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FI7HA S8 Jdehe g2 3 NLAE AEALE 23FE Aol A
A AYPE A  UAh & FFAAF Uzl FH AR (seller’'s market) o]
A7 dZel o] AL FX - AGst=d ool AT wEA FAEL 9

& TEANZY QRPN AE AL kY IR,

or

o] EEE 20019 ¥AMEGURZ ZRATHA ot AT
R gAY AR RS
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Jdd 29 g e 48 & e sty 40 g2 tgEel 3%
2 vk it N9 4 o] 4HHY vlgo] 20033 97% 7irel &etstelE
dl*‘% Bk ohe), 19989 ol F Z&AFS AFAAE o)A dhste] Age Mg

< 99 F e AES HEL Itk & WIFAE BAFHAA wAEFA,
i atEA AR FRFAH Al (buyer's market), S A Altfel A &
A A AHE FAHA st o
1980de AFE vFhd(college) 8 ¥ dAQ S8 et dige] o2 7t

AMAEE AFEd F3 gt 1970“‘11}1 Fuel WFe) tigrEe O 1977499

587 EUA F£ 3209004 1982~83oE 280 O R FolE Aotk @
TESRAAN tger Fgste HEo] AR FoE Aot @ EAEAY
Be H]&o] 434 thE A ARYE & (community college) 2] 8738
g HolA 2 Aotk @ HutEoR EE*—‘—J AL diEtRIste] AYEo] Helg
AZtE ol 53 AU & 9¥E £ Roldde d5E dHtHKotler,
1979).

ol Wsidle A dis] AR FAIAE oFF AFL flo] FAFTEo
Faste A& A @delstr gudidg. 18 = O 393 99
A 2 stAo] i Mulx 34, e digte] dig AAF 98 A8 1% 5
A 34U FARNE FE AANSAT F, North KentuckyFHulgolA &=
AFAFTE g 10319 A=EES HRML, Aoyl A& St Josephth &t
2 A7t} Qe Eajxe g g Fug tEe MEE AYNE F
= oA 55T dF-E FESE AEE AYstdch ©§ Yobrt Richmond
e 15 ustls 15 Sud FAAUE ARA EA4F7] A3 130008 £
% 128 R8 TRYES PEUY, Drakedl e Al7t2 ¢ O'Hare F3TA N

_>i

kd

l

e AFIRERE 408 Ao EAUg e ofs) 7R Al$e Fo
=& 9 HKotler, 1979).

oleie wlFuiste) A% FVAFS AARARL” @A el et o]

1) dsr(Hga2F) 9 #AASL wA e st A3 A4 3 oy dPE opAR] BAs
E A7 9 843 °]31l°“ HEEY Qe Fold, WdEo] ulAEFHo] ol AP S
3}71] HE ol#& Anderesencl G2 AFol o A7, AMATL BAscHE W, vgaz e
7HE ZER A AUAA oF, 2HAZAY Ao, AZMESAGe] A, ¥FF FPo] ofF
ARz AFANNL 71Fo2 HAud viAY 93A4E €3 At (Anderesen, 1982),
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AA3 Qe A3F A9 AT & F Utk old Wi 2AZ 8 ya
APl g 89 FF FAE AHEH 19979 ATAH Y diy] gAY
A FEAFA, AR AYR T3 1453% 909 200139 139.8%, 20029
e 975%7A FA8A 38T A2 AR YtHAENSES, 1997).

a3 Z gigte] A& JaHe FAE AHEA 19959 thdre 4uiuiA J
FFIHE 1279496 BHIFOH(TV: 49639, Foe: giwd, 4
F:122919, ZA): 2329 wrg)) 1996l E 2149499, 1997ddiE 573949,
1998 el & 6199 A(TV: 2394, 0L 1999, AE: 57694, FA: 19
Aoz FHsMA Asdt Uth(http://www cheil.co.kr/korean/columns/199903/
columns__199903b.html).

ol oA 19908t = AAVNZE R IAANLF9 AFoldE =Y
g JIdETe =AY HZoAMol dF e LATEZH Y (customer satis-
faction management) g AMAZFE= A A dife AEES A% YHo B
A4 HAh 53] diFgRP AL g 1A (FY) S Fd 274 /4
il F8eA dgdte AL ZSAHZALI A it 1ANEH G
P F2% 2A99E AXEA HATh AuAQ sAFAe] tghAgS Y& o
g FPAMuA I E 71EY LFH AN Yoy WHEE FEdte HFH
Q Agel WostE, T@ ol@ Wt M £9Y & UAES AR o
st PAMUA EFEHL T A9 Bl 2 AMol FARDE FLaTT
AAHI gl 53] olfA 5(1996) 9 AFo] B=A ¢ U] o Mujiit
d F FF/NRoBAMY FAFAE OE 97 APl Higd MR AvSErt ¥
o]d B9 ofyel Mul: A FAI TATFo] olFg & olFA EIL Uk
I AFsgEd ole FF/NRY Aus F253Y F24E AAE Yty @
4 Ak

a8y 33189 PME| 2 FASAH B d7e S vogd I3 §
o]$}4 SERVQUALE &8 FAFAAEI olF4AX Jox & & ok
Babakus §(1992)2 SERVQUAL°| 39 4A 9 FZEFAHAE 0|88 & A&
S Holi ¥, 98 Yt Muld Qe FAZAS FHALE & ol7A1(199)
o AF, AWAXEA ] FHMAFAE A7 HPL, A F (200009 I,
BEARE FHLE IANE @ Mu|2FHe Ao FY ATE & ANS, WY
81(1999) 9 A7, SHARNE] FAMUZME ZADERF LA 7A(98-2)

o}

O
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59 9377t SERVQUALS )88 AU A9 ERHE AxdI e FEo|h

B MU 2AgE iR & dFoA AMujxe FHe wet F49 A
SolA zo]E HolZE oy SERVQUALCl MH|A SAHE=TZA dytgoz
o] &8 & U] Carmen(1990) 8] AFoNA AF=HA wbs e A u) 29
FA&Ao) SERVQUAL®l A & Ay gL 71 EFETE WA,
olg TALSel E HFER udE 4 o848 & Urhd Ul RAu A
EF454o SERVQUALS °148 & U& Zeoltt, AF ol =AM &
A&49 BH3A AL Z SERVQUALE o848 4 A& B ok, g AMujx
7Z1g 2 oE dEae g 53 dgPFAR LY He 2&e FIL ITFF
o2 IAVEZAGE 53 WEEAYFEE AT FULE &84T F U R
1=

2. 9ol B

SERVQUALZY Parasuraman, Zeithaml, Berry(1985)¢l €3led 7fkg AMuj A
FA&A=Fo|th. SERVQUALL BL IFAE 93l 7HUL, o3 A
Ael AFAF A AANAN BL =39 QAE HA oy FACANE 7t
2 gukEQ MulAa FAEAY TyEA WL ojRHIL e Al B =
FoME SERVQUALE ©]&39 SERVQUALo| thetsiAEA e Mult F2
Z730) AFHAE Lot} sk ¥ Yoyt SERVQUALS 21243 etgAy
o] thgtAMuj 2] ZAoAN YZTHE AH|x FAFPAJAEFH ANH AMuli:
A, 34RE, A, 7AEF T AFEFH] FFAY EHL 39 EIA 3
At

hA] 2] thste] viAY AFAHE AT o AR 7l diEE A e L9
FAXRYE A3 B, o)9 7 BAE T3t Hoh U tiEgAAE| L]
AZE A ARE Frsaa ok A= ols 14, F FANES T8 239
A% ddolge tigry JREAE B3] A% tidte AAgAGd 3R
F et g, '
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I. Mu|& ZSEHEHS| o|23 ufZ

1. M|&~ ZEEEHo| st =9

rot

Parasuraman, Zeithaml, Berry (1985, °l8l|d PZBZ @th7} AZ@ Ay
2 F3(perceived service quality) 3} #HHAE Ndd ELE AAF o]F AMujx
FA2 "HEE TN FEEE ot HAW I F AHA F23 3P ©
< 47ES 2¢yol ¥ PZB(1985)9 FoliA AH|E 9 ZAAYQUALE A
g4 (reliability), ™-3-/3(responsiveness), 5¥ (competence), A7FHs4 (access),
TEH(courtesy), AMAZ (communication), A184%(credibility), HHA (secur-
ity), 324e]&](understanding/knowing the customers), 34 (tangibles)<l 10
7 AFE AL, olF 10714 Mg dE HAY e MElE &3 A
718 ME| L £E9 Aozt MulE FRE ARAE Rl SEH.

¥4 PZB(1988)= AA1E9 SERVQUALOA AHgsle= 7ldsES duts
o2 9E/ENEY AFdA AdstEe ZlueEdes OE IdeR AREAE
tl SERVQUALAA Y 7THFEL &HAVE ER3Y5S 348 9 dste A3
Zolg At ZIdFEed dig odd M 4B AF =9 vt o
°]F SERVQUAL PZB(1991)° &3t A& o2 FHH|h

PZB¢ SERVQUALS er3/del g A& B2 A9 93t AZI=HA
t}. & Cronin and Taylor(1992) = AZ8 A¥lA FFL 7ldges BAIflel A
ol 9t ARHE AL JNEstsidch. 1 A4Sl ALd SERVPERF
7} SERVQUALXY 43563 32 SERVQUALS ol&3oz EA7 g
3 AA3Hoh Cronin and Taylore RA, Au|2 FHL 7|vie} Ade] EYA=
Al AR AARA L o] Bt Y2 MUk FR9 FH7F0l € F Jen
A, AYlE FAS ZA4ATEF] Aol AlA, vzt gEE Anizle Fu)g
=9 FAZAH Y3 dA, AMulx FART IARF] AulA A Fuje) © 7

2) o] ¥R T, (AW Mux F3, 2429 U Aox FFANAEE 1996Q% AL =2
A E o3, XNzhg Mul2: F-9 AAAA: #wYo|EA A, AYTHATF, A26R AM13(1997, 2)
pp.139~1542 FHoZ 2o . RS YL,
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o

R

S MATT so} AHAEAR BV T WS BAS AN
JNEL Mul2 FAZAN YHVORY FAo] § U olfT ZAo] EHAA

oA MHlZ FAS AAF UolH I AHY Jidee vE A AFY At
e AdYol wj¢ & FFE AS AFsH § dFANFEY A} Ao
oldle A A AIrt MYFLR st A7HYA 249 HE, & AMulx E
4L dBANAHY UAHE AHAE FAFLEN sHssio FA8h _

olz{§t SERVQUALS vlsho)| it PZB(1994) & ANEY FA 4723
SERVQUAL<S AA 34, Bolton and Drew(1991) 5 e 97AE°] ANE
o WS MEE =& dFFog AR YL FAESAC old thatd
5A] Cronin and Taylor(1994)& o8 d72AE S AH|& F4o| AzZd A
Fol AH 4GS v RS AN PZBY AdE Avasig

Teas(1993) = SERVQUALe®l Md7d Fust 222 ZHdA o 71A £A)
7t J&& AA3 3, EP(Evaluated Performance) X¥3# FHEAEY(Normed
Quality Medel : NQREE)E A¢3Eth. Teast EPEdYo] SERVQUALRTH
71261333 Mderddol doA &2 Aoz FAsA=T ol ALAHA =3
of Ha Atk Tease] ol2igt ®@el thste] PZB(1994) & Teas®] EPEdo] 7}
YAz oF9 X7t IS Aukatstgot. T3 Teas(1994)= PZBY AsE
ARhaets 5 ololl e =9 Bdflel AZHL Aok

<8 UMz Aulx F2 E ol A6 U B dTEcl AL 9l
o MH|A FEALE Floly AHlRls Au|A FZ od XAE oFA U4,
0] AH|AY] wEF= owd FAE Zdertel dE HYA(1992)9 AT, &
3 e Mul2AGelM Y IANZ I el FH AR, Al AAY &
A Fo] i olfA - AFY - AAY(1996) ) AT, AHE AHA 2 Ax
249 SERVQUALY & =A< FRALE HESIY Ault FHAATFNA
NAEFERNE T ATH 95/ENE AFdAY JdFEEY MEdE vasty A4l
o] AE R o1 (1997) 9] A7 § TFH FHoAAY LA Mul A FH
g A3 2 AEd d7Ee] PFsdxy Ytk
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2. SERVQUAL &+

Mu| 2 49 AL AFEFAAe g EFEolU U7A4R 22 4BAHY &
Eo % &Fo] oJH7] wWEe] 1A AL FFsA AuE FFE FHsL
Ak ol Azte] Hrtg sl d FEoE TP FHET7} Parasuraman,
Zeithaml, Berry (1985, 1988) ¢l 2)3led A 8 = At

PZBE EAZ IF UYEHFE Tt 28|A7 ANAE Hrtstes F49 2A
29102 AA, A, T8, FI7HeA, TEF, dAAE, AEx, A, 314

olsl, #8449 10744 WFE MYk

% PZBE oE WFE 2ol ARWAZ 48 WAL 1071 A4S 571
A AT FURAT. 3 59, 4, A%, BRHL HANYoE 193 W2
HEA, ANLE, A0 UE olHEE AFHOE U ANICE T
2e 57k Afem Egshth

A4 (reliabllity) : F&B AMI2E A%eT VLD A $9T & Y& A
9 59
%4 (tangibles) : &3 A4, B, AR, ARUANM 579 Fo)

.]
23 A (responsiveness) ! 1AL £ = oz 9 HAZ Au|2AF
.‘

A A (assurance): Y A3 24 13 Yol A WLEE & 4 3
=%

T34 (empathy): ZAA AEHA B4 NFE EAse 8

2= SERVQUALZ 5709 FAAA(R3A, A4, €894, 334, 32499
g 249 A4 71HE FA%= 22702 o]FF FRFETH ¥ £ Yok F
SERVQUALolgE SAETE AHlZd digd 249 4zl 7Ide &dste
228%9] 71FEd MUl g S i 29 BIHE S 22
TROR FAHE AGFELE o|FolA Ut

a3y 7t 50 AFde RE MU FAHIRLY F2ALS Z4 MU
of Wty EAA HY zt AP FEEE Y £, BES ol 5F Ay
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209 T @ A2 FAE HE £ UE J1F0E H4Y & Yol 9 9
TolA SHEHL Uk

o]l Ed2 I I ooE 7 ded AR, Mulx F49 HriEdS FAH
A i FA AAG HxY Rdoln] EA, A AMu|2i]ie] AR FEHo=
HE&E & e 98 7R ALY, & HFES BRI AN Jed AR, Ay
2 F39 Hrle dALFHE o]RA{TE AME AAEIE dtke AMdelt

Parasuraman, Zeithaml, Berry(1991)= o3 RAR o7 E& 3H9 Qx}9
W3 A3 guyt HEEHA ge q59 EAE AN A"
SERVQUAL$E Attt

3. MH|A~ FEIt Y A7

Muls FA3 IADEHLE ol FHANA Foldty ole o7 FHRE 9
st AZAog Z9EJHCronin, Taylor 1992: Spreng, Mackoy 1996).

AMul~ FZ3 IATELE el e B AFEl ded A¥E FFH
FATSF FF FQ AEE AWEYE oIy oA, 1998). A, FEE
Brhke F8 A4S g E53% 98 7HAE ded 952 O30 FA% #
o] le=7tel FAQle] oWt AAAMT LA EA, Fe U JIde o)
oju} FAel th Aol 7Z3e whH € £ 3 b #Y ojfEe] UF
et G¥H-E ulAh AR, FQo RE AYL o] MulAE AYIAY Ay
2 AFAL e Fo] o]FAAE o] opyu}, wEL I¥A X3tk YA, F
AL D=0 vigtd wig HE JdA APAFE B

Oliverg %o tiste] 1A G2 7IE S8 Aol A8z 43 Y
of Wg APHA =4 I8 W AV AEAHA dee] S| sy
ded, ol wE9 Mds FHo SXANG Sl S Iulsta ok 1y
AAE AMuja FHL Auj2Y 45 FEE FAFQA By HEQ
A 9EL EPAGS FHAPY wEtN 2H|REo] EF MulZde HEIHAD
I Aeis AFZ1Fel tsld e 52 Muls F2E WA 4 FE GRS
3, 1989).
SERVQUAL# IA%Eze] A oA 33 FA71 =

L

fle

Aol o

it

29 A%
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FA A& =2 o]EL UHT FABAE BHoAD AR M= =2
o w F 7HA Adutd AR E Bolx gtk

Woodside 5(1989)2& A¥lA FA14, B5ud, 123 FHIELY] FAE
TG o8 V5 AMYE FAF FudEe] AAE TN WL
qEE o MHE FZ-DE/EUNS-Fuddrdge RdS AN 13
Cronin# Taylor(1993) = Ayl Fdo] ¥AUES] AWSRy FHHAT o
Yo}t Spreng® Mackoy(1996) %= Oliver(1993) 9] Ed-& 47, g droA
ojdst AA A7 ol MulA FHo] FFE vIAL MH|A FHAL THA] THF
o) 9 nAt FFsH

ol¢b= ¥ Bitner(1990) = IAFES ol&3l= APHA Mulx FAF &
v RmEQl o] B3 FALE HAA Oliver(1980) 9 71t B4z HAgdde o
& AL)EE =93 Bitnere AYCEE T3 wHAE YL 2471 oFA
TS B MUl F2 dFE Fertd A 97 A EE HARY
2 8471 BEd FFY TS FE ACAT vHAEYA Q47 Y APy
o o]¥A FFE HAEHE HILEA oG FFFHY HAAol ARA PAHE
Ve @733 Bitnerd dtE UEF MulA FR9 FHEAYSE dFIrIRdE
71 B4R AHTYolA BAA 4o g Anzte AQFAZE d7std A
AFFo] TEE oBA wAEIE JYertel i Areldoy, THo] A&HQ
MU~ FAo AgHFZ BY Joe Yo FE2E "t sth

T3 Bowers, Swan and Koehler(1994) §¢ d7oAes F2d3 1% 54
g A4 3t AAPHETGy ZEWI T UE 3§t

Eog IANE, Mulx F4, Apddx, PREEH A ddd dHR
A, Aulze] 95 34 I AEAE oA FiE sbeAel & Aol
Cronin and Taylor(1992)+ IXATSe] Fujdkel JFE mxE AE B
J3 MEE F2E Pzl AFHoZ JdFE XA R IAVES F
e ZHHoR dFL vXE FALE gyt I3 IAVEE £ FAE
T 9% F= A2 BIJYHOIRA - 259 - AAY, 1996).
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M. 7ldd3 o gy

1. 372 2 JHAe MY

2 47t HSPPMELE g MElA FASF, Mus FAXLE 14
S #A, 183 IANEH Aex, 13 FHAESH FHUALL AY
B33} 39tk Babakus $(1992)2 PZB7} 78 SERVQUALCl A 9
FASHNE o]8E F UFE ROl &, SERVQUAL] thehe] sfAgru)x
o] FASAAE APANE ot IR AT © dolrt PP Mu| 2] 3
IANSF| FE v AAFAAH L FARL] dEAY Folrt UL A
olgl= HAelA ol FAE BA31A 3t} o= Cronin# Taylor, Spreng
7 Mackoy(1996), Oliver(1993)7} AA3Ig=o] AMu|E FHo| AATE AH
"7t @5 MRS ET £ o] digsigu Al AvAR HrHE & | A
H2EAXEY FAEAT o7t AE RolAe ¢dide st 4324 A
Cronin® Taylor(1992), Richins(1983), Curren and Folks(1987), °]-%#1(1994)
7} AZ(OlFA 5, 1996) TZgEFo] AuRe] AFufor e FAYF TS
ud ARAZME £4 - #lstd Bz

olg]gt ATFFAIES HEAE Hdld (¥ D e AFEEE A4

o| XFO§ 2=
Chstam x2te Hurs | TTH
TN Cheres RIS
3% > Huix Em
> 3
{ )

ag ) A1y

oeid By AN e 2 A AL AR BHHTA ST
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7 1 0 FARAAEEY 2 FAAELS AW MuaFEE Azl 4FE v
Aol

74 2 0 PARAEZY 4 AL il

7Hd 3 ¢ ZAo] A7 AAQ FAFES IAUFEA FFS 1A Aotk

74 4 FARAAE 2] B IAVSEE ATl FFS vE Aol

7Hd 5 ¢ BAME O g AAVFEE 249 FAGFA d¥E 1F Aol

2 ARST U Ay

2.1 MEX|e| 74

2 A7E A AERE IA IRELE ojFoA Yok

A WAE SERVQUALSl 9% AMu|29 71diet ze] izt &3dZon
SERVQUALEHLZ 7IH(E)S AZHP) 9 Aol(Q=P-E)ol 93t F4& &4
A gleng AEAE degAAn|2e s AAE F3te 2tz 22709 &
Eoz A= Utk BE Muja 2 FF) wt AEFEC] WY + 3
& AgstE Yoy, # dFoMe PZB7E /s SERVQUALESATTE W
Aglel IE FHEAA Btk 7ithe} Aol tg HEE PZBY Q72 o
g K34, A=A, S8A, 4, 32 ALz 7AHY Un

AEY F HAE SEAV Agee g qE FAAN LY DEE, Ay
MUl 2FAH 7 et R Mu A AP @ FHEFH #¥E FJEo2 FA3}
I A=

AEY vpARo 2 A AgtHA ARE A7) A FEOE PHRA o]§
Ax 9 ATFFATH AFZE o]FoiA Qi

AFFAFHA dES Asty UnA AF9 FZL THAEE ATl
1=72% 83, 7=73¢ 33L& Jehix U

2.2 Xtze| 3

2 Q7= FAANW 494 dig F diste] I E FRIold wet 4 ks
WA AdAsted ol WY A F IdE, AEE SFEREFEHA Q39 F
330%-& WiFsiich dEZAE 2001 49 69FE 49 209 Alolo] AAIHAT
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100 ARpESEHHSe
st BAAE $92 @ 9% A 288%
ATFFAMTY 7]
A4S ARSI 9

ol T ¥ 297
ol A3t
4
AZEAL SPSSWIN 8.0& AH-3tHTh
_'_.Z g BA

gg 257 doe 2ABNS A
2F4, 14nFE e #A
2487 sk} 37

A

2.

3 2oy
¥ 9FE A%
g g3t WEENE YAk 1L F
3] ANFAAEAE AABIAL ME A 2%
18tgh o Joprt MuAZ AL AwFHA My
283 ZARFEY A s, FAEF SHe FAANE
(5

24g AsgT
V. EMEY o Y

1. 222 M
B e AR g3 TR QAFEAFH EAL UL (X DI 2
(E 1) B9 EH
e W T 8
. Ut 121 42,0
° 7} 167 58.0
18hd 72 25,0
& 28hd 119 413
38 97 337
20 vl 4 14
3 20 ©]4~30 ulgH 38 132
30 olF~40 ©T 193 67.0
40 o4 53 184
Total 288 1000




H6R e MU E FAEH 3 A7 101

(E DM 5ol 28879 A FAL Ay} 58%2 FAuT ggtow, o
d¥2E 28hdo] 413%2 71 BT 223 SRR SHE 30 o)4~40 A
wto] AR 67%2 7H¢ wskeh

2. M| EEAE A AUEEEN
2.1 M|~ EEXE 24

PZB7t /@& SERVQUAL®] thesjgdsujie] cfgt FAZAHNA B 744 &
do 2 EFHEAE Golry] $8ld SERVQUALE FA3te 7Idie}t Azl o
g 22709 3= 3 Hol(Q=P-E)ol t3ld varimax rotationg o]&& 29l
S AABIATE 4714 8R1F29 71EL eigen value 1 °o13%] ASE W
o= 3}9313}.

AL-AM 9] A 22709 P AMu L FAE s 22012 44.38%, 29
2 915% 183 8% 32 631%F AHFSEZA 37} 2<lo] s F& F
AL 5084%E BAFT o,

E 2QAEAS A% WFEY HAAY
(KMO) #& 09372 Jeh} Q84S 9% AFEe] AFo AHIHUEE B
Ik a8 29849 FRAARE JEE Bartlettdl 734 HAA
(Bartlett's Test of Sphericity) ¢l f94&E2 00022 SREH9] AMgo] HHH
< Ho|X Q.

(B 2>8 29 80849 A 3749 80 F&HAh ol 23, FHUYET}
23} 4 2 fA3AL ZAE ASBALE ddeR ¢ PZB(1988) 9 dFehs
A9 SN 2F AolE Kol ed ok BL A7 A7ABG 7o) A
U 24F, a9 AZzte] ol wE LY Frb Aoyt € Bty & F
UHE B - A E, 2000). DA PZBY A7olA AAE $8A, A4, 44
o] ¥ dAFeA 3tte] 8o 2 EFHO etz itk olE 7R FAFES
E4E& A8E 9 ol PRMULEZAL] TE4E wFsT Uy ¥ F
ot weta B AFAME olE HETA (speciality) o1t HWE3AT 2l 29 2
9} 29l 32 PZBY AFolA S} 7ol N A (reliability), 3 Al (tangiables)® 2zt
z} g3t

@d71E0] HE Kaise—Meyer-Olkin

rerE
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J9z 2AENe 23 A 2AES SUFFE PAREY ok Mux FUx
3 3AVEE ¥ AP FAVSHY BN BAS AT SYUsE B4
& Q-
(E 2) g} HMH|AZZL FHERA0 EHQ=P-FE) 2224
ey 2912 291 3 | communality
Q21: FYso] Aol W2 3= A olF 166 1z 626
Q20: 8HAle] ool 4o 2 A 132 5.246E-02 5%
Q22: AT UF] NEAY BHE BY 254 3107E-02 636
Q13: olF vl Wt A&EA g 325 7.956E-02 667
Ql2: AL ALHOE T4 336 9.603E-02 667
Q18: &9 ANE BAAE A HAF 213 155 603
Q16: o9 w23l F& 271 114 610
Q15: FAFEAMY GREAANMY A 181 191 550
Ql4: FAHRA FAEY A=Y 273 192 586
QI9: o) o1g3l7] Hed PFAZL &9 259 9437E-02 452
Q17: Ao AR Ugd FET A4y 329 206 483
Ql1: 89l Q3o Sz}&Ql Mul2 AF 493 3.798E-02 554
Q8: & A7) MElx AT 1 111 704
QB: AZINZ JF F5E A A7) o] 837
Q7: PARAMY DS 31 827
Q6: SHEAC] QAT AL o)l 330 649
Q0: ¥Fs FHE 7B B3R §A 261 493
Q10: QA MulAg AF8A FEs TH 486 607
Q2: 7R W I A4 124 729
1QL: #AARE717) f7F 151 719
Q3: £5¢} A dAH 8512E-02 461
M AP Fe HA 9 ey 148 511
Eigen values 9.764 2.013 1.389
Lla s 44.38% 9.149% 6.314% 59.843%

2.2 MB|EEH
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Abstract

A Study on the Measuring Service Quality of University
Organizations by SERVQUAL

Kim, Yong-ho

Recently, administrators of Korean university are struggling to survive
against rapidly changing environment. But, the customer service of
university organizations are generally recognized inferior to those of business
service. Thus, the measuring of service quality is the beginning of works to
improve customer service in university.

W is known the most generalized scale to measure service
quality. After SERVQUAL was published as a measure of perceived service
quality by PZB(1985), several arguments have been made against its
validity and the other measures have been suggested by T ears(1993), Cronin
and Taylor(1992). Therefore, this paper reviews about SERVQUAL
controversies,

Also, this paper analyzed the dimensions of service quality and its
relevant concepts. For this empirical study, 288 respondents drawn from
university student in Pusan area are collected and 5 hypotheses are analyzed
by using regression analysis.

The results of empirical study are as follows,

(1) three dimensions of service quality(specialty, reliability, tangiables) are

perceived from factor analysis,

(2) dimensions of service quality are related to the overall service quality

and customer satisfaction, especially specialty is varified as the most
important dimension.

(3) customer satisfaction affects repurchase intention and word-of-mouth
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effect positively.
In conclusion, however this study have a few limitations about sampling
and questionnaire, offers some strategic directions for improving the service

quality of university organizations.



