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ZHtHFuture Horizon, 2020). 21949 Z2W7F A7|StEHA oA WC(With
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2.1 Z24Y419(COVID-19) " 9x|d9] /g @ o]&

F2H-19(COVID)+= S= FHIo|GHMIAd @B IA 20199 12€
A et EF PR o] TS 26 7ol I HE LS
2 Eyfloy, Ay ER Ame] oot =& F=uHbo|HAd
-19 e IRY-19(=E oW g2 COVID-192 A4 94 At
(HAd, 2020). ‘CO’'= FZWH(corona), VI'E Hio|yA(virus), D= AH
(disease), ‘19°= A5 oH Hi¥ 201992 Qu|stti(AHaAe|2E F21}

-19, 2020). SARS-CoV-2 Zgo=z 9ldl 57 £35S o, HIA

2 A ¥H2 SARS-CoV-2 oltt. ¥4 #d™ 5, 41 Zt=v U07.19]

FHehs A8 fAbstu
= ¥XE st 2E71dS & 4F2 ARANE YE
o1 SteHE SR, 2020). AHA(SARS)SF w2

(MERS)&= th#2 22k Aup7t el 2olld 2oy, Z21H19= @
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2.3.1 MH|2EEe] 7id

& ol A d 71 Hi71d

T FA7|GTE] AR o] dobdr] Sl AEEFE Skl ik AHIA
4 7149 Aot nATSo| A4 JFeclor dHAWA B A
TFAECl] ol &t AFTF o]FolX A jlow 1 FohE FE AHAFE
o] F48R%S ¥stedl k8¥S stlem SR FHe £ ATE
Z1egs) gkar /\W]i%;él% AE|A Fofoll A FUA AFEIL =05 E= tiE
2 Jfgolat & 4 AtHCronin & Shemwell, 2000). EZolzgt WA =of 9l
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ol 47kx]  71EZAH AR KA Ytk 51993 (Parasuraman,
E 2
E

M|~ EA W&
AEA] wajje} ARgEA] ke AElAk BT ARMAgY 9,
(perishability) Moz Bys o 4 gith
o134 i 947t we wob AuaEde] meA ghow] W
(heterogeneity) =4 g4yt wonzg qAsS St BEESH A4S gl
94 Au|2o] e AAE AB|HoR BAY 9 £ glon
(intangibilit) AE|AZE of®E ZR1Z] FHA O x 4TS o=,
w4 AL, S, 2EZE & oA FAll Loyt AB|A7E
k - b'ci' ) AR Au| s FgFoll Ftsfiob gt
WSCPATRENT ] 290 A @AMl Brbs st

=2 oA, 2HoH2006), “ot= 719 MHIAEE BUHAIE M

AElAE T FR7E IRt 559 AHA eE o]@AHQl a4vt E

A B oty esdele AdEEH HAor|e BT @A Mze F

Wolzz] Bahn oloh(Eael, 2010). A AH|AEAL w7o] 27behe
olv], Ay FHE IEete Z Qo] 1A YAolN 74" FA
(Perceived Quality)ol2h= 7Hdo] &7 o]-g=ofof Sheh(Fg+t, 2014). 1
ng Aus 242 Moz Aozt AN ofujrssty] wie] FA
= olHgt AlZoRr HEtE =X wet &, 54 AAo By HIEH
et gEtaw T AHARES o]gske AREEe] wret F@El ojnrt 7

steg Aol oAl tt(Michael & Gummensson, 1996). AJH|A
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2o diste] o7 skaso] Aot g= the (FE 2-4H e Zo] A= 3t
it
(& 2-4) AEl2ERe i A
st 2} W &
Bitner(1990) Au| o] et At Bk Bl grhetal 4o
Castlebrry & Mclntyre Au| a0 ©2mT Awo] Tt AT
(1993)
| AWl 87, Al AET Ads A A 247}
Rust & Oliver(1994) Sl AEelhT Aol
Cromin & Shemwell | iy qjo] sy7) 7w wolHe g Ay
(2000)
s 2Ase] ZARel] EAL e BAA, 2AA
FUACOD | Grgro) grep 4ol distel el A A%t
fa Auls gD A9 AT o|mE =
BARQO0D | FASEAsh ANAEIGS] AN Fe
o) 7ol chetel gol AL AN che A%
2o Auls AETY Fe Ads Afeni
AeRelgE 2007 | A7 Aol Qeht B cheE Wl o
@ A7
7o) erste] ke Aulzel dhefel 179 7o
24501 |9 Adz ABHOIW Azl g w0l A2kl
2 gl A RE Esiel e A
Aulse] AP ne] Auls FPUOLR
SelA(018) | A7) Aol ekt 3R che-E skl o
@ A7

AU 2o Pk AFE 19809 o]F o] HmA fRe SR
A5 AFsHe SAE ARoloA THE Fath TUARR o
g Mda oy g7t ok AHAELE
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+ TRk B2 ojdo] glow AMHAZFHL 170 wES FIA = A
o7 A7t FHojA JQokEHS, 1977). HA-&41(2009)2 oo AbE
(statde of servant)S 2Ju|5}= servitudeo|A] AH]|AR HslEo] ko of7]
A Al A "eEeke e AoR AdlolA st BAFE oulsHAl Hu A
H| A= Aol a5sf

uls

AdA, 2010). Parasuraman,
Zeithaml and Berry(1985)2] AdiAtollA 775 SERVQUAL E32 AfH]|
2ol Helste] 1A o] grbtolu; Eiegtal ofu|shHA] 7o AH|Aof I
ZIiet MH|AE 2 & WS A Ze] Zfolr AMu|Agde SHch= W
He ool stAtHEES, 2017). SERVQUAL2 Oliver(1980)7F 1174yt
= Aol AAIGE Z1H 83 24 Bl o]24 Zuhe Fil, MH|AEA
B7b RS A Mulagd 54 =0l (Gronroos, 1984) A{H|2A uf
AL Zoblld 7H 2 WA A8He Ity SATFolrh(H25, 2009).

=
22 SERVQUAL A4S (H2-5 02 #Hestgrt.

iy

E 2-5) SERVQUAL 484

2 ¢ SERVQUAL

S34 222 A4, A, 2QY, AAEE ARUAA A7 59 9
A=A of&E AHIAS Aol WSAAHA £T 4 Y= 5
Hh-g- A M)A A2 A&E g A 58

SHA1A ZA999] 24 9@ F& A9l hFAS SEAT|E S5
[ VAEA F QA BT} osfstels Ho] folAut 2u}
e e 2 ARYAolAd 23

=72 1 Oliver(1980). A cognitive of the antecedents and consequencs of
satisfaction decisios. A 1-&
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B AZ Dol QI AMulA fFo] 1A J|iet duht & AA|she

7ol Azt AolstdtH(Lewis & Booms, 1983). 7]&4
ABIARRE AA] w2 Zof fitt 45 Yu|sta 7)F
At oA arZlo] AH|A g 9 Auts AR whe
ouising FHATAN APATE FHete] AuAEY

(o]

2]

24T 7%, HEet A%, HIAT 94, AT we,

AgA 9l 671AE AASFIATHGronroos, 1990). Gronroos®] 4

H99lS the (E 2-6)7} o] Aelshalnt

® 2-6) Gronroos®] AH|AZFAS A4 Qg 9l

o
i

_’ﬂx
e
o,
EL
re
4 B

FAA L =242

& ~
of Wag 71&v AN WA AL Yok 1
[e]

50 A

gmor g | SAHEC] AAHOIL obf Hstey wAe) A7 FANA
’ of W ge TS 71ge] Foh 2AEC] LAle A
Az 7)Ee] gixeh Aulaggat, $9Y, 2940 2 &
gaam sy | A ol BE PSP 4 el Fshn 2 EEA),
USRS el e weh 28ET QQEXel sl 2ol Lk
7l
ol FHANE FUL, AuLFFASE FIAA Fol of
AT B | £& o712 g3 nAe] dg e sP $deR Aua
ek 2ol tig 229 At A,
S 27 Bte] dfste] AulAFEAe] ZAHo|L FEAHoR
e weshe S et Hste] 1] LT gk A
MelaE 29t FEshe AE AFEE & L, A
mpa ags | LN sl 2] ol onel nAw quIAgFAe] of
- of Al ggdo] Aitet A E BE dehdcta 12jo] 1
=

=2 : Gronroos. (1990). Sevice Management and Marketing Moments of
Truth in Service Competition MA : Lexington Books, pp. 47. =

A7,
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OFA A1 (2003)
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e i e o R =

At G

3 A

Wit o

=

of

a AGCEAI,

S}
=

oA et

s

A eI, Al T8

Bl

2017).

LESSEE e

S}
=

A7) S8 e FRetel, g 43

SfjoF

Al
A

th(a23]7g, 2002). Kahn(1987)2 &

5

As 19

1TAA, 280 EF35t v

©

olzti A&

Fm7 9](2012)2 4

2007).
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2 Yeha gt

o

A1, 2017). wabA] o Z=o] o}
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252 W% o] MAAT

o
= 7P WA AR HdeH, HrtEe Advw, Ao, Al

I APATE vigoR ATH vlivel DASo] thFge Ll Awew

dolstATH(RHE 5, 2001; olsiFdF=, 2002). Meyer & Conklin(1998)
2 A HER 9FE FE 8dozE ATHE R ook, 249
4, 7ItEs t7] 2 AYERIdA Hoxes AE wRe] wfjEgido] @2
AFS A= Wy BAST 9lom, Meyer(2000)= Z5tnw 9 sh3
S AYEC] FAlo| et ThSkof tigh AtollA AlFEE Hel A4

e

Zofot= W77t ZEojoF st AT+ wlwrt ettt A2
5 A4 =S 7Y ZA FdFe wAL =

2007). Olivia, Connelly, Connelly & Capra(2006)=
St A4EA Hrtoll diste] 1996 AKE 20014 Atole]

ol 2,3478 9] gaE didez dFskdedl, 2 23 S48 L ghE
V= e gae vl HP, B &, 1719 AHdle B4, 2k, T
2 Zatal 9]l lek(F<H], 2007).
2.6 3279 /Mg # ol&
2.6.1 A2 74

A AR @AM A A4 Fadt FiEe AL
o, 53] tofet AAEet Bttt 22H, oA SR AVIRE AHSSte
e e 2ASe] 24 ST AMuaE Y dEA|o] masts
A7t B71 diel A2 tidEs] F8% g4olti(ME], 2012). e
dA2EFe Fadolt AF AVIwet dFe A2 28 = U
of A<, IPal AU Aere] Zan o shgAd7bA o] AAde Eekett
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(MFe 2017). ES HEALS SERVQUALPJ AT o2 AH|AAFA O]

9 %EW FHE SAS] A FA Hxo HAEARY &of ZgEo] ¢

O (Parasuraman et al., 1988), TAFA A 1AES Hdt&Ql S =

Hol= "Wt 7o s HEAAHS wadAR Aoty JQar(eHE<, 2007) H
T];_L A

Ao = ujbo|} €]

=

o] 7AREA) ofdA, H4TIE FATA, S5t
F RESO] YA, Ke71Be] HAXE A S Auls ALE o

= 1~ 1o 1—
EAS XA 7Y GFE v Aot (E9Al, 2004).

2.6.2 A7 AFAF

Gardner®} Siomkos(1985)= HHIL 2]2gt npute, 2223 FAAY]
FUET 22 845 AFSE HEY om|A] ZAtollA E2A 2ol A7t
T HEO] AR it A Bt Fa% dvbdol Sl skl
(74, 2004). W3t it Mu|AREAS] H=g AAstr] {13 AAFA
Aol Ay &3 A BHE Fa% S0 AT MRkA Hu

o] QFUES  AAFTHDabholkar, 1996). Elder, Sallis, Zive, Hoy,
McKenzie, Nader & Berry(1999)&= ul=ruf 1y} WA|F A Fo|RIZ}=2]
HAaEd AEEAdel diste] At Ay, 3540 R HAERI]

Vg A=, 59 7HSel A dAERE AdEste H¢
A Ego] FAdof st, FIg E97]oA AAE o Sl HAER
% AYgEgdos mofsty Qlvhe M2 flAERSY] HA4Y 9 E9717t

e FRT 9908 AT AL uATT SAHEEE, 2007).



wel el distel 2A AT i ol AE S SEL shusty 9
gloit, ditm FAYA A9 WE W FA, 2dsAee e AR ARG
o BAR] el gloky Weln ek@EA - olgul - FalAt - 4
A - ERS - B, 2005). BY BA AuAY EASH FAM Y
AHE B4 249 Sigolt Aleh el FAMT 2L T B

=
ro

4qe) 5ol weby ot

=
ﬁll
rr
Sl
o
ku
X
o,
v
E
30,
I
57
ne
2
N
(@)
o
£

2.7 13 SVC

2.7.1 94 svVCel g

AHl~ 74 a4dd Fad 94 SVCE 1T AHA AEAe 3%
She BAgelA olRolAe AHlso] FAR FAAY B, dEY 82, 1
A, oA} AL Foln|, Wrjglo] 1A WelB SIshA AFsHE 48] A,

el Faet kg, 7Y 22 thedet FE AL EehEni(

e

SHAl - AT - o]87], 2005). AH|AE= AAT AH|AS AT AEZS
21 AAst=d] A7 8-S o]z gkon olof it AR Aol AW
7190 gt $AE7 o Eobdth(Liao & Ma, 2009). o549 AH|AES]
iheg A7) 9% dEros 4vAE % Sug dd, SYde Aus
T GAAQ VEE FasiAu Avztete] 72 GoigAel WAl 7]
gt A2 E Aot Ao] FolHtE Fasttty 51tk (Napoli, Delaporte
& Beverlan, 2016). Au]A AZzte] AAA | gt TA 2z+e Au|AZA
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o T3 244 gflor T Aula Fdste] 27t AR e A
Bl AB|AE HiAlSt S Hdoz tistal uhgoA fEues Tt A
HIAE AlFolA keEdiol dt(dele - HMd4f, 2013). I3R=2 AMH]A
88e AXA SHelA LAS ofsfistal wizshAl Hud 142 44
= T Al didt o] Fobd Zoln FAY wsS Dd] A
QN mla, AlLFo], AT 59 e SUTS Fxd= A=y &7

AAe] wg, 1ol olag 4 Qi dolAg, A A wAT S,
AT AE2AIE, $EAT A 5o PARCHARS, 1977). HiiR
AgAul2atge] TF4Ee] AuAg AT o

=
BANA +91E A AsiME I Ao 4 =3 MuaEde A
5]

of st Ao oA 7] QAT 7P oAl Mo YrPEHH T AB|AF
Aol ng3te] Ul st} ABIAZEE FHaAs FoA F SVC 4o
984S E9] Zx st¥th.(Hart & Casserly, 1985). 14SVC &4 9

2
M| AEYY vastel A, SEuE

o
filo
ro
2
i

2
X

2 HAAMu| 2ol A, qroF AH| AR FAE A
VAT AH|AZ|HIE 1S Qlote] AHAQ] S WAL F Sk
= WS, A7 oW FHof offte ghgle ZAE FHIHE 17
2 s 9@ But oflet s 314 Rk xafiohA E Aolal 34
& AFshe AulAAgAre] o1 SVCrE AojEw 1A 7S FZAA
F2] B8k Zol7] wjiEolth(Mill, 1986). th& <(HE2-8)= ¢4 SVC AAA
o] 7HdS Aesklet
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(Watters et al., 2003) g4lo] et H£EE =Y = UES Ao

9T T4 AAE AT AP dste] AFEE Axje] T BEA

wgot Wl nAe B4 Aulzel dF BEES B & YRS A

Sz ARUAClAdshs 588 45 she Aol Fasity
A

AFA Au] 2o

i)
e
W,
2
X,
flo
ol HJIO
o,
rlol
2
ifZ
N
du
)
é

b
ok 2 1

ZHesitt= A2 9| th(F<&H], 2007). Dube, Trudeau, &
Belanger(1994)= WA Alg=+= A

e 3
B, AZ AT AEls AR, SALE, WikE AgsHs
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2.8 =234 &%

2.8.1 294 &4 74

e B84 mAS L AVl AUl Arelnekn el

a7 ASlH, Aedd 7 A gew Aol BEl BelH $7o]
ek3 o] s1erhBimer, 1992). Bel4 @7olet AulA AT AES A
Ak TRroRA tRE] A Auls agdolt ;o] AuAS G5

=
A Aolohe Aam(dela, 2007) AulA7t AgED g 2
zagol dofb 1914 TAL olu@ekBimer, 1992). 9]

N
4
o

)

o] A 441 €]
=24 A2 dAE Zok av[Are] AQVd= 295 Hal, & FrisHA
2 AFY F2Y ML aEs 5 7FssH s, gl Ee e
Aqtads Bolgd ¢ 3o e Fast airt @ o Aoz, 2010).
oA E24 Aels g digt ofnje AAREY} Rl FF2
A= 8% W2 AAZ]L QJ oW (Bitner, 1992; Wakefield & Blodgett,
1996; =A4Hl, 1995; #HdA - F3FX, 1997) Kotler(1973)= =94 52
22l 2oty BES skgon] 7 Az §7 2719 A4sg g
She Aolehn AWeldl A7el FHeczE sfje 1A, A% ST 5
o] Slovl, A7te] FHaceE 2%, A, 27, Fep} mekEs, 7o
FAR4L WAlet A4g So] REEInT AT mAses Z7te] 74
ast BEde AR £ So| T sigth PeE(1997)L Zald
WA AHIAE AT Jel AHAS AT fig Aus Aol
A AuAZ W) Sia ) Folels Fawn Aoleldn 2aH @
7ol ofBA AAE =t wet I MujAart 524 24 oA #5o] ©
ol SAEHAY JAE 4 o, 1A FHLO| F2o] G HAA
Au ofged = A F A" 32 2 A= Fejet AHao) F
e, TULAMM= U=LER MHl2e Fede sHA sh7] wiEel2tal SH
CHEAS, 2010). w=bd ABls 7149 E9]4 &2 7] AZp2el |
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=4, v oA,
Aol "iet 7l

&4 Eao| BEe

[o 2R LLE. w

j= e}

Likert AEE&

A B (& 429
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3A4, AASVC, FeHBH, AuAE,

A 4= st Ve
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Wi chry

T2 3.69(FEFHA} 0.73)2 YEergon, AL Ho 3.90(F=FHAF 0.74)
o|let. IASVCE B2 3.97(FEHA 0.7D)0]% e, EeAetE o] B+
< 3.98(FEFHAL 0.64H)= UERT AHIAEE HA| BEa> 3.87(FFHA
0.60), I AW 3 81(HEHA 0.74), L= 3.69(E=FHA} 0.83)2 LEF
wet.

e AESH] sl Ak, AEE HESIIH. A=(skewness)= 23
FAE FAHCE HS o #FeE AeAe AE SAT #dox, & A9
Hee —.38844] L016AF0]9] #Ee ZHeth

Ak (kurtosis)= =EZTAS WEGF A B Uee ez, 2 A9
A= - 181004 925 Atelo] s 7Hth i B M=ol F3x7F —2~+42
Arolo] Fh& YUEhH dRtAor "HHEEE o|Fi Qlvtal B7] oo &
AFe FaHgo ditt A4S FHsHAT Y & 4 Stk

(# 4-2) Fadso] ggt 7]&5A4(0=301)

Ehs B TERA} 9= A

=4 F4 3.83 0.65 -.060 677

A | e 3.69 0.73 -.077 -.002
H] 4487 3.90 0.74 -.259 -.066
§ Q1ZSVC 3.97 0.71 -.388 253
Z =223 3.98 0.64 -.290 .895
*12%%)@ 3.87 0.60 016 925

L ) = 3.81 0.74 -.184 126
FHE 3.69 0.83 -.260 -.181
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B 4-3) AH|AEZ Qoliay
S sl 29l A 74| |Cronbach’
o e 1121 31 4 5 |[((FAHHlE) sa
1. 4] Tre] z3p} £t 125(.429|.177|.595| 264

2. A9 g2 FEsi 2211 .111|.262|.745] .153
o1(3. &49] L7} gt .198].104.304|.661| .220 | 353 -
B4, 84l9] glgto] Zo} Halt}, 234/ .481| 202| .566| .155 |(14.126%)

5. Sl At YAt AlTE. 312(.384/.133| .641| .036

6. SAJe] AlMgH AAE7} ARG, .356|.282(.190|.598| .202
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> 7 mE AR ATHARRIED 5| 666 228 252|285
”ﬂﬂ; 7} AlsH. 3655 -
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S [2. Z999] w2 ujalo] o]Foj7ict, 295(.217|.254|.267| .705 | 266 -
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Flp) 181.543""
R 869
R? 755
adj. R* 751

Tp<001, Tpol

_60_



4.5.2 Hu|AZAo] FAL | H]Fe o

08.‘-‘4

E3d4de HESH] st BAFEEAIS(VIE:  variable inflation
factor)®t FZH(tolerance)oll thoto] HAmESITE UREAQl AHS BAMIZA S
7} 100142 YetliAY 327F 0150 2to | gE34d4de 417 ol

st "oy 2 Ao 24 A% W59 VIFRZ 2% 10 o|shE WE
WAL, A= 0.1En 27 Yeigr] "] uEsidde] wAls 2ASHA
U= AoZ E 4 9low, Durben-Watson A|47F 1.9930]8.2 27|43
glo] =H2Ql Aor Yeht
AP (RS 62.6%% UEHH. 242 AARE A3 ®y Fgto] 98.711
Al Aoz FAHHSeH AR [Foft ARG Aer AU
Aul2aEdo] 4 J

i

5 4 )
5 AASVC(£=.206, p<OD= o

EATAH (=146, p 05% BAHCE {9
Aoz EAFIH. Mulagde] 24

o,
o
nﬁ
o

i

I8 ot AulzEde] SAEA,
Belzagol FHE] H(+) 9T nlA:
AN

4 3 SAEA(=311, pC00Do] FHES] BAMCR folg

=4 4 ()]
V= M 2A nAE Aer Z2AEAH.

_61_



(E 4-8) AH]

o — N |Oo| V| wn
o O | N | O | 0| —
| > QAN | XN N
o NN | N[N
70
Y
T N |o| x| o
Ho | X <t |laoa|ln|o| XN
Ho | a|@aloa
nlolo|lalalo
Ql = | @ || | O | —
Sle|e|x|<e|<e
o |¥ % ol
»  |x | D |*
A R R Rk
N [ N DR
AR P PRt
el “ SRR
o)
1o
~
— | O O | \O
8o —~ T33O
N RIS
o~ |||,
b | > OO~ | >
Lo Ie|elele
<t 13%)
< | o ol o
@) —
o | = < | ©
N SRR RS
el ‘0
= | X Cﬁ
ZEk.Jv N
~~ 0 | "0 1_
ol AR A Y P PR
T KN Rl R e o P ey
(O_DL_H_XOnO'L‘a <
&y il

4-959} 2t

AL
__OO

o
= =
aw S
T —_
o
nMO
) o
XA | =
X (e}
1010 <
—
518
RS
*5
35 N | N | —
el lels gl
R
_%%
80 o
7
H| x S
N |~
(918
<
S| o
BWW
~ N %
o AE R . y:
| R s
B o | NG SIS

"p.001

_62_



o] 76.2%% Aoz Uehton 3An

a7y

o

957.605, p<.001).

AcHEF

/_\jl
873, pL 002 FAE

il d

ol

ﬂo
7o

Tod

(4

A= 91

o
—

olo] wat 714 3

454 WiHEdR 25

to] Baron¥} Kenny(1986) ASH A&

S

%2 9

170 &t

u

A

A

2 AFolA

1}

shdch. WA o)

25

A

St

@ 29A1°] p(HEDFC] 3TAS] p(HEDGE T #oF

tch 71 A3t VIF A4 25 10ETh 2o

[}

tod BEsdds dE

S

71 )

= Aoz Yelgrom, Durben—Wstson

_63_



A|47F 1.8860014 2.0190]22 27|14 glo]l =H

webs] F4957} APkl glo] 59

<

k. Durben—Wstson ]

o2 et wian 4% A4S
0~4 Atol9] glo] Lhem|, 20] 7S4S 2p7lgato] glo] Eelw,

A

L)
1—

Helow 2HA oA

Sh= 1A A

[¢)

e E A4

uid

A
K-

o

ﬁo
7o

—_
__01_

2

725, p<.001)°]

SAEA(S

Tho] mpAer ARl 3A o A]

s

il 7H
084, p».05 m|H|=

= %

= (,£=.806, p<.001)°] ]z

A

g

=
=

|

o

<

il

5171

°

o] 7y

L SEO =]
e g 24

A

oz YeRyt o™ Durben—Wstson

A147F 2.011004 2.0410]22 27|14 glo]l 5d

2 e F4w] o
whebq E5HSTH A7) glo] E4

=
=

]_
1A o A

Z
=

sttt 11 Ad VIF A4¢e BF 10Hth Zfou

-
[e]

E

S
-

o

°

A, wirctde]l 1A
A4

7 &=
718, p{.001)0] 174w

Al mlFTEd (s

=
boi of

Sl A

_OA

(5
Al
K-

o

T0°
7o

oA

i

699, p<.001)0]

spe] uhajet ghAel 3ekAef
— 64 —

g

i 7

Upepitet



FE Fol mAEIrt Qe ASR YergTh 3EA A wFohFAd (£=.149,
p<00DS Fostgom BEIE FHAST7E 224 69904 3TA 1492
Zaohs Aoz yeht IATEL yiRopkgo] IAFAHT u|x]= I

of P2 wifste Ao EAH

A F&047 A7)l glo] Yol

Ao eht ot A5 AAS

mAERE AAS

p<.00De] uATZ] [ogt JF 1=
2274(g=.616, p00D)o] 1AZFAHE FFt FF& T+ A2 A
At = FZAAo] E24E IASFA T FAAHA Aor Lehgtt

=-.001, p>.05)°l mA= Fgol TAHLE fFofstA] ¢b2 Aom ZAEI
]

ou] sl

r
k]
=
rlj
I
e
ofN
b

r rk
S
o,

2 ol
)
hl
N
oo
g
“UJ
o)
N
<
-

A, Q1ASVCrE DANES mji/jg uAEA L] nie e EAlst
7] §Jste] oSS HESHTE I A VIF A5 2% 10Ht 2o
o2 SgHsy 7ho] gaadde gle Aoz YER o, Durben—Wstson

W SYwsTt BEFA4e] gt 2o veht,



JIASVC(»

E

s
=

764, p{.001)7F SAE
of A AHSVC(»L

|
Nk
o
0°
B0
Tod
T
o

687, pl.001)o] TAZAE

Q1ZISVC7}

. =

TR

xr

o T

<
g

ZSVCe}t A

|

o

|

o

s
sgus

izl kel mpAjel gARl 3TA o A

=

2 ore Zoz BAEY

= (£=.836, p<.001)o] m]

9

o

T

q

A
o

o] FAHLR

&

I}

AL 9

048, p>.05)°] u
SAFA o] MU AEE T AHSVC SAE Atolo] TATFo] LHHujAp

B

7T
T

s

mju
=
__Q..._

3

-

o

9ok 1 A3 VIF A4 2% 10Kt

[e)

E

1A o A

]_

AlA =2 A7 (£=.646, p<.001)°]

-

3}

[¢)

A4

Holeh. Wb E&E5T 214

o e

Durben—-Wstson A]4=7F 1.9149)A4 2.027°]E2 z7|AFH glo] =7
748, p<.001)e] TAY

W
Al
K-

o

ﬁo
o

oA

i

N|r

B
7T

juld

T (£=.884, p<.001)°] m]

_66_

Z(4=-.015, p>.05)°l HA|&=



apzjato 2 2 AStofA= Beron & Kenny ol s wj7jaxte] thst
o] BASE o]F Sobel testE AAISFAT
o] 9I5te] Beron & Kennyo] 1@A]CIA S@¥HL7E vf7fSo] vl2]= <
ol digt H®EES} IAAT} BEAE B85t o™ 3dA A wAH
7t 5L uAl= ] tigt HEES FJAASTY BELAFE o]
sto] z BAFE AAESkitt. 11 At o] z ol EFEAFRREE h=2RE 4
tigtol 1.96 o]/FQl A wiZlaxrt ok AFoh=dl 2 AFolA S4F
Ao] A z o] 13.738=2 AHEHoH o
= AEE] Wi ETE Sl AE o1 5 QU
o2 HAA9] 2 grol 13.486, A
z %ol 14.2082 At=X|o] o7 g atr

_H
;O
rr
N
filo
Ik
o,
_0|L

At
i)

_67_



HE 4-10) i ET BA

=4 | WA | 2% mzo | 2

W | Wk | ws A g | | P | R
1(=H—u7H) 195 22.636 | .000 | .632

KeWN|

=z 7 o 2E4E—-35) 725 18.190 | .000 | 525

@d | W= | TOF

3(EW—-F%) | 084 | 1.820 | .070
mi7H) 765

3 - .806 17.411 | .000

1(5H—uf7}) 718 17.835 | .000 | .515

|7
ThoFA ks ) 25H—F%) .699 16.891 | .000 | .488
T ]

3E=R-5%) | 149 | 3747 | 000
7)) 173

3 —FZ) 766 19.315 | .000

1(=-H—m7h) 106 17.241 | .000 | .499

347 s 2E9—%%) | 616 | 13.521 | .000 | .379

gk x| 88E

o 7H) o 3(EE—-FH) | -.001 | -.019 | .985
762

(A —FZ) 873 21.891 | .000

1(=-H—mi7h) 164 20.486 | .000 | .584

HE
VO o | 2&H—~%F%) | 687 | 16357 | .000 | .472
@a | w= | TEE

3(EFH—-FH) | 048 | 1106 | 270
o 7H) 763

3 —FZ) .836 19.122 | .000

1(5H—uf7) 748 19.472 | .000 | .559

=94 N
7 aa || ASE-EH | 646 | 14640 | 000 | 418
(@ | w= | TEE o
e 3EP-22) | -015 | -351 | .726
=H7H) 762

3 —FZ) .884 20.780 | .000

_68_



E 4-11D) 7HEAES

744 W&
11 :’iu{lgﬂﬁﬂiﬂmﬂfﬂquﬁ 524 A AEd-e 1A9EEo
o° [e) ul
1 | ZEH0 wEEA el GAF SAEEL DA
S olot gk2 n|z Zolo}
[, | FEUHI9 WA A SAFA T e DA
L oI5t oJgke u|& Zolt},
|3 | 2RO WAl B FAge naREd
L oI5t oJgke u|& Zolt},
|y | A9 WA el TAFA AHSVCE AR
folg 9L w1 Zolch,
s | 2219 WA= A el SAFA AL AT
Golst g2 mA glo,
112 =19 WA gl SAEA AHAEREL ST
=7 | pold 9L ud gl
oo | ZEUI9 WA gl A SAlEA S4FA2 S EC
ol 9L w1 Zolch
9o | ZEUI19 W= At A Sl wlre S 8=l
folet gL A ot
o_3 | 22U WA el A BAFA AA4L = folR
gL A Zolt,
ooy | AZUHO WA BAFA AHVCE FHE
S olot gk2 n|z Zolo},
g5 | ZEUI9 WAt A Al S A EE2 FH=e
S olst oJgk2 njz Zo]

AFA DARFEE S

7143 F2UH9 WA ol A

o},
o
oolst dgke u)™ Aot}
k)

e | AR AARAGAN GAFA DAL AT AE A
M4 | Sgso) maee @ o,

F2H9 MU dolA BAEA nAnEL gAEAT
U g mpdee & Aol

S oM A qol A BAEA TARES orierdal
2| Ty mAdRe & ol

22010 WA BAEA LAREE A2
43 o) mApdge & Aol
g | TR0 WARARA SAFA LAREE AASVCt

ZAco] ujelae o ot

229 W Aol BAFA RAUEE BelAags
45 Zno] mpjeige @ Aol

_69_




AL
™

A7
Aol A=
19(CO

VID-

19) WA

DA ol A T
A E A
= }\_]H]

51 4
__}:
=

NJo
1e_a
< ;
J.Wﬂpa
Miﬁmm%%owrog
_Il
%5@@%@.%%5
WW&QENS Smmw wﬂ__.ﬂu
7A_ — 0
ummﬁagﬁgmw% ﬂﬂmﬁzu
el o KO .Z oy oV M_m o 0 =T op
ZJI q‘ur‘._.oz_l_l ‘.m_l_v,._ E._ Tod
,._ﬁ L.,‘._Z_|51_| T Qo
},mq,o_o o % T oxmn,o/ o o
=0 %O do Hr oM ~ 1_.— N I
ﬁiwomov%45£ om_LO_M mﬁv
ﬂo_dumaﬂﬂﬂm@iﬂe %u_wwm] o
o _}2% ﬂﬂoﬁo ﬂm—
4%wm§amm4ﬂ ogﬂum R
B W__%zoﬂ B ﬂ}_u <
}AT B T Enaq L 5 Vio
Tor e o 1mlm_ 7 mﬂqno‘.r.._ m‘l
urmnyné&% o X R %0 CE= B
nﬂnEiA]ﬂrﬂllﬁE dlym_..._ooo ,m_.oZ,_ﬁ
ﬂuuﬁﬂﬂ_% s S =
ﬁoﬂo_uﬂiﬂoamth HM7O_L )
S AL_LEE;_M ﬂoﬂc_ﬁ K M
u,ﬂ@ﬂ}frxé oAl ;
J| U = o do = Mg m_. = ol
oy N P e B = ok T R
Sl XZomﬂH_. — @ i M
= éﬂj_ﬂ_uﬁ OSQ% M
= Z EPJE_E% ﬁi&% 5! R
ﬂoﬂlaﬂmﬂbﬂu}du ﬂﬁVV )
E.__ _.l,l‘,yJAII,ALI ﬂqhu_ﬂ_ _ﬂ_u
Hommﬂ_.n_moéll‘uuio EJqIMHMM,.DI]_.E
g %Jﬂao_aﬂ%% %m% 2% 5o J
ﬂﬁuﬂlmﬁo@ﬁéo > ﬂ}m”m_év
_I.n_,AE‘Dﬂ_OL‘.ro],IﬂE .o_l]_‘._.Xo,Au_.mS
X anEqL_Lme%ﬂ._.éﬁ
q,@q@m%yzvaﬂa N
ﬂAEIA&lZﬂHAFEﬁow/:/MMﬁEEOL& T
zﬁoﬂq/%]w B _EaﬁwogA@
L mgﬂﬂ%mﬂ_.ly%o.oﬂolwo
éﬂﬁrﬁoﬂaﬁ% 7%@@
g%_i quqyﬁ
5 Ea%%mﬂ
ww_wﬂ_.%ma
B Hin
=T

- 70 -



T
_/,\_

°

_CH

=

=

o]

SFsiet.

Beron & Kenny W
[e]

1

1—

A o] A
Sobel testS AA|

H

stgom 3gAelA wEsT} E4

[e]

F Agelo] 76.2% Aoz vehton 3yn
-
gt olF

o
J

pal
A

=~

A0 FFS 7}

—

o

S

stol &

[¢)

ol o

s

il oA

O

A

YA, npzjatoz 7pd4e] o

Beron & Kenny9] 1A A]

o] FAACR Fo

_04

o

= 5]

=
=

o] 13.0852 At

1

grol 13.7382 4

<k

ol

o)
Tor

P w2

2l
_71_

o]_,—l

o] 13.486, QJNASVCE| z Ftol 13.926, ==A¢
=

=)o) w7 E T}

Z]

=
U=

At
AN chet 2,

o
==t

3|

F2H19(COVID-19) #MHHA oA TAFA AH|AE
A, DA FA] Au| Az

al

A

Aol 7 7ro] 14.208%
5.2 A9 AAHE

Et2 A4



IO

—

&

S

ol BAHOR §9

sto] uAES ApulS F7HA 7

=
o

wjn
Tof
Gl

Al

AL
0°

o

, A4

PE

el
=T
ol

o

=
=]

5}

S

—_L

tol dotHtet. 19

29| AolA Hetw]olx ok

)

v 7t
A, E ALA ZAHH FZ1H9(COVID-19) LA oA |

[e]
A AujaFEo] SR mA|

Aoz vehgrh B drl 32uH9(COVID-19) Mo a]A|

F21H19(COVID-19) YA oA TAFA] A H]

faxd o

O

1 o«

1
1—

-

o}

°

o 74
A7
A

al

A

=

A @79 g

T

I=H=]

0
al

ol
I

!l

B
ol
,_wrvo

ey

T

)

0°

‘m-o
s

_72_



tol At 371249

=k

™

7F

o
ﬂmo

Q7F ttal Atm

I

:fL

JJ

134 o84S

%

59 @

2y ol

21H19(COVID-19)
fdez 771 olFolH oyt F=H19(COVID-19) oF SAlgA Au|x

™

T2 H|wste Al

19(COVID-19) it

B!

Tod

_73_



)
Jo

oy

rg

4Qu], B, B4 (2009). &9 HH fHAEZ] A F4
= 2 I A I =EzEeteA, , 1502,

A% (2009). THEtom olsshe AS|TStEAINE, , AL
GISE ES A

(017). TAYIAl BAIFA ZEFALY gEnpAEe] ARemel
of mAL @ A7 akyel xAANE FHow,

gstel Ak

R
=
[
o o
Bl mX

fo
L.
S

=

A (Q017). BREAES TAZA} DARES DAFHE
AAE 9% 0 nAREY] tjaviel Aege xAaw ok
AL |, 420), 1-20,

(2002). TYIEFFAYA Auls EAel st Foigte] BpAT, . F

JeStE AR

290-300.
A2, (1997). AANARAA ] 2n)2F ZHA W] et AF
T ATEREE SAoR, TAauzpstaL; | 8(1), 59-77.
(2013). 58 FAHA] AEAEo]l 1A FHE W oo o]
Ar Gl B WY AN WATY B, TEFFIAT,
17(4), 1-21.

A9, Q012). WP AEY AulAFPo] DANE L PFoIT
of WAL A A

17-36.



Fotr

, Aol =eke] BA, .

3]y, 13(3), 127-136.

1
Sl

o

= EL
7130 zelate] Helold] ARl Azt

o

r

L

—

re

. (2002).
. (2015).

15

=
-

%1‘

Tor

%
&

(2007). L HAEZS] =2

s
.
s

ks

d

A
L

S}
of

=22

r

w
__oo

‘m-o
)

2

ST

St
ol

3y, 13(2), 22-34.

A5

59 BA, .

3

[e]
o

(2016). AH]A 1A
SAFA ] A

7o) %

rOARGAT, | 22), 29-52

)

=
=

14(3), 83-99.

AnfzE (1999).

[e]
A, deA.

1

f

Tor

4
&

Tor

Tor

FoAIR Ay . 2403),

_75_

o A

1=

&

e

. (2009). =oj
1-33.

(s

T
T

A
o

]
]

f



T
o

PSR

(2009). =9
=, A7)l
, 23(4), 81-99.

sl

yAO

al
=

o
A4, £uld), 248, (2018). 38 HHHAEF] AH|

12
ol

%

<]

<|

X2, Adof. (2000). AHAA ZFAIAH]

16(5), 437-444.

. (2014).

L | B

a4

14(9), 484-493.

=4y,

=S
T

3]
1. olHH]. (2007). 7191 eatol 1A Au| AT} 7

Tor

=

E

e

o~
=

w
__OO

Bo

o ol 9 37

- TAsia Pacific Journal of

A

Information Systemsy , 17(2), 123-137.

B

Tod

)

T
o

FATA]

o

r

FFeA A+

s

A= (2015). AUl F84 71golnA

gy, 29(5), 157-171.

(1997).

g A

el

H7gut.

154-174.

(2012).

Mlsue & Focusy ,

o FgEE ANATAL

[}

3

SAFA 9]

130, 1-8.

o

ulzp 747 ule] o

—_—

ESURTI R

. (2007).

4

A~
g4

%
&

e mge) Bl

Fe)zt (2007).

_76_



DA ] af e

o vzl ¥
FATy L 9(3), 148-163.

. (2010).

HJ
N
!

1

’

o
E

)

14(2), 21-44.

]_
b4 (2007).

Tor

ﬁo
T+

B

Tod

)

. (2000).

155

T

Tor

o~

Z]
a3

A4 sl me xaAel

1, 27(2), 89-105.

3
[e)
o] FA ]

iy

T‘;g—o

RS, ATzt (2007). FAARA ]
el et A

A

T=Ieo m)|

1

8

st

o]

]

K
<]

TH

A

Ml Q A

(2016).

N

—

Igs!

ol

o] Al

FEH].
3|

(2020). "

&.

]_

"=t (2006).
]_

T

<

o

°19] AH]

Ho
7AO
4

T

o]

3

KM
Hip
<]

7o) A

A9

Ho
7AO
<

o

]_

r

(2017).

s
.

el

A

ol

=
e,

al

Al
=

A HA=AA, EAC

]_

Al A
B

<]

FolAl Aty , 12(5), 187-204.

(2009).

A7,

6}

|

A

=

3

A

=
o

gredull, Qtfi3], o)Ak
e 4. (2012).

AL
__00

A
~

o
i

S, MR (2015). 247199 AbslE

_77_



Az
(N
0%

AZ
o
1>

A
[N
o

0

549

g
=
of,
oS

_]U:
ofN
o

rE
o
ro

J
Ho
ol

o
N
Jo

M7l

el = AFAFA A 9 TIABEET. . 1809,
271-291.

. (2020). A=tk 21 vrolgiA 7Y 2019 oF EAAA. The

KAPS; , 60, 8-11.

(2008). TAFAA] LR2AFES] F4]19 HAo] FAWS| nmjxE o

CAlEE]. (2020). ZRU9 A"HE ALslE slsskeitt TRV A7,

416, 1-26.

- (2017). =94 7o) AR e FEoxe] nAe IF. "BFd

TAEy, 31(2), 223-235.

. (2007). QA FA ol ZpAAA ] wE A7 FAE] ¥ A

. TsEdagaAL, | 9(1), 91-103.

L (019). TAEIAZA o]} QAA 2B o] X|ZhE THH, DAZA
Zof mlAE el Bt A7 ¢ ANARPEL FHo=, . TATY

CREE EREAL DR

=]

L 012). TElelrArelu ] AR §8I HAdlH ARYAo|

A st DATE W AR mAs 9%, . Agtistn et
IR RIS

(2013). T4 mdxto]= HAEF ]

_78_



162-172.
A3} (1997). SEAH]

. 9(1), 91-117.

T A A

Fa7.

]

A
=

Tod

=]

-
o

= A5, .

_%]

A

S}
of

(2000).

sl

=0

z.

k]

B

A

il

a4

=0

79-397.
. WEAL p5-T72.

345, 502),
TAIE A

=

sh

(o)

5

. (2000).
3], , 217, 2-10
(2003).

1
L

A
14,

o
o
F

o
o

5

g9 T oLt TrELo] I

A ER A A]
1

|5

)

—_

OF

2]
=

i
=

, SRS AAT

30(7), 339-354.
FA] olu| x| 7} TFA] A= o] w]

HFAL,

r
@ g (2006).

e 3

—

()

T

L2

27 (2011). o4

5t

il

_79_



FTPA

<. (2006).

]

Sujn]. (2011).

o
i

of w2 CSREZ

o

K

Folgo] 44

%

2= (2015). A

, ot

24, 173

17(2),

Ta,

-

346-368.

op
I

HpAYELS)

3

S

ol ut

=
=

Q1&7te] A

g

F=9]o]
ra21H19

. (2017).
(2012).

4.

Z

o] Al (2020).

o173H]
1A

MopAg Ay,

T

g

olZt. (1999). Aulx FAHES] Z2A

o mlA|

‘I_

_80_

T23 QIE A]

14(1), 21-45.

(2002).

ol 5.



2] AFAFS SR, Tournal of Hotel & Resorty , 14(1),

121-143.

L A%, (2002). detEAae] B4 2P GE BERe)

Hw A+, ToEygad, | 8, 47-68.

, AEA(2002). A FAC] FIEEAGe et AF AT - =U Ha

EdS s4HoR. "ToddgAgA+, | 17, 27-46.

. (2006). Aig4]e] Au|Age] dieh Fawet fhEieo] et A
A5 sHeRE. AR A, | 21(2), 154-160.

L AFA. (2009). ATARA LElate] 4o me olgye) N A

2430l zpo], Fxolro} A1Esrs]=], | 19(2), 265-277.

. (1999). T¥-god Afujx Zekdo] 117

i}
y
e AFA AT, . AL AL =R,

=1
A

A}

. (2020). T=EA AB|ALA 0oL Q1A AMB|AFHo] Haoln|z] e}
YAREAG mAle FF - AT d2de SHeE, . AF

A4, (1998). =94 g@74o] Ml F2 H7te] nzle gl
ek A 1 o] gFT vl A" AT, 13(1), 61-66.

. (1999). TAH|2EAY, | StEAL AL

, 2HAok (2006). TeH=7149] AHIA FA B HHIA, L A
gty E0E, AL,

, o1F™. (2007). a1 ARE=o] 7|49 Tel mx]= Gl oA 1 AZF
22(1), 81-102.

. (2009). ATZ AL gt F4H 1 TanAeta, , 11(2),

ox,
H
rE
3
1o
i
st
i)
)
o,
re
-

S=g,
L (Q011). THEto R ofsshs ASlTHIRAMPEE, . et BEA.
929, WjEn]. (2007). 7|AAHECRA 719 FEVALT F19leln]

2] ZHxell i A Tek=gastsl, | 18(4), 53-81.

w

_81_



oS,
ox,
re

oS,
>
re

AR

. (2021). "=t
=

. (2016). T9IErEA
R

<
Al iR et A Tﬂ*—l‘%%‘@}ﬂj : 25(1), 75-102.
(2003). wlFEA HHES BluAF. FEFIerEAl, , 3603,
319-326.

LA AEL (002, B9 AT Aulae] 2e)d g o6 A

2 Aulagde] aARERe| wizle g TWEAT,, 1702,
177-197.

(2021). TERU19 AR o= Al uld g . F=e
o AARSHY =R

QteiE], HMERL (2013). SHEAER HlAke] A
Agrs 8l Ao et A Ti%l%ﬁ?g, 15(2),

176-194.

R
glu)
>,
—
O
Ij
w

. (2012). olHEHAER ] =4 @70l AAHEy Fufjoko] T

A= g reAAGAL, L 156).
4 o] A7 HAEG AulA AAolml T
A AT HEEo

4

SR e, . olstolairiati dhotel Aot

-
.

R
Bl
e
Lo
R

& A5eAtE

FAM, ol (1999). HY F4 Au|A EHof tigt gxf HEL
GRS —Er*# . ToiEdAE sk
(2007). TAE=AE FARRLS] FHA 117*# Z A Jﬁﬁ%, AH| A
F49 AuFHA, . GRS st MRS =R

S, $435. (2011, HEga sdo] HAME Jpx|7p BEAHE oh]
A, BHE H, BHC FAZ] njx]E= g et A ot
7A99stal; | 24(2), 817-835.

(2017). "HAFA] HFAEEge] T2 vRARgge] FATEE

S

o mAle ¥, . sHAAdty deEsteetictd AAt ==,

o



R
N

2
ofN

o)
R
o

r

kN
ol

EN
Mo

IN
o
A

oli

o

ofl

Jo

lj&

. (2021). =Rl tholy

2T (2013). ARIAFFERZG dift 2A4xZo] A A5
T, AlE B SAE vAs FF - Hle|F o AE|AaZls
o7, TFEAzdALE, | 17(2), 163-181.

(2009). TElO|Z o Ax AwHOl ey v ghEo] It
Ay . Aodietn Fgictd AAtehl=E.

(1997). TeiBAe] Au2AED Wel TR A7, . AZIGgskE

O

2FE 3], (2005). A VMD 1A SAHEF TS 9 A5 T

gya|d+t, , 10(2), 117-139.

(2010). "X AA ==A o] AAUE, 7 gl AR o=

AE G . e gkl Ao =E.

Futn]. (1999). febAlgAEe], |, Ae B2z

(2010). "M ME A Y] FE A o]
HAH Y SAE AT ot ATkl

?:F%lﬁ, oA (2017). Hlo]72] YFHEAIGES] olsie Y H=

7 FufelEe] nRle FF - AdEHES 2E adE SHoE.

Pt FAras] el , 23(3), 274-284.

(1995). A7k Au|x F43 Aujs ghg. Taggaed, | 1

301-314.

A gease] [

MRS,

. (2004). TelHamRRe] EE]A g 7ol AH|IAEE BIiel whE

12

(2015). TEFHLE] FAFo] A9 PFo ko] m|x= FIF
Mournal of Hotel & Resorty , 14(2), 5-109.

(2010). TS&71d DAY AMHAFEY HEE 24 0 ST



NI —_
6 ~E %Xz
o BK
%_Uo m._m W mrn_vh mow n_.__/l < ML )
P HEE K & o B T
o K = ok 1 MroER S o <r
X X3 Ela = o & m A T Mo < =
= o T T = o | X0 qOMOH A
T ol ﬂ__ - = ol Ho W,I_.ﬂ N . o1 H o & O <
T TN oK o E T g TN pEw® F
i . X P cfa 7 o S d B
~ o N o ﬂo 7 Bd = X o o w To- nﬁ/u_ o =
Fx L 9 2=y oo T BOR me o R M
© R w2 I 5 B W oo R R o O o LR o
W o =y o@nogﬂb T E o 3 T = B
oh T ol ,Anu_l B o w X = (= 0 o o Muﬁ ‘m_.: _W_,._J ) S %o rA. o m.ﬂ
4/ ™ E| N = B < — W_u Br N E| = 7 e F M J,_ 4qr o do ”_un_vﬁ
= o < 5 o hS QP T wo B° w o 2 omy X A e g
rt B L e A T N Bo %] = L L T 50 Tl 8O o X
Tol” O B — — = T af I~ | = o}
o] = 1° < X 0 = of alul for ol H —_ o — T
< =i N — = —_- < oyl A T o m ol Tor o J)J > F
T L 8° = ) CUN 70 T &R o o
= TG E iRy T FRE R oo b E 5=
mzo.aoma a _Q%K%_pr A%M ﬂﬂodmﬂaﬂﬁmomﬁu o
B oo s g 2 ooy e o N R BT T <
mmum%é,ﬁ = g &g B s }ygm_%mﬁmg = 7
— = X — = ol mH ol = ] : — Iz
‘mo 3 %.VE _z_.o o w (i .‘MIH ‘Dﬂ_ =K z_.o B = EO @ ,m_./o ‘_ﬂwﬂ H,._ﬁw_.: _:Tl ‘Dﬂ_ ol < L,..n__u
Y A X T D < I I - =
PR A B @rbﬂm& ro4d o_aﬂﬁouuuér_@@ T
JH_ . H mﬂ <A AR ‘m_-W W_m vﬁ N TR W m./ oyt < ,‘W ‘7|_| =K ,H_l 0
~ .| 10° . o_.a o —_— o K = T
AT @ S o T X = o - Jo xr
Tsran P %rrg%ﬁﬁm o4 Hflg.%.
@mmﬂm B s oq . mj%r%_@ ﬂﬁui.n %4%HJ
<@@ﬂ,.y%9knum@.m H@%@m@a@%w%
ol . o’ A & X S S < CRS B o mo S B __W_ i F 2 B
—_ < . o r o L < = S ald| 3 Zo e o = ol S~
X fuze) . T I S = O T~ — B X v o
NF B A < : T 9 F g S ! S om0 = < L
- R o Smsu8X b = T
CI o - <@@mm_tnvaMﬂ
X nlv_Al - O_H W‘H’E g . N ™ @ ‘I.O_l W_,.L S ﬁ_.__m_u.O
_1 ~ N o e o . DURCEES
R 2 E oH :
- T i
z Y <
Ny

- 84 -



297, (2016). <A ZHzto|=7|ge] BHEXAFo] An|at w3t B
EAAPF vA= FF ¢ Bcofzte] xdayt TyRFA Y4
T3, 20(4), 271-297.

HAQA. (2020). THEU-19(COVID-19)=2 15+ AF3|A o] An|Ag] e}
HMR ojsj€e] m2]= g3F, . AAetn AAFeHel=i.

A8, (2017). "€ ANMAL] MulAAAO| L7} JIHAHIA AAA, 27}
9 7FA] a9 IAAEZO R v R, . sEHsty ek
HFALEEO] =

4. (2004). "HEAAAC|Z FHo] HAER Tk H|R= T,
et et AArekel=E

2. (2010). 71999 E2tAd o] 2AFZH e nA]= F3F 1 Z3HA
g f9¥ anE JFHo=z TESstEAgstAT, ., 3,
143-168.

ke, A5 (2017). SEHAES IA7ER7L DAY A S E o
A vlx= w7 &t TTourism Researchy , 42(1), 197-214.

74 (1998). TEFAKEGA S nARE S Al d Frh, L o

At ojehel BRAReH9l =R,

A4, FLA, HeE. (2001). ASHFAAEAAC] AFAA FAA B
A SPn A, Te=rgets], |, 24(3), 191-208.

e, (2015). = AFARHY Au Aol DAY D AZF L
H) 2= FEFel Wt At A gAA, , 18(1), 189-209.

&, (2021). kRlof7t BXAA S @Alg4] 718k FARer SV A
W] vlA= G, . A7 TRt AAE =R,

AAA, AL (2010). T AB|AC] UAIIA 7} nATE 9 o) § 5
Lo mA= g dF. TAH|AAGEHER]; | 11(5), 199-216.

TAZx. (2016). "AHIAEE, BEo|u|z7t TSI nAZAEof mlX]
= QT 1 o] MR FAHeR, . Jadicty AGoiehd AL
Shel =

4. 2001). TARAREEE e AFHHE, . A& AlutzE A



ofo
ox,
riok
IS
o
(e}
9_9

5
N
e
2
re,
>
10,
il

>,
e
2
1o
S~
=
[>
HH
)

(o]

>,
o
k]
)
d
I
g,

e - [ = =
AFE FAAe] vAls G, . AFTHSt st AAbehe
=
T2, (2012). A ZARo| =LA [PAE o] 87 AHIAEAT SAF
Ao F4= < AAsh . datEE W diskd QAo
A8, miAlg, AR (2014). 714 Aujagide] IS} MAFTYE
o mAs 9% TA4BIATs, 17(4), 209-227.

3
a9 (2012). TR Aol WA AT g7Eq, AL, 7
=

29, (2020). L2}7
AAALA, | 46, 28-35.

_H

by
ik

9|_lg
re
)
|m
B>
o)
|m
R
|
o
=)
i)
e
of

n
R
N
1)

PR (2014). TZARo|= AMARYC] AuAEe] WAWEE U B

=g=ole. (2020). THEE] HA,
https://opendict.korean.go.kr.
wE . (2020). AT WHSof] IEry dEtxof St dAlEA O] A2
Ty, .
https://blog.naver.com.
HFAAE. (2020). TREUHI, SAFAE oe] ofltt
http://www.fsnews.co.kr.
AFAAEAL (2020). TZ2U19: A4 P8 9 g 5@ F #al, .
http://www.foodbank.co.kr.
AT EE (2020). TRRUHPO|H A #HAE-19; .
http://ncov.mohw.go.kr.
F=AATV. (202D, TZEURE GdAFA f5. o1, AFAALSEE F

olt

o

-

_86_



9
o

https://www.wowtv.co.kr.

T EAAR AT, (2020). TEEUHOIHAAHS-19, ARRIEA 2ok
g oA, .
https://www.nkis.re kr.

Future Horizon. (2020). T#ig2je] df-gst7] 913t HAE d2Alof 4, .
A3Z /A4S (A 462).
https://www.stepi.re.kr.

BRAA A4, (2020). TAAAE=Z A9 2 & 7HA-71Y Ad371, .

https://blog.naver.com.

_87_



2. molEd

Aaker, David A. (1991). Managing Brand Equity: Capitalizing on the
Value of a  Brand Name. Free Press.

Berry L. L. & Parasuraman A.(1991). Marketing Service Competing
Through quality, New York, Free press.

Berry, L. L., (1995). “Relationship Marketing of Service Growing Interest,
Emerging Perspective,” Journal of the Academic of Marketing
Science, Vol.23(3), 336—245.

Bitner, M. J. (1990). Evanluating service encounters: The effects of
physical surroundings and employee response. Journal of
Marketing, 54, 69-82.

Bitner, M. J. (1992). Sevicecapes: The impact of physical surrounding on
customs and employees. Journal of Marketing, 56(2), 57-71.
Bowen, J. T., & Chen, S. L. (2001). The relationship between customer
loyalty and customer satisfaction, International Journal of

Contemporary Hospitality Management, 13(5), 213-217.

Bowen, J. T. and Shoemaker, S.(2003), “Loyalty : A strategic
commitment, the Cornell hotel and restaurant administration
quality”, 44(5), 31-46.

Castleberry S.B. and Mcintyre F.S.(1993), Consumers qualiyty evaluation
process, journal of Applied Business Reseach, Vol.8, No.3.

Cronin J. J. Jr., M. K. Brady, R. R. Brand, H. Roscoe Jr, & D. ].
Shemwell, “A  Cross Sectional Test of the Effect and
Conceptualization of Service Value.” The Journal of Customer
Research, Vol. 17, No. 4, pp.375-384, 1997.

Cronin, J. J. Jr., Brady, M. K. & Hult, G. T. M., “Assessing the Effect
of Quality Value and Customer Satisfaction on Consumer

Behavioral Intention in Service Environment”, Journal of

_88_



Retailing, Vol. 76, pp. 193-218, 2000.

Dabholkar, P. A., Thorpe, D. 1., & Rentz, ]J. O. (1996). A measure of
service quality for retail stores: Scale development and validation.
Journal of The Academy of Marketing Science, 24(1), 3-16.

Dick, A. S., & Basu, K. (1994). Customer loyalty: Towards an integrated
conceptual framework. Journal of the Academy of Marketing
Science, 22(2), 99-113.

Dube, L., Trudeau, E., & Belanger, M-C.(1994) “Determining the
complexity of patient satisfaction with foodservices.”, 94(4),
394-401.

Elder, J., Sallis, J. F., Zive, M. M., Hoy, P., Mckenzie, T. L., Nader, P.
R., &  Berry, C.C. (1999). Factors affecting selection of
restaurants by Anglo—and Mexican—American families. Journal of
the American Dietetic Association, 99, 856-858. PMID: 10405687.

Engel, J. F., and Brackwell, R.D. (1982). "Consumer behavior; , New
York: Dryden press.

Reichheld, F. F. & W. E. Sasser, (1990). Zero defection: Quality comes
to services. Harvard Business Review, 68(6), 105-113.

Gardner, M. P., & Siomkos, G. J. (1985). Toward a methodology for
assessing effects of in—store atmosphere. In R. Lutz (Ed.),
Advances in Consumer Research.

Gronroos, C. (1984). A service quality model and Its marketing
implication. European Journal of Marketing, 18(4), 36—44.
Gronroos, C. (1990). Service Management and Marketing @ Marketing
Moments of Truth in Service Competition. Lexington, MA

Lexing Books.

Gronroos. (1990). Sevice Management and Marketing Moments of Truth
in Service Competition MA : Lexington Books, pp. 47.

Hart, Christopher W. L. and Gregory D. Casserly(1985), Quality: A

_89_



Brand New, Time Tested Strategy, The Cornell H. R. A.
Quarterly, Nov. pp.55.

Hellier, P. K. G. Geursen, G. M. Carr, R. A. & Rickard, J. A. (2003).
Customer repurchase intention: A general structural equation
model, European Journal of Marketing, 37(11/12), 1762-1800.

Howard, J.D. and Sheth, J.N. (1969). "Theory of buyer behavior; , New
York: Jon Wiley & son.

Jacoby, J. & Chestnut, R.(1978). Brand loyalty measurement and
management, New York: John Wiley and Sons, 1-6.

Jacoby, Jacob., Chestnut, Robert W. & Fisher, William A.(1978). A
Behaviral Process Approach to Information Acquisition in
Nondurable Purchasing. Journal of Marketing Research, 15(4),
532-544,

Kahn, I. "Food service operations; , AVI Publishing Com. Inc, 1987.

Kotler, P. (1973). Atmospherics as a markering tool. Journal of Retailing,
49(4), 48-64.

Lewis, R. C. & Booms, B. H.(1983). The markering aspects of sevice
quality. In L. Berry, G. Shostack, & G. Upah (Eds.). Emerging
perspectives on  services marketing, 99-107, Chicago, IL:
American. Marketing.

Liao, S., & Ma, Y. Y.(2009), Conceptualizing consumer need for product
authenticity, Ihternational Journal of Business and Information,
4(1), 89-114.

Lin, I Y. (2004). Evaluating a servicescape: the effect of cognition and
emotion. International Journal of Hospitality Management, 23(2),
163-178.

Madhav, N., Oppenheim, B., Gallivan, M., Mulembakani, P., Rubin, E.,
& Wolfe, N.(2017). Disease control priorities: Improving health

and reducing poverty, 3rd edition. ‘Pandemics: risks, impacts, and

_90_



mitigation’. Washington (DC): The International Bank for
Reconstruction and Development / The World Bank.

Meyer, M. K(2000) “Top predictors of meddle/junior high school
students  satisfaction with school foodservice and nutrition
programs.” Journal of the American Dietetic Association 100(1) :
100-103.

Meyer, R. k., & Conklin, M. T.(1998) “Variables affecting high school
students perceptions of school foodservice.” Journal of the
American Dietetic Association 98(12) : 1424-1436.

Mill, R. C.(1986). “Managing the Service Encounter”. The Cornell H. R.
A. Quarterly, (Fed): 39-40.

Napoli, J., Delaporte, S. D..& Beverland, M. B.(2016), The brand
authenticity continuum: strategic approaches for building value,
Journal of Marketing Management, 32(13-14), 1201-1229.

Oliver, R. L. (1980). A Conceptualizing, Measuring, and Managing
Customer based brand equity. Journal of Marketing.

Oliver, R. L. (1999). Whence consumer loyalty. Journal of Marketing,

63(special issue), 33-44.

Olivia, R. L., Connelly, W.B., Connelly, L. B, & Capra, S(2006)
“Consumer evaluation of hospital foodservice quality : an
empirical investigation.” International Journal of Health Care
Quality Assurance 19(2) @ 181-194.

Oliver, T. R. Oliva. & I Macmillan.(1992). “A Catastrophe Model for
Developing Service Satisfaction Strategic”, Journal of Marketing.

Ophuis, P. A. M. & Trijp. H. C. M. V. (1995). Perceived quality: A
market driven. Food Quality and Preference. 6: 177-183.

Parasuraman, A., Zeihtaml, V. A., & Barry, L. L. (1988). SERVQUAL: A
multiple item scale for measuring consumer perceptions of service

quality. Journal of Retailing, 64(1), 12-40.

_91_



Parasuramn, Valarie Zeithaml, & Leonard Berry. (1985). A Conceptional
Model of Service Quality and Its Implication for Future Resarch,
Journal of Marking, 4, 47.

Rust, R.T. and Richard L. Oliver. (1994). Servivice Quality: insights and
managerial implications from the frontier. In: Rust, R. T. Oliver,
R. L.(Eds). Service Quality: New Directions in Theory and
Practice. New York: Sage Publications, 1-20.

Sirdeshmukh, D., Singh, J., & Sabol, B. (2002). Consumer trust, value
and loyalty in relationship exchanges. Journal of Marketing, 66(1),
15-37.

Wakefield and Blodgett(1996). “The Effect of the servicescapes on
Customers Behavioral intentions in Leisure Service Settings’,
Journal of Service Marketing, Vol.10, No.6, 46—52.

Watters, C., Sorensen, J., Fiala, A., & Wismer, W.(2003) “Exploring
patient satisfaction with foodservice through focus groups and
meal rounds.” journal of the American Dietetic Association
103(10), 1347-1447.

Zeithaml, V.A., Parasuraman, A. & Berry L.L. (1990). [Delivering
quality service ; balancing customer perceptions and expectatio
ny , The free press A division of Macmillan, Inc., N.Y.N.Y.

Zeithaml, Valarie A., BERRY, Leonard L. & Parasuraman, A.(1996). The
Behavioral Conseqgences of Service Quality, Journal of Marketing,

60(2), 31-46.

_92_



H
L =

d A]

gl

“Z2U-19(COVID-19) Rea Aol 4 TAlFA] A
A Qe ATES oo e

S
[>

ehgsHI L7

Hpl 7heE] B ARZEA] S| FAH ofs] WaeR Ay
AL @Adetn A9ty sdanwelA49getne] st Foln
“FEU-19(COVID-19) TAEA A SAFA AuAEdo] F4E
of mlAE Qg WAWEL uppESR ] Pk A7t ABoR A
AFSEY] =gg vl ol Q.
2 4gAe 89 A4S £3 180 WL aT7she Zo] ohn

AFA AEls Eo] nARET FHEo] nAL G e o
Aok EnA Ptk BG HBA 24 Prgos Axste Sl
%A WEEL A HURFY 258 Fed Ape] BHoz
W R8T AL FHEYUL

Aste] BF WL Peo| 15oHE /AU,

AR,
2021¢ 044

A 2 A : seok—-0601@hanmail.net

_93_




I o2 Z2U19(COVID-19) #egA|tolA F4] Auja2gd F 24
=20l Bt AEdunh. st A4 7P ke el (V)Er] By,

T . e

2yge ag | )RR R oy

B! g

1 4 o] zsp} o} o|lo|o|e|o
2. aAe] e BRI o|o|o|e|o
3 249 et gud o|o|o|e|o
1. g4e] sjao] Zof melt o|lo|o|e|o
5. 940 49T 9P ABESL. | © | @ | O | ® | 6
6. 249 A4 4=t AsEE. | © | © | © | @ | ©

2. 52 Z2U19(COVID-19) oI A|tolA F4] Au|AEE F fFo
|

chpgol Tet ARYUT Aste] A7 A% ke ol (VE] bt
o
e A
2yge N Il et (U PO
R I
1 ookt st AEEc o|lo|lo|e|o
2. Aol WE o AIu A
(REolE)7E AT, vl e9
3. sl gl AZEE. | O | @ | O | @ | 6
4. OpFer EA A (Take ouo) A
A Ao, v ||l @9
5. CheRgt 4w Al o|lo|lo|e|o

_94_



3. Tk Z2UHOCOVID-19) WeeAeiol 74 AuAEd % 4234
o Pt AR FAstel A2 A1 ke Tol (V)T HiRhc,
2yge S R R
A
L A 9 oo} A, ole|o|lo|o
2. 4717} AAsi, ol o|lo|lo|o
3. gujerol el o|lo|o|e]|o
4. FuRs} A, o|lo|o|e]|o
5. 77t AAsich ol o|lo|lo|o

4 thge FRUI9(COVID-19) WS Aol 74 AuAEY % A4

SVCell et AZAYe. Aste] A4x 7Fg 7Pk el (V)RE7] vig

=3
e A5
249 qg | 2E ) EE LM gy
o | T o
1. &4¢o] Wdsirt |l 26 ® 06
2. A0 W2 wjalo] o]RjAL. | @ | @ | @ | ® | ®
3. UYL T o] A5t
g gt v |9 ® 0
Zol9lo] EAy @l thASH
5. 8L Z2UHY(COVID-19) M Aol A F4] HuAEd 2 24
g7o] B AR Fste] Az P ke ol (V)EZ] wiy
=3

_95_



a9
ol

—(:3_]__
A9
ohY

ol

ol

HE

ofct | ot

7] whghe
nE

a9

=

ofct | ot

1T
ar

o=

o

=

o (V)

Il
S

o

!l

,_ﬂo
%o

_z_ﬁ

ol

AUy, Aste] Azt Vg e

6. The2 ZEUI19(COVID-19) WA A FAAH A whEeo] ¥

!l

,_ﬂo
%o

_z_ﬁ

_96_




=< Z2YH19(COVID-19) HH AN FHAE(HZ)f Te AE
dyrct. o] 83t FAAd diste] FAste] AT 7B Tk Xef (VHE
7] vyt

. Al am | me o | 20

2l e e | D

A AT o [ 5[ 0] 0] o
3 jiﬁgi—% AN ) o ol e | @ | 6
LAl e I 3N C8E] o | 5 [ o | 0 | o
e =S o e 0| @ 6

= B4 AHE ol gAE o] et AEAYT Aste] A4 7P 7t

7SR F ol Aol b HIFE FI AR SHIUZR

Do @ HY @AY
. A5t gt 24

o
DT U @FN @YY O HAE RE

th B AAelA Aok o We Fashl 4
DIFt @14 OF @®FEAY O LAY G

et Asts &4 Aol 7tz HAU7R
@ As ofitk @ ofr @ HFoltt @ ¥t © #i¢ I¥t

$ 1 olgt FAYUAR
Hol Mojxl @ olshA] gkt A

o =
@ Aol Wotd  © o] AFA ¢otA

=

o,



vt AsHAA DAlE
@ 59| gk

A olgdhe 4@ W E?
@ 53] o]F~103] w]gt
@ 153] o[/g~208] =T ® 203] o4
9. Aut Akg}
7k Aske] e 7
O &2

® 103] o]/F~153] mwt

w FAskel age ojdel siEEA

® 2011 @ 304

ok, Fskel A%
s

=

® 40tH
©9

@ 50ty

@ df

Q]
o 4
- T
5

® 609 ol

o

1=

N

==

=

%j o]/k}
172

(e}

uf. FAske] 744

® %3
@® 2007+ ®

® A9
ki
® 30020}~

® 5009+ ]

® )
So] oftle] s gLz
@ 2002Hg0]4~300%HE] o
4009+ |]at
# A

ot

-

@ 4009Ho]/d~5007t 1

ot

-

2ol B71A SoEAA AU,

_98_



ABSTRACT

The Effect of Group Meal Service Quality on
loyalty in the COVID-19 Pandemic era
— Customer satisfaction as a parameter —

Yoon, Jong—Seok

Major in Food Service Management

Dept. of Hotel. Tourism and

Restaurant Management

Graduate School of Business

Administration

Hansung University

Recently, in the unprecedented crisis of the global epidemic of
Corona 19 (COVID-19), there are many cases of damage in the
foodservice sector. Therefore, this study discusses the effect of group
catering service quality on loyalty in the COVID-19 (COVID-19)
pandemic. In addition, the purpose of this study was to prepare a
desirable response strategy in the field of group catering by determining
the importance of customer satisfaction by setting the subject and
customer satisfaction as a parameter. Based on the results of this
empirical analysis, we suggest the following.

First, in the effect of group catering service quality on customer
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satisfaction, sub—variables such as food quality, menu diversity, human
SVC, and physical environment have a statistically significant positive (+)
effect. It is analyzed that food quality among service quality has the most
important influence on customer satisfaction, so it is meaningful for
group catering operators to increase customers repurchase intention and
increase customer satisfaction through continuous improvement and
differentiation of food quality.

Second, food quality was analyzed as one of the most significant
influences on loyalty among service quality. The importance of food
quality is being re-emphasized once again among service quality, and by
inducing this to loyal customers, it can inspire them to continue to
repurchase.

Third, customer satisfaction was found to have a statistically significant
effect on loyalty. These results indicate that the higher the customer
satisfaction, the higher the commitment. It can be seen that customer
satisfaction is a variable that has a positive (+) effect on adherence.

Fourth, it was found that the higher the food quality, menu diversity,
cleanliness, human SVC, and physical environment, which are
sub—variables of service quality, the more positive the customer loyalty
was. In addition, customer satisfaction showed a full mediating effect
between food quality, cleanliness, human SVC, physical environment, and
commitment, and customer satisfaction was found to mediate the impact
of menu diversity on customer loyalty partially. The value of this study
can be considered in that it provided primary data to those who run
group catering establishments in the era of the COVID-19 pandemic,
which  has necessary implications from academic and practical

perspectives.

- 100 -



[Keywords] COVID-19, Group Meals, Servie Quality, Food Quality,
Menu Diversity, Cleanliness, Human SVC, Physical Environment,

Customer Satisfaction, Loyalty

- 101 -



