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2.1.1 E91434 g

o

Bither(1992)= AH|A4A0A S84 e7dS AH|AAFA O] E(Servicecape) 2t
1 gojstgon ol AteH AddsAT gulEs oA Agozy
B wsold 2eHel Aeedoletn Holstelrh 4T, 2021),

Kotlerk(1973)2 ZAZAHA] olifo] W2 Zlog olgxl Hxstgorg 174
o A2, AAH wree AFe] Slste] Fe 4
4o UEfolol oHEAl%, 2020). EE AulA el BEH AR

P1e 594 BAR AHs 4ES ApEsE AAE oY ErRA

24 $4e Aolsta Tk, 2005),

2ed $o] B 1A B A Bl FEAG] o5
ool 7] wie] Aulz 7]go] xﬂ%s £ Be4 Bhe avdel B

Mg do
ool
jﬂ[
S~

o
75 A W WE 26l A B A7E Adtd 844 aqst g
A e T Asate] WP Al oel A3t gon #7 A9

AN
SRS o] S B4 el A5 i gt 990 9%
@)

ZJolztal 513 1’4—(Ze1thaml 1988).

Kotler(1973)> E¢]4 Hgolet AB[AE9] FAA, 2244 dhg& A4
(color), 23 (sound), &% (lighting), 7} (furniture)5= ©]&, FdHol1l 7
dAolm QJFAl EAE wiEel UBtWES sto] 149 Hvf JHede &
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=584, AH|2of diet Ade] o)A Sl tiet =olvt ASEL e A

= =
FollA 1 SfAe] Fagt dARA =294 ES ZEotal ek (Zeiham,
1988). DA FBL REP] shH AN 2ot Wkt Aissta

FAHeR FAZE 7Fett aQle =84 Ao St AR R X
o, A AE ux], 2E 592 Us 4 UtiBerry & Parasuraman,
1991). &H[Zb= #Rlo] Fulish= AlF Ev WA 2 AulL Fo dit 58
¢ A& dARA 584 SFS AMEShHEE 284 2 AHAIA A
Foluh AHIAE ZE1 Sl 7Y T BT om|xE FAoteT RS

FAY 2HRA] ojwet Zdide FAsk=tl 2AHA Eee AT (Booms

& Bither 1982: Baker, 1987). &2 7L FAFZ¢l Jgo] opd <1z
& Qe FAAE] AY B 444 AdS 59 AAHQA dF, S HE, A
5, AR, o) 53 e g9 dAnEd a3 9T st US,
2005; Booms & Bither, 1992).

=294 42 71do digt oJuAE FAst=d mfe Fast 92 o}

aHol Ao FFE ulA FfufelAbAax] M opzt o] Ay rE
S FAoHY e Fo2H IAFAHTE 4T 4+ e FaT 29l
o] = AH]

= =
T AT E, 2005). ELF 2H|R= MHE AES Tl
_"
o

o,
)
)
b
> mm 2
=)

o
A o Ao

Kotler(1973)7} 2214 #742 ‘934 297Iehs Adoz 4g Bds)
gor Bed B3L T AN G fUseld TS F

A7 BATANol R Aelstdrkiete, 2020). EF wjge] B4



ojoF QrH(ORRISON, A. M.(2002).
2 Aol B AL AHA T1Ye] AFohs FEA AHIAE &

ForF oM AHATE A5 =24 S5 u|dtk(Bitner, 1992).

2.1.2 294 &4 #4849

Parasuraman & Berry(1988), Bitner(1992), 7/44=(2004) 52 A=
& =94 o] AME|A AbdolA mAY FEolA Fadt g2 sh=
42 1 Baqe AYsian. 2ed 849 Pdace] delE arsl
ot FEHoHA ofzte] zlolE Ho|i L=t thE-E Baker(1987)9} Bitner(1992)
o A7 % ohtE =iz @79l e FAste AelT Y] wjRelct

il

ko

rl

el 249 4 asEel G 49979 Aok et 2 Aol
O}T(layout) AR, AAA, AZA, HElA £Z oz = o4l 7x] BHFR

asto] TASIATHAAS], AEW, AANQOID. T3 FAA, FHHA,
X214, 1 AIololA signage), AEIARIDIE, HA40189] Holg, 4
FHeR F Uy 7 HMFR ERse A Y EAJATER, (201D,

1
[e) “
A, 4, (2012). ERE A|ZH(visual), HZH(aural), *ZH(olfactory), &7+

(tactile) ] #AZp7|1¢o =z FRFsto] 1AL Bz AT = Ae A4,
29 S &do 1A @ A, &, 5% 5 ol 7 AYer ER/S

_,4
o &

A5t (Kotler, 1973). Z12]11, Baker(1986)= &4 FHH84E AU



o} 25 FHQA(embient factor) 2 EH5IY, A=n|e} M 5o @4

O2kQl 84 (design factor) 2, THA] ol %], FY4 59 764

Q4 (functionalfactor) & 75t o™ 2 g5 U 4 H7Z = v
Sh= AMe]4 84x(social factor)] Al 7F2A] 2o = E7s5te] A5

2 AFoME 44 AR A Zo] APALE S =2 el

Wt FAHALAE F7F 8°F AYsto] Sloju|gAoA ApEst Ta=A A9t

= U s g

ME|2 2o A5 a0 "k Anld o2, SAolu AH|A 5ol digh

Bk olRolE M| mAe] 1 Fo| Solrbxtubt ZA 1 diEe
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m
A
1o
a
D)
ro,
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>
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ro,
4
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o 12
[¢]

S, Auz2Aol T FolA ;o] 7N Ade] JbY me 4 Fi
Q4g s, 2020). nlgAle] Eg] =
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ohx Shleh. Tk &ElAbh AR L AZl] RHAA ol§2 Helsh
7

22-D =94 &4 4

o 2749 7|58 F2A7)E 247} Ak shArkBaker et al.

QT FH29
Aaa a0l S a8 A, AN, T A6l o] 7 (signage), <l

y - R
HEAWE, FAojgo] HelA M 559

o] 2](2014)

Ao A& A

(2011)

A, Aol

@A, A, A, 994

Ao, vieg, A, A

Lin(2004)

$Z}(olfactory), AlZt(visual), % Z}(aural)

YT, G, AT

(2002) HeA, Ang, AR, 22544, FHd, A4
A 7171(AE /919 71 7)) AA el #eksh Aln|

Kim & Moon(2009)

A3, Al =] (layout)

Baker(1986)

o2l
)

A Zt(visual), &7} (tactile), &7} (olfactory),

_11_



(aural)

FH Q4 (embient factor), A& L4 (social

Kotler(1973) factor), tJAF2l & A (design factor)
FW Q A (ambicnt  condition), ¥ X 7 FAZHE
Bither(1992) (signs, symbols and artifacts), & 7FHi=x], 7] A
(spatial layout & functionality),
234(2017) ARA, F3Hd, #ulAg, HA
E4: AYPAFE v oz Axar 44
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2.2 AR A AEA

2.2.1 dAAME|2FE Y
A H|AEA (human service quality)< A|H|AE F7bol= AH|AEA
o] FAH84 F stz AH|A HAFA AH|A AlFAe} Al7o]
o HAEReH(e] =, 2021). S AH|A FARES HE, XHE, AR
Aulzof gt FAMES] SRS oulstal Uth(E-=7E, 2019). ESE A4
ARYA AL o] &l nANA TFHE F= AA] AHAE Tt (e
4, 2012). JAAH| 2] AT & 3P5t7] Qs = 7Ido] AHlA A
A ZEoke Aol digh 52 9 et HHSE WAl Hy
(o)A, 2013).
Slofu]- 84 Atd2 Tt AEY ATt ofdzh A AH| A
tdo]7] wiwoll A4 A3 HEShe slojrAtelq el Q1A AfH]
€ o= dFEY 2t sltH(AlE%, 2010). JARAH|I A7 A
wuistr] fsl e EAY AEE Aot 17o] Fujd 4 gl
ZolEL Aoltho43, 2021). AFTEAA AAE Sstel
T oA 1AL FEstn uATe] 24 BAE A EE Lo}
Al 2ol chKotlerk, 1997). Eat 274e Aulze] 7418 A7
2 Edof A7|4olal &A1 WAE FASH Hoh(eldAl, 2020).
AFEA TR I Ao AR BEA dFAH A Higt A9
A

H
dAw B4R B AstEze] PN HEH BA 1 A=

S

oX,

4 oox ro
o U{l:l _:L
> m\m

m[o

N K

rE

ol
;:‘, -

2o KoK

>
HL
v
o
ru
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o
o
T
fr
L rlo
!
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rr
sl
s
2 7
o
fol
=)
iy
rhu
i
(HERN
o
lo
|t oI-E
>,
o
i)

BAoE olzst Ao dAdto] AATE AAAMH| AT sFATHLevitt
1972)

AN A DA} qH| L AgA7E HEShe BgolA o] FolA= ARl
o] ZTA o1t TAAY] T8, HE, &%, gAY 55 Foll AHAE st
Ao HOE ffsf HiE, == 5O TR Aot (HF4, 2007). EoF 444
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T2 Lol AquAzty AolstgithKotler, 1997).

2.2.2 AHAU 2B 3489

MBI Ao A 8] m-BFARALEY] F2 AH|AE AR o]l dojuir]
Qe Faso|ry, 7] QA HHel Yl AHA **Hi% AH| 2 AlFAA]
£ tiEsHH ABIAFARAL] AHIA fegEolu) AH| AR AB|A 0] S 2Pd
3 & 4 Qe % Q3 Aol Hh(x=FA], 2014)

Slojr] g o] JIMAH|AE AAMBAZAS B, F84, 384, 4%
39 4712] a9l —T%i—ﬂfﬂ Rom QAR ksS WA= St I A AlF
om FAHo R gt 22 ouES Wxsta it JHEAg-2 1o gt
A& =0l 1Ao] o] Bad wof 5 a7t SlS o Al&sH
s J= ABIAE oJu]eith(Babbart Koufterous, 2008). 8732 9]
AR 9 A T SR AY AREE Y 4 e AHA a2 9T
gt &AL M EFAARY A AN E TR0l Sl deE AL e o &
A, A, ST U 59 3AA 1l et AR|AE ou|dity A
AE|A T o] w-g-FARRReE A 0] AT 2F AEA]] §HE AR Al&6HH
AAl SHE ofu|st= AH| Aot Jhal|st  F=(2009)] AFtolAl= dfofm
|A9 QAU A FHO| A a4 dAAP R EASH RS-,
2009). E3t Sflojm- g4 17 HH JAAAEA FHY FHRAE A, T&
A, AR, A er FESIHCISR, d38S, 2013).

sllofr]- A oA AH|AZE FEFATEE ke AFele= A-A BT 7199

Asoln, 1A E3t nl-gFARR | iRt OEL7} Frhal ZFEskal Ith(Biner

etal. 1990). sflojm]-gAe] tiet 170 Qlajn] A FHL2 u-GFARA] L4

~0] A4 A go] 0|20l A Mo Tt WS Bt o7 ool ek

_15_



S|
S

Fof Q1A A

°

n AN AES}E == A
IR 2R

23 Al AgAre] 4ol A

D A=4d

B A L 7 W
To CLC nr iy
£ T XN T
o) -
woE o F
ofi T 5 o M
o oo g
il Uy oy T oT
& ob o opp B
70 TN R A
oy oo e
o — I7
N XA =
o NKN
on No by - W
z,*o L v = -
o oo PR
[ & On_ ‘ﬂol =]
3 oo &
~ A = B O
: CANCTNE =
,_u,‘_uﬂ AT ool E_E T N
o Lo KR
i~ o]
or B0 o %O
oy g < TR =
o < < N
N iy woer o~
= b TR B L
-l o E_nu G =
e o T B —
<® T TEEOW
I - - I
4 T b N oo Mo
of W Q o o H =

to] Zp41e] 7]

°

W

_16_

St 2p7] ARl A 773

tHAvolio et al, 2004).

&5 ©0

—]—l/k

T

o1

%S

f

o)

ole} A9

al

A

e

el Al Zrote] o

=
=

[e)



i
ar

<

—

0

o)

77

13l 9](2012)
= 9](2010)

o
=4 21(2013)

A4 92011
314 2](2014)

1=
al

A

i}

o

z
S

Ho

3 9)(2012)

&3l s 9](2013)

!
!
el

4

(2013)

7]

wr

=z

£](2014)

N
5o
N

]

_17_

Hgos ATA AT

=

=

AT

#7:




2.3 HEolmx] g

2.3.1 Fazolu|z] 7id

4 = QTHIL st o A o]

EAQ B4 Hoes FHHoz gy oju|zjd 2¥& grsolof gt
Skt (Martineau, 1985). 1749] o] tfgt FHA s ZAAY 99
gHo qlojA me Fash aclolth(xdA4, 2001). HEolm|AE A2t
Exo wat thesiAl Aelsleo] ket ARt oz AH|Rte| o) QlAH H
O] ZGEAR] QVolgt Fojd 4 A=A, A4S, 1998). 7199 9
Hoolmz]g FActs of#a’l F Anet A FHo] =i HE

ojn|Z= &HIAL kS e 7P F8%t onjz] F sholth(X/7g, 2010).
aH|Zbe] o5l QIAlE HIo] HMubAQl QIS Faxo|m||etal sh=dH HE
3 A

-
W gsAgor FAUCHHE, 2012). ABA
s
[e)

Pe] ) il = pak o T o
WA 297 el LA Sk Aol Bekdhy e ange] 4
go BaAH 2L FehArkelA, AT, 1997)

AulAbs ol HES MHsR ofE AZS Ael 8771 B of
2 sdsty] s ole A Selse WAlsH Hch@sl. 2007). AEA
ge gmel Y EL olux|7} olg AY Sltfe] Fwlofof olRoj
g, ol WEA AW &Ao] 1A LM glo] AY J|FoR AE

Al HoHEAEA, 2017).

Blemer and Ruyter(1998), Shim and Kotsiopulos(1992), <A4d-$-(2013)
o Aol oJstH HRxEAL AHRRS] FHoJAL A oA Ao et
Hr1E Uiele ange] W slzo] Hul UxolnAE P4ein] AHH
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A5 Fshks 242 HEx W ot AR g9 4 % ol 4
Hm Hixol IAPETS olEo] He 242 Ho }035}(01 , 2010). AA
N o) B3 RS WROEA B BEGAL $EALLE
s HaxoflM el Fuf 7HsAdol Eotbx]Z] izl &HIAE FaAIshs HE
sge WRAY PET TS AN ABE FHYEA, PAS
1999). olmz|9] /g2 & e AulL, 18al Fal] B4, H2ED, F
A, ARt Biioep e FTAA QVE o MAH B[RS Al=E
Htdsh= Aoletal st th(Kotler et al, 1993). viAIR oA AH|Z} P53t T
dE S vl ZHA] oA A fok= AlE olnA], HAE ofnx], 7Y

ojnjz]o]ti(He & Mukherjee,2007). {2 oJn|x]&= &
Odiz B4 Ao diste] 4HRL FasHA AZehe ol Hix £
tfsto] Av|RFe] FHHQl WIS Woldl Utk(Bloemer & Ruyter, 1998;
Yun & Good,2007). HE olujzli 1958We] AHgoa arfxo] £ Hx
of tis AHZ} utZEe] XY= olm & AL AL o= AH|[AY] A

—

SHE F71eF Q1A Y wlre] 254 AEE dest shaAt st AH|A
o] gldor B 4 tk(Martineu, 1958).

IR EAS A &M= UEdEY B VS Al 1 7lE
of B0l Hx7t 2t Qe Aoy o|mAE Hlwe & 11 AWt 34
ojH HxE Adsty RAYHolH thE HEZE NIl SHITHEngel,
Blackwell and Kollat, 1978). &, Hzo|m|z|zt 1ZHe] HxAA o] lojA
dA, 7HAH, AE AT 22 7153 849t ek ASH, S
2 AYA Bl 4r[Ate] mhag&o FAE= on A=A Haro] AEA
=204 EAEYE FHHos woEs on|x|o xH-& Folof qtttal St
At (Martineau, p. 1958)). I2|B= HIxou|x|= AH|ZA7 B4 HEE W
wote &¢F Ot mHAIE A= =EEox FAEE Axe AdbAQl <l
dom 7]'—?} AP &40 AuH|RRe] Aot wRlE Fd £49)
QIR c) AEEH AWy S AEA, 7Y 4884 T 7)E
2 5oy —11—7_74 £ A 29171, 8ol =7A He Aoyt
ARt 22 AeHQl Aolghat st tH(Mazursky & jacoby, 1986)



EG, AE on AL Ay ulAelA] AFeHe @55_4
Axel BeAstn AolgozM, amart AZshe A
A, ALl ofE Q4 5] ofmlz shAstdrkArons, 1968). 1
HAE Fele] £ %35&011*194 &3 peiste] Aoz 7H
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Els Jﬁﬂ-ﬂ}:ﬂ_ 7@40}@\:}(1)0}/1 & Fenwick, 1974). 1990dt] o] HEE= o
2njo]o] g} AAZZA S 22U} o|Fo|AHA A om|z]o] FQ
e &, avide B8 719739 S8 oHA" Agow YA =HIUXL
ofz] Foko] A" A=A BAE= 54 o] ot AB[ARe] AubA ]
AFor Aoston ol AHAE FHiRES Shetl 8%t Qo=
A4 Hojx ] AmjdA| o] MY Aol o] FasHA EEE QL
FzZst9HLouviere & Johnson, 1990).
%;ﬁi o] Jhdolv HE &S0 iRt AHRRe] ookt z]Alolztal

B U
1 SHETHQIgEet ulet, 1991). 4mjH 9] BAY SolA HE olu A
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o
i)
|
s
)
e
ox,
30,
i
o
Hel
_la
)
o,
i
I
>
ol
lo
ol

o

_20_



A94, 2003).
2o HE olmA]E= Hxo| digt AR FgHA 0l

&Y A= EF
st HikolW, 159 A7 AEE Hxo| dH diet S8k SHof digt

Hrteta Aottt (Doyle & Fenwick, 1974).
232 HxolmA] #4424

AHZES ofe] 742 AdeR AZ4E HREHYS IPeER AHAEE
o) ofgh MekAQl el Hi oJu]z]E FASHHDoyle and Fenwick,1974;
James, Durand & Dreves, 1976). o]8{3t M o|u|zx|E AH|Z}S] nl-2Z50
AEsh Hold AozA ARL gmo| s5Hel B ofshy i

o o
AEA &A o8 dA-Et(Martineau, 1958). HELZA ] ALE FA

H 1l
N

AHZFEe] ARE H|w sk AR AHES FE, BE4, d4A, 7H4A,
49}, I8 g Soltt(Doyle & Fenwick, 1974).

HEo|m|2]= ABv|zbEo] Mo A|AQ AAE 1 &4 st A
Zholl o] AT Aor ABAE HAERE HolEole 7MY Ta%t fXoltt
(AA3], 2002). ESF HE omA= FES £Aor FAHEHE tApdz
Mgor B A8zt x5 A9 off 1ok JE2EHY 820 5 dA,
7HAH S, AEAST E2 7152 29 ol HE oux] gQlo] JF= H
gl st oAyt A, AEd A, Fo, w5 Fx olnR|e
F= A= vl 7HA 892 A (Martineau, 1958)

Ha olmz]o] FF= ‘—571‘3}%31] agt 7]1":‘7‘q el Zﬂ/‘]—}oﬂh 1, =

5
Berry, 1968). ol&l L ofm]z|e} T *d@iﬁ?%% %@Ziﬂi HES}
=

FEA, M, AAS, A



LuA7} A7 7154 29dd A [9lo]
Rxoln A2 @4 o=t GFS vlAE FR 29lolahn FgegrhLindquist,
1974).

22 9 FAd0s BAF A FHYRAE a7} B3 9w 9= AE of
NAE TASE Q4RA AMAZL Azels GE9| ojulAt Ao B
el AET 1A, AElA, 297, QA A4, BE 1 5

o
Ast, olefd A4S 2HATL AES AesAL BAT o s]Fo

At A(Berry, 1986). EQE, AH|29f AFAH| 20 tigh £ B 714

HE ojmx] @40 o gaoln HE A FF= vl

U HEE ol Hz:olm|z|e] 3 FAHeA=E HOT(James, Durand &
Dreves, 1976). E3F A&, AHl& WO, AldHOY, =44, 2 9 37t

o
27, 71A7R3A»ES HE olnz]e] AAFQolorg HOW(Kim and Jin,
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AAXNA HIA, v AA HAEA, oA /\‘]H]_/_:, ﬁjg]/\g, 7]./\]/%1’ 5_%7]’

il A, B & S &
Qo] Mz oJn|z] Ao FJ&FE mIx= QQloletal FotTH(Sit,Merrilees
& Brich, 2003). 4Rl AHAS2 AlF F2 tiste] dA4HE AlE X
v

7IAG AR sshA] e A, 1EA Mz AlEe HstEA A4
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AR TA A= B9 AL

et al, 1985).

(E2-3) Hzolm|z] 44l

aH| Al A a3t

A 7F Ht(Peterson

SEE

Timmermans, et. Al (1932)

F489
Fare) Wy, vigel B, 4
Fo A, FE Py

Blomomstein, et. Al (1980)

Spencer (1978) AEe] AXNE, A, 714, AF] vhA
Bearden (1977) YA, FAAA, B9V, A IE=
Downs (1970) 744, gArel, a2 A E e A
9 A o Ad FAez £3, A
Nevin & Houston (1980) ;L?j , Al » T o
AEZo] A Aulxe &% 714 FxA &
Schuler (1979) A% A, Avlzel S, b, FA
o
Hansen &  Deutscher Z%, £97], AE An)x oA B85 A4
(1997) Aeld, A T ow=
HY A =2 By 7 ko3 Er_]_.?_;?_ —77_]14 o
LlndQUISt (1977) X]‘LTL;,"I 5 "4 ], %EH T , - ) H
o, oM™
Fa, #4, A, AETA, S, $1A,4
Kunkel & Berry (1968) v 2, AujER HEEe Y], 74
A4 APgATE gz AT AFA
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2.4 A7\ AHRAEA d

2.4.1 Z7171=0 A% 7H4E

A7 Aol nAT 74 Bedt A BAZ obd 45 7he
4R BUAA A BASL ABsaA B7AR AFHS A 12
o J1gae] 3o BAE Agstet &7 AUL GolA A4l 97
2 %#’8}1*13}5 A0 PEe 2FSHY 45 o] WEL =R B
a}

1o
=

et al. 1990)). 1174o] FHH FAUH AH|A

g o894 e A5 Ad W ol AR Aol 78

5l9.0 ™ (Czepiel & Gilmore, 1987). T3t AmAdAE FFAA S AlxHar
ofet AdFA 559 At Ar1Hor aumdelA dEe & Aow 7
tiste] Ao oEAQ AR XAste Ae A7IAHAF el Folstitt

(Kelly, Thibaut, 1987)). #A Z el 7|9t & Aol &= E 7H]AL glom
BOWHHAE A&stAtr sk STl QoI tHCzepiel, Gilmore,
1987). A7IANAF = izt S527F vl A2aE 7195 UEide
TA R EAl digt ZIddoletal A o5k ti(Noordewier, John'Nevin, 1990).
aseg AAAY AFHL A BA, S A TR 719 Ar1HolH

252 BAE ou|st=d|(AT, 2009). o] st sHE apo] ofd A
71Ho= 4474]% 33 Aot H4EEY S5 (EIE, 2016).
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5, 2010). TF F7|AHA]
THS Aol k=starzt st
+ AT Ay 3
W7 A71A o2 A GARIAE olele] H Aoz 7|
ok Ao ojEAe] A Zolet shtt(d7]E ol ], 2010). ERF ¢F
£ARoR AL Astiat yey: Bz Holsdri(aH A
5], 2012).

B7NANE A&ste 719> 124 3
(Kotler & Armstrong, 1991). o]&59] o|&2 Wx|ozH 7]
gietrd 4 qlow F7|gte] AA fEet Ags 8o
(Kalwani & Naraynads, 1995). wj2tA g=4o=2
7IAHE FASELA}; Sk oAE STt o]ols F
& Weitz, 1992). F3t A7|2FH 71942 9] 7]
ol @A & otyet mio] Aol tisiAk: ¥4
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BE M58 45U SUste] AR FASRD dt G2 AMsHE Zge

2 Apold AANAGHS B FAe PRt FEA vl
§ 7195 vehie BAASHC] e lelet BelstarkNoordewieretal,

2.4.2 F71AHAFY F489

ZAARAFH e PAAY BN BaAAS}
w719 o] BASER Aol AAE ol we o
e, o147, 2013). AAANATL AAetelw, FANA, 4O
2 3709 974 adlem FHsle] Ags

2009). 94 maAlztol = PAH =4 AINAFA 7
Ao stol T ol AAeelme} 2R o] AT AAsHY
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B Q7Y £4 ARE BAY PHOR B 95 +HT Azt o

ole I Y (Data-Coding)#8-& #A SPSS Ver. 23.0 54 m7]2| &-&5}o

AR, B2 dvtA EAT} ngAH| A0 FujE/A-S melstr] s Wk
24 (Frequency Analysis)= AA]s T,

=4, 818 F2F olsisty] flsiAd o S

N
ok
ofi
1o,
_O'lIJ
T
r o
.
_|>~

2 9 olBA(Exploratory Factor Analysis)-& ©]-&3t1 A== B4 (Reliability
Analysis) dAISE oM SAHEFY] B 9 AREE 24617 flsiA 2
A9 B ASohdth. B AxE lsty] St FAA4 addEA
(Exploratory Factor Analysis)2 %2 HEES AWAZE =2 4719
FolFo=H 22 MdE Aok Hyso] U afle=w FHoleA &
sk, 1 &S Tl BARHOItHEAIE, 2013). §9], 4919
5 ol ARLEA HASIE Y8 FAHE EA(Principal Components
Analysis)®A] ARESFITE ERE Q1312 QRlE 1Y A4S HH4S gH
Al

7] 9iskel 7+ /9le] & Aolo] ZEE R At AztE A
o

H 2l A (varimax) FAlS ARESEIITH(A 25, 2015).

8]l BAAW A=Y HAFSE 9ol Z2HS I3 (Cronbach's Alpha)E
% 54 =FE9 WA did(nternal consistency)= FAFSHI 831
2 27d 4 5= diste] SAstA sh= Adel A sEAE] &
g& 5ol Agety dEA SAHEHU=A] oIRE JHSH] AT AFE £
A& skt

AR, &Rt S0 AE wetelr| flof AR (Correlation

Analysis)2 AAISFAT. gBdARE A (Correlation Analysis)2 H4

0] AeE S5t dnt AaAvE EAS=A dotls

= Z 7MEHA oA HaeE Y] ARy Bigte] ek JrE S

o] melstual s AOR(FLFE, 2015). T H4TE] AFyA ol AEE
&

Uehe ARASE -1ol4 +14kelo] g 7HAn] &

fol
=2
r
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%2,
-,
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Fo] Adf gt 2717 HSE e AW HTE wdsts 7lEo] "HoHelE
o, 2013).
A, slojn]g4de] E2]4 AT 14 AuEAFdEo] HE olmz]et Y]
A F el mAl= JFF TAE BASH] oA EFEA (Regression
Analysis)= A A5
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3
J9] HlEo] tA B2 Zo=g UrEP*E} Oﬂﬁﬂ% 40t 11374 (28.6%), 20th
1088 (27.3%), 30t 106™8(26.8%), 50t] o4 68H(17.2%) &C& Urehyt
1, m)E 2048(51.6%), 71E 1919H(48.4%) 0 2 n]&o] H|-go| thh =& A

2 yehgth % ﬁ:.—% 28A g Ast/EA olidel 3235 (8l.0% o=

astEAbe] Hjgo] w2 ZoR uERdd, A2 AR 1087 (27.3%), A
2 978 (24.6%), AH2~2 86T (21.8%), 71Et 37%H(9.4%), 755 299
(7.

3%), StA 269 (6.6%), 559 12W(3.0%) o2 Yetgt. € g4 A&
og2E 2009HA oA T 3007 m|wto] 309 (78.2%)C.2 71 Wo] B
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(B 4-1) AFFATH EA
N %
A A 190 481
o] A4 205 51.9
il 395 100.0
20 108 273
o1 o3 30 106 26.8
40tH 113 28.6
50th o] A} 68 172
7 395 100.0
C o NE 191 484
deelr S 204 516
A 395 100.0
TEsW £ o)t 72 18.2
- 2dA e As/EY 104 26.3
B 43A et A /EY 182 46.1
g As/5/EY 37 94
7 395 100.0
A}E-2) 108 273
A5 97 24.6
) 2~ 7 86 218
Y Z5d 12 3.0
S} Ay 26 6.6
TFRF R 29 73
71 e 37 94
7 395 100.0
1009+ w]wt 12 3.0
1009+ o] ~2009H W] gt 11 2.8
2 HF 25 20099 o] ~300%+Y H] gk 309 78.2
30099 o] A ~400%+H |9k 37 94
4009+ o] A4 26 6.6
7 395 100.0
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4.2 n|-gAH| 29| 0|8 AF

o] gAH| A o] dge]l B HAibe (E 4-2¢F Zt WA so] njgA
L 7]&o] ZFobA 2399(60.5%), AH|A7F EolA 64
(16.2%), Bzt wE 36%W0O.1%), 7Iet 2979 (7.3%), A"t 87 379
(6.8%) +=o=2 yepgon] o4 Hx: 174do] 18] oI5kt 2957 (74.7%)
o= b do] vehylth ok JPY Adsshs ed2E & Aole gl
U, 299 76919.2%)7 ELY 69H(17.5%) 02 =7 Uehdon A9
3279 (8.1%)°] 7V @A VrersTh

T8 o|&st= AMHEE 6A] o]F7F 2797(70.6%) 22 7V =4 UE
gon, 0% 12A~282A714] 18 (4.6%) 22 7P WA uehdh B
o] gAZtO B AIZ~2AIZF 214 (54.2%), 1A gt 1548 (39.0%), 2417t
ol 279(6.8%) 22 YEtgton, 2 7 Tk AFHSRZE SAHA
o] &5t= AL7t 3068 (77.5%) & 7V A Uehgth

A olgsh= m8AS] LIFHEE MU FY 5ol 368F93.2%E 7t
=4 debgen, Fi olgste mEAe fXE2E H A 3509
(88.6%), AW &47F 30%8(7.6%), 718t 15 (3.8%) o= UERT
JEn w8 dergozs 28kl ookl 325%(82.3%)7t 7Y =4 U
3574

o] Az AmE wf 1Mol slojn|gAS HHI 7Y FaskA A

1}

of et A=4de o
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(E 4-2) "lgAH|L o8 FY

N %
7] 0] FolA 239 60.5

A B 2=7F oA 64 16.2

e o] f Ags & 36 91
FEEEE 27 6.8

e 29 73

A 395 100.0

119 15 ol 295 747

oM Dol 13] 51 12.9

ol W= 37h Lol 13 17 4.3
475 L 13 20 51

71 e} 12 3.0

A 395 100.0

989 55 13.9

H2 19 124

S 50 127

A% do 29 29 76 192
Z24d 61 162

=) 69 175

Jga 32 8.1

A 39 100.0

°A 10~9F 124 30 76

ag oe 0% 12A~9F 24 18 16
°F 2A~o% 47 37 94

Az 9% IN~9F 64 31 78
2% 64 o F 279 706

A 39 100.0

o 1AZF o 154 39.0
1~ 27 7F 214 51.2

o8 Az JAZE o 27 6.8
A 39 100.0
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EAA 308 775

3ol = 22 5.6
29, A F 67 17.0

A 395 100.0

oo Eaﬂﬂﬂ%(ﬂl‘ﬂ@) 27 6.8
Ml Fd 5 368 93.2

Al 395 100.0

AU F A7t 30 7.6

A A A 350 88.6
7] e} 15 3.8

Al 395 100.0
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TE HEoRE E94 A9 shelacles o= 9 HAA, Aulk,
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(E 4-3) =214 49 addes 3 8=

38y

2 A7 Avl A4
Al-EARIAE W] Ak A 2 F7ro] S8 708
SH o] gt '
AW 2k g FE7F AAsi 785
ze] Wle AHAsitk 603
m]-§A | 2 ko] A s Tt 580
W7ok mlEd 9719 & o & 567
uietat glolE 5ol HAsith 521
uf g W ojakst glojEo] ml&A ] 9]7]9k o ZHt 787
g W A B g e] mRAe] E£97]9) ofdth 743
vpet 9 0] zjFo] w-gAlo #917]9F o] T 654
W9l ghgo] mlgde] #1719t o] &t .603
FAPAE o] 2 ZhFolA] Sl 911
FojAld (gtolate], S8 F)o] & zhFolA] Atk 710
ofF ¢ 7hd Kyl HesHA ol 527
A 3.243 2.912 1.726
% A 24.949 22397  13.279
% 3 24.949 47.346  60.624
Cronbach’s a .846 792 .656
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ATFE HiFo g AU A FHO 5h91ads A=A, A, A=A
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A=A AEd AR
ol-§AfH| 2 el el A ety gekek A gk 791
HL vhollA fEves A 2k 676
Aoz A4S AR 633
W 71eE de el ko kit 561
AAs BEE B 525
IS A Aze 720
I8 FA PFAM FAIE s A 669
e 84= Aoz Aed, 656
el Al HAS el AH RS AlFgi 646
I8 g HFA0E &gt 554
A Z A0, 779
EdolA s Al FET 617
A48 Bl 2d3s] 33k 615
IS S A SHE HEES FAg 539
A 2.979 2.928 2.497
% Ak 21.281 20917  17.833
% +34 21281 42198  60.031
Cronbach’s a 790 .808 824
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433 AL olu]x]o] Qo1BAN W A

AR oA

KMO #HF AgE+s

AA 24 dREe 571.771%E A
8302 YEer, Bartlett 1%
=608.641, p{.0012 Yeh} QQEAo] Hggt Aoz yepyltt,
A3} Cronbach’s a7} 81722 Yeht} BRE B AF L7 Q=

Al i
Az

= AL
et om(E 4-5)9 2t
45 HE olu]79 B @ s
Q91 A A 3k
n)gAe] Mu) s F4L 9431t 790
- gAoA LESE A9 52 FZ9 AMH|AE AlF3ith 77
n g2 §97])= Htelal qheeith 759
n] Aol A Al Fehs P|-§AH] 2o BHEgh 741
n &AM A8k rlEAH A AL HANT] 732
3HA 2.889
9% 4 57.771
% T3 57.771
Cronbach's a 817
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434 ZAANAGHY) 8ARH P 4

T

i
H1
H
o/

A7 AR F g AA BAF AEL 64.706%5 AWt Qlrh. e
KMO EZ HIr: 7992 yepgon, Bartlett 784 AAZAT «
2=538.402, p{.001& Ueh}t Q@olBXo] gt Aoz ety A=z B
KA} Cronbach’s a7} 81122 Ueh} BE Ealo] AlFLr}t 9= Ao
Uehon (E4-6)3 Pt

tu

(E 4-6 ) FARAFH] 8ALH 2D A=

2 Ak
A o] &8l vEAS FH AJEANA FH & Aotk 339
A o]&dh= m§de v o] 4 S|t 839
Al o] &dhe wEAS QHE ot dgith 817
AR o)gat= WSS SNSl FET S} Qith 716
A 2.588
% T4 64.706
% A 64.706
Cronbach’s a 811
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WA, A A9 oy 2 HAANL FY W9 AnAG=.708,
pLOD), WA (=570, p0DT Fo] AL 2t on, B IAA
H A FA9 4184 @=.606, p<0D), AAZ (=653, p<01), HE4(r=.663,
pLODTE Fo] Az EAsEATE. T3 HAE o] 2] (r=.646, p<.01)2t
7N ARAF S (=614, pODIE Fo] A ZE EA5HAT

214 &Y AvAde Y W HAd =546, p 0D} o] iy
A7} 51116}@‘2‘# ESH AFAEA FAO A (r=.619, p01), 7G4
(r=.527, p<.01), AEA(r=.665 p{ 0D} o] ATA 7 EASHAt. 12
3R olu|A(r=.595, ploDet 7 AHAFL (r=.560, p.ODTE Fo] A

THAZE EA5H

E9A 70 "W JAFAHA FA 0] A (=478, p<oD), A4
(r=.595, p<.0D), AEA (=541, p{ 0T Fo] APPAt EAsHA. 1
3 HaE ou] x| (r=.558, pl.01)et A7 AR FA (r=.485, p{ 0D Fo] 4
WHAZE EAskdt.

AAMH|A EAO] AL 73(r=.738, p<01), A4
(r=.713, p<01)31]' Fo| FTAZE EASHAL, HE o] A](r=.689, p<.01)
FoEA 7L EA 5.
go] X S BA=.722, p0DF} F2] A
AT EASHAL, HE ouA| (=710, p{.0De} A7 A FA (r=.649,
pLODTE o] A7 & .

AAMH| A FA O] MR FIE on]R](r=.755, p{0D)et A7 AN
(r=.643, pODT} <Fo] AAA L EAston, Hx olu|x= A7 AHA]
FA (=714, p{ 0D} Fo] A7t EA st
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B 4-7) =23 &4, JAARLFE, Hzo|uA], Z7AHNAFA 1]

AR
223 874 A Au 2 gy 87
oz A
1 2 3 4 5 6 2] 84
1 1
234
7 2 708 1
3 5707 546 1
3 6067 6197 4787 1
Q1 %
AuA 4 6537 5277 5957 738" 1
5 663 665 541 7137 7227 1
AE olmA 646 595 558 6897 7107 755 1
ANANAEA 6147 5607 485 586 6497 6437 7147 1
e 397 399 390 407 406 407 399 396

kd
N
)
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503 .543 .645 .540 028 17 .530 076
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oX
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slo] ml-gde] =24 M A H|AFHo] Haolu|z|et 7| A
4 S 9HEH (Regression Analysis)& ol AZSotAF g+
LR e nAle SHHSY A dFE 271E v/

A8 AAA 3 HEA (Hierarchical Analysis)-2 A A|SFITH

SRS Aol =24 75@ B By F285.744(pKX.000), Durbin—Watson

b2 1.8882.2 20 7HEAL 0 E= 40 /MR ¢k7] wige] abs 7re) 4

WAL flok oA 3R] Aetsiohal siAe 4 itk ERt
A7V AP A FAEE 42.0% AEskL rt.

AAx dflo] w8 FeA AL AV AHAFALAN H(H FFS

= 2= UeEth( 4 = 649, p<00D). mehAl 7HE 1= A== Slch

o

rE

=
=

4o o=

Hn: rg

d

|

H| ¥ F3} A< %3 A .
D
B TFEo A B
(%) 852 186 4589 .000
=24 37 786 047 649 16.904*** .000

F=285.744(p<.001), Durbin-Watson=2.072, adj. £°=.420

F&AS 1 A7 ARAFA "p<001
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614, p<001). wtA 714

bl aele

S

=94

o= gty =
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oy
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H 3t Al

.000

6.455™"

182

1.178

046 614 15.415™ .000

702

375
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1982, adj. R

F=237.632(p<.001), Durbin-Watson

1 p<001

1.9142 Z=p

o
—

AulAde] FARY-L F~179.125(p<.000), Durbin—Watson

T
o

FA 31.1%

Sl 71 AHA]

=
[e)

o

UeRTH g = 560, p<.001). wahA 7Hd 1-22 A== gict
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(E 4-10 > AT A7 AR FA | 1)z oI5k

H X 3} A5 s A
t p
B EFLA B
&4 1.601 178 8971 .000
Amg 593 044 560 13.384" .000

F=179.125(p<.001), Durbin-Watson=1914, adj. R*=.311

" pd.001

olojA, Aol IARFL  [F=120.631(p<.000), Durbin-Watson<

o 7] wzoll 2Rl Atstrtal A
A, ER FEHP] AV AANRAF LS 23.3% AYStAL vk EAE,
=24 29 Hed2 A7IARAF Y A+ dF= vA = Ae=w y

EPATH @ = 485, p<.001). wetA 71 1-3& A=)

AA

T 4-11 ) "R A7|AAAF e vA = dF
v Fst Al xFst Al
— N t p
B EELA} B
() 2.280 156 14.628" .000
He)d 432 .039 485 10.983* .000

F=120.631(p<.001), Durbin-Watson=1.835, adj. RF°=.233
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slol vl =94 &0l ATIAMNAF L viAs FFS AT 2
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T R I A L KR L [OF R
- Gare 1A Aol i
g AR AAe AARARN A dFE

M 12 A2 AARAZE A Ao dFE MA Aolvt. A

7Hd1-3 d1eAd AVIARAE N A+ g vE Aol A e

N

slof wlgAle] Beld @S SYUSE oh, AE o|NAS FHASE

A .
Astd A Ao 37 mPL [=377.439(p<.000),

1.8848 20] 7V41 0 X 40 744 927] oo
AAE el AEEAZE fiokh wEbd FARGe] AFetta AT 4 9l
ol H; olu|AE 48.9% AWsti it

A, o] ngde =84 fHS HE ouRof F(+)°] IF= vl
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GE 4-13 > Beld S GE olnAe] mAE 4%

H| ¥ F3} A =3 A .
B RTFEo A B P
(%) 902 160 5.625"* .000
=24 37 781 .040 700 19.428** .000

TTipco01

F=281.204(p<.000), Durbin—Watson= 1.
7wl HHmYo] Attty A
025 41.6% Agstal Ut

BAAT 2ad 349 stoqolel olghy W HAXS AR olmAof| A
(99] e AL A0 UETH S = 646, pCO0D). TEbA 7H 2-1
< A=A

(0e)
w
il
2L
D)
f|rt
N
9,

>
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=
A
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o
b
rE
>
(e}
o
el
o

(B 4-14 ) = 9 A2 HxE omAd mAle 9F

H . E3}t Al x5 A
t p
B EF23t B
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ABSTRACT

The Effect of Physical Environment and Human Service Quality
on Store Image and Long—term Transaction Orientation of Hair Salon

Hong, Mi—hwa

Major in Hair Design

Dept. of Beauty Art & Design
The Graduate School

Hansung University

This study attempted to investigate the current status of hair
salons, focusing on the mediating effect of store image, and beauty salons
managers seeking various alternatives and measures to survive
competition.

This study aims to empirically analyze the effect of physical
environment and human service quality on long—term transaction
orientation based on customer experience, The purpose is to verify how
the store image of hair salons has a mediating effect on long—term
transaction orientation and provide academic basic data on improving the
competitiveness of hair salons by securing long—term transaction
orientation of customers.

For the empirical survey, a total of 410 questionnaires were

distributed from April 1 to April 24, 2022 to users of hair salons located
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in Seoul Metropolitan Government. Of the 410, 395 copies were used as
final analysis data. Data—Coding SPSS Ver. 23.0 was used to investigate
internal consistency of measurement items through Cronbach's Alpha for
frequency analysis, exploratory factor analysis, reliability analysis, and
reliability verification.

First, as a result of examining the demographic characteristics of the
physical environment, human service quality, and long—term transaction
orientation, men became more interested in appearance than before.

Thus the frequency of men and women visiting hair salons was
similar. As a result of the analysis of the current status of the use of
beauty services, it is necessary to further strengthen expertise, since the
beauty workers’ skills are the main reason why customers choose a
certain hair salon. In the wvalidity and reliability analysis of the
measurement tool, all variables were found to have reliability. Correlation
analysis was conducted to explore the interrelationship between the
physical environment and the impact of human service quality, store
image, and long—term transaction orientation. All variables were
correlated.

Second, the verified hypothesis results on the relationship between the
physical environment and human service quality of the hair salon showed
that the factors of comfort, cleanliness, aesthetics, and convenience had a
positive (+) effect overall, especially on long—term store image.

Third, reliability, expertise, and authenticity were the main positive
facotrs regarding the effect of human service quality on store image and
the effect of human service quality on long—term transaction orientation.
Fourth, hierarchical regression analysis was conducted according to the
three—step procedure to examine whether the mediating effect of the store
image affects the physical environment, human service quality of the hair

salon and long—term transaction orientation. In the relationship between
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the physical environment and long—term transaction orientation, the
physical environment has a positive (+) effect on the store image from
the primary level, Next, the physical environment has positive (+)
influence on long—term transaction orientation. Lastly, relation between
the mediator variable (store image) and independent variable (physical
environment) are statistically significant. In other words, it can be said
that the store image has a mediating effect in the relationship between
the physical environment and the long—term transaction orientation of
sub—factors (comfort and cleanliness, aesthetics, and convenience). In the
relationship between human service quality and long—term transaction
orientation, the mediating effect of store image can be said to have a
partial mediating effect in the relationship between human service quality
and long—term transaction orientation of sub—factors (speciality, reliability,
authenticity). As a result of the above, the physical environment and
human service quality of the hair salon are considered important factors
that positively affect long—term transaction orientation.

As a result of the comprehensive conclusion of this study, it was
found that the expertise of beauty workers had a long—term effect on
customers visiting hair salons, and it was found that customer
satisfaction, is far more important than service-wise technology. Beauty
workers need to strengthen their expertise for customer satisfaction,
accurately identify and improve service problems that customers need, and
provide clean store images and excellent quality services so that customers
can use beauty salons for a long time in the future.

This study was conducted from people living in Seoul, and has certain
limitations. Since the study was conducted on a quantitative basis,
understanding the physical environment and human service quality of
individual hair salons are necessary to improve customer service. In

addition, since the physical environment variables were limited to
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comfort, aesthetics, cleanliness, and convenience were limited to kindness,
professionalism, and authenticity, further research is necessary to deal

with other variables.

[keyword] Physical Environment, Human Service Quality, Long—Term

Transaction Orientation, and Store Image
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