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=i} gl mgelth ($17] Mtiel, 2019).
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Az gEste] A skltk(el&42018).

0]% Parasuraman et al.(1988) A|AlE 10709 = Zho| F&
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HiA o] Mu|2Fde] A4 Ao #sk 7|E AFE A BEREe 34
(Gronroos, 1982)3} v]=r2] #4 (Parasurama et al.,, 1988) 0.2 = 4 &
™ (Brady and Cronin, 2001). 582 @& Mu|~ =48 7|4 =4

=]

(technical quality)™} 7154 3% & (functional quality)® 34

71w FEALS ATE A 2e] AtEo] tie FAS o] sk
2 A7E4 (outcome quality)o] gl b WHH 7]%52] 2 AH]
H= Aol digk F4S ovety A FAolgka Joe w2
HEA AHl=Fd 23S SERVQUALCI™ SERVQUAL 9 5714 #
AL A 29, A87tE, S, s RS, A Al dE AT E
= o EER e FAWG AH s 57 2R A o] A H| 255 A o
A= S AMH| 2ot (Gronroos, 1982).

uwebA SERVQUAL B3 2 F2 754 AAHFd vS FAIskaL 7= 4]

AREFAS TN et Juhs BlRE ZWHE7] o] HH(Powpaka, 1996;
Dabholkar and Overby, 2005). 7]&4 #4d& 23 SFH5tue A=
ANFAS NdA o= AustA FASATIA = Eetl e As7kA] 2y
FAL AH| A g5 Fo aAqNA HAA= ARTE AHoEHo g

(Gronroos, 2000).
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Al el ofste] AgE o= Ao Aste] 72 2pdel e o] i
Aol AxAor Friek = JrH(EHE, 2006).
¥4 (functional quality) 7124 F#o] o9 A (how) %= W= 7}
| gk Ao2A 74 FH3= gy A or Hrkd 5 flal i
e} w9 FHA o m X ZtEu o] e} Zho] Mu| 29| Y|wA, V]TH FHEL
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ATAES] oY A el ofshH RS g ‘3]1@.34 o= ¥
71 o] BAlol whel vetue Adel= AA - (emotion), 14141 H|
3 7}(cognitive comparison), 57 7A@l (specific transaction), T4 ¥ W=
(cumulative satisfaction), Z22]31 # <13} &4 (attribution and equity) &=
Uz 5 duk (o], 2016).

A WA, 274 (emotion) &2 A 2] 7t
Yk A 52 34 a4E FA4s) =
¢ =4s zZtan BN RAA =4s 7RIvka skt (Westbrook
1980a, 1980b; Westbrook and Oliver 1991; ©]<>%, 2016).

T WA "S- 9% & v) 1L/ I 7} Cognitive Comparison) ] #H o A=
=5 A FH(Performance)ol] 23S BH0lE woll W& EF<1d], 7]t thH|
Auld oz A7zt F49 AH] % H7F(Anderson et al. 1994; Anderson
and Sullivan 1993; Churchill and Surprenant 1982; Oliver, 1977; 1980;
Tse and Wilton 1988; Woodruff et al. 1983; Yi 1990) 2}aL s}qlem 1
2ol o= V| —Ed A kel 47g Y= V|t Boy A3 o
sAA EYA, 7Idol A#rF Faebd dX], 1A 7o) A3 3 HA
FAA 2AAE A2 v Zlolt(o] 2%, 2016).

A HA 54 A (specific transaction)= EA #A|F2 AY, A &&
AH 2 3ol A o] whg-ah Aol tigk e Hobel s gt (Jones
and Suh 2000; Olsen and Johnson 2003; ©]->%J, 2016).

vl HA, 4% 7 (cumulative satisfaction) # 7FA] o] A B] 2 AlF
2b F& AEe] gk el HukA H7te] & ™ (Johnson, Anderson,
and Fornell, 1995).

oA A, a2 A X“c}%‘foﬂf‘iﬂ USRS AR 9 A, 79, v

=



Zto® Qg 7191& ¢ & A4 et skl tH(Bitner, 1990).
= FAA o] 2ol 7Rt gfof, An|AIE X Zhek w F

o] H]&-(outcometo—input ratio)©] Ad sttt o] wfje] 7wk
U1z 3} tH(Smith, Bolton, and Wagner 1999).

eF Ho] AASHS 23S oo Tt wet AFEvrid Jid S
)8 o™ (Eun Young Lee, 2016). ZLtitlss dnbd oz Q1% 2 H7}
(cognitive evaluation)©]t} 3 7}9} 32 Bl % (evaluation like attitude)ol] H]SS
SHAl Aolw o] sit). sAbE ARG A YA Al e who] Fruj ol wl |
= FFH #Ate] FAbE aPEAAA ] ko] o5 e
o FAHSE FostA ot AS Al dlrh(£93],2010)

H742(2019)= el exeilo] detd A

WA G wA 9 wée— AR 29 F ¥l thate] vl
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ABSTRACT

A Study on the Effect of Delivery Service Quality
on Customer Satisfaction and Reuse Intention

— Focusing on the Shandong Province Area in
China—

Wang PanPan

Major in Service Operations

Management

Dept. of Business Administration
The Graduate School

Hansung University

It is not necessary to mention the importance of quality in
company development. Especially, service quality is an important
factor in determining whether a customer can get a courier service.
The quality of e—commerce and e—commerce services are rising at a
rapid pace in response to increasingly societal demands. On the other
hand, due to the complex and varied market environment and
intense market competition, there are many service quality problems
among courler companies during transportation, delivery, and after
service. Therefore, evaluation of the quality of the courier service and

submission of the improvement plan of the related service quality can
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be continuously promoted to the courier company.
We carried out a regression analysis through surveys of

customers who have used Shandong private courier service in China.

[Key word] Shandong Provincial Public Delivery Service,
Quality of Service, Customer Satisfaction,

Intention to Reuse
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