creative
comimons

C O M O N S
& X EAlI-HI el Xl 2.0 Gigel=
Ol OtcHe =2 E 2= FR0l 86tH AFSA
o Ol MHE=E= SN, HE, 8E, A, SH & &5 = AsLIC

XS Mok ELICH

MNETEAl Fots BHEHNE HEAIGHHOF SLICH

Higel. M5t= 0 &

o Fot=, 0l MEZ2 THOIZE0ILE B2 H, 0l HAS0 B2 0|8
£ 2ok LIEFLH O OF 8 LICEH
o HEZXNZREH EX2 oItE O 0lelet xAdE=2 HEX EsLIT

AEAH OHE oISt Aele 212 WS0ll 26t g&
71 2f(Legal Code)E OloiotI| &H

olx2 0 Ed=t

Disclaimer =1

ction

Colle


http://creativecommons.org/licenses/by-nc-nd/2.0/kr/legalcode
http://creativecommons.org/licenses/by-nc-nd/2.0/kr/

iy
H)
o

o

o

20154

Aojsta ohetel

3]

3}

o]



iy

oF

o

o

'Good World; in

The Effect of Welfare Services titled

Jinju city on Beneficiary Satisfaction

12¢

20154

ZH a7
e s

78



iy

oF

o

o

'Good World; in

The Effect of Welfare Services titled

Jinju city on Beneficiary Satisfaction

124

20154

ZH a7
e s

7



A
o AR
A%
}-
o

I /\ ~T

i /\ ~T

o

o

o

o

o



3] | —(‘5-_]_:‘-,4_

SR K el Eavd dhac P g

FA 2L AA

W R  MEAT Y
N w N
oo T 1Y = I MR N W R
R it R .M =
< o T _ X W oo N N BT
OE = T T 0 ,C T A, E
Ho o o N W < oW E X 2o P M T
5T Eix FTEEIE Seulei
B o w KB W XS B Ao
N KO K 2o W < o5 WM ~ ojy ®oR
—_ =1 jud .fo_l ;.OL 0 R \w-‘._ — 7_l
®K° "o NP Y Br ! H o X
© X O T o 2T K ~ & T o .
= < BN %2 N B o X =
5 9 9 <~ o = X ERRS O Y oo P )
noAl R o T X ol
i, N JJ = 3 e o = 1o
o = P oy o= o o X T A[SETE
ha =, o5 o _ O m AT ® X0 ~ T
L x o U ol <o ® oo 2w
pox oY zigf@%#%iﬂﬂ;
B o = W o M o = Neo A TR < Ao
oﬂa m Th = X~ o O_
T o o) w0 <0 N W om <M .o
XE — X ° O OT_
~ Mo o)) T o X
e oo BN aﬂal& %V}Jxl_o%qzr
(| X (N o X R X g o T
—_ 7 woE o ® W2 o e
T T g A T X AR S RN
T % o m T o o oo W T
— = V%Qcﬂlxii.xﬁ&
WEHM Mgimmmoﬁ:TMﬂim
- " %o m X o X =
F oo %WHﬂ%g%ﬂ%mwg
OO ,WH ﬂ AT ‘Ul ﬂ ﬂ HL_I o® OL PAI E.Tnv ‘l__/l,._ ﬂ JIO,
oo o X2 %ZT%.,Q%A
oo B RN R ) = @ Tk
— T i~ E e AT == 5 ,: J Nr < WO = =
nky < X X X0 X o L] =o
> of &% =™ e A e
A m o ,A]# o | N < o %._l W T < N JHI x %o
PEzdpdl B> r vy ®
o2 p— 1@- { —_ ;.OL )
— T
x <~ T I Neo W



A 570e] EFom FAENeH, FEHTR
T ate] KR 2853

SERVQUALS SAXERE AT 5 U=A HE7] 98l FAX[AH]
2 AR Y 47 A3 BRI~ ?‘ﬂ]ﬂg o ek B
I S s 3 AR, BEXAAHA "A Fo] g
Cronbach's a#kel A1E]4 0.865, o4 0.835, 2H41440.899, &7
0.858% YElwal, HA M B2 Fa|#e] whSieo] &k Cronbach's afkel
0.755% YEteth weba A AlEAdo] gH ¥ o] SERVQUALS =
AHEZ AR 5 Qlgo] FelE AT

A dde va 3 2o
, TES A BAIAAN A FEAe FHoks oA, R A
b F 9 AFA, A7 AF 5 dEFE AFA, dAdw 29
57 483 A o2 gotEA.

=4, 5% #7= HAEE A" F2 A BAAMR2Y A4 aE
2 A 412818 AHoE AFA 4108, 374 3.884, A 3.83
A 2 vewgd 23 53 gAE HARR A" 2 Al 5AA
|2~ Faabe] wHEEE 3,983 08 Ve

A, AFAS] S SAo we} L A4, B AMH| A =82t vk
o] zpol7b A=A G A3, FAFEH wet 2 A, HXA
H| 2 e Rpe] WS o 2pol 7} Sl Zo R
A, fE2 Ay SAARI2 AR gEol
Fa|Ake] ko] oAu gt S vA=AE v‘:}’v‘né} ] HOH Hﬁ];‘q 3]
EAS AAE A3, WA A S EAS T 2l 1A A

e Bge e Ay BAANZ e wSEe F)
%

sl

e Ay BAAH 2

rulru
L

} /Ké]

AA

ol



2 49.0%

2 YerRT

[F8.0]] SERVQUAL,



/\1 R PO PP P PP PP P PP P PYPPIPPIPPIITTPPPPTPPIIPIIIRIIR 1
1.1 ATF-Q] B v 1
1.2 AT @ HFH v 6
1.2.1 ST ] ettt st s 6
1.2.2 QI FEHEE] ettt 7

o] 1__79] HH%] ........................................................................ 8
2.1 FRABEI AFAEE 7} FZA|A] -5 ceererererereresrssisnnnnnennn 8
2.1.1 SAFHI T oo ]
2.1.2 718 H U] s 9
2.1.8 BZAA TLE i e 11
214 ZxAA A A D AP Y5k WA YIS s 18
2.9 A}ﬁ%}]/ﬂ]ﬂ_/}_g] 2E1 31:].‘1] ........................................................... 19
9.9.1 ABBEAMH] 22 A0l A W EA] s 20
2.2.2 A3 EX v~ 2o 7Fxo ujA I & A F QA e 21
2923 /\].ﬁg;q/qa]g_: ;gg :[L/H QA tﬂ ﬁxég_ob] ................................... 23
2.2.4 A3 B AqH) A A A W 2 SERVQUAL K& ceeeeeneenenns 26
2.25 AUl ZAT FEO]AE TEE i, 35
2.2.6 A3 ER ]2 A BEAF HFOL i, 39
227 B AFoAe HulA FAY BA E . 40
2.3 A EAMH A A3}t FEOIAE REFo] A7 APAT - 42
2.3.1 SERVQUALS] A BT cooverrerniiiiiniiiiisiiss e, 49
2.3.9 /\13]/\ Z A 3} ﬂa].o]o%E UhEof] F3F A FP G e 46



P DS =) ER =L B | - RSO Sp

=) A H] 2

55

il

56

A AH] 29 A L A e

il

o6
o7

3.2.2 0 AH| 2 A F FOE T R e

61

65

IV.

66

o s ] P . W N K el B R R W

66

IH

O

_zrl

¢

s
Hr

¢
)
r
Mo

-
Gal)

4.3.3 A

68

71

=0
xr

A

45 A5y € &

71

72

4.5.3 T2 Ay HAAMN2= Holl o

75

6]

A

154 T2 A, BAANE SEA wEme) By R A

76



5.2 FTRHRIE Y TS TEA roeererreererresssmsssntnninitininiiiitisiitinniininees 78
5.3 ATANS S B4o] mE TEe A4, BANNZL FEA
u]-_a_c‘q j].o’l ................................................................................. 79

5.4 AF-FA| HF-T7FAHL ZAZ cerrrrrrrrrrrernrnnrnenenennnnens 81
5.4.1 12 A4, BAANN 2] AH R i WEREd vAE
OF B ettt 81

VI @ T T YT PP Y EUPPYSOOPPETPPIIS 88
7}:]!— T T G e 93
J_?_. % ...................................................................................... 106
ABSTRAGQGCT :reeereeeererecreecctantnnanceencienieennctionitenetaittaiiantenanes 111

_Vi_



<¥ 2—-1> FZAA T TFOY EA H| UL e 15
<X 2-2> Parasuraman® A B} 2 FA ZFQ] e, 25
<3 2-3> MU EZ SAo] TEBE Al e 29
< 2—4> SERVQUAL Z}FQ 2] A O] vt 39
<H 2-5> 57}A] F Q& FEA Y GG e 39
<3 2-6> SERVQUAL¥ SERVPERF®] AH|~ F4 34 =d nlal 34
<E 2-7> AH)2A EAT TATFEOY] TP e 38
<E 2-8> AH]A EA FHIFI)F A EFF e 40
<3 2—-9> SERVQUALS AFE3F A GJOT T v, 44
<3 2—10> SERVQUAL®Y th3l 2] A B Th ceevrermrersersneneenienenniennnes 45
<E 3—-1> 22 Al EAAH GAF Z U] e 58
<HE 3-2> 22 AA}, FF B YA e 61
<¥ 3-3> TE2 Ay EE 7]E G o 62
<FE 3—4> (22 Ay, FobH XH|A AT BT e 63
<¥E 3-5> 22 AAl, ABH] AFE I o 63
SIE 41> S Tl oottt 66

E 4-2> AEEAAEZ Dol hF YA D A EHARARAD - 70

£ 4-3> Sae) B2 wEe] By 8 Ay BAGkzAD - 71
ST 4—4> FAFAAT] ceeerrrerese 71
<H 4-5> 85 TEO AFA S H-E BT 79
<E 4-6> APBIEAME 2 Aol g Bha B A B e 73
<E 4-7> FEAre] BAMH BEEA W9 ey R A2 24 75
<3 5—1> ZATHAR}L] QIFALS]BHA] EA] coeeereenieiiiii 77
<E 5-9> FQ HOIH J]ZEA e 78
<H 5-3> QITAMEEHE B mE Ee A4y, BxAus e
TSR TE X O] ceerertete et 80
<X 54> ZQ WO ATTFA] BA] s 82



~ viii -



"5 A

<718 2—1> SERVQUAL XL coerereremieminiiiiic

<:l,‘:ﬂj 3—1> T%% /ﬂ]/bl-il %oé];‘(ﬂﬁ]E ...........................................................

<% 4—1> A4+51Y



1.1 479 =3

19919 Agels T3 SA AAAZL AAE o F AEEA ol
NAE APAAGA ] AT =H HF 2B so] ek 20039 AR A3
BANGHS A B2 AFAYL ANZANGAN T AL T
o™, 20059 AP EHS 1T A EAA Y A
2 FARAL AGANBAFLA T4 L 2G5 B 724X
Aol AguA AYe Bok TASNSGAT £F, 20059 =TH ZE
AgEAst B o) BB Hope] AYEAL FUNUA Fo B
A2k 6708 FA AMOE oA oMY FuHEF Aol A
1 ol oieh AY vk 918 200595 E 200997k FAHOR A
FRRA Uo] EATRAE R8T, 01000 RETRAZ SHEE
= SHUTHelF 201497HA AgE o] 20156 EARRAE By
5% Aeh.

O

WEd Bxze] A AFE = BolA AL DA



FHHL EHHOR AFHEE Sv), AT RAAE} AT A BF
Hoz ARD 5 UEF 1 e FHAE A7 ¢ BHoE 7L
7] mEolth ol 4y ASEA FeelAe] AYAATA L AFH} AY
of AP oM AHT ovle] BAANE HIY F = A=H |
o] FYsol Wrba et

AT NS EA B AT} oik HAHC] AWAABAZ o] FH Y
B A AGFE e BAFEL FHAAE girh

WA, 8 APgRe oanont Ao EHL WA AR
Au2E F23) FFSE A FAZ 7] GBI ARl A8 B
A ARe FYART ALHE o AAUY AFHRI AAH O nhd
F AAAUOE TS, AEA Au RRELS AAGE T
nol olAANL F spx FBoNA AFANGA L BAZHe] AYSo]
H3 ok R, FIYREZLEY o AAYS I FFA ol WA
gAle] BA §TE F2AE 6w BEQU, 53 2443 2aAF
Bo| ARl QY R 23 F7HAYT drkes Holth ALY
A WFA@AE AN FHA) B 0.94%2 DR YA, B
AH B the 7o) MFOT ANBA BA AL AKHOR F
hal $7] mEel HSRH Sl A8 EA AUe Al @
b AT Bgo] RERe] A ARt Reksjorsty] WEe] A%

AR ARl ATl & & AT, 24, A A EA
FH FEe g3 7NkE F SYB Y FaREFo|aL, o7l AA
A7 A ¥l S AFS WA (matching fund)dtsE G A ~Hlo] 7%
Ha A=, olEd Al2E dtelMs FEATIE AR EAZ S FFstst

2
o
1o

ﬂll

1) AAA20152 Ao wr=w, 20143 AA A i 164% A F AFEA o ake
25%%1 40x ol o]t ol AAFEE A A HH"J 005\ A Agoftt F A3
BEAu7} 2A8E 12%9] 132 9S IR AIste FXolth. 53] FIAAGA 2
AE BdHos 01]/\}«] 30% Welola, AxTE= Jﬂ:k Ho@ 519 EA AT
o ske]l 66%7F ARSI EA| B ZE, AH ARl AL EA] A A ‘:'El—o] ] % 31:}5 /\}g%
o 2= 9ty w3, EXAA BAAAo] R A A3 EX ] ©

E
of
ok
ftlo
re

T3 ©0]54(2008), 7213 F(2009), A->7+2013) 5o AFAFo| wEH, v‘i‘?ﬂi’_l‘i—*ﬂ
o WREFEO] BAFLE WIHA RS Qom, ol BAAYEAL FIPRI}

7| ZAAGA o 1 AII} AR RG-S 47}/\]53 Aoz BEoe S AASEL

_2_



HoF AR ZEA]]o] FFet Aol thgsloF k=
TREAGS A el o HE AR
S A EAARY o4kl wiAslof sk A AR AHA
AR GA ol 2 Fo)37t AeHor 24T  gle 9
FE(o 72 ArgE)o]7] wjZol Ao AAX A Y A FA=
SaAE 8 ol AWAAGA TV B E ARl AHEE ALe FXA
JisfoF sl o] Eu}l ‘F=a I (crowing effect)’ & %

(A, 2015 146). =& AWAAGA S A FEFS HolF
7] 98 ASREEAEI =PEACH, 201530 EALREA L H A H
I BRENRARE FHEUA EXAG i3 A FEEAVE L5 8
A JATE o] AA AA o] dtTrE FAAY AihE =

Iz AdE ThsAdo] A” Eold.

o n
1= _1}1
3
>

Joke

s

R

rx of
&lt
)
N
i
ok ol\
= 9
N
Oft
ol
X,
(i
o
Hl

Xt X Ho dr (B
e
At
rlo
N
i
)

rlr
ik
ol
o
R

Rgo] Aol gw FRlAEC WAH Yo B
R Bxgo] st PN FEF APo] FUHX Rk
o] Ao Ex %/ =, 2013

il
g
o

rlr _1?0
-

[t

j‘:i

12

Oft

=

N

2

66). t=ol -yt

HAE A AAANEAE Tusldd sEe ZGAR oz:Ael &
=5 Nzl A gustel Ao YoM 2x2 @ 5 Q= Pete 2
alof & Aol o] YEINE AWANGA g NHEAA LS vid
i AL A 9% AGAE AU FEYste] o Aol



AA N Dl SRk S Bal G 5
ol ol=71A SHEE Fel7} ol 4olw, Aol ofx WEH A
BA A2 ALAAE 98 A oy J= A=

5, 2008: 148). g% EFsta d2AA A Ui FEAA A 2L FH
A7 @slel Ao ta AT a7 = AgAA A

k)
I
o
o2
Oft
i
X
%

™

.
BN
i
o
9
=
r

o] AX=g TAHLE FEsHA AANHL Avh A=) A A
T2 oo Axste FAAL dAFNA & w, A GAE ] WA E o
J= =AMES TEsta sjdsy] A 2Hol 2 4 7] "Eolgl
ok ol# e Ao Folo wel HIT YTty AR EAANME L
A8 7hsAdol gk =ook dA HA AR HEAEE UEha
AT

AAZ AFA = 2012378 SHFEH AFAE 7L F2AAE T3
o AGe] FA|ZA 1‘41%‘3}% €2 A%y EAANS AAsta Ao

——(2000)01 AABL e FAFEh AT e F2AA R
e M2 F2AAE 7539 AGAS] BXET giesta Ate
Holth. = 71&9] TxAA 9] tF-Eo] gHFEo] @d3sts 4&& WUzt
o fgtst AAHE Adstr =HstE T ARAREC] AHlz AES
e ol taAA A¥s st A G AFAA AAHL 3
= F2 Ay AR ARl Ade FEeEA Muzs Ay

ol
ok
rlr
r]I
=
ok
1

e 4

Sl
rlo
08{:4"
ol
1
X
e
12
e
=2
e
ol



aoFg 4 SltHDonahue
2] ZAA T=E
22 AAE YErr] wEol gA g
(Reijiers, 1994)= “583 Fo|7l 279d0” 11 F4s . FoHG

N
D
O
)
=
o
c
wn
D
;—s
[\)
S
—
=
Oft
R
d
q,
ok
k)
e
Mo
<]
~
>
2
do
Mo
r‘-\|l—‘
1o
ok

T FAFEo] AR EAIM AL AlFolA 5o HI AFES 9T F
A THE e F Adves Aotk B ol #AAES] FEske] An]
25 FEetA HERE, 7k A Fodste FAALH AAH o st B
iZol EA7E EAstH AQlo]l FFoA A=AE HWE FUF V] W&
ot AH}HOF ofFAE HYJS AL F {7 Wi HHEH FF
= A9 A dsstA FA 2 Aotk yolrl FAREH A RE (H
SZAA TFEHE ST AFRA AHI A A FS AAHFH R BAo T
gk AAAZE YeEbg 4+ JdH(Clarke et al., 2000: 3).

ojHH FHEEHN AHEE I FERAA FHFES T A EA AH|~
E AT o oprlE e AP EA= A EAAE 2 AR 2
Zog A" F 7] WiEel v T8 0FA e F e Aol
o 1 olfre FHT o FouE ANAATA Sl FEHoE AN
Urhe 389 712Es FRlE ‘14’ 08 Fdte o|Ent ‘qAHS

=
Aol A Auj 2o AL Foluz 3}
o5 Adslr] 3l
9 el gnte mw
ot A=A 3], 2000). o ofyT} MM A HA AWIAQE, AR ¥

7h MulzElE A= T dRb7IdAle] ARl @ ZIHE0]l AldEa 9l



Bl

B

wir
in

o|J
|
H
o
Ho

a

9]
AN e

sEERE

1

°
il

2012

T—

T

AT
2 A4 AFHT e Azl o

L

Foaj7g ol A

A

JEE

vl
=

=
=

ZAA A

Ho

il

N

b oRs A

<)

AL E

=

h=q]
239 Auls A

A

R
3

=

b‘o
A A )

] ixﬂ
£

20 ©
L
= O
T

e

W) e
r=

Bt

1

°
yal

S

A o
SERVQUALE AF&

S}ofl A

Qg FHsL, ohgd FaA

8

)

—~
file)

AHIO R T

Al ol A

T—

T

]_

S

s
T

I Z1FAle A

9

‘(1;]

o, A 17 A

FA T

3

=

=

o

o]

A 671 Foz FAHECH

RS

T—

T

°

S,

S

1.2.1 A7
FEe 7

Bz}

0

B

N

Al 17l A

AL 74

EfE AEFo 2N B A7 Fo AR

=

=

S AuEy, A VAIAE
AR HAPAT

=

ap

_
1o

oF

o

B
o

0

</



ol

Nlo

L7}

Hulz AR Szl

P, Aol =+

S

Al A

I 4o 2d3E

1=] o =]
=4E 53

Nlo

¢

4

9
FRATk Al VI

S

o Ay BAAA

=
&

A AIZ T

TR oA

il &

o RExo) BN JFL H9

A

A A

1.2.2 A5-49

3 ol A

o o

A A

s

5_]__

=
=

3 YA

SO &

=z
El=s

A 523 FAY

A ] E|

T—
T

af

A&

g

= ©
= J-

bl AT 344

S

I oled Ao

3]

HEE &

o]
=

>

X

B

A7}

ol

AT7HE e o

Al =

=1
Loy

B oo dF
W BT T,

A2 32
Ay EAA

7]

AHlz AH Szl

9

2

kel

=
o =

EQ=ET



ﬁo

X

A

=

AR B AYRE 7 F2AA T

aL
o

2.1

old o= Al7]e} Hlu

o, QaTxe W, BFe NUFEe] 37 FOE ANEA &TE F

7t 2ol AR, oo Hagh

ol
"
o

AR
1+
N
Ho

)

Soow AAAH

217] wj &Eo]thBonoli et al., 2000: 119). o]&3+ 3

it
s

= AN = AARE ol o] o

7

=A73A FFe 2

T—
T

o} A A 32t

o)
5

S}A]

el §ol

Dl

I Zh=m RS0l Alde S7HAE T

o) TH7F$- =, 2008: 147-148). o]+ ¥ o]

)

=

A g =] o

o
T

weol AeZo]

O

)
ox

\a

g
Bl

oy

o

Jo
_

)
—_——

—_
file)

I

o

g3} &7

A 9

ANE ALE]

OA ARSl Al = A 3kE Zo) 7]

=

]

o]} o] 1980 i

T
=0

=]
=

Els

A=717) Bw

H
L=

o) F AT

3

A2 A

=
=

= AMS EZ A8l A~ AEA A

} 7(Hammer and Champy, 1994), 3-&A4]

2s

AE A=

A

S

)

%

A1 7] a(Camp, 1998),

o
=

=i
=



2743}

o

ofoll Al -

LN

\=]

olm] A48] %A

o] ™

=N

(Balloch and Taylor, 2001) 5

==
‘:LT

1998; Stewart and Ranson, 1994),

(Osborne and Gaebler,

B
B/

%

A

o

_
file)

o A AR50 A= o]

o

o
o]

=
=

—_L
T

olol e} A

=
T

1

°
il

H17] W Eolt). o]
FAME 1 A FheAel tE weolzh )

LN

ARSI A B 2 A A A 9F &

2.1.2 g 2 WY&
ALA A

gyt AL B
Uil Qo

ald

Yt}

A A 2 ADAA =

al

= =
1. O

FA Atolol ol JhA EFFE} EADTL 2

A M2 A A A ol A

H
=

gL A3

nR
il s
X
Ho

|3

Z
ax

FAoIY. Eo2, ARla AP &

7 olg2 v 22 Al 7HA o2 AR EA ARl e Aol wiAld

(Commission on Public Private Partnerships, 2001: 24). o] 2]t



= A

ZAM 27 o]

Ho

e

8} 5 (public
“Hojx of

e

t= A, &2 d-5(ublic
=

L

k57
NgEs e AsAAns A

QeSO
S

AL

o

A Auz Age A

oA T AR EA MR A A th’h

action)
action)2 =%

7]
=¥}

)
ﬂ

&

j
a-

BA A 4B HE9
Powell and Glendinning(2002: 3)¢] 7§34 ] ol A

=
=

stH, 1

S

el

=

=

So| ol

)
P

oy

Ho

Dl

o

s =

747 el A
Hl, 7120 A% ARels A o|ded ol

(]

=

31

=

=

ald

)
a

ald
1+
N
Ho

o

FozR Mulz FF 4

ﬂmo
ol
ald

Ho

el

3

4
=

ol &, T4 e, B

_‘IO_

e, Al

tH(Osborne and Gaebler, 1992: 24-25).

B



21 H(Rosenau, 2000: 218), A4

I AddAola 7S

=

b

__O.._

%7}

oje} o] F=AA

solA B A

A Qe Ho

)

=
=

A FA

=N
[}

AHRE A3 E

)
Lo

J_?_
o] T oyl 28 H

-
&3

oroll A Abwl g wheh ol

3 ey

o
v

o, o

T—
T

nr

Kramer &

Z1 o] tH(Gidron,

o
=

Salamon, 2000).

(1) B3P RS2 3 (Parallel Supplement ModeD

Ho

Ho

—~
file)

)

Holty, I8BEE o] EHof 7=

T—
T

2ol I8 WA ¥u

o= AL

P
T

NJr
o

g3 H

87F 5ol el 5, 2010: 3D).

A=NE

ks
gl

ol A A ofof

11



of AFEE BAFAY FaAAt AR AFHE F

Axe) FEe = 9

2010: 31-32).

P
)

Hoh(o] B

S
pul

Al e 2ol o] Fol A oF

3

oq

(2) B3P R Z=23(Parallel Complement Model)

k)

3 A HEo] A2

==
T

3|
ay

Ho

HollA 3

T—
T

S
pul

1o}

o 4 5

)

)
—_

Ho

it

of EAT AFFA BAFLA 8T

2E

A=

3]

371 9

of FAHHL, 1 &7 5

T

=
=

Holth. o] 2o
Gzl A AB A AE] A TR
H2817t AR olok & Zloluh

brhs

S

=

Ne B3 Te

=7] $l3s
s

S

=
=

ZEAAT T
ol A A of of

ks

o
217}

i,

2010: 33). AA

A7t Tbsd A

P
)

THo] B

_L
=}

o]
=

A% Bast ok

A, AGFe] 7}

aF 2N grHo=

17} ot

A},

o] Fof ] of

dxojop & Aotk

_12_



(3) &=d 8 =3 (Collaborative Vendor Model)

N

ol

N

ol

Ho

=0

gloml, 7%z

P
T

Ho

hiel ez o3

S

wA9E

A 7lES T

3|
ay

||

Ho

A, Aulz ezt

o
A

P
T

g

=
=

=A

A

T—
T

7] wW=o] BEA A LER}

T Aol tho] gl <4, 2010: 34). o] @A)

Ho

o,

S o)A o] Fojtt.

Adzgol oEFo=H

A =]

S

T—
T

af

ALe wE

Ho

2010: 35). AR, A«

P
T,

THol B

5_]__

o] vles o]}

oo 284

)

} om oolugl AR R o

[

o] Q14 oo}

A zoll &

o]
=

SERR

9

EE

zx4

R3] 54 5

5_]__

14 ohep

3|

=°17] 9

a9g

o] A

Slch. A, AL B

_13_



3fj oF

o

ol

B WE S T SE XX IR
W‘.ﬁ a.L oy — X L_x_ X C,.# X o LE :._O iy °

N i) fadl) y oy N Mu Ho ©O% Ll
.o LW T W ST S W S & o " =3 i
ToRoF oy Do TR OB o g N i
L R WX W o Zﬁiufa,@uﬁ o B
= § MH mrl ~ - EE ‘Wo = R W_l - ﬁla o ‘_u_o_.E U L Me o
T oo o X T AW % o me&.w‘&aaﬂ 3
B P X S WwIMET o  Thewp¥T TR
O#E W .WO _m,l,”ﬂ ‘:IVH A —_ ‘ﬁ‘._ E _ ZO »A_.# w _._1.__ q ._._mﬁ ‘El 1A_w_v H;l M _.5_1
N o = %Iﬂ%ﬂ & R e S o
o X 2 Gl R S L RCUN

< X oW g Todad sVl - gT®aT
W o Bom £ N wgwm Mom e e X
o8 e < o m < o X X X o W — Ho o

Oﬂ_ ﬂAl 7 a, U_ll < Ho M- - E._ 1__/l o] o v © _z_.a
X oMo, ® T o O X pp <=ERDeg i~ gwc
o Ay > i X R X 5 o X
Yo % = = CYC R X ooy o N T mk OF
o <= o o Mu_. m o mR 0 ) Ny X = il Ho o _ ojy
wo X X o o) 4 ! S ot o g e ™ N do
, F A AR £ Zx B Wag W T
..__‘_ ol — W X <A A - —_ — 3 ‘m,._

o o ~ Mo wr X
tTged 8§ RIS RUILETE RV
R o o o wm.m d = Wl o o = 2 F K o R
=y ot Mu [ X EEowm op N X o g ®r K o
_ W NE a) ay hAE N o o = o0 W oFm om N 3
ﬁ w T o o <A N Ho a HR oy =m0 e g
= Moo I y ~ (. <A — | o o A RO or o
~ o —_— F | — mo N& o T o © | S ITroe o

b T E R ° oo e B S T
o) < 9y B R T o T lj ron SN2 RN " o - ol
1 o . Mo B oy X oo N CUN o o % I
U Y iy PN Mo Nd T Mo = Ir ®§ © o * ® . ®
G R B S RN o T oW oo B RO R T R R X

AL

1—

) .

o}

o

3t

& 59
°

1

=

k)

YE7te] o

A, BAAR A A
2
— 14 —

ot 2o = tiwr}

1

°

3t

RS

°

3fj oF

[

2 =

J

A

]_

At



ald
il
N
Ho

ol

< 4y 71A

oo} 2

bl malolA o

|

A wek A

3r

Ho

ﬁo

T—
T

z 2¥ o o 77k Aol "okl =, 2010: 30).

o

N

2oz, foA A" s=AA T

{E 2-1D F=AA &

™ 2
W] ES
B e
N o o
op | R o @
Mo =B il i <0 R
sl _ _ #
10 —_ o) of
W o . oo o
o o+ - W
B TES
< Mo
} M uﬁ - wr
o - 35 B 7 X
B | > T |3
ozl ol bo @A\u = m_-W no oo o
wo sl B T o
° calicy ™
op | R&T -
8o HLI io HLI Nro = = "
m T REEOHE O
o Mo Ho O = X on T = T
T G N Ho N S ol
70 [ s re B
G [ CE
53 W <X = 53
oF | O _
- = l®| e oy MM Y Wm
| Ho | mR ot ol
B o INMix| st~ | -7~ | 2o
Hr T | "o X LU Lo
w50 = |Mn| Ho o Z o o & Ho -

&

]

245 olE s, 2010: 3894 AR

_15_



3 AFA 2L A, BXAF

B

al7)

A S} ALEEA oA

stz

o))

N
Ho

=

file)

!

Ho

Ho
)

—_
file)

rvzel

jjN

ol
il s
N
Ho

K

AJf

—_
file)

g 4

Fol =asord Abdel ®iS

S

—_
file)

Ho

—_
file)

] )

[e)
3
1t

SERE I

TR
)

R

A

o
[

23 A’ 92

A A9
A2

= ¢
=

1 7

[e)
32
1

2}

S
=

i
il

X

3

10| 4= A}

[e)
32
1

]_
tl, 20037 A[AEo] H

Z

dl

Z

Mo
i

Ajf

2 AAsy 95 3

|

—_
file)

20105 A zEo] ]

i

fr—

o]

ol o] B (

1

5 ©]

1% 57 A e

A

T
-

3

Ass Adskarzt

Ho

F71el =

S

Aol &

A

=
L

A AL ol

S Ay BEAAAE AGAE 2L )

r=
=

%49

Zl

_16_



A of A

=
=
T

- I
T

=
=

o] Ak

=
=

A

A} X

=
-

AR A ol o

gk

Xz}
=

“AAH 71, 2o BlE ] HEY I}

—_
file)

E

ale) olgnte] &7o] FAeA H

- o
o O

o] 7

2]

L A8 Ty

g

44

2]

Fold, A AL A

)
Jo
—_

A4

o Amge] 71xd A

sidAelA op7ld 4

To-

AL3] A

o
o

o

B

Al 344

-(:sl_

2y o)

sk Aarele]

2 b

A

i3

i
<

e
o)

d
B

—_
file)

.
o

= dHAastr] 9

o)
e

3 A 28, AGAE 7L A

ol .

—
) .

skal G

_17_



2.14 ZAA 29 A 2 AP A4 q4] dFE

SolA Ay nt

=3
zolz Qs ol TE =L

o
N
N

o

ok

PN

i_;“

lo rr
¥
£
oft

ol

rlr

£

v)

N

i_;“

il

1o

J[m

ox,

-
@
B
D
A
-
©
©
=~
—
&L
r
J{E{
i
&
-\
o
A
N
ko
-
(i
=
K
-\
o
oft
ol
k
X0
v
o
%
i

5ol 2e Felsts FAS0 old AFYEL AT FRAAN Fel

stal 7] wi o AT, FH o] A &St
o] th(Reijniers, 1994: 13). ¥HH, ARHFFo] 2| gFst=
530 5 So]tHReijniers, 1994:

_i,_:[L-a}E- 7 27 &l =
st e R @) Bul oyt T EAALE A A

=2
50
2
A
o
:\_1‘
LN
lo
e
_|>_1‘
oo g
o
B
=
e
L
o
X,
o
fr
A
O
o
=
=
=
@,

s
Hl, OAA, oln FAgstAY ofsile =4 A Al(co-ordinate system)°ﬂ Tf
g, Ad 9 "> A zolEL A

S
s ofele, YFA, Bk 2 JBEe] 4TE o AT Bk e ]
S0l WANHE AY, A, Hrk 2 /BBo] Bk Fe A HEA
HEU B 9 UAFE 7, Bog, ANz ol8A5H AU 2ol
AEESS FANAIE 3T 5¢ E3 Aot

1 ERHolT BEH FERAAE FHAA 9
SAE AE Were £Y¥ Bask Uk olsh BUstel IPPREOOL
18-50% FFIMV2E AT AUT AU 9 AFYBE W 1%
A R P2 SwolAe FE FFYY AY L AT AT P
AYg; B, A R AH AFA] AP FA AN A2 A

_18_



A

SEUA Baiel

T—

T

3kar 1o m, Hudson and Hardy(2002: 51-66)

S

Al

o

B

ox

B
il

el

=N
[}

baa eyl

o6, Moreland

=

=]
-

>~ Q.
T8

3k, Bates(2005: 56-62)= A& 3t <y, tEY A4

e

I~

A

(2005: 243-258)

e} o)Al 4

%2, Buchanan and

AT

al

il

el
0

—

W
)
T

Nz
+

1

olo] of# SfApEo] A3}

Carnwell(2005: 272-276)& Z=A A
U=

Al

N
Ho

o)

Aol A §4, =UEHY, 99 gsie} oA}

= AoAM T argEojoR &

vl e

s

?_

i

2.2 AZ|EAAH| & A A

il

o

ol

B m 2 A

A H]

-

) .

oJA AL At WMk o] 2

kol =

30

2 B ol vpolrh AS EAMN 20 DG A

1

SERIEE
ol A VS| E-) A 22 ]

[e)

=

TEL BT ANBAANZ ABelA TP FLF Aol AFH
o 3

Ea

.
file)

b s
=3

_19_



2 @t

A1 2], 2009).

A2 AAA ouls BEAL o2 A=

2 %z of Brbssith whebd AL FSAY o8 Y -HisE A
Eat o) $ ol ATk Stapel ARAS L Hojghs golB FaskAl 24 s
AgSa AT ole] tE Ade ATA} FTUA Fe AT BHo|
Ao me th2A g1 vk webd] A AhEQ Aol of
d gl HdoE Hokok & Zlolw, 1 A et BE ARSI

ko
ks3] oGz, 2000).

A Aeol=al o=t Zeithaml(1988)
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FA g B 2 ddo] AAH AH| = FH 2HES T AT A
H 2~ 29 54 9 Fds HalAe Aulz F4E& 738t =kdol o
gk A7 A3 EooF ghoh

Parasuraman 5(1988) 19851 Alwlx= F2& H7IE 98l Avlx F4
o FAH8E AFHoE AFF A Avlx FH HUE VES XA
of o]F AH|Z= FH FAaclelgta XA FE|AE(A)TE AHE
e T80l It 107FA] x-S A AISEATE o] F°] AAIE AlH]
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SERVQUALS An]2 FZo] 7|x]et My 7+ Axe srdt= HAAZE
P Aokl A AFE AAE =F o Anlz FE ik 1o A
2l BItE AEFstsld AAGR dFIFFAFIAAN FHEH= W&ol
Aol AAVE G4 Bo FEo] ATh
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S 5/ EHAYA  F3FA(Tangibles), 412 AReliability), 34
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1910l = 7€ 23S Hsto] 4 SERVQUAL 2& S Al st
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FEAGEAS AR AEAE FPY, 1A 749 AEoHE WA

o ©

r >

B E§

rlr Ol:o .!FI oy
ﬂ_l

¢ g S P

o)

)

Rust & Oliver(1994)= AJ8v]x~ AFZE(Service Product), A8~ AHAG

(Service Delivery), AH]2 27 (Service Environment)o.2 FA4H 3% 9]
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2 ALSI T Aulx AELS Groonroos(1984)2] ZA3Ed 3 #HA

ARl AL R FE B, Al S0 Ttk T oAl F

AL Mulx "Agy 2o E 4 lth(Baker, 1986;

Bitner, 1990; Brady & Cronin, 2001; &, 2011). ©]l+= 22 AH| 2%
o

AHF BAAA AFTVANE vk DASO] Yoldm i At 2ol

e

aAe] g2 QI AHl= X Ztof] Qo] FAHFHES HEo AYPo R Z
Zysh= 74gko] &S ougoi(o] f-A)-2kAl o, 2002).
Aul 2~ F2 2o #3 ATFELS (F 2-3D9 8950 o
<¥ 2-3> AH|& FF FSAH| #AI A+
o =} A&
Groonroos cANEFA(TEH ), dHEFHATsH F2)
(1984) 22190 7 A4
Parasuraman et al. | * 3 10xFY9S A ste] AlZA, wh-eA F7A
(1985) A, FEAY 5o s A
Lehtinen - =274 £2, 71doluA] £2, 35284 29
(1988) 3 ow &
. * SERVQUAL %] 5714 217} 22714 §5&
Cr om(nlé&%T)aylor O ALLEtE AH] 2 ATEhe =6
SERVPERFE.&-& A<t
Rust & Oliver « AH| 2 AE ) M)A A AH) 2 37 o] 371K
(1994) FA AlQE

2) SERVQUAL =3
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o 29 EAAR L9 22 FAARE Fopd = o] A TA Y MBI~
%‘

B77y dxdel wel Auls Fd] ey Hrle A%

Zeithaml et al.(1985, 1991, 1994)2 Aju]2 FA ) O WUEE=E 3
st=d Qo] AH| 2~ o]8 FT o] uAe] X Z=F(perceptive service)oll A
o] & Aol mAel rthF(expected service) S EFAEE H21S FHEHY )

Y& &3 P-Eo]& 52 Gapol&o|zt RE7|% g
o]E0°] AAFEH ZIdFEY AolE Tl MMz FHS SAHSH L
g AL Aulze F24E 7o o= A= et 8% A
O Asy] wEolth o7l Tt o] &7 = ubES on|
st=d FAFOZ or|stH AMHl2A AFATE AFE A(would offer)ol
gk A o Fo] ofyet ARl AFAVE wigs] Aol sk A
(should offer)ell tHdt Ao o =" & ou|gch(Parasuraman et al.,
1988).

%7] SERVQUAL®| ¢ Aulx Fd9 7 P43, A=A, -S4
59, I4d, A8E, A, A7, JAkaE, Ao Oigk old F
107 84= SRtk stA|9 o] {3 NEA, s ool a4S
= AE FHEE ALE HIA, AH 4 FAE <ad 2-DoAe} ol
A1 8] A (reliability), =H4l-4d(assurance), 343 (tanglbles) & 7+/3 (empathy),
-4 (responsiveness) 5 570 2 227) &2 UF+= Ho] sttt
= AT EAHE A A Y HParasuraman et al., 1985, 1988).
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S5XH&

o X| AR o AH|A "X o JH[AO MAIM  « ZUY S o R PA

A CHINPEE <52 2 cHES EE - ¥2 8014
ZYd 92 SRS IS o NS AMHA . 2gAy AT oA AT

5907 - OFEAIZH S . oy 22401 s o))

«C}2 D2 o J700[Q] TA|

e O|AIA S 7|

<13Y 2-1> SERVQUAL =23

AP JTE WA BolA AT AvzE ouste, 1 oPe
ZetoldEd We F Yk Au2E AT, o4& B F AT
A ot UeAESA) Ex A FPAL Bad Al M Fe

v A mjel AA AR
L 3

Tg
[m
2 =

CAge WA, zeAe 2o

ARUACNE 58 52 ofu@rh ofF F s <
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<¥ 2—-4> SERVQUAL =}9¢] A<

2 9 SERVQUAL =F12] A9
A=A oLt MH|2E BS T Ui AgsH 8T F e Y
s aMe B A& AHAZ ABaEs faAl
(F52g) |7 Tm e e e
il 2] XA dAd, Ao AAEE ddeths 5
e §
(ZFA 0] ) SIALZE A Al Algete A v e B
—F}-ﬁo/\é Uf‘qﬂ /\]/\4 X‘Hﬂ] AR ﬂquﬂ ]/\q X],Eg]_ ﬂOk
(7]"\]/\6]) =Y =2, o Hl, =11{, I i - [}
A AAA 91(2002), MW AG-AFA AT AR pp.276 7

AU Aul o] Fejol= BT

o
A3 2T A7) AFAEE, FaD JoIA o e AL
5 2

SRRl
oS <E 2-50¢F 2t}

&2 YA7A e E Ml FA QT ZAboA I &AE A
HE™E, AEAG3 th3de] 7 SasA vehual o weks zg2

@ Aol el o £ME FuATE TARTY AT AT
%

<3} 2-5> 571K F8 =Z 249 £¢

2 7t 5 A
Al 2] (Reliability) 32
573 (Responsiveness) 22
a4 (Assurance) 19
&7+ (Empathy) 16
3/ (Tangible) 11
=2 0 AFAE2001), EEAZ=IY HIF v, |, AR EATERES
3] ZAFAG HIA1A], p.54.
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(2) Fau&

Zeithaml o] AAZ Gap == (Gap ModeD)S F23}stH ofgfeb Zoh
(Zeithaml et al.(1991).

Anl 2> FA(Service Quality)=A] Z+(Perception)-~] th (Expectation)

5, A2 7 E 7HAAL Jle 1AE AleE ARAE BrkE o A

Aol AbAZIHE F7 H(reference point) & Abg3tthE Aolt) 9 FA&
H| 2~

AgH Aulzol td wAel xzto] Mulzol @ Aol tjel A
AU 1 o4 W Aulx B o] 3 At A4un 2 o
Mul2 EA Y Fzo] Urhs AL AR

o) 5o w=wd, Hﬂlé FAe ZAE AL 349 ofgd® Bye)
3 Au o] A, B, ALAE g6 Bas, olee AAY FRE
AalA= Bad Aol

T dTES AESY v d7AEY GapEdol ISt ARl

=49 a4 AeE Wl Aok kAT GapEdel i v 3l

AR, GapEd FHA AL} 7the] Ao7t -1°] He A5+ U

I o] B 67FA oIt A Z=13 Z|t=2; A =29} 7|Hf=3; A|Z}=33} 7|

th=4; A Z}=49} 7|h=5; A Z=5¢} 71ti=6; A Z}=63} 7]th=7(Teas, 1993,

1994). A 43 7lhe] Aol7b FL3 FEL 2 UYEHUA ¥e F JAR
]

Gapmde A7) 7o) 2ol7} 2e ASE

\]

_tID_
2 75 Az=13 71d=1, A 2=73} 7|th=To| % AJH] 2
Ads 9% 7= B 5 gle A7 TS
=4, Parasuraman et al.(1988) “7|th& Alvl2x AFA7F vigs] A&
dfof st Al Wigh 1A o F” & ou|dttal stHA oled VHE
“7FH 2 Z|di(normative expectation) == ©]/+# 7]F(deal standards)”
o2 WHerl= stut. 2y ARl AFATE nts] AlFE o sk
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Aoz ZIHE AL AF 1AL HILHYE w2 VdFES
Hdd 7= WAl o fitK(Teas, 1993). F=7E a174o] Mu]zof gk Ab
AZ7IHE 7HAAL A XS B AL 7o) Aole] B =l i &

A7 FAAE 4 JiCarman, 1990, A8 Teas, 1993: 21).

Gap E@oA 7o) FEo] zt= EAA wj&ol| Cronin & Taylor(1992)
= 7t F22 AAseF oo FAsN e 59 T4 FA%ed
ofzf o} .

An] 2~ ZZA(Service Quality)

=B8] 2 AFAe] 3o ek = ZH(Perception of Performance)

Cronin & Taylor(1992)= SERVQUALS H|#3tH A4 Hz<l
SERVPERDE 7|%5t%=6], SERVQUALAH =4 7|t A== &2 Q5
a1 @t A HeRtorn Aujxo AE SAHY £ vl FAS)
Atk kA RE o] % AFEo A= SERVQUALH FYatA 3
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(empathy) 5719 APozw FAHAY B gty SERVQUAL
SERVPERFE H| st <{3& 2-6>3 Zo)

<¥ 2-6> SERVQUAL¥} SERVPERF9 Mu|x £7 &4 2d H|uw
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RAFA [ A4y BAAE 27 A3 Z 33 of vhol]l vk 2gkA
T CE 3-Dol A B upe) o] 2015 10€ @ VFE vFH dF =2F
o 7A%= 4,00370]0, 713 wIHe 204158 W 9, E e &
< 3-DollA He vhep o] 2015 109 @A) 432370 FH o
= 99 3H6M AT Hof] DIt

s

rlo

R
it

(B 3-D1F2 A% B 25 Uy

al 93 as B9
11 A 1,267 805,688,992
(2011 129 BEMEBE 852 758,329,142
3 SH5H 3 415 47,359,850
A 1,190 448,382,279
2013 SEMEBE 678 393,656,142
SH5H 3 512 54,726,137
A 778 471,886,153
20143 SEMEBE 292 410,042,897
S LE 486 61,843,256
A 858 315,201,526
20154 SEMEBE 121 955,291,040
S LE 437 59,910,486
A A 4,093 2,041,158,950
(20159 109 o | AFAH o3 2243 1,817,319,221
2 s LE 1,850 993,839,729

Fz: NP3 A EATTEFIZ AR7IgE gy FHEFHI=
Aol ARlely A ZRE FATLS F
=4 JAFA WHEAR.
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KE 3-DIEL A 8 718 U9y

Ax H ol 3] A 2o
A 580 246,043,360

2012 AFAE 3 12 96,900,000
SH5H 3 568 149,143,360

A 646 207,224,440

2013 A3 2] 3] 13 131,800,000
SH5H 3 633 75,424,440

A 2,087 241,942,648

20143 A=A 2] 3] 15 106,009,000
SHEE Y3 2,072 135,933,648

A 1,010 241,539,850

2015 AFAE 3 26 172,441,000
SHEE 3 984 69,098,850

) A 4,323 936,750,298
(2015 10€ AFAE 23 66 507,150,000
< FA) SAEH 3] 4,257 429,600,298

gl

A AFA NEAE.

AFA 52 Ay BA 22335 53t A5 ARSAA AFH A
22 W8& ABEE FE 3-0O9 2k <FE - BE upep Zol,
20159 109 = A FAH AMulA AF ASFe 81,9277A0|H, AuHlA=
29,99971(36.6%)°]1 A EY3E F3td 1ejal 51,9287(63.4%)°] +HEF
935 Foted AFHUS AFTH AR W& HAHEYH, SFAY

56,38971(68.8%), A571F 9,08971(11.1%), A7}&-AF 6,98771(8.5%), =3}
A A 6,0477(7.4%), BEEH3N A 34150(4.2%)S.2 EFA U] 68.8%F
AAs A e Ao ® UEEt 39, o3 AHl: Alge s 2o
gl A <3 3-50 A9 o] AFHE A&

o2
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=g | REE| EF AE A7F | &34
A= H o] 3] °T | " | ALY 7] 5 A | AXE
al al al al al al
Al 19,289 637 | 16,878 857 917 -
2012 A E 23 3,362 - 3,362 - - -
SHEEYS | 15,927 637 | 13,516 857 917 -
Al 18,675 703 | 11,835 | 1,193 | 4,944 -
2013 RAEEE] 7,859 56 2,881 725 | 4,197 -
SH5Ee3 | 10,816 647 8,954 468 747 -
Al 20,881 | 1,327 | 14,997 | 4,006 551 -
2014 A E 2] 3] 6,387 40 | 5,153 | 1,694 - -
S$HAEH3 | 13,994 | 1,287 9,844 | 2,312 551 -
Al 23,082 748 | 12,679 | 3,033 575 | 6,047
2015 A3 2] 3] 11,891 56 4,702 | 1,599 7 | 5,527
SHEdE 3 | 11,191 692 | 7,977 | 1,434 568 520
- Al 81,927 | 3,415 | 56,389 | 9,089 | 6,987 | 6,047
1022 A g 2] 3 29,999 152 | 16,098 | 4,018 | 4,204 | 5,527
= sHEdos | 51,928 | 3,263 | 40,291 | 5,071 | 2,783 520
3 IFA YREAE.

< 3-50 [EL A

AZH AL

A% & 0] 3 A A% A=A ()
Al 246 125,714,726
20123 AFAE 2 3] 11 96,900,000
SHAEHE 235 28,814,726
Al 353 152,977,441
20134 AFA 2 3] 18 107,556,080
+H Y3 335 45,421,361
Al 525 239,407,775
20143 FA 23] 53 179,235,920
+HEH 3 472 60,171,855
Al 403 155,531,352
2015 FA 3 2 3] 59 106,973,610
THEH 3 344 48,557,742
_ Al 1,527 673,631,294
(JQLD FEREE 141 490,665,610
SHEEY 1,386 182,965,684
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<E 4-2> L& Ay BEAAME2Y AA FFEd i@ B €

A=y B4 (KRR

aLE
A | Alpha
AMH| 2~ ok AR AT E AT 0.572 0.413
AMH| 2= oFERg YRR o] Fol X 0.738 0.741
Al 1e F YT 0.833 0.790|0.831
MH| 25 W2 - A gho] Folxint 0.670 0.587
MH| e ZdE Fobd Zlolt 0.669 0.648
jiﬁ}%ol A7 S AT A1 0.6020.490
AB) 2 o]& Azl 7HHE AT 0.887(0.849
AgE MUl A2 vz deFct 0.711]0.648| V743
o] &A}Ere =A] sl AE Tt 0.609(0.697
o] Enk A2 SA] S A HA Y 0.715[0.718
A Al= 2 AE 3 o o] ukgko) 0.693 0.714
BARAE A QA o] AR 0.835 0.880
AL Bl A3 Aol 0.723 0.777]0.900
AR e dEA Aol AJT 0.823 0.812
AR e dErlse] AJH (0.871 0.836
AR e SE3] oldls] Tt 0.596 0.748
EA}XM istel uf whgo] WS 0.667 0.677
Haab= U Ao s gis ot 0.579 0.722| 0861
B bl Aol BEA = Ale st 0.853 0.795
B} AMERY O 7k 0.802 0.694
362 (Eigen Values) 4.097(3.783|3.289(3.068
Arg FA4H%) 20.48(18.91(16.45|15.34
4 A %) 20.48(39.40(55.84|71.18
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<E 4-3> BB AP B i) il Bk Ry R AR BAeREEAD

g} Qo1 %_51%"‘3 Cronbach's
FAA Alpha
B2 A H] 220 RESET) 0.794 | 0.631
B2 M| 2= 71t ool vt 0.848 | 0.718
B2 M| 2= 7 olst itk 0.737 | 0.544 0.849

& A BEAMHIAE FHe A | 0.731 | 0.534

BEAMH| 25 ARE A4 o 0.594 | 0.353
%] (Eigen Values) 2.781
Arg 4 %) 55.62
4 %) 55.62
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CAFA 32 SWE AFA F RS A, BAANA

=k
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M| ~g W & A go] Folxlth |0.671 0.568
MH| e Zd4E Fobd Flolt 0.628 0.584
o0 A3
giﬁfﬁ A7 B3-S AT AR 0.387 | 0.566
A2 o] g M= et 0.717{0.650
AzE A 2g vl LeFck 0.659 | 0.615 | -83°
o] & pabae SA] S AE Ak 0.70910.747
o] Bk Al SA] A E AT 0.711]0.755
AR 1A star of of gtk 0.490 0.611
AR A o] AT 0.626 0.709
VARl HlEE g ATt 0.685 0.737|0.899
BAAE S s A Aol ATk 0.754 0.780
A s AEvIE] AT 0.761 0.739
E?}X}—t— s S538 olsfal +3U 0.578 0.655
X Sl a)- o Hols
%gx}q R R 0.696 0.712
i/\}x}t e Axoz g F 0.671 0.709 | 0.858
B ol A" AL Alo]l
;}AWQ} MAA FAE e 33 0.775 0.696
HAA 7 VSR ZhbE T 0.720 0.656
5% (Eigen Values) 3.869 [3.464 | 3.333|2.862
Arg 4 %) 19.35|17.32|16.67 | 14.31
A %) 19.35|36.67 | 53.33 | 67.64
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ABSTRACT

The Effect of Quality of Welfare Services titled fGood

World;y in Jinju City on Beneficiary’ Satisfaction

Lee, Chang—Hee
Major in Public Policy
Dept. of Public Administration

Graduate School, Hansung University

The purpose of this study was to examine whether it would be
valid and reliable to evaluate local social welfare services by
SERVQUAL and to investigate the relationship between the quality of
social welfare services provided by a local government and the
beneficiary’ satisfaction. The SERVQUAL is the most widely used
method to evaluate the quality of services in business administration.

It's specifically meant to analyze whether there were any
differences according to their sociodemographic characteristics in
beneficiary’ satisfaction of welfare services titled "Good World", and
also whether the quality of social welfare services affected
beneficiary’ satisfaction of welfare services titled "Good World" and
what factors primarily determined beneficiary’ satisfaction of welfare
services titled "Good World".

The subjects in this study were 537 beneficiary of welfare
services titled "Good World" who have resided in Jinju—city. The
selected control variables were sociodemographic characteristics that
were gender, age, academic credential, administrative district, the

form of residence, health status. The selected independent variables
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as the quality of welfare services titled "Good World" were reliability,
responsiveness, assurance and empathy among the PZB's five
dimensions of the quality of service that were tangibility, reliability,
responsiveness, assurance and empathy. The four selected independent
variables as the quality of welfare services titled "Good World"
seemed to be appropriate for the evaluation of the quality of welfare
services titled "Good World". and each dimension consisted of five
items. The dependent variable was beneficiary’ satisfaction of welfare
services titled "Good World".

Whether it would be valid and reliable to evaluate the four
dimensions of the quality of welfare services titled "Good World" and
beneficiary’ satisfaction by adapting the SERVQUAL as a measurement
scale was analyzed, As a result, the Cronbach’ alpha coefficients of it
about the quality of welfare services titled "Good World" was 0.865
in reliability; 0.835 in responsiveness; 0.899 in assurance; and 0.858
in empathy. In beneficiary’ satisfaction level of welfare services titled
"Good World", the Cronbach’ alpha coefficient of it was 0.755.
Therefore the wvalidity and reliability of the instrument were
guaranteed, and it's ascertained that the SERUVQUAL could be
adapted as a measurement scale.

The findings of the study were as follows:

First, beneficiaries of welfare services titled "Good World" were
identified as vulnerable female, the elderly, the low educated,
dong—unit residents, house residents including self—inhabited dwelling,
hierarchy needed health care and medical treatment.

Second, quality of welfare services titled "Good World" measured
by 5 Likert scale were revealed as assurance was 4.12 on the top,
reliability was 4.10, empathy was 3.88, responsiveness was 3.83 in
the order, and also beneficiary’ satisfaction of welfare services titled

"Good World" measured by 5 Likert scale was 3.98.
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Third, as a result of analyzing whether the sociodemographic
characteristics made any differences to beneficiary’ satisfaction of
welfare services titled "Good World", there was only difference in
that regard according to the form of residence among the
sociodemographic characteristics.

Fourth, as a result by adapting a hierarchial regression analysis
to see whether the quality of welfare services titled "Good World"
effects beneficiary’ satisfaction of welfare services titled "Good
World", In case of the Model 1 adapting by the sociodemographic
characteristics, the sociodemographic  characteristics effected
insignificantly to beneficiary’ satisfaction of welfare services titled
"Good World" and the explainability of it was 1.5 percent. But, in
case of the Model 2 adapting by the quality of welfare services titled
"Good World", The quality of welfare services titled "Good World"
effected significantly to beneficiary’ satisfaction of welfare services
titled "Good World". Whenever the quality of welfare services titled
"Good World" was higher, beneficiary’ satisfaction of welfare services
titled "Good World" was greater, and the explainability of it was 49.0

percent.

KEYWORD : SERVQUAL, Welfare Services titled "Good World",
Quality of Welfare Services titled "Good World", Beneficiary’
Satisfaction of Welfare Services titled "Good World".
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