(Zeithaml & Bitner, 1996), Atidez 1 &

A2 Brks717E o ojelem AAlz olo] tigh Aol tiiFo] w
SERVQUAL®] A-&3} ofge] wdztdo] AapAAete] B|AE 74
Aol AFo|th(HgsF, 2004). gt @2 FA AHIAEHE Ao 7
AMBIAEE A fdagola] Hoh #ehAolal AAAQL Aol o
Folz)2] k2 A FA AHAEFE LS Aosty At lo] A
T AFAEold ARAEo] AFsty &gstrlole RESde] €2 A
(a9 - dslA, 2006). olHgt EAIAAT A AEApe] A
Hol| Tt Z=QA(Holbrook & Hirshman, 1982; Zeithaml &
Bitner, 1996)°] 25 AFEHI glow, AAFH A9 FeAol FH
ol met 7]&9] SERVQUAL SAEFE Wgste] Aol AfE0]
o]Fojx]aL qlrt.

A%HF(2004)= SERVQUAL 5712 Ay} o[flE  AH|AC]

Exo
— =2
gote] oMEEY =4 APA AUCR ALY AWH, W/
;glg

g0l

Bl .

S|
S

R

s 3 M9 He FE $9E oMlE AMH|AFAH diet ¥TF AH:
Qletuz AFAFE stk 1 Ay, A4y A7 71wl A
Hl20] Fed SHom olfHo] oMIE AMuAFAEL {4, AU,
A, WA, oA AV AR EEE Y

ool AYATFE THeR FoE HIMEe A MuaEd 44
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A4S At [® 2-6]7F Ztt

B 2-6] EA) AM2EAL] TR

Aody | A3A SAANAEE Y
Garman(1990) 34, A=A, 9heA,
1314 - 0]F571(2000) 34, e, AFA, 5124
SERVQU | °1&% - £444(2002) 4, e, 254, A=A, fAAold
A 3144 (2003) 734, He4, BS54, A=A, #Held
L 57214(2004) S84, WA, 2e4, 494, 24elY
o]z B3]A4(2007) 94, ¥4, A, A=A, HoA
F2=%1(2008) 34, w4, S, A=A, HolA
. EAAE, 3AE AT, HAFT, AHAAS, @
Wicks et al.(1993) _
gFF
dutHel EA, EHESH JdHEHRJIWE B4, AR
Crompton et al.(1995) )
A, HAA
AEd 9 o=y, Had 9 JAIA, T2,
AA/4(1995) _
T2 5§84
dutxl B4, BT QIHEHRIWE &4, AR

A5

Childress et al.(1997)

27, WeojA

ol

o]
Kerdtetter(1997)

&

2 AEAE, Add 2 E7

=~

ZAUE, WolA

A
=
S, WY 87, HeAE, AAH B

Cole & lum(2006)

AALFFEAES, A, JHEHRJHE), Ad=

(A, AR, Em8)

Baker et al.(2000)

JWAQ 4, EUF EEIUE 54,

AR

27, WeJA 4

Yuan & Jang(2007)

A, e, =4

Yoon et al.(2009)

FEANL, T2, 7I9E, 54, A4

2173 (2003)

BAE 4, SHAE H AA, SATE, AP

)44
Faa - 7A00004) | BANE, AaA, A
oA, FANE, we/AnA, Auz, WOIAA,
72 (2005)
WAL, 49
F1% (2005) megl, A, GiaAeE, 55, &8, 0
4 735(2005) ZANE, B e, uEe A
A% AAAQ005) | AW, A2, AA
2 912007) F9Ed, 2984, Aeed
oA - EAH(2009) | S4bE - &AL, WA, Z2ad, A, HoA
SERVQU | A@F(2004) R4, A=A, A, A, AW, A
_ FAE, A2, AWEE, 18, FA B,
A L | 77%4-(2005) -
) )73

27454

Ha - As14d(2006

=214 A, A, AASH, HTEold, A

4, 2= A, A4

)

Ztm: AP

L

Ao =zt

il
ofy

Al




SERVQUALRHS o]&cto] AH|AZAS
B 3ge B4 mEe] 2 2
SERVQUAL 57bA #hflel Hai she @=5e] AA(HA4, 2005;

SR - Add, 200595 e v 2 AFolME SAY AEAEE
_‘% A

= = T
A MHAEAHEE FAst7] 95l SERVQUALS o]gqt A<t
A AREder ANE ARAFE Tl FA AHlE FEAAEES

a8 | ERIE ABAT
—SA Lol MY
- A4
o 5] A
mee -Alego] A Wicks et al.(1993), Crompton et
—SAPe] W= Wl ohy A al.(1995), Childress et al.(1997),
—FAS BALA £ o]2 & Kerstetter(1997), AAA
AR | -EA B F5 (1995),  AgF(004), AF%
- SA) et AR A (2005), A4 - AsIAQ006), 3}
AP PY] A&7 ST AfHIA ’ L
Bl e i #(2005), 514E(2003), 3% - Ad
-y ade] wE ZASHE . an e
ST ICERE e A(2009), O1§(2002), $471(2008)
1414 —SJApAo] obAA 3784+(2005), HAA2004), olgHd -
RS RN PARCE= $704(2002), o= - £4dw](2009),
~FA o] golA A=A - 0]F71(2000)
Hely <A A7 A2
—A71Ae] Hof vl

3) QIFEASE EA (Demographic characteristics)

ATEASH Mol G2 A U WHIF AX Holo] B A7
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BATI AEE 279 1970, 1980 Aeje] F2 A8sel g A
cHRoEA AE dY, &5, 1&sE Fol wEt wEIT AdAe A
olg WAL AFst F2 olzolATt

ATEATNA B4 FHOR T UY AT AT} ATALe
ot oA ohE A3t Higo| wEbAd o]23 FHZol QlojAM el HAE
ettt HEg woler|T SFth(Anderek et al 2007; Brougham

and Butler 1981; Lindberg

McGehee and Anderek 2004;
(3 2-8] A4 4 WFIEF

and Johnson 1997; Liu and Var 1986;
23] - 53] 2005).
14 2 o] of ek AT

ZHjj sy

(Communit

TE APt
SarAARof o] o] | Keogh(1990), Lankford(1994)
S ZAMZ A EE | Ap(1992), Belisley & Hoy(1980), Gursoy &
o A TFFAAe] A | Jurowski(2003), Pearce(1980), 1175¢H2001), ZHHY
7
) @l - #93] - 155](2005)
(Involveme _ | Akis, Perristianis & Warner(1996), Brougham &
Aol M
nt) e Butler(1981), Lankford & Howard(1994), Liu &
B Var(1986)
Allen, Long, Perdue &  Kieselbach(1988),
A AL 8] 9 Brougham & Butler(1981), Lankford &
gt ofzh Howard(1994), Liu & Var(1986),
A AF717E Madrigal(1995),  Pizam  (1978), Sheldon &

Var(1984), Snaith & Haley(1999), £34] - 233k

y -olA - A (2004), A - W84 (005), =
Attachment w3y - 23] - 7% 35](2005)
Brougham & Butler(1981), ZMa - 2|935] - 155
) () ofu rougham utler(1981), Z8isy - 2|43 - 753
(2005)
Chen(2000), Milman & Pizam (1988), Pizam &
A rEA S | AW Milman(1986), Ritchie(1988) £af4] - £ggt - o]A
= EX A -8 (2004), =HIEE - 29 3] - 21535](2005)
(Demograp oo Brougham &  Butler(1981),  Chen(2000),
hoi e 7° Haralambopoulos & Pizam (1996)
Characteris | _ o Chen(2000), Davis, Allen & Cosenza(1988),
EILE iy
ics) o Haralambopoulos & Pizam (1996), 7%2H2001)
e Perdue,Long & Alle n(1990),
T H
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A HSgte] AnEA s (8 4-4]3 2o
(& 4-4] SN E= THe] A
Sy | R84 | A=g | Eed el | nAnE | AR

A 1

+284 037 1

A EA 045 | .280** 1

HeolAd 077 | .337** 310%* 1

Hh--A 118 | 399** 373%* | 269%* 1

IS | 212%* 248%* 316%* | 312%* 127 1

A& 025 | .235%* ALT7HE*F | 327%* | 231%* A430%* 1
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D 7 19 #F
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ABSTRACT

Customer satisfaction and service quality of the festival is to

revisit research on the impact of

Batzorig, Urantuya

Major in Business Management

Dept. of Business Administration

Graduate School of Business Administration

Hansung University

Festival is a celebration of the sacrifice, or are you grab a great
feast to celebrate the words and events ranging from the artistic
elements that we are often referred to as the festival offered a.
(http:www.mct.go.kr). This festival is a very long time history, culture,
social product to create a sense of unity of the nation and the
preservation of traditional culture and weary labor and those who
provide entertainment element to increase productivity features which
have been caused.

In this paper, the Mongol and the response of the hot interest is held
every year in the sports culture in Mongolia, the special festival,
Naadam festival that we need to be discussed.

Naadam is wrestling, archery, horse riding consists of three games,
which is Chingis Khan are soldiers were fierce and strong self—esteem is
blaring toward a world.

In this study, the festival reflects the unique characteristics of a rating
scale for the quality of service provided is to revisit the festival's

marketing efforts by identifying the next areas to deal with the remit
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that focuses on the implications for study.

For this purpose, a parallel literature and empirical studies
hayeotneunde, through literature and empirical research needed to
establish the concept of adequacy of measurement tools, and revisit the
festival and also the relevance of quality of service, etc. were identified
and organized.

Empirical validation of the targeted participants were Naadam
Festival. Data collection is refined through preliminary survey
questionnaires in 2013 Oct. 1 to Ogt. 30 over give a total of 215
questionnaires were distributed statistically valid samples were part of
the available 210.

Used for analysis of the survey measures the nominal scale and Likert
5-point scale was utilized, a questionnaire was collected using SPSS
Version 18.0 frequency analysis, exploratory factor analysis, correlation
analysis and multiple regression analysis.

The results of this study, a comprehensive discussion of the results
and hypothesis testing of the implications of the present study are as
follows.

First, SERVQUAL measure of tangibles, reliability, responsiveness and
certainty, including five kinds of empathy dimension of service quality in
the empirical analysis of the festival was a unique property. This made
in the existing national festival just some dimension SERVQUAL 5
dimensions of service quality components present work are actually just
5 dimensions Festival presents a study of the quality of service
configuration dimensions are 5 dimensions of actual items that do not
meet, or chukjeong items are in the unique properties of the festival can
be made with results of previous studies (janggyeongsu, 2005;
honggyeongwan and Kim Hyun Chul, 2005) and reaffirmed.

Second, the items measured in the festival service quality and
customer satisfaction, and to measure the degree revisit questions are
ones been used in previous studies, and the analysis showed that the
factors determining the wvalidity of all the measured variables were

obtained. Thus, all of the factors used in this study are measured
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variables can be used in subsequent studies suggest the giving.

Third, this study reflects the unique characteristics of the festival to
evaluate the quality of service measures to improve the quality of service
provided through the festival of festivals that will raise voluntary
participation.

Fourth, participants in the festival service quality, satisfaction, impact
on verification results, except for professional programs, reliability,
empathy, tangibles, certainty factor is significantly positive showed.
Other programs, such as festivals and ongoing software that can be
differentiated from the competition participants to deliver this important
progress, but the role of agents should not be overlooked. Complex
venue with participants face—to—face at the festival, the entire proceeds
personnel can have a big impact on the satisfaction of important factors
related to the festival, because the EC and work to improve the service
of education will have to be done thoroughly.

Therefore, future impact on the quality of service relationships in the
region to determine the festival in order to examine the various target
against its validity when the results are accumulated will be more
secure, festival participants to meet the needs of high—level
implementation of the festival and local festivals will be able to

contribute to improve the quality.

KEYWORD : Festival, Naadam, Quality of Service, Customer

Satisfaction, Revisit.
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