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A3 ol Fal AL MdtAHd 4&e] Ho] 4 + e Rolth(JFH 1998) watA
ol aH|Ate] g7ute] ofyzt 7| R ALY Q7o F3ahed F4H Aol
1A e ARE Zzd=u old AR S FAF = g For g £

Atk AvjAFY] A2 Yehe AEERA 1AUSE HH, Mu2 o] &7} A(F

AE, M) vty =7)e B HAEgtol BRG] g AAH GE, BYX

g 712 Q9 ZAAHol a2 LuAFd i LulRtY ojH =4 o3 FZE W Yehyt

= A4 AE Fel(HPAT 1995) oz AHold & ) A=, whFojg /Jde AH)

2o i 7o F ezt FARE Aol QAT Felth ol did ®o dvistd Hrieke

SHdA gEs FREY, A8 AT B dAHA AEZA o|dfH1 gk

(Westbrook and Oliver 1991).

3, aANEL 7o AnE FoAzivtE At dubE ol ciFomell 1994, Kotler
1998, 7,4%—%:— 4% 1999 %, /199 g 2] AFA%H EnAL 2R 349
& FASHE ZETH v &o] gol AQHBRE TAH
xm 242 zm H$ 384 oA,

Kotler(1998)] oJstH whEe 1
Aol AaE A ZIth £3 Fomnell(1996)2 1ol B&S 5t AT Eolx 1, 7}
Augwst golAn vlehA e g3t Ao go] FaHT AFaAY FHB)874, 7|
Qe Bao] Fobd AF Hurt ATy ot

olelg MAsIA AR Fadel e FxHn Yok F, AFE FHFE
auAEe Fo40] FulR e nAANFHS FTHE MBS 2 AAE 2
9 We. &7 HETE AYSH) sesa £F BEATd 4GE ZAFYHY 259
Aol ostA @ FolehFAF 1997).
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A4 B oY Aln2FE 23 BAE B71H o FAEkn fdste)
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a2 7149 AFolv Mulx Fofl i) %38y] wo|ch
3 s a789] & e (Fomell et al. 1994)0]t}. 1L
& o] AF EE Aulad g date A 7
OI%EE FEANA AN nA AFelES Foli, I AFE Te Ay 2o
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o] °IT°111‘H o]} %tHE I AFEE e Aojgtn ol g
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W&o o2 RIHsHA dAgc), (A3 1995) 5, 5U o] AAAF = v
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ABSTRACT

The purposes of this study and to develop the model to prove the structural relationship
between service orientation and customer satisfaction, to find out the mediation variables
between them, to survey and analyze their roles empirically, and to prove the probability of
applying the strategic frame to all hotels in Korea.

For these purposes, the author developed a structural model which consists of six variables.
The data were collected from 7 hotels and analyzed with AMOS program. The findings can be
summarized ad follows :

First, the higher customer expectation, the lower customer satisfaction.

Second, the higher customer expectation, the higher customer perceived quality.

Third, the higher customer perceived quality, the higher customer satisfaction.

Fourth, the higher customer perceived quality, the higher customer perceived value.

Sixth, the higher customer satisfaction, the lower customer complaint.

Seventh, the higher customer satisfaction, the higher customer loyalty.
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