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Taol 4FE Fdss Jdolzta & 5 Stk I 71 uiRelAd BE 4TS
Agfshs ol WEASl BV olsta shd, oF AlE e dF-E
AlEsketal gk AT skehs oFxade ARl AG ol 2 gl ok a2
“‘Out™@ "Sourcing"®] AgolzZH, 71 e o] opd A3e AE dAE
deato] 7o A9 H5xE s fd deR s ve dF e ANE
ool fgstel wdsks e A Aol Add = Aok o=

BPO(Business Process Outsourcing)E ¥3&3Fo] IT(Information Technology),
A 2EE3H(SI @ System Integration), AL 985, 8, R&D(Research and
Development), TRl 7] B FoFs 3Tl 69
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engineering)10)9] Ao 2 AQUE-E AHESIRA, 2FAdE LEat] T
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oRardel Aw 71 ALl Sl HA™ A= 1962 2= HAlw=r dwe
EDS(Electric Date Systems)AF7} 19501 & AATHA o]F m|=¢] HFEEF Y]
7kt 7ol Aoz <laf 7199 b e Amu iRt 5o ol
Sofumi 5] thgiol} o w2 AT EYo](software) 2] /NAAF-S SrEhto
thegst A el A7) Alzkel JRAIAT Fofell A oba ol o] dubA o R
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NEA AAASH= “AeFA o244 (strategic outsourcing)”©] 7|74 4]
O 7 v ® A& 1990 v]=ro] A 8kA}2l Prahalad(1990)2] 74 o] & A

T Utk Al 2old 7 719 1™, AR, A @A
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2.2.2 o}XA7) e Hj7golE
2.2.2.1 AAAGZFo|Z(Core Competency Theory)

Prahalad and Hamel(1990)2 3} 4l o &fo] gk dnltx o 2 “AHA7| ¢ tjfs}o]

2.2.2.2 A4 7]¥ko] & (Resource—basedTheory)

A 7]Hko] 2 (Resource—basedtheory )= 7193 AP s AHL 9] AAZ Hal 7)Y
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1995)

37l %MW 2 o 7199 AL 7190] BAE i o] 84w o)
Al = 2 Foll glo] olg 7Fsahil she mATS ol
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A2k (human capital resources), =214 A (organizational capital resources) 2.
T8 4= Ut (Barney, 1991)

71219l Zp<lo] Ao A 2] A2 2A5}7] Jal= 2] 7FR] (Value), AH 2]
3|2/ (rareness), AFH o] E¢Hd s 2R (imperfect imitability), 2FEe] BITiA)/d (non
substitutability) ] 478 AYaL glojofgttt.(Barney,1991)

IT oF2-A/d 2 stEglofu AXES o] 59 7|9 A or 24 S F118
o] BErbsalz) H a2 49 o2 a2ds7)9e Fuo s T obe-aaS Ml

Zo]tH(Cheon “51995). whehr] AFgl7|to] 2ol 713 IT oFAd2 JHA|2H
A3 s E ke AXFE slasr] Hsf AbeE ¢ e AEA JAbEA o R 7]

ool 248 BEAclE & 4 YTt (EF2005)
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2.2.2.3 AYYE o|2(Resource—dependency Theory)

A}l e]Eo] E(Resource—dependency Theory) 7]19] 40| 744 B-3H2 447} 9]
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oA Hsar Qi o] &olt). oj|dt 719 2AE YRH R Ar|gdH o o
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o} Aele] W E S Sk Ak o 2 AatEoldu BEAALS &S ]

o] STk, Aumles Sas AR go] S7kEh(

TOHM‘# Feste] 242 AR7)Ee] A5l da Ar)E Vu EEA
= HaAIY sk Wi AR et

2.2.2.5 tjg)eln]-&o|&(Agency—cost Theory)

e §In]-&-o] & (agency—cost theory) YRFA o & 220 YRS 943 Bl-&] %
e gF oM Au]gol2o] Bl o]2 oM ol ARZHT) tie|Qlu]go] &2 F
= At ot 3| AISE fofol A At wol2 o] 2o ZM i ITHAIIA AlkA] of
A H-E-& HAassto] 7 8o a8/35 GAstLAl sk sloltt. (Eisenhardt, 1988)

=]l TAI AR g lel Al AFA1e oJaazg el dghs A dshs A& ofnlst
o, g AH]-8-2 U] AL} tholEAn - dig|Qle] Bam|g o= FAJHT)
(Jensen and Meckling, 1976) tz]eln]-&o] J3S mx= Q2o 2% 3179 E3ha
A BAARES] 1839 9 gto R o o] tidt AL 1l gifol tigh
547Fs733 rhA ko ® g @A) A%717F 5otk (Eisenhardt, 1988)

ti2]elo] 2ol A 21dzte} tglQl Atololl= A te] ek B4 EUXAJy} Hr
of B4t F A E9hdA T 8Qlo® Qs td Al WAE ThsAd ol
qom, olF HAser] 9t Hl-go] FEA Ak olyd gig]Qle]&& IT ok
A7de] Ak BANA B 4 e AFAQ 5EAS Adyste B2 AXES AlEs)

otk (o]%-A1, 2007)
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%2 . Burness B. and Anastasiadis A.,"Outsourcing : a public comparison”, Supply Chain

Management : an International Journal(2003), 8(4), pp.357—358

obga/de]l FHE FAH R AW oleel 2.

A, A o2 QAT A A LR Sk AR AEske] WA oR
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=A, 229 Al Ak R S Al AE Hed - glon], 2RI aeF
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88972, 2002)

o]t AMujA EZ 9] JfdAel EAL oo} Lt} (o]f-A1¢], 1997)
AA, AU FALS AREAE FAe Ay dA|ste] el Aulze] el X2k
TdE 2 A sdolgt St AMu|AEA ] HAgk S-S F2 ol sl

=
wolSolt: mAe] %7k Sk Aclth o]t Gavin(1987)0] AN E 5714 =74

2
W YA ez BEs) fAR Adoleh @Rl
Olshavsky(1985)+= AH|2~ F4ol| dfal et A 7IEe R, & A&l digh
Zjl,ﬂ}?@ B7r= AYstlern, Cronin¥ Tylor(1992)+ AH]Z2~ F4& HRbdos

A3 SUAE HRSE Ao BE) BEe glet AR gE sjoleis

F3g o9

AR, Au 2 AL Ao 35} Aol oigh Hrhe d vk AuaEES
A Mu| 2o HE Ay Brlo] ofd Au|ATE AlEEE A

JH 5] =0k gt} Parasuraman, Zeithaml, Berry(1985)2 A|H]AEmA2 AH| A9
7]t Au| 9] aje] wlulojm] MB|AFAY Hrh= AH|2o AEvt ojuz}
MUl =5 Algshs 349 ke 2sto] o] FoAH 53] Mr|A=Eshs Aleatet
Mu|2g ks ko] AoAkgol FARTM Slo] Ta% alow AgH ook
ghotar ot
A, ARz FAlS Au) o] gl 7 tep AR] o] G2a)o] njule] ol A7 Hrial
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&k~ 9lt}. Parasuraman, Zeithaml, Berry(1985)2] <1+ AH] 2 540 djg 549
il AMu) A F-el digh An|zke] b= Alglel] g HrkR 1jr o AA
Zldigk M| 2~e) eefE Au|2of ik BluE Fof Auls F4S A Zbsitial =7
a3l

<3 2-10> AH|2 F4d dig gojef A A}
7 9] A2

AREAE FAl O] Ayt AR kAL §lo} e =7y}

) Gavin(1987)

H a7 2EFAQl Jd

AH| 2 FHLE A o)A A ARl Tid el B2 BlE9) | Olshavsky(1985),

AR 7 Cronin®} Tylor(1992)

M| 2~ A S WA AH| 2 A3} Bk opygl MH|~7F Al {[Parasuraman,

TE = 7R 1H Y= i Zeithaml, Berry(1985)

Lewis(1991),

AA| M|z ) 7)Y HlaE 3l A& F4S | Gronroos(1984)

A2}k, Parasuraman,

Zeithaml, Berry (1985)

Auls EAe Aolse Agdowm Fdd ww Aus Fdold uAd o
AN T EF BREolAE @A Hrloln] Wrke HAo] AuAE Wi RmE
B4 Azl AA ool Arke Holth (7, 2007) Ed Auz FAL
A5 Adolaks HelA Aulzel ek Ao Algjeh el Nzt B 1A

7
w3 pao] g BEH A olg & 4 glek
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Bl ER KT R e AR
o X le w | R e
q P HE R g P E e s B oo ow ™
m W R E T = K T F Bow R
TNl X NS o B | ®
o —_ W_m_m | F = oAe BN oo = B T
do T HT T o A xR oW s TR T
o o —<| it 3 = - T |T o o o L i B!
L I = A Xr T e m T E oA
zn o HINT T K o = T il < W A
o o X[ o B g oX P R X N
5 K N R W K H oW [ N
o oo A g o Bl m[ B P Wy B E A
,I_A = =— N OT._ — 1 N — m dﬂ =
Flee m AR OB JEmE B 4 ol IN B)ilen o
qR TNIH o R|T R Mo AW N ode XX T T N
ﬂmo
< 1o oln
~ Hw o = - o]ﬁ
S i i ) ) o <
ol T o %o %0 <] )
X0 sl 1 ) ™ = B
w 03 oy KL = T o

: C. A, Gronroos(1984), Ibid, pp. 270

A5

Parasuraman, Zeithaml, Berry 5] A7-(1985)E AF R n]=to] F£Q AH| A A
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(8, AZ7EALSTATNSL, FedAD = sHeR 74 Ad JEHFE S5l A

o2 F4 97F 2918 1072 =% SiSivh

>

<3} 2-12> PZBe| AH]~ #4100 24 229l

ARax o)
el =g Q3P 9oL AAs] 54, J10] AN o
Al A
o o] ol3), ARt % 71=9] Joy
o A Azl oE E99e] owe 21
578
AR[2=o] SA] aliY, AlEgE A B 22X
54 A= o] RFEE 7ol A9 A
A Aerted B %9l 894
A5 ol oA % ase] A97 AE 59, Sl
7o olaet & ole W oE Aux Auel Ad 1
PI2E
43
244 g ARz 7199 A8 2 FA 719 ey B4
ST S ZRE S A, SA4, AAA, A
R
| SHal
7 o)) a4 945 ol3fstd v =Y
T34 AR 28] AT FYEE 734 A
A}& : Parasuraman A, Valarie A. Zeithmal, and Leonard L. Berry(1985), "A Conceptual Model of

Service Quality and its Implications for Future Research" , Journal of Marketing, Vol49, Fall, p41—50

olgfgt A+E F3} Parasuraman, Zeithaml, Berrye A|ZH AMu|2~ F29] A7
. ]

o
Aol thet ZES AAsilon do T55 = Aol lag A8kl B 5714
=

2
oz Faspglon ofefd 57k 4 891 <3 2 —13>3 Pt
<3 2-13> PzZBY Au|~ 4 5t 24 89l
24 el kil
o o1 ARl 7)9o] HAretal Qe A, ), Bt e
TS0
) 4 WA
I R AU AE ST S ol Al 7]
Al 2] A
L_ﬂ o %Eﬂ
=
-8 44 M2 Al aAE ARHo R Fal sk
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SAGA SRS BAL0T 5 ol Au 7159 A
R Rk
4 AH| = 7)ol SANA 7120l AR Al 7o)

© Parasuraman A, Valarie A. Zeithmal, and Leonard L. Berry(1988), "Communication and

A

Ak

i | of

A

Control Process in the delivery of Service Quality", Journal of Marketing, Vol 52,April, p23

AT SRR el Zo] olgf AALe Auls FA 25 AEg

FEAE O] g AU Qo WA Qo] o wel gom, wd
A5 AQE &7 A2 Fe] FRol webd T4 2905 ] FRAol
o =1 = T o Late= _l;j——]L O;"IOE &0 —
AAdoz & 4 9o o]gslt A g AE0] BatAel A5 a8S B AH|A

|
i,
o
tih)
2
il

et o = Qlh.(HEd, 2007)

2.3.3 M= F29 SA

£ SERVQUAL R238-& Service 9 Qualityd] gHAolEA4 &L 2y nH o<}
Fdau )

PZB(1988)& AMH|~ Fdo] af3t EHER Qlste] Aay FHo] ofge F444
Moz <late, 7]de] M|~ FAS Hrlsts ATWES Anirke] A7he
S48k Aolgt F3ith PZBE AH) 2~ F49] S Asta, ojils 54
T 2A SERVQUAL B& olghe= t &4 =g A5 /jdsiilon, 27] HHL&
ZA FAQE 107] &Y 8910w T3 F9on) o] 57 Yo a9l 227)
2o g Zokslih(HURA, 2009) SERVQUAL E&& Mu|x 7|t S 3} M|

A% 5749 2B TR AR Aul AUE WA F @ F, FA s
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A9E 2743t 248 7lish Yntel Aholel AHGap)E o § 3kl Al FAL
7keke HH(ARA, 2009) 02 EA sk Thee) <1¥ 2-2>9 P,

8 9 oA E Helg il s ek
7| CH M H| A
GAP 5
X|ZFAH[ A
MH| A R B X GREH o[ (&t
o
A-‘HlA‘ngll- Elk'l. HHEEI- QT_?__Igl)\l_il_%
GAP 3
GAP 1 MH|A E-A|E
GAP 2
N ZH7|CHoj| CHst
ABxje| 14

A& : A. Parasuraman, V.A, Zeithaml and L.L,Berry(1988), op.cit,p.36
<% 2-2> PZBY| A~ £ A 2Y
SERVQUAL =] 7]&/hd-e A2t Au| 29 7|t M| 29 A5 AH] 29

Aok wez Aze Mgt JlgE Aulawg 24 5484

=
2] FE0l o Wrlehs Wl o ol gid g oo} k(A
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.
=
>
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5) ES > PS : SQE w=EA#A] B3l S
6) ES = PS : SQ& =~ 8$ FF
g T

7) ES < PS 1 SQ= o] 3A<l

Teas(1993):= SERVQUAL 2.2 7Ithell thek 7/id o] Aojet =4 erdgdel et &
A& A7 71te2 ARl T

A9l 7)o HlaE Yepl 7| thEl A0k X245 AR 28] zpolE YER A=
@ Al Tk, BrbE o)zl Qs afg o m Mu| A F4S S48k W 9] EP(
evaluated performance) 283} 3% =29 NQ(Normed Quality) =8-S A A3

H
=
, ATATE Eote] EP o] $rdtths A2& Wiith B3, SERVQUAL 23

&
koS

< 7|tigk Mu|x ) A ZEE M| RS S SAEoR Qe AR S5k
S 1o Al AR 7}9) (information overloading) o] } H-5S Z2#E ¢ do] 9t (A
= 9], 2005)

U}2-© 2 SERVPREP R&-2 Service + Performance?] 4o 24 W82 v 1w
ofefj o} Htt.

Cronin#} Taylor(1992)& AMH|AEAL Hixd] o3 7dslwlolo} afa, & FA = oo}
alth= AAoA AE) A~ E2(Service Quality) = A3 (Performance) 8= 3241S
4#8lar SERVPERF R&olebar Wiatgdt.

Cronin¥} Taylort SERVQUAL E3A ALEH Au]2E54 57 8219 227) &0
sl SERVPERF %&¥ SERVQUAL R $FAS Hue:s AFdATES
F&3it). Cronind} Taylor AH~ F2E SAgl Slo] 7jdigt A7E &
=738l SERVQUAL 233} Aavks 57438l SERVPERF 23 & ofH wHo]
wry aFARIA dolry] 3l thed B VA TAS AAlSta A B
AT

1) Service Quality = Performance — Expectation

(o2

o

N

2) Service Quality = 7}5*] * (Performance — Expectation)
3) Service Quality = Performance
4) Service Quality = 7}5*] * Performance

AFAI AEAE FA G Ao Avz FAE 2T ol MY Holu
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SERVPERF

A

7b A&sh= 715 SERVPERF RaF& 7isto], Aursm oz E;‘;_ng

ol o SAWHel &l -etttal F4ek3itt o[5S SERVQUAL
oA A}%% 571 Q919 227 T3S EUE Aoz FTAE AL
71 A8k 712kgk Au] 8] Zpol 2 ¥l SERVQUAL REs

H| Wl 5}+= ‘5?% sto =y Adajo tigh x| ztow MH|AEA S5k Zo] Bt
Blgehs s ow d=EEkon)
<3 2-14 > SERVQUAL X3&3¥ SERVPERF %3 H|ul
T SERVQUAL SERVPERF
A k=) Parasuraman, Zeithmal, Berry | Cronin & Taylor
A 8] ~9] 2 (SQ:Service Quality)
= A7+l A 8] 2A(PS:Perception | AJH] 22 (SQ:Service Quality) =
wdlo] A
Service) —  7|H¥EAH]~ | A3} (Performence)
(ES:Expectation)
FAA o (Aot 3 2
7ltje] Ao =) Fes 71 A4 ekt
SAA | 57 2278 @ 5703F1227) &
A5 0 ARA2009 ATAF AR

2.4 71494839 99

Venkatraman & Ramanujam(1986) ¢ AdA= 7|97y & AFA =
A, 2R VA E YAl ddk w7194 3] 2= Sl QLo
AFAd ) Bk oy} 9o} A FaA7IA EdelE X2E Jd Y] 79 TE

steslh= Aol EREkANE, 54 s AR Q&) AT Al oAM=
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AA T2 9 E(ROA), &Y A4 AA1E
Narver & Slater(1990,1994)
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BAH AZANE Afrg, Ao mEd 4%
Matsuno & Mentzer(2000) i
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HHA2(2007)

3
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2.6 ATFA =S 9

Kotler & Armstrong(1996) 17 FALel dste] 5A47|Hod, AHES

A& o RHEsto] o] @staal sh= AR|AR] =gkl AolskSith. Jones &

Sassers(1995)= E4 7]949] Algha} A1 2 Au]) 2o 3k 28|27} 2= o2t =

of el gk 24 el = Aofstar lom, oj2et A S LW AA Al H

Mu|=E A sk, BRI Al F3shks A Es o= yEhdthal skt
A ZRRZE AXH AReE a4 Azt A& H

FAHHA IS HE5E 79 AlFEEHA vk i e 7)ol Al
ToF ofES A7l il Wt ofH A AFEIE AEEHA HH oA

AR oA A (AT, 2002).

%
A0 TATIA ATANA F2 F4T /4 F 511 24
og ]

AAA ofu g AR ae] AE D Au|as HPe T
O AE B A2 PRkt S AR S ulahe, aAREe Ao s
% A A JFe u] A= A0R ERth(RAE, A5 & A487,2009)
oA el Aol st AlE f Aulz gl Fo) Qleez Hed & g, %LHH
T o) <l2lolg Farte QWZQX* NgFe] & wARN HAdo ‘Fust B

EE AFE A FHol i7o] W7)E whE B BRG] fieh 97t Tjrxé’ii
A~

ATl = F7Fe Ao, Q1o] Nk At 1] AlFue s 1HAE
Zlo|t}, XH?LUHAEOH gt AFEF M B 9FS vAE 891 Faxte] ks
TE Bk ofFolt), o]#dh Th: mE Bk Q91 =axpy) Q1adk Muja
7HAT} Q1AgE M| 220 F-o| ofdl] kS wrom x|l mel A A YA17A| 7}
Aer= HWERH AL 3tk (Bitner,1990)
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Aot} 2w M) 2710l WEL nlAg HofoA] e A7} Ho] gtk (AR,
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RS DNBIEE
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4.1 7| A EA
4.1.1 &9 ATEAY 5A

2 e FRE AR At digh AT-EAITA 58 AR o) P
AL BRI = JREAOC] 37.0%, AZ 37.0%% 7P Bkom, Au|~ 13.0% , 5§
4.3%, 71€} 4.3%, B-EA 2.2%, 25 2.0%2) A2 YebgTh SFRAE BEE
IT7} 7V =2 45.7%% JeRt o, R&D 14.1%, A/mH9 12.0%, A27]8/%&
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o} 2A99E 25 34 20.7%, AHL 17.4%, 7 15.2%, 99 15.2%, HE] 14.1%,
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s 2 2.2

71} 4 4.3

Ag718/55F 8 8.7

FA/VHAE 11 12.0

Rt A/3] A 5 5.4
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R&D 13 14.1
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A (%) 20.90 19.62 14.40 13.50 12.70

<X 4-3> Au=Fd digt A=A BEAAARZ HaEe AFAgS
Kerlinger et al.(2000) ¢} Hair et.(1998)¢] #|ets}al 21+ Cronbach's a#k
0.70]72] 7kl 4124 0.930, 414 0.936, 3 A 0.920, 374 0.939, o)

54 0.8920.% TR ARAS FHsta 3

<E 4-3> Au2FA_AEY 24

) 21E4
At
Alpha if Item Deletde Cronbach a

A=41 .920
=42 904
A= A3 925 930
A=) 444 .906
=45 913
SAA 1 .940
SFA1A2 .904

143 .903 & i
fz_}ygzx 915
S341 923
5342 879 090
A3 891 '
5344 .890
741 936
T2 916
3743 918 939
T4 919
3745 .938
-e/d1 .889
-$A2 .860 8992
&3 843
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A1 A 92 3.5571 72163

34 92 3.5082 63686

34 92 3.5783 70005

34 92 3.5897 64576

A H] 2 E 2 A 92 3.5649 58674

71948 % 92 3.4728 57644
A= 92 3.43 789
A7) 2] = 92 3.36 833
F A 92 3.32 338

Fas(E=) 92

4.3 AU 2E23 7| €L 1

2
rﬂ
A
)
lo
o
r ol
r ol
X

7194 7ol Al A o] AdAGE 8069 Aoz Uelow v e} &
iy 852, 71474 et

= 838, 714

928= YERTH(FYEE < .005).

AH| 2~ o

7

= | 4w | A | S | AR | 2 | s | B4 H];

A4 | °

Pearson 1 753 | 771 542 | 683 | .858 | .806

A o) | () | () | () | (%) | (%)
A4 ol g

LEe . .000 | .000 | .000 | .000 | .000 | .000
(4%)

N 92 92 92 92 92 92 92

Pearson .753 1 786 | .606 | 702 | .890 | .772

ANAA T | (%) o) | () | () | () | (%)
S A] A] o] dk&

e viﬁg .000 .000 | .000 | .000 | .000 | .000
(4%)

N 92 92 92 92 92 92 92
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Pearson | .771 | .786 ) 659 | .701 | .903 | .852
ABAG | (ex) | (k%) Gex) | (%) | (%) | (%)
oz | TYTE
TS b .000 | .000 .000 | .000 | .000 | .000
()
N 92 92 92 92 92 92 92
Pearson | .542 | .606 | .659 ) 718 | 815 | .766
ABAG | () | () | (k%) Gex) | (%) | (%)
37V A (e} (e M=
°eme Ti;é)g .000 | .000 | .000 .000 | .000 | .000
o
N 92 92 92 92 92 92 92
Pearson .683 702 701 718 1 .874 .838
ABAG | (o) | () | (%) | (%) (%) | (%%)
O 2] (SIe) i ="
e Ti;é)g .000 | .000 | .000 | .000 .000 | .000
o
N 92 92 92 92 92 92 92
. Pearson .858 .890 .903 .815 874 1 .928
TS g | (en) | (ox) | (ox) | (e%) | (%) (%)
3T 7] o o] L=
B | FelsE .000 | .000 | .000 | .000 | .000 .000
A7) (F=)
N 92 92 92 92 92 92 92
Pearson | .806 | .772 | .852 | .766 | .838 | .928 »
e L ABAE | Go) | o) | Ge) | Ge) | Ge) | (o)
[e e} j"_E
SE Tjok;; .000 | .000 | .000 | .000 | .000 | .000
N 92 92 92 92 92 92 92
le)

F) = AIAFE0.01 FF(YE) AA -2t

Aol FaAT= sy = 779, mAWE
el daAles 738, ARSI A o] daA= 786, ARt



AH| 2~
, _ _ ¥4 | 24
| Am | 2d | S0l | eed | e | s |
A | 9=
Pearson 1 753 | 771 | 542 | .683 | .858 | .766
BAT Gex) | Cer) | ) | Cex) | Cex) | ()
O o] 3=
A=A Ti;f .000 | .000 | .000 | .000 | .000 | .000
(F)
N 92 | 92| 92| 92| 92| 92| 92
Pearson | .753 1 786 | .606 | .702 | .890 | .704
FHAT | Gex) Gex) | Cee) | o) | Cex) | (%)
_ O o] 3=
SR Wi;f 000 .000 | .000 | .000 | .000 | .000
(F£)
N 92 | 92| 92| 92| 92| 92| 92
Pearson | .771 | .786 , | 659 [ 701 | 903 | 779
FUAE | Gex) | CGex) Gex) | Ce) | Cex) | ()
; o ol E
8% ij;f 000 | .000 000 | .000 | .000 | .000
(F)
N 92 | 92| 92| 92| 92| 92| 92
Pearson | .542 | .606 | .659 | 718 ] 815 [ 738
GUAE | Gex) | Cer) | (%) Gex) | CGe) | ()
3L7V A (e} ey M=
- T(ri;é)g 000 | .000 | .000 000 | .000 | .000
[em]
N 92 | 92| 92 92 92| 92| 92
Pearson | .683 | .702 | .701 | .718 1 874 | 786
FUAE | Gex) | Ger) | () | (%) Gex) | ()
O o] dkE
e} T ==
(opaey | -000 | .000 | .000 | 000 .000 | .000
N 92 | 92| 92 92 92| 92| 92
. Pearson | .858 | .890 | .903 | .815 | .874 1 .868
IS g | (o | (o) | G | () | () (+)
3 7) o o] 3l=
o Wi;f 000 | .000 | .000 | .000 | .000 000
;ﬂj‘" ( O —1)
N 92 | 92| 92 92 92| 92| 92
Eikal Pearson | .766 | .704 | .779 | .738 | .786 | .868 1
e AR | Ger) | ) | Gex) | Ge) | () | (%)
== [ #elEE | .000 [ .000 | .000 | .000 [ .000 | .000
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92 92 92 92 92 92 92
F) #x ATAGTE0.01 F(SE) of| A5 g )
AT} Z) o] o] AR A E 780¢1 Ao ® el o mnkE
FHAALY] AAAFTE 77202 YJENYLH (o EE < .005)
<3 4-8> AATEE gt AFujel =, FH oAl A
i Che: AR Al-u ] &= FH AL
Pearson 1 780 () 779 (+%)
AT A 4= ' '
7N o o] 3l =
-1 TTA = =
Bz | (g .000 .000
N 92 92 92
Pearson
PE I 780 (%) 1 828 (xx)
uj o] ol g
o (o) .000 .000
N 92 92 92
P
e | 772060 828 (x#) 1
N ETE:
A = .000 .000 .000
] (e
N 92 92 92
F) =, ATATE0.01 F(%U2) o A2 gt

4.4 AT7149 AA 23

4.4.1 ITO}AA Au|A2EHo]

71943l mA= 9%



p = .00000A 1229342 RHola 9om, 372 i R* = 877=
87.7%2] &S Holx 9lth. Durbin—Watson:s 1.9030.2 FaHs 7l Ay
A7t glol g7 mge] Ae Zow yehar itk

AHAA 7198 7ol g [Tolar Aulaimd M) WEA Gaks Avnd of
o} 2t

A A 287 719487 FFRAE B A tghe] 3.688, o EHE L0002
2 7PE1-1 ITopAd AR o 2lE| o] 7194 Tl H(+) 9 |aks Aol
= 7Pde YA (B = .243, p< 0.05)

T A gt 719 e G AIE HAT A tgko] 1290 % YEREAIRE
o]ghgo] .898= UEh} 7Hd1-2 AR AEAE Glge] 719 Tl (+) o A
njZ A= 7S 7] 7t E AT
A A 3833 719830 dAE AA T A tgke] 4.280, 9EHE 0002
= 7HA1-3 Aol 714 el Y (+) 9] Fas mFAloleke 7S AP EATH(B
= .310, p< 0.05)

vl WA S 7198 3] JFAAE AR AR take] 3.669, o€ L0002
2 7Hd1-4 334 0] 71948 el H(+) ] FEs mF Aol 7S AP EHATH(B
= 211, p< 0.05) U WA oA H 719483 GFRAE AT A tgko]
4.578, 7o =HE 00002 7Hd1-5 th-s/do] 71§l H(+)9 Y-S mAFloleh=
7HAE el k(B = 297, p< 0.05)

J

—+

<E 4-9> Mu|AFAo] VA el vA = dF

= a o] =z
Z =12 Ry PEL SEE L T [$)

e 139 - 1.121 265
A =24 061 243 3.688 .000 .329

714 §

A 1) skl .055 .009 129 .898 .306
T34 061 310 4.280 .000 272
A .047 211 3.669 .000 432
-5-43 .058 297 4.578 .000 .339
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R=.937, R?= 877, A9 R? = 870
F = 122.934 , p = .000, Durbin—Watson = 1.903

4.4.2 ITOFAA AH|2EQo] TATWME] = F&

57He] A g Wgs aARkSe] 391 Al <x 4-10>F BY o
23 2ok FAEGL Fgkol p = 000014 59.8995 Holal glom, 374

il

of thgt R? = 777E 77.7%%] AWeS Hola gt} Durbin—Watsons 1.751
2 A 7 A7 glo] A RY Ol Agket o2 Yehar Qith
LALA AR gk [TolFAd AMu| A5 W59 /E4 gaks Avrd of
g 7.

A AA A=t aAvsRe] JIAAE AT A3 t3ko] 3475, Fo2E 0017
7Hd2 -1 ITolard 2R Ao Aido] ko] ok(+)9] Y& v Aoz
7Hde zﬂ“ﬂrﬂ‘;’iﬁ}( = .389, p< 0.05)

T A A3 aARSe] JFAAE AT A t3ke] —4902 Yehtal f QE}
0] 62622 ER} 7}d2-2
AAoRhR= 7Hd2 712404,

o ¥+ Y= U]%]Zio]ﬂ‘r* P’S% iﬂ‘ﬂ?ﬂ‘i’iﬂr.(B =
.299, p< 0.05)

O WA &4 2 ARkRe] kAl S A A t3ko] 3.014, fr¢€HE .003
o2 7125 Ul g Ao] AR H(+)e] e v Azolehe AP AEE,

(B = .322, p< 0.05)
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<X 4-10> Au]|AEAo] kol v X = gk
= a o] zaf
Z A2~ Ry PEL L T &)
e 257 - —3.465 .001
A=A 112 .308 3.475 001 .329
7 g4 | 101 | —.045 | —.490 | .626 306
sty T34 112 217 2.223 .029 272
A .087 265 3.425 001 432
-4 107 264 3.014 .003 .339
R=.881, R’= 777, A% R? = .764
F = 59.899 , p = .000, Durbin—Watson = 1.751
4.4.3 AARZ0] AFu x| v|X= G
IANELS AFojo e FAsE A9 <X 4-11>F BHH tS3 At} g

AEH L F#kel p
6092 60.9%9]
Zhol| ZBAA 7L glof 3]HARYe] 2

R? =

0004 139.998% Holal

AmdEe

=20 0=

RS} APl o 2e) FFgeA S %

238l 71 0

N

-

1 A=l o] 1o

| En

R

Ao, 372 3t
Holi 9ltt. Durbin—Watsont= 2.1022 FA}FE
o= el gith
AAT A} tgko] 11.832, H28HE 00002

o] Aol F(+)e] FE= AT 72 A EH AT (B =

E.%_ o Q :ﬂ_‘]_
Z2aW2s | Eayss A T ®
O 245 - 2.152 .034
A -vi
o] & a7
- oLz .070 .780 11.832 .000 1.000
T ]
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2.102

I} 2, 3]

[e)

i vy

=

=

TA4E R? = 604
.000, Durbin—Watson
4—-12>

<3

]

o
1l

23}

00004 132.413& HolaL

T

°
pal

R=.780, R?*= .609,

F =139.998 , p =

R

&

H, 374 o

o

o
3

Fgto]l p =
5952 59.5%2 A™W&ES Hola 9}l Durbin—Watson

Zholl FaaA7E glof 372 gol

o)
0

ad

=

]_

A

X T
Ho ol

AEl= (8

1.8750=2 %

o

-

7

o M
oF o

.049

T
L

t&k

1.994

F A3} tgko] 11.513, & 00002 7}

(+)9] e mA7lolet

%}

NE ¢
b of

295

oA}l

e

T
i

#

773, p< 0.05)

e

4r
Mo

1.000
4—-13>3

1.875

T
it

.000
b <

°©

g

FA%E R? = 591

11.507
.000, Durbin—Watson

72
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R=.772, R*= .595,

F = 132413 ,p =

oA}
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A, Aol AT F(+)e] FEFE VAL, AL FolshA] @

Lo

T Muj il e REErE A A o) Aol teel] o't A (+)9]

FEF= A, FHA S BESME T Fof 7 A (+)9] S VA

<3 4—13> 712 A= A3 Q.oF

71 B tZk A & of 1-
a1 ITfH’:i*J_ MujaEde AAHAAY 71T A (+) <]
gaS njz Aol
7}d1-1 ANFA —> 71942 243 3.688 (k) )| =
7HE1-2 | A —> 71943 .009 129 717}
7H1-3 | &34 —> 7|qA 310 4.280 (skk) A
71a1-4 | F2A4 —-> 7|97 211 3.669 () )| &
7H1-5 | o1& —> 7|99 297 4.578 (k) A &
a2 IT?H’:i*J_ M| 2EFA L AHFA ] aARZol AH(+)<]
a3 u A Aol
7Ho—1 | AFA —-> aAuNE .308 3.475(xx) A
71d2-2 | A —> mANE | - 045 129 7 2}
7H2-3 | #3334 —> 1S 217 4.280(*) e
7Hd2—4 | I —> aANS 265 3.669(**) A
7Hd2-5 | dSA —> aaAn= 264 4.578 () ke
. ITo}9-A47 Mu|2aEdol tigh 2] w58 Ao Ao <] o
PR3 e gne w3 gem
7143 | uANkE —>AFmY e | 243 | 3.688(Ckxx) | A
. 7HA4. TToR-A7d Al aF 4o digh 17 vk A Ao 39
PR ) o9 gge wa e,
b4 | aATNE —> FHAF [ 243 | 3.688(Ckx) | A

#*P<0.05, *= <.01, <001
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ABSTRACT

A Study of Effect on Corporate Performance and Customer

Satisfaction by Service quality of IT Outsourcing

Min, Kyoung—Ki

Major in IT Integration

Dept. of Convergence Technology
Graduate School of Knowledge Service
Consulting

Hansung University

The size and shape of the domestic outsourcing industry has variously developed,
as enterprises pursue a change in management techniques for survival in the late
1990s IMF financial crisis and the recent era of global competition. Although
outsourcing in the early stages was utilized primarily in the production and logistics
sectors, it has recently been utilized in the most diverse tasks, and the use of
outsourcing tends to gradually expanding. For a balanced development of the
outsourcing industry, it becomes the time when the role of the outsourcing vendors
is the most important, and especially it becomes an essential period to enhance the
capacity of members that belong to the vendors and to improve the quality of
services.

Customer satisfaction has become an essential element for the survival of the
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enterprise, as the competition in the field of IT outsourcing services is intensifying.
Therefore, many studies have been conducted meanwhile in order to improve the
service quality, and these studies suggest the components of the services and the
method for measuring.

The best goal of today's corporate management is to satisfy the customers, and
this should be the corporate philosophy. Companies that do not exactly correspond
to the needs of the customer can only be culled or removed from a rapidly
changing competitive world. Therefore, each company has recently promoted the
customer—oriented management for customer satisfaction, and worked hard to
improve customer satisfaction of the service quality. They spares no investment
internally for enhancing the awareness of employees about customer satisfaction
concept, and they strives to enhance corporate image with these efforts.

The elements of service quality affecting the customer satisfaction and the
businesses performance for each industry will be different. If they grasp these
elements correctly, it would be possible for the outsourcing companies, which
provide services, will actualize the customer satisfaction management.

For these reasons, this study was started to conduct. In addition, this study try to
reveals whether there are any significant relationship among outsourcing services in
the IT industry quality, business performance and customer satisfaction or not and
suggest the measure, which factor among the sub—factors of quality of service acts
more importantly.

This study was carried out empirical research about how IT outsourcing service
providers and the quality of staff impact on business performance and customer
satisfaction of subcontractor. The object of research was the companies introducing
and operating IT outsourcing.

Based on this, the main determinant of the IT outsourcing service quality and
importance were looked out. Also, a plan for effectively managing the quality of
the outsourcing services by prime contract vendors and outsourcing vendors was

devised.
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As the method of this study, books, journal, Korea Research information, and the
Library of Congress were used as databases, based on native and foreign prior
studies. In addition, this theory was organized by various statistical and other
papers and, the literature research with a focus on publications and other related
institutions was conducted in conjunction with empirical study, which was analyzed
by conducting a survey of the employees of prime contract vendors introducing IT

Outsourcing.

[Key Words] Outsourcing , IT, IT Industry, IT Outsourcing, Service
Quality, Corporate Performance , Customer Satisfaction, Repurchase

Intention, Intention to Recommend
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