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Wehet ot 4HE oluldich e o714 EFoldt R wed 3L
SoAT 49 4 e B FYAA £4Y 5 gk FAd SHoletk Hwol
olet.

=4, AEFHAH HYH(Product—based Approach)o] wzw¥ ZAL
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Smith & Houston(1982)2 Aju|2of tfgt 4An|x}e] grHojR= AH|xFY 7oA
o & 9lon, E3 T2 AFH MuAE gk x| o #HedHctn
FAYU} o] Hl= AMulA FA tidt 7|29 gl AFoA= Aula FAo]
Ae2of gk SuRte] el AlFE Au|2of digh Zzbuke] wjmel o] gl
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A, ¥4 (tangibles)S E2|F A4, Au|, 49, 2
o] g3t 1 =7o8 HoHo, o] BE AL 17, 53| 4+
7¥et o) ARgEHE Aulao] BEld ®E olu|AE AFYUT 59| HIEH, T
g, AHE 53 go] ngo] AHAE ] g8 AlES WESte A AHx
Aol A ul$- Fa3hH

4, A2)4(reliability)> &3 MulAE FE3| AFste Yo A8E
84 k= Ao e o] MHIAEASE AZsted 7MY 8T 842 F9
I ok Aol At B, AulA AlF, EAMZE FolA A= 3 oF
£olu} ZHAMA N THYH R F &S Adz AFshe Aol

A, -§H4d(responsiveness)& LG EotF = A9 Mu|AE A Fstaz}
3= 2ofxjolct, o] xtele] nAol g AF, &% 24 & A= iy
(attentiveness)®}t Al4A (promptness)& 7ZAZ%tch, & 28, AFo oist digt 2
A AS st 7ithels AZte R nhoA 2 7AXrt dEEd wEbd ¥
o] 5AAT 7ol Qo] MuIAE Y AR JdE ZFsiC}

YA, il (assurance)S 3A7E FHUY A4, FFF, WEASA =714
= 58 522 HoHr) o] (YL A o3 o] wrh AZUHE A
A8 28wy FEY, 95, HEAHIE T Ao Fo] AME e
go] oA &S f 53] Fa35)c}

oA, 3%/ (empathy)Z Z1dol 1A WA AlFdle Fo(attention)2}
HAH(caring) 02 AFoldct FAAY AL USR] FESE AujAE uA
o] £535l1 EWsltte =& HEste Aot

2. MH|A E29 AFR
21 MilA FEHO FERA

Parasuraman, Zeithaml % Berry(1985 & 1988)2] A HFXE-E Gronroos
(1984)9] ALE 7|22 3t AMH|A FA9 Ao B ARAHoE AT
o o] ATRE a7 Weje) AulAE AT Auize] Fert A2 B
£ 27eln Aula BUS AT W ASSHE AuE Azo] LS v Y3
o}, o] ZIEES AMula FAHY FHas e A, o]AE 1071K]9) F2
HE2 A Alsel
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2.2 Mu|A EFe| ZFo| FEs nIxle 24

Aujs FA9 A 9L vAe 845 7IdE Aul2eh AZtE Au|A9)
F 7R Y 4 e, AA, ZidiE Aulas Auja 7o) AlFfof dicta
agol 7ldste AMulAE wtch olE JdiE Aujio] JFE HAE 8
Ae 719 &9 oF&, AEH AMS, #AY Bd, A, AUH &7 59
S7EA17 ok A, A4 AulLaE 7|do] AEd Au|le dis] ZEo] Az
3 AU AE W o2 Rz AulLd] FFE uAE fdds VA B
43, 71ed Y, 99 #9224 59 A 7PZI7P A},

3. Mu|A& FEo| EH=T

3.1 SERVQUAL:

Parasuraman, Zeithmal % Berry(1988)«= AlH|A9] AL =3tof 9l
=05t upgl Zho] AMujAg] zAL BEFT Au|A Aol A QS 1A
o] AFdte Ani2o) HE F71E & As HEE M. o s F RE
oz WrolAd e stubes vRpE AEjAE AFHE W I AR[2of igh 7
et o2 she AH|AS dron Zbe A2 FHSIEE FAE Uk AujA
o Aoj tfgt £H|AES Brbe Ax MR 7|diel A4 9] Rojz AAFHANdY
He Asfjoich

Parasuraman, Zeithmal % Berry(1988)«= AHj29] AA A<l 10710 ¢z+slo
SERVQUALOleh: HE& /st of AxE Auae 28 24s] A 2
o2 o) WRem BWSAG. of AN Au2e Hol gy 23 Yol
MU|AE dhe Fob 2ujRtolA] FA4E A7 AB|AE @7] Hol| 4R 7HR

9 7 ol 2 Bt

QoA
71
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3.2 SERVPERF

SERVQUALO] tfst 3 W THoZ 2 4 9J= & Cronin & Taylor(1992)
o] oitolt}, ol5L o uiAlYy EIHFIH(Bolton and Drew(1991), Churchill
and Suprenant(1982), Woodruff, Cadotte, and Jenkins (1993))E Etj& AjH|
& FHe 4z JfdstE = o, gdeiA "HE FA Al &3] Agste
“adequacy—importance' R 2 A 3] }_743)_} H & olchyl FAEIgTE f2o],
SERVQUALOA AMEE 2271 44 / 570 AYS EY2 ﬁr 2 348 s
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9] SERVPERF®} SERVQUALS] 9-4A& vwdts ¢to|A SERVQUALS A3
ol " 47HA AAI(2, FHA, Aga, HAEXE)F 2712 ALY, W&
EFIT)of Mgt H3stA Yelg 2yt SERVPERFE 4712 AMYE%of Hjst Aoz
Uebteo], SAEHNE HA] SERVPERFO| A2 o] SERVQUALS] 1R xch
=74 et Fgstict

3.3 Evaluated Performance Framework(EP2 )

o] & @< 5L SERVQUALS 7Rl H3 =23 Zdold o 717
A7 &S AHs EPRER FHEA 2 Y (Normed Quality Model)S A|Qt3}
act. FelRt® SERVQUALY 7| & A 7|d4-ZF(normative expect—
ations)o]™ o|= A}e] “ol4d EEE JUeldls FHolat= Holdrh

EPEHYL o|4d /MdE Aztd FARY, & SERVQUALY £¢3t Zoln, #

FANQEY L ol4H& 4% SERVQUALY F3t Aolatn & 4= Qlrh

et 2 dFolise Aula FZo] did Cronind} Taylor(1992)9] HOE 7]
Hreg szt 1 olf= o2 22 F 7IAojth AR Cronind} Taylore] ¢
T ol¥ mE W2 AFA AFEO| Cronin? o|y3 FAL HEsl 29on
Emin®} Roller, Carman, Oliver 52| €77} o] 0|28 A&t Q7] wZojc}
=R e AFoA = PZBY o]e| Hlg& & SERVQUALo| $ehitate] &
dofl Z2Ht2 =¢strlole Aol Bloksitts we A7AN7} Y v
dofl dfgt AujA H7}HEZ2 A Cronindt Taylor?) o]&o) v}l % SERVPERF
Zde] HFAF(0]193], 19949 th A7F U7 o B Rog 2YEY
7] wjFolt},

=8 AMulE o] izt 242k Hoje UEUE o223 A7 JAx, MulA B
AL fsted UEHREY 7lodrt AR, B dAFods zF mdd gt 944
T HdeEos dd¥eg dstAuls S 3718 gio] =828 ®o} Cronin
¥ Taylor9] %ol ZASH:s 2do] Wk {83 Ao Z worgct

4. MH|A EXo| Myipgl
41 Gronroos?| 2 &

Apiz FAL BAASHE delt 2z Al Rl B EITHAAE,
1992). Gronroost 4u|AtZo] AulA E4E Hrle u) WA 7o) oW Auls
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= ANste AAHL F7), EF I AuAE oRA AFsteA(Muls A3
H), 3283 2 71de] ol olmAE AU YA Y Al 7HA] AR Hrtacle
2 HN, Mus FEE o] Al 7HA AR Azl A HrtEon F3tst
.

4.2 Parasuraman, Zeithaml % BerryQ| D&l

Parasuraman, Zeithaml % Berry(1988)= AujA 219 HrlARE ARzlo
2 motsty] st MulAE AFRI Qe AuAET Aula 7 FAbSH=
HRRES AUHE st A4S HASY o] mEe AB|zle] oJ3) HItEE A
vlA FAE 7ithE AMu|A9r AZbE Au|A9 zfolg Bk HoAE Gronroos
o malut ok

agu o] Bde] s TEE EALS MulA E-E Hrisked QlolA Awnz)
oF 71d AFAY < EWE BYFoR vt ke Hojoh oyjA AMujA
F3L& 43 Gap VO Aulaet X)zhel M| A9 zlo))of o3| H7pE|A|g o]
Gap V&= Gap 1914 GaplV7HA|9] GapEdt $HUAE ZH1A Gapl-GaplVel =
7](magnitude)®} Wk (direction)ol whe} 1 Fro] ZA == AHojch

5. MH|AZEn n2otRo| M3

MEAT 2422005 TEAuA FEEHYE fsto FEE £Hade
2 FE3t1, AR e AFAEL, AFY AL, ALMuA ASe A A

71 RojAHl L, A FokrAujaz FESHAL, FHaQloRE V&9 57 A

(REY, AR, WY, BN, TR Z3s] 1AW FAY B A4
Holg BHFORM EYMuL ol U3 FUNSANQIDE £55tuAt o

At

Johnston(1995)-2 SERVQUALS 57§ z}glef 127) 2L 27181715 stgon,
Walker(1990)= AlEQ A4, 4874, AHS BEuf A2" 5 Ay o2 Y
< AABFE L™ Gronroos(1990) = 6709 W MR- LS A AlEHEL

oj¢} e EATAE Fistu, Aula B PuE APAFLE eI 2ol
dejgd &+ ook

AR, Aula F4, UE, Fo G A2 YHystA TRE] = AMdol &
Aol Wkl diside ool g At ol AFAA7E A Ue A

1>m



A18% thete] nANE AGALY FEYL 55

-

HlA F39 ‘i‘—’ﬁ‘%‘%’i, dFdgder 41 e Ads fF @E Auls F3
2ol 71" Aes 2
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Abstract

A Study on the Customer Satisfaction Management Strategy for

Korea Vocational Colleges

— With Emphasis on Customer Satisfaction Index —

Kim, Yong—shik

Value Creation issue for customers is emerging from the college
education, Most colleges are facing to cope with over—supplied education
facility problems against reducing population to apply to enter
universities/colleges. The best way to overcome those problems might be to
implement the Customer Satisfaction Management Strategy as if they were

private firms for making profit,

The main purpose in this study is to provide guidelines for CS strategy
with a private college,

It is focused on designing research plans and searching CS index,

The process of this study is as follows;

— Introduced the value creation strategy for customers with private
colleges.

— Proposed the CS management which is very important for enhancing
competitive power,

— Evaluate various models to measure service quality and CSI for college
service,

— Provided some guidelines to research design of CS according to 6
customer categories,

~ Proposed some methodologies to apply a service quality measurement
model,

— Suggested a revised model from SERVPERF to adapt with college

customers satisfaction.
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The result from this study showed that Customer Satisfaction
Management would be the most important strategy to cope with confronting
difficulties for private college and the revised model from SERVPERF would
be an alternative solution,

Further study is essential to assure the suggested model is valuable for

private colleges because empirical test has not completed yet,



