GA9H F499 AFVF JFadel FFUE)
A 2FAd WAE 3P

ojgH *, wA g

<8 9P
e dAEDe Muja Agold Hx o] opth Myl &g F2 Aula AFA
o &L uAF] BESZMOT : Moment Of Truth)o] 72 oF 2 £378 FHAA
A A AFsE HAE Fostele] Mula AEe B e =Rstng s Aol
&5 gz P2EFS stmgol(hard ware)ZHED YH o2 ojd MujaE FH0E Y
Bl F it st AT EYo(soft ware)7t TS Z2E FAolth wehA £ A7 £
< HUYA2EF FALEY AFUFo] MujaEdd] oud gL vNeA d7aat
3 Aot
B A7 g gdFagd gxsn g Add d2EFd IFEe TALE 7Y
Aoz stk 2AIZEE 2004 49 193E 59 20874A] 5047k 2A AAlEgih
AZEN As, B AP AN 779 M 7 47 R Ao AFHU

A2 Q7 71EA &8 F € Aoz, o A vd o
AR AE=t G b QA2 AFe] dAAQ FFoR, FE5I AALA
of e &5 FF A, o7F AR Ful, He] ¥4 Fvp AR AR W3
3 A S g ES =9 9 4 By Sz A2 < +
Zuzte] e sk 43S .

ol2d %A NP & 5% Ul 22dA7E 979 IMFolF- si71&
ARem, A A% FAE Bolrhrl 20049 2753 F¥ ohE T A A
oo g YAsAZE A B8 S Bl

et 5 239 A ARl Aobdr] falMe A E dedt ESdsE
i, WAl gdlel B8 S 7189 A 28 AAGA AgAAE ¢ € Aol

F2 7ol Had wEE FAYNe R FAE Aot HddA ¢ & AR
of oAy FARIel AR AFEE J1EA-d FARN AFe dHE BE Pl
AR - AAA LR <GS PIAT Sl olH¥ AL kst ¥ 9 A4y FAHY
AFREEs} An) s g4 i B4 oS S 2 Alelvh(d¥d, 1994).

ol#d HHAA Auls AF 3L FAVL He Avle FALEA AT B4
T o7t F8AE Bsta, Aubda A A AR dd AEla FA4b
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AsdE A3 FALEY UFe] AY= oo} T FA An|aiEoe] A
A AgHAAnZ JuAFAAT F23 J3FE vXe Aol A7t € AHeolrl

o AAgd e Aula Akgdele)l sl Flalo] ohrh. Mulx A 32 AMu|x AlFAe
A&gg she AT AElaE APte aA4Fe] A5 MOT: Moment of Truth)
ol 1 HAE AT AN AT Aul2 Z19]elx e AR Aula 2A Q] Ao
o, ol9] FHd Fxe 2AY 87 9 §7F F3AA 1A AFse HE F
q3lste] Aula AEe] el S TSI oyt 7199 oS Foist & Aol

oAl o) A whE oAlqdAle] oA AL A AAE ARt o
a8y o ge st=del(hard ware)SARch YHo g2 of| AMujag Aoz
ehd ¢ gl sl AT EYY(soft ware)7} ©] A2 FAold).

Aol e Mula AEE 71 BA4E 245 A% dsid Aels, #eSE
A Aela g sAY Aulas F8sod w49 SFE UE A 5 A 3] 4
A Aula FAHodA A=A e FAo] AF HHE Y F v Wield, o
AE] AL Y § dE 9% s AFe] F A #AE ¥R A FAA
MMl Zole},

olAY F8A =HE A AMulad A& £ o FAAI] A 719 SH A
% ©] F3pHql EAo] Fesle},

fl
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9 AR A5RSel B A7 oA 979 ANE AT Ak 2
Apag of AN 454 ATAREE Bnl ATUEE 4] d9)

A4E dgo] gz 2 olfE ATUZA] B o84 Aol go] A ThE
Al Ao Aol NE e FAYo o 5
Yoz Aua L9 AFVEE 7 A ZANAN BT Gk AFE 4
e =7 BAsE ALY BE AES Ul AR 2 5 Jed, Al F
Aol e BE AEE ALY $H% AL, SAHL e Gl A A8H,
243 W2l del 1A 2ARA% ANAQ B YT, ATVEE
dasted 2% AEt 9 B oW, QY §F4 24 B Fhshe oA
= F0% 482 T 4 Uk

T AF0Ee] e e 438 498 BT B, 2A A9H 29

3
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i, & AR 88 A3 gl
Zhel 259 PF9 Fod AYae 2N A

g 332 mlAe (38, 1992, p. 608) 7]
Ao A AFAF FrA] dF Eo] 32 dAFE £ G DFold

2 £ o2 AgEHAt. 2 F 9

& 54 A4 =v 751646} FiE A9 Fgs AFdSe|zty A
o3t etk (%19, 1983, p. 78) &, XM%&«] A Afzte] Ax-4 A4
AEE AR vtz AART, ole AFFAUY AF da H= 54 HE
ojdA FAl A5 %}Wi uhgo 2 {4 4 ot

23 AFgSelg Qo] AFE FrlsAY AFE FaA A He A¥E ¥
Ao zd 4A He fldeld £ £ AAYEE D A3tz g (A
3], 1993, pp. 233~242)

28]z F282(1973) % A FDFHolzt A dkgolr] mEed FAL 2Hle] AR

of diaiA Hrlstd 5 AT IAAL AA At zuah, ek,

ZZJ TALE] AT 24 %‘%}1 A= JToﬂ Al TSI Q=] o
¥ 2 249 A7 Al s L g E Az den, off BHFe] ot
2 :h%ﬁ ZA o] tjate] FAAQ A %‘1 ¥ 5 g3 $AHQ HEE HT
b & 4 gloh (%9, 1994)

mebA A5 z2lel dig FARY] FAAQ HEE AFHEE Fol3 oyt
AERE A A 2T 2R AL AGAEL FALY d=E T
AA we 39402 AT A8 B k8 £AF Z2E Pt

s A %2 g
= MR B4 AuA =4 A4 =3
a=n AFAANA LAAEFAS was €5, A8 27
e EAA o1& A oz
*/‘E}% *?J_ZC-)] *Z}‘ﬁ #*}i]?‘éﬂi g} :ﬂ'a
CES P £ 9) 475013 HHE oz

#go  #deA
AR A 2 Y #Adzd 4o
SR I e T B IO s R o D W LS e 2 0

N P e 2%, 3
B ¥ [sAnd 3230 A9
= a2 (SAH WF ARY, AL, A9/ (|F8, 75, 3927,
B | % 79 ¢ 58
% = |29 ZETE, EXEED ABH 87, g,
B ¢ P < e R gAAE, FB
XA a9, B54, 4=, 8,
= 2 |53 A B2 A ;Sq;\}ﬂo:l W ukz)
o = A 5723 AEAE, A5, Ad2, 349,
O%B‘?} /\gxc}y ?_.ng Aé"’}%:} ?l_;g}\g mﬂ%ﬁ]




AFNA A= FAEY AFE Foto] AANG A5 dFAAL 1 0JESE @
23l At 7 Q15 2R AR sfal 9 249 WRdd 2¥E 4 i},

Holt(1984)= 77k 4709 daEde] 253l doleds} dolfmd 2 A FiEs
337}3}'7 A7t edls AHsy] H6A 12799 dele ] olfrellx, 344 ZH-
2 giao g AERALE AAsATE Holt(1984)9 A3+ AF7ksteqle) qald #

‘:?‘%'ﬁw EAT A HEd %S vAe 24E FHALE Fedgle
d, BEgglog: =HEL EJN Ty EAA, chefAl A AGA, AEHA
141, ﬂ’\}"“—”: Aabet Hstete] BA, AA, 4, A2, £3, e A
d, FEHA, AFeAsy, A, A7, 54 5& 2ARI

AT AR, A7 Qe AAAD A9, AR AS), A7AA 2z AA
Al A &g AAsed F8F 220l E4, Y FALES AT A
sto] < 80% A= Aubd o2 wEe yAslged, AvdEe 254 713 F
oA AgE wE AR glvkn il glen, wixTe g AguEe AFA -
AAAQ ARHE 72 AL dde AL w3 .

Mulzazigde] FAAGE Aula F4Y AT A Auj2899 A E AA
2 3 glew, 28 AAHE FEI
Krestensen, et al.(1984)¢] <17 &3}
52 fxde Anzd 43 BA A
B£E, FH, Huaday 58 53 9

Ao AulagAds aAdqA ADshr] s 149 g 27 &3k A
A5 AFeol sld, E53 dAMula FAE AujagdY vgrbE o el ule}
AR, A Aulasdy A5usy quls FAAS 94 $AS e 4
< HAsT ArRlarly AdAe Aujasde] AFutEd 4 #AAE Aok
(%9, p. 106-107)
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2. MEIAEH

Mul gk gojxpA el F4urt vig- ohosta s B opel AE o]EA o
okt 39 AMulart xse] oz, AulagE FASE e Ao A & 3"’4. A&7}k
FAgste] Au)aod g FdA AAE delrle {4 doh. (Add, 1994, p. 6)

Mula] AbdA Aog va, ¥al Al 25, dA, A5, 47 viFe AL2E A
FAAY Aulas] Ao 7189 siAEATF Foldd AFHe F5F FolH
< <JaEHA HdA e Ao & 4 vt (e]4dE, 1993, p.103)

ArlAaFA (service quality) T34, o]2A, 443} anle vielyd 5 ¥l
7} e 2R BEAHoR Qs FA ARH Frlh folgt 39 Aot 2
3 Aoel Frrh ofel e S Mr|aFEAY MEE AYstn gL =3 o]
Foixd.

Lethinen(1991)& AnlaEd-& E2" ¥4 (Physical quality)® 43234 F
A (interactive quality), 719 4 (corporate quality) 2 F&3tdct. E=4 &



AL Aulz 71919 EeA Adews v, AE, 714 5w, Asad 42
24T Aula A 3 A o zAHe A5l oy A" JF
Ae 2 7190l A QU olRIAg 71 z2d Fo] old ¥tz ¥ 5 Sl

w8 Lethinend AM|2E4E “$A4 FA(process quality)d AEd #3
(output quality)d Ag'ez Mdstsisict. A4 F4E& Aujart 34 == A
g Sob wAd o3 AetEe AuaFAE uise, A FAL Auart 5
= o)F mAd g HrtE MujaFAelta ¥ 4 9ot
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74 2 AFRE Ggadle] AulaFAdd H(+)d 4 vA Aol
M 2-1 : 2AEA 8900] AulagAd] A (+)d d¥E vA Aol
7W 2-2  AFEA 2<le] MulaFAd A(+)d 9FE vIA Aot
7hd 2-3 @ ALEA 284lo] MujaFAd A (+)e] A% vA Aol

3) Aul~Ed
A Axe AuaEde) i WA B
2 Aeas

3 AEEe AulaEAd () F%E 1 el

J}N

£% 34934 A2 58 4%

1.
B A7dde AFATE A6 AgdcEYe FFshe FAYE dvdeE
A5 vzl 22622 AgE FAAL.

2004‘4 49 14978 20039 592094744, ALHALEFE Wbt
LEAA AEAE w23

=
ns
A
=
[>
o rle
o
of
:c&
\n

ol ARSA FAe AL F. F 30099 AEAE AT WA Ao A2EY
EUEAA Y AEAE JHFT BHe) sden, ol Faol 24649 A
g 2 o5 5§90 BAAG AR5 AE T $9E 3

: ol
A & AEA 2135 A7 226%F AT AFAEA ] AR

2.

B dpdye dgdt 22 ofE2 MEAAS 6 FEAFRAA(SEM) #4
Zz2ad & sl Llsrel 8.5 Ahgslyct.

A4, Lisrel A7 884 olv A2 NN AF3A] g 47239
TS Mg § sioh wepd olE2WSzte] ARAAE HAdem AAY £ o
23e] oj2Al my o2 AYPANE /AL YA E FeEr] 9154 Lisrel 54
714& AMskgl )

EA, Lisrel A7 W4E 719 AABAE getsly] 8l AAEHE %i“ﬁ

A L& o8] 1A vjdAAd FHAE 34 otk ok & A 2R MM WA
o] ZAAE 7k FAbaelolok dlv], ERHSEARY ARAAI} Glolok ke sFAe] %
231, Lisrel #4641 o 1%’7] “R-E* }D} “‘JrEW %": °4:1L°1]‘1“€
e 7k AREA 2w A iR
ol fEFAIAY EAE AT 5 3lE Lisrel -Ev’:’ﬂ"l 75?7%?5}‘43’- 5&‘%}5}"‘4‘

r&‘.
=
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2
2
=
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AR, Lisrel #4404 AR BN A28 FA4351s 24 450y S48 4
Wite AREE AYadel HEI) Yo sHEAY dAASE ST 24
ol vl AHEAE Jedle AeEA, 2 HsE S 55 3



FE viXe RS AWEA gt wE olE AA] SJE Azl
Lisrel #4jo] Alg-5ofe} ghria et}

Aol Frld ¢4, A5 £3837 (scale purification process) e Fsto] o
¥ FE2 AAs

£ AT Az ¢34 gAY Q¥4 (exploratory factor analysis),
Cronbach a, 3&-3A AAAAEA (item-total correlations), #3532 2484
(confirmatory factor analysis) 53 Z-& EA7/[Y-& o] 43l utEA oz AP
ek, 54 29 FAMolz EANEY 'Z:»‘* ”—%E"ﬂ W A= etgAdHrte] 53]
43 Aoz, *7‘3‘—%‘7“15‘%10?1/‘1 2L 7 g dg 4% d5-E AA
o A3 AT ¢ 9o FF 4Le T‘E% T et

134 334 A e

A, M SAHEE dd AYA (unidimensionality) & AAZ SAH=E 4
E3}9dc}.

4, 2d84E T3 f F(eigen value)o] 10| He 2419 /H4E ot

[«]

sla, eAAAAIE 30 ool He $EE Fshe wbd FH-A(communality) 7}
.25~ 3003}l 7%‘* < 299 N4E zesld AAsA}(Hair et al., 1995). 2
Bl Zf el 1.0 14l galol shial A%, 84124 AAE $F5L AFL s
o} zAsA.

A, 29¥4E Eslo
AlellA .300] }4 SHAAE
ol AAARE AA s}, =3 i}% AA AlE Cronbach azte 188t}

272 #3344 l Ae 29 AR 13 <3S BEsdct. 28a 14 -
274 «334e 59 ¢3E LSS FAH aEse] A rdE HrlEldda, o)
HA oA 5 AR (modification index)7} 4.0% 9+ 5L F712 AA3)
SArHJoreskog & Sorbom, 1984).

T

E3 Xﬂﬂ?& 5 AFAE ARsided, 3524 A3
2 2084 2Q-AAY FHAE WA

ARUESFAE PV AFREA JFE vIAE LAFolF BYY 5 3o
W, B ATAAE YUY AP JFE oA 244 54, HA B4, A
¥4 $402 Fyadn
4y PHe 247 54 8¥Y, AQH B TEY, A¥A 54 420 4
Aok 474299 ARL AAEeG Aol slen) 1% FHsto]
7 o

% St gqe® eytes 29 A
A etk Weld #5274 glo] 2EE

8 =
A, l‘?r%}(. A, AN 2R

o]-g-stsit.



(E 2) 39Ax%3h: 244 54
=301 =IE D
s ol MY
o = . g2 AN SRAA
FARSY =X 4883 Cronbach

Al .819 870 7521 .9062
A2 .785 616 J121 .9095
A3 .890 792 .8424 .8984
A4 .809 .654 7407 9071
A5 .843 710 7830 .9035
A6 734 .539 6560 9137
A7 .785 617 7143 .9093
A8 711 505 6311 9156

Eigen-value 5,104

SALEH% 63.798
Cronbach o .9186

* AR g5

2) A3 54

AR SAL AY 6ERoR FHNoN, FHEG WT YIS £44 2
S (Z )l vehd AT o A109) A% AFHL Adss 802 ekt Al

A, HEHoE 67 5] A

EEP RS EE Nk

AR B4e] o &

A AW E L 45.80%04 50.40% 2 F7hsksl e, AFse 794404 T96% F7tH

Ak,
(% 3y 349E435 AU BA
=3l0|® XJIZD =S MAEOIR HEZY
QAEA A KEA A2l
s Fryy
stmowmiy SEMAAM T
M men §3E0 Cronbach W zex SN
A9 751 .565 .6239 .7489 729 531 5789
A10 496 .246 .3595 .7968+* - - -
Al .667 445 5108 7699 672 451 5036
Al2 .766 587 .6265 7487 787 619 6485
Al3 741 .550 6025 7545 754 568 6092
Al4 .599 359 4444 .7838 822 386 4609
Al5 674 455 .5252 7672 .685 469 5303
Eigen—-value .3.206 3.024
SoEH% 45.805 50.405
Cronbach a 7940 7968
* IHZUHA &2 A10
(3) A%4 54
ARA EAAE & 42%0] AgHsion, TR AT A A A
(F D ded A Zeh A5 EAY A4S A16~A19744] 2F kel g4l
22 vepgtow dEAAY aA-AA], mig, THA, AR 25 A eyt
w2bq §E2A gle] BEE BAd o] g3y}



(% 4) 2AAEEs: A2d 54
SH0IE EIZH

st Rl A g
- = g gy P2
sexsy  zex YRR Soilahe
Al6 .698 .488 4705 7299
Al7 .849 720 6751 6140
Al8 .751 564 .5406 6927
Al19 724 524 4986 T77
Eigen-value .2296
BMLEH% 57.392
Cronbach a .7486

* MASOE 85

T [~} L9
ARuze g FHNE £ A% (E 5YA vhehd A5 R}
AREe] A% B1-B10 25 3h}e 29e g Yehton FE4ie] 814,
I3, TRA, AEA ¥ A4 Jeded aebd 38523 glo] RFE $4d o]
et
(% b)) ZARAAEE3): A
=F0IA =018
) QOUEH R
= nos g=2-m S=HMAHA
LRUS s=A Az Cronbach a
81 .801 642 7468 9131
B2 .834 .695 .7808 9111
B3 653 427 5797 9218
B4 730 532 6625 .9190

B5 778 .606 7135 9150

B6 .829 .686 .7806 9112

B7 737 .543 6750 9172

B8 .868 753 .8272 .9082

B9 680 463 6117 9204

B10 .780 .608 7160 9150

Eigen—value 5.956

2% 59.558

Cronbach o .9232

* HASOE &8

3) Aule 4
ABl2EA-E F9dde] ANA AFste AubAl Hulx FAZ Az, T4
e vl M= oA ki

390 U S SIA Bk (@ A bt A% 2,
Qe FA9) AT C1-COAA BF shtel Ldoz vdehos 33449 89
AR, 2hek, BHA, AR BF B dehdn debd 324 gle] BFE ¥
Ao o s}am.

_10..



ss QolEA dEA
e T T
Ci .859 738 .8189 9462
Cc2 .844 712 8013 9471
Cc3 .864 .746 .8294 .9453
C4 .866 750 .8288 .9452
C5 .857 735 .8118 .9466
Cé 862 743 8143 .9461
c7 .831 690 .7815 .9479
Cc8 .856 732 .8146 .9460
C9 .847 717 .8039 .9468
Eigen—value 6.563
BAAEYE% 72.917
Cronbach a 8520

* AT 8]

LY A%

1. 3%

1) A 2 Aa54

AFATE A4 AL 2R 23 7S d7ddeE dEAE WEs
of 22582248 2w sHIA

EA7IZEE 2004 449 194 20034 54209714, AL 2EdE WEst
Ade]d22d FHAEANA AEAE v x3bA ).

ol2{3 Azl ?Jrz“’* AR F, F 30049 AEAE A7 A9 AL =
FHLEAM A AEAE FAFT A sder, ofF B3 24649 H¥
AL 4T 5 dden], oE F % T 3 3}
A @ AEA 2158 AT 22548 AF AFEA e A48t

“'.‘1"_9,] E./\a]
2 oﬂﬁu 4 80l 4B S QAN S <;a D3k . 4

Aol AR 2 ¥ ﬁd"l‘;}i—"— , ]~ Felvet <9 /‘*BI—E- Ehwﬂ “41 A
st gebdel. A% EExAME 20971 51.1%, 10917} 21.7% 2 vieht 4}

= b AR 74.6%0148 AAR de AL vy, &3
HE 41.3%, fRz 34. 7/§. AA 9 75%% ?‘}?‘]3}“1- UE AR v

i

ERjaE AAe 62.7%% »}w o, ﬂla-?owz 1A 313 Apolzh xﬁﬂ_q
AeR poizln, 9d9F £5% 12024 o3t AA9
e Aoz wo}, 2z dete Aoz el

|o
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41.3

8722 A

._*]2._

R

(confirmatory factor analysis)& 3 7+ ¥
| Jebhd 29 HReE E3 & 4

A (unidimensional)

58.7
201 Of3t 21 9.3

214~ 25M 129 57.3

of 24 w 26K ~ 30A) 39 17.3
=== 314~ 354 3 1.3
36K10] & 15 6.7

=1 8 8.0

RENLS 18 8.0

o = 27 12.0

£ Sy 93 41.3

o = 78 34.7

gaas 9 4.0
EEIENEIEREEES) 141 62.7

x g 39 17.3

oF U 12 5.3

el 15 6.7

HE@2IM) 15 8.7

FI Y gurag 3 1.3

4001 Olat 9 4.0

4188~ gomtRl 11 49.3

2 B2 As 810HE ~ 1200t 54 24.0
e= =7 j21ere ~ 1e00He 27 12.0
1618k ~ 2000t 12 53

20082 oA 12 5.3

ENE 21 9.3

1-28 ALO} 87 38.7

2-3EAHO] 69 30.7

3-41 AHO| 6 2.7

4-5H A0 15 6.7

50| A 27 12.0

NN 45 20.0

Hag 144 64.0

=2l % 36 16.0

i 210 93.3

& 12 5.3

Il E 3 1.3
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(% 8 &AAxY G414 (unidimensionality)

EFHT 29 & x2 XREZ p-value BMR GFI  AGFl  CFI
£3H 84 8 103.35 20 000 047 90 .82 .93
Heln 54 7 22.60 9 007 033 97 93 .96
NeH 54 4 12.85 2 001 .043 .97 87 .9

PR 10 267.73 35 .000 056 .83 .73 .84
MUIAEE 9 228.88 27 000 042 82 .70 .89

(£ Pv ZE FAHEY 45& A 38T SAREY Ado|tt of FA A
£ A4 (modification index)7} 4.0& $718te 244 A SAFE F A2, A3,
A4, A5, A8 3 dA A Z2A8E F Al10, All, Al12 A13 I A54 4 &4

g5 5 AlT, A19¢} A59E 5AYE 5 B4, B5, B6, B7, B10% A¥|AFd &
AFE F C3, 6, CTE AASHL. (F DX & £ %ol 3L x°
(142)=525.18, RMR= .061, GFI = .80, AGFI = .73, CFI = .86& 1}%}
1}, Bentler & Bonnett(1980)7} AA& 7|Fde 23 £ vy Ao Yepygr},

Cronbach adl4d 5Ad%E %7 AFAHE Az s Aoz Jeltol( 748
6~.9186).

m[o

J oy

(2 9 sAvdAs]

. o TENEZ AR

A= PP EEMNeaaey Sioes moss mouE HOLED
EAH 4 3160 .9036  1.000
HOIE S 3480 6906  .494 1.000
UDRW =4 3.146 7882 500 580 1.000
HRPOHE 3434 7496 661 640 576 1.000
HHIAZ® 3588 .8682  .703 373 386 652 1.000
Cronbach a 7639 6464 5688  .8435 9278
DEXREE: X 2(142)=525.18, RMR= .061, GFl = .80, AGFI = .73, CFl =

a. BN 42l two-standard error interval estimates(EERXAEFTIN0 18 ZESIK S,

3. d72dgst 2 /MRS

1) d7+=ds37}

(¥ 2)€ & d7o0A A MR 749 Adedzs Fadbga] zde) Ay
A% B F3 gldh (B 10)-.:-: Lisrel¥ 843 7229 344 Hzolr}
(x%(142)=525.18, RMR= .061, GFI = .80, AGFI = .73, CFIl = 86). =
2z (E 1009 AFEFNA B 5 UFo], & AFA AAG 74 744 sked .05

FElA 47 7Hde] BAALE §oF Ao ey},
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(2) AF-urZo g s} ul~FEA

AFREdFe F 284 54T AagAFAe] $AE JehFE Heats kol
43622 p(0.015FNA Fd3A el &, AFHEddy
Apl2FAd A(+)Y dE A Aolge /MR % o
& 234 BALE AulaFAdd) A(+)9] 4% vA e FoE 4\%&4

AFEdgeq 5 Ndd 540 AvaFAARe] AL dehlFE Heov to]
-1.292.2 p0.055FANA FosHAl vehdA dsid &, AFnEdFed F A
2 BAol AulaFAdd] A(+)9] 43%& vA ﬂomb 7HdE s gl e, A5
FFgaql F LA FAL Mg F3dE vIXA Kde ALoE vy

AFtEdgadd F A54 54T Mu|aFdHAe] #AE YT Hesd t310]
-0.732.2 pQ0.055FAA Fo3tA viehdA dstdh &, AFUuEdged F A5
A FAo] AulaFEdd A (+)9 JFE vA Zejge /ML 14N, A5
Zqg2 F A5A B4 AuaFAed dge vIXRA] X3t AR Jehygh

(3) AxE3 AujaF

AT RG] A 2FA | 7‘4(+)«l A& vIA Aolete Hsd t ol 2,422 #9
Al el U HAEY FAMES] ARiSe] MulaFAed A(+)9] d%E
A Zolgke S AYEA. wetA il agd FARIES ALY AT
PEEFE 34 Ap2EFAL Fodde AL & § Ut

A= IASAA S 2 AnlaE AT A8 94 FAES AFiFed
< ZHstoiol & Aoln}, FALEC] AMle Fel ST W duA Mulzst AT
dobe A& fFrdsteiol & Aol

N

PN
3

O

(4) ZAQ 3z

AREAE BT 7MEAZA olo], £ dFelAE W5t Wiiﬂr—e‘ A=t
(B 4-)elA £ 5 xRl AFiFdEacle] AF15E 58 AujagAdd mxe
PR E 244 B ] ¢ 3t 2.582 p(0.0158E 9% %L vAE AL
AT ¢ e, B8 2 e AN e AR Jehyth

vV.d &
1. 9%
AZeA A3 @ AT AT TS A A 40 fe9 Aes e
sieh. olarel A7 AHE eoksbw ohgst Beh
A, AL A2ES EA9T] AZehe AFVELRL F 297 S AR
BEo] F(H)9 G wAE Qo2 vy,
B4, ABla2Ed FALE] AR ATVRad F AL S4E A



A A(+)9] dFE vAE
A, Adedaed FALE
LSl f-2F S vIAA
A, =] aesd *—*}d%
2§ A(+)9] 4% viAe
A, ge]Aagw AL S0
2

HlaEA ] fro 9% vIAA F3e ALE e
ARA, AdeA2ER FAE] Adste AFUSIFL F AFH FAHL A
Hl2FA4d] o8 d3e vIAA Fdhe Ao et

dFA, Adeldarsd FADEY AFDEL A 2FA A (+)9] %L 1A
£ ALR v

ol e AHE Fia £ o ol ALALER FALEC] A AAdEe] 273
€ A2 ERs ARG ALERY B e Aow B, A
Ale] 33 Qe el @ AFH FAdAME 7He] AR {o3iA e 4 A
L2 Hol AAle] stugle do disiMe 5] Eike A 9risid, voprt o

< AxgAo A ¥ Wyt dojux] gethd o HFLRY o] ol v
ehd Zlee Argdo

2. =9 2 A2

D) o124 A4

Aul2EAL 3R E 8 A% Fodd. A3Hdd AR e A
vz AFA 1ol A Aulze 44 Qi & 4 0d £ d7E §
Aol duh} MujaE dshe A, S APEskerlel weh Aujag s °31
g E A, fAAel ZA" Bwt ot A HAE H¥ A=A A
e V1A F dgol e ATl 3 FAH gl Aula gAZE AR E 8
A=k #eY o, Aula AdFHAA Tl AA|de 4F, 1AVF 2
1A AR 71 olgel FlAE 719§ AL T o Auls AF A /‘131 4
of dig Ayt ZAJAE A - BAAeE s 2T dEgL S gdEE &
;Jl ot webd A age FANEY AF1EE AT #Y9E =959 *131—’:5’«

& 58 AujaFAY FdE A3 2HstojoF & Aol

2 A7 Bste], AuefdaEd A ArtSE AHIA 712 APdT
tiste] g 71A] o]&A AxgE FHE & & Aol

AR, AFaEe] W 2728 A AFHEe Aot FFHAGt. 22 A
12 AFA FAEY AuagAd A Aol Adste AFge] gl Aujag
Aol 4& vlAde AMS HRleRA, Aula A BEAQ AFHst 2
AnrEst ol el o) 2 9L F Aol
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31 Aol
A4, Ade Hx E%‘ TS Mu|2gAL A ad FALEY A5
FoA lddthe 477t A9 Aotk £ dFelAe AFisdgasdel AnaFA
of 4FE vAE J&ﬂl‘“‘ AgAon oz AuaFdst AFU59%edy
ddd xEA4 A2 711”45}‘”1 o #of Aol HE2E B ANTH o}e7
AL 22 FALEY AFUE5E A F71Fdd o124 F2HE AT T A
o},
*}\MR Aule F43 Fdstd o7k aARSIe] AR TE FAN] AT 544
£ sl o, £ A7 2ol AUedaEdg ALY AFiEs s &
‘iﬂ $48 A5 A 5 e, & d7elA olHd $HASE o AR
23 F7pk S B8 AHAF S Frlstel AR dbste} ¥4 JheA

< A8

%"1"—4 AA 2 FFATA
1 3] AA4Y g A8 £ A7 PleuaEgd FAAES A5

1R AR AEAS Z@she BdS At old dFd S
@M% & ek 2y o]&A, AFA, #AeA slddx ByEia, £
= ‘i-"i 7 @AY FARE AUZ oz, FF AFE 8 o) F FHIA Al
A B3 gt

AA, 2 dFe APedaszy AN Ao A7E AAsgen, dus
Hoed FAM] Al 248 FAG7] dEd & z"}éﬂrz—: o2 Fed 4
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wehA] dut Yaxe Z*} 943} o2 Aujx gAY A FdsA 44T F de
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An effect on the Job-satisfaction and Service qualify of the effect
factor on Job-satisfaction of Family Restaurant Service Staff.

Family Restaurant is a service business of a kind. The role of service
operator is to improve a sales of service goods through maximizing the service
value with customer satisfaction at the moment of MOT (moment of truth).

Family Restaurant come to the great growth on the face of it. In future, it
will place emphasis more and more on not hardware but software including
service quality. The purpose of this study, therefore, is to research the effect
on service quality of the job satisfaction of Family Restaurant’s service staff.

Data was collected from the employee who are working at Family
Restaurant located in Taegu. The empirical research has been done over
50days from 1April, 2004 to 20May, 2004.

In conclusion of empirical analysis, 4 hypotheses were significant among 7
hypotheses suggested in this study. The research showed as follows :

First, the organic trait among the effect factor of job satisfaction perceived
by Family Restaurant service staff showed positive influence on job
satisfaction.

Second, the personal trait among the effect factor of job satisfaction
perceived by Family Restaurant service staff showed positive influence on
service quality.

Third, the official trait among the effect factor of job satisfaction perceived
by Family Restaurant service staff showed mnegative influence on job
satisfaction.

Fourth, the organic trait among the effect factor of job satisfaction perceived
by Family Restaurant service staff showed positive influence on service
quality.

Fifth, the personal trait among the effect factor of job satisfaction perceived
by Family Restaurant service staff showed negative influence on service
quality.

Sixth, the organic trait among the effect factor of job satisfaction perceived
by Family Restaurant service staff showed negative influence on service
quality.

Seventh, the job satisfaction of Family Restaurant service staff showed
positive influence on service quality.

Besides, the critical points of this study are as follows:

First, we designated the subject of research to the employee of Family
Restaurant only.

Second, multi-situations(time, holiday) which can happen as service was
offered, wasn't concerned.

Third, as service quality was estimated by general service quality, the
research in future should subdivide service quality more.

I, finally, applied the pervious researches on job satisfaction and service
quality in the employee of Family Restaurant. To extend more this research
mode] in future, the variables like customer satisfaction should be added.
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