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Abstract

Service is the source of firm’s competitive advantage in recent years. The importance of service
quality in any service industry doesn’t need to be disputed. Customers have expected the improvement
of the quality of service they receive ,so providers are struggling to meet these expectations.

This study aims at finding factors of service quality in passenger transportation. An empirical
investigation and the measurement on the perceived Service Quality by customers in the passenger
transportation system was carried out.

The purpose of this study is to clarify the factors of service quality on the basis of service marketing
concept. In order to fulfill the objectives, this paper combines research tools that include both empirical
study and documentary research. Data was gathered from 239 passengers by the use of questionnaire. In
this study, the established hypotheses were generated on the basis of the service quality
evaluation(SERVQUAL) model.

Research findings through empirical test are as follows.

First, five service quality dimensions in passenger transportation are identical to SERVQUAL
dimensions defined by Parasuraman, Zeithaml, and Berry in 1983.

Second, demographic segments such as gender and age don’t have significant different dimension of
service quality.
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Third, there is no significant difference between groups by experiences such as price level, abroad tour

and vehicle type in determinants of transportation service quality.
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147k Aol AsdE 7)ol Y RS T
A7t shgtE A B Mularids A AES
AEBE £ o) g dxn ALIYdess AE
s Jrbr] g ubdE 734 ok 5 9A =
AUt o]B 7 A7) AFE A AHF WA=
L $£F9 AuaEAE Adste Aol
(Thompson, DeSouza and Gale, 1985). 18]\ A
HlA7F e YA, olAA, Ak &u[e) FA
A R AAHAAe] zAY Fog Yl
EA d&el, Aujzr|geds ARG wFted
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7' 4 e xAld, mAe] gl AEate
4] Fol-g vk Vel Fof, o] & Anja
o} PP YAFA Y ot} Hojate] Abs

—-271—



4 TWENRRAEE F 2448 F4W, 2000

go] 249 7 AdA o e e 2
o, HAul2EAs) F15H AUe TA AHaE
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Ab&: Christian Gronroos, “A Service Quality
Model and Its Marketing Implication,”

European Journal of Marketing, Vol. 18,
No. 4, 1984, p. 36.
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e e RIS SRR
w Aul o) g3 24
- 224 olgA4
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A2k ~ Aulzol g2l gl (71417
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A} % A. Parasuraman, Valarie A. Zeithaml, and Leonard L. Berry, Delivering Quality Service, New

York: The Free Press, 1990, pp. 22-25.
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Parasuraman, Zeithaml and Berry, 1988, Bolton
and Drew, 1991)e] dg3txz U=t ol2@ 7]~
24z e A A EMKEERC <
7 & Oliver(1980)9] :A4%F AF-§ w23 i}

3.1. Gronroos® #Zd AMuj2=¥d 23

Gronroos(1983)8) A 244= Au|2FA =234
£ A4E AMujag) 71" Mu|ae 24" A
2FAE AAsted A2 #FR] U HE
3 9tk & AR FAL iz Zuje}l A3
o} g2 AAEA Aok webA] sigel AR

[ 719 Az |of Age anizga Jeg A2a 2 |

Z1&d 4 1A 4
(AEA) (FA3FA)
What? How?

(OB 2) A4" Muj2Ed 2y

A+&. . Christian Gronroos, “Innovative
Marketing Strategies and
Organizational Structures for Service
Firm” in Leonard L. Berry, G. Lynn
Shostack, and Gregory D. Upah, eds.,
Emerging Perspective on Service
Marketing, AMA, 1983, pp. 9-10.
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Zeithaml, Berry and Parasuraman(1988)< 22}
o} MujAFARA L A5 AujaFA- g e}
< 98 7 F-A A (Gap)ell 28 %S
won, B3] Aujzoi A3t FAL nAl9] &
T - 7ot AAR mAEe] WhE Mujxe] 2z}
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A}3. : Valarie A. Zeithaml, Leonard L. Berry, and A. Parasuraman, “Communication
and Control Processes in the Delivery of Service Quality,” Journal of

Marketing, Vol 52, April 1988, p. 36.
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A ¥ AEHE Jig 2 2YoA] AtsE ule}

o] 2L} A Aula QA Au2stel @
£BA2 BUT + AL ol

N, A4A

1. HRSMH|AZELY £F

AL FAU 27 & AL Folehe Aulay
F& Bolsta $9¢ Ao} 719e AGY 44
SEANIzAId S AT TAE AT Aol
4 FAE $43HE Ao FAolth olsh 7 2

~274—



MR GAFMviAEA Y AT 7

Helx 2+

MEX

L 1 l

g R LIESN

x| 2t

s
Hartsy
R ol
0|5l

MujAEH

Mu|A xi24

\

(37l 4) SERVQUAL =3

ZFR :© A. Parasuraman, Valarie A. Zeithamal, and Leonard L.
Berry, “A Conceptual Model of Service Quality and Its
Implication for Future Research,” Journal of Marketing,
Vol. 49, No. 4, 1985, p. 48.
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A, A9 Bk, 5718 fA R 5
o ojs H-PDoH(A7™, 1999).

A7 AAEFM 28 AAF ) A
A A7 Ao} B = QA MujaFA A
Ao #3 71Ed7-= Parasuraman, Zeithaml
and Berry(1988)¢] SERVQUAL 2o A3tz
%l SERVQUAL 238-& Aujx9] AiE)e} 7]
A(P)Y] EUXZ gobste Mu|AEFAE SH 3
< Wz, 7149 Au|aFAC gE nA 9
AH A 7hate] & #lslr] st sidel iyt 22
N Eea Azl i 2270 32 <ay 4>3
o] FA4¥}. SERVQUAL 28] w2y u4
9 FAALE AAse ZldAMuae 249
An] ol choft 29l5e] %S Fu 9SS &
g olck 4 249 7 & P45k A4 AL
FA, NI &7 HMu[AE o] & A9 A
d, Muj2aAFate] Freld, MulafAe 74
2424 10709 45E AAstdct 107H4] 84
FollA 5H3} A4EE AYslue 25 o A
2EA0] XA B o2 B £ 907 o
Tell, F49 AAA FACISA FAZH)0] F
S3lhe AME % 5 ik

T AASFAuAE EEFA A0 D2
Al nj28 3 FHejo]) wlE) SERVQUAL
23o3 Hg 5 9l& Holch <FE 2>+ AL
Fulaxnj A9 FAQd o g AAEFA AR
¥ Ao g pEch

2. ATEH2t 7td

21. AAR A0 =FA-Y A

Parasuraman, Zeithaml and Berry(1988, 1994)
= Au2EALe ARP)-71AEY tEg s Hx
ol SERVQUAL- 93 &A=, 24T Az A
v 2EAe] 571] Aoz FA s glE-8 9l
v} glt}. 22} Cronin and Taylor(1992)2] <+
o 93t AMulAaFEAY 4L Mujx e 9
3 mA ] AZr)Eol 23l S s ojo) 3y, o]z
%t ZA4uwye] SERVQUALY| 2/% Zuyuc)
73 Aoz ASAAE A ) o9 of&

2] A AL TR A 895 2 A
TAZE w=ohe Aol FAdste A 28 A
I A2 FAALLE 5717 Adoeg A
= el ehdel, Ul Ao wAEE ez
ehytet. mhety feluvet 32 A 4%
HI2EAS oA Mgtz lex] #$eldaxt
&, olol] wE AL g3 At
<AT7H 1> AL FAuAFAL] AH AL
Parasuraman, Zeithaml and Berry
2] melx AAF vt} o] 570
Ao g A" ot

22. AFEATA EA wE AALHMu
3
TH riA A 7}, 235, A% Fo] A= o}
& AFRE Abolells Atoldt FulHeE Bols] o
Foll Mu| A FA A3 S g st sk
83 AEEA ety U - uFe -
kg, 1996). ojald AFEAH BEAL dA=
ATz Wl ATz Wl AejH o) F,
DZEFEH A H3t T FoA HEY
gt 0|8 EAHEE 4vAle] EEG 279 2
A BHE AVA =] dtel, AFFAA 54
< SR A A J%& & 4 st oA B, o
23 72 2 #X] FEAo A AREZ Y
AU AFEA S 98 F8% AAHE =58 @ S+
g Aelch welr Az AEL FAL e
ol B8 7E o Wale o AeF o) mAY 2 F
Hrh 2A =2+ 3AA 2 a5 9len, da2s A=
$ £R8F e Ur)E A} AT o] 79 &
F-3}A| = Parasuraman, Zeithaml and Berry(1985,
1988)7F A<kt SERVQUL®S Auj2Fa Ap{io]
AFEAEA A e AAEFIu2FAL
Qlale] WistkE Holstmal she, QA
= AF7IEL obg3t 3Fe] At
<AT7Hd 2> Aol wel A4 aFA
AA 8ol = Ao)7t gl& Aojh
<dT7Hd 3> QAL AFH] HAAHKAL
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Parasuraman, Zeithaml and Berry(1988)e) £]3}
w Zl ] sel S Fe oA FA, A
FuslelA, A &, AAAY 2 LnlAle
g o3 AFUAA 5 AAstz itk 28
a AYH e Lu|Ate A7|rt Festnz} she
AR (EL Au|2)el dis) WA elA FellE 2
st Zo] opul, xiAle] AN A A
2E dA9 At F4-AAH FAHEA Ao
(Biehal, 1983). wl2}x Au|x |47 {e] F71¢
of) 7ol Aolrt i & glen, olF #<ls}
71 #1837 e AFrd-s AR sk
<AF7HA 4> FE ol &8 AMu|ad MA £/
o we} o ALFMujAFH AA
Lol Aozt A& Aok

<d7ld 5> AP 9373 ot 454
H2%A AA Qe Aolst 3l
£ ot

<d*7Hd 6> FZ ol gl 47T nie o
ASEAu|AFA AA 8= A
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v. &

o

24

1. #E5y

o] AFoMe gALFAu2FA AA LIS
#4q1371 4¢3 Parasuraman, Zeithaml and
Berry(1988)2] SERVQUL E.3o A|A" 227 &
& YAE 7TH AE2 AEAE FAs 9
£ AMulagAle pAALS dubgr] og7)
ol Au|AFAL At Aol wet §A4S 1
2] slodof k= FAe] 92 (Carman, 1990) &
AR 7H} HEAHQ 2Yolug o] Ao
BES FA3A W¥skrh

FH FRADS A HAA R s
e FF7), A M2 AR ol g S A2
2 d7-% Agsigd 20000d 54 3YF-E 17471
2] AFEASHH EAS mHstd A dA

ke AAEENAEL BT A7 9
o4 WE - B5ated 26600 EA) FoM 239
4 ARE ¥ AgRgon, Tee) Au
E4e <E 3>% 2k

(£ 3) 229 9wty 54

W LIRS H] &

A s 126% 51.71%
oz} 113 47.28%

10e] o]3}) 357 14.64%

20 1199 49.79%

w35 30tH 267 10.88%
40 18+ 7.53%

50tH 24v3 10.04%

60 oAk 179 7.11%

aF 419 17.15%

73 At 1199 49.79%
k! 7974 33.05%

A7 U 1567 65.27%
e 2 8313 34.73%
Au} 231 9.62%

P E R 1469 61.09%
3}37) 4743 19.67%

WA 231 9.62%

A 2397 100%

2. 243 Bgy

o] AFellA meisln Qe FRAFES o
A S84 2AXAE B 3AHYEEo] s
ez FA=e de=r1E ¥stuzl o) G4
A R ¥HL F8AFH(PCA) 2% Varimax
A zb3 Auhy & AHE-stech 89 2L aH2
o] 1014t] 32 F1F 2.2 Aot AlFgBRAL =
Ao YA A, dBA, A&It5HE do}
X7] 913 Cronbach’s Alpha$ AH-3tgich 2270 2
AulaE3 2A8EEL Parasuraman, Zeithaml
and Berry(1988)2] Z3}e} o] 57}2] 849152 7
A= gigdend, 71 83 dg alBA Alg
AEAL AMe O <E 49 A

—-277-



10 WENSREE F244% B 48 2000

R ERE R EPER B

84 1< A=A

U hwe | Aag | A [P
#8341 | 08%
Q& A)

44 ;%Mz 8;: 0774 | 238
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3. AR HEA

31 qAEFA2FAL A HF
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Age] LA 7] el o] AT $AR
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9] Atel & #Qlslr] st AAEEMu| A F D]
Z1AFES AHE BEety t-testZ A F3ch
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B8 o] gate] Ao wre} xfo)rt glg Fe)
ete A7kl 3L A1 AF JATEA
Y 5L A AEAY FdpFd 9o
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