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<Abstract>

Antecedents and Consequences of the Types of Waiting
Times in Medical Services

Su-Bae KimT, Sung-Wook Yoon'
Dept. of Business Administration, Dong-A University

This research has classified waiting times into the three different ones according to
service offering process and investigated the antecedents and consequences of types of
waiting times. A service provider’'s concern and customer involvement were modeled as
antecedent variables and negative emotion and service value as dependent variables.

The empirical results of the study are as follows. A service provider's concern had
significant influences on all the three types of waiting times whereas customer
involvement was found to affect preprocess-waiting and postprocess-waiting times.
Preprocess-waiting time had a significant impact on both negative emotion and service
value and Inprocess-waiting time only affects negative emotion. However,
postprocess-waiting time had influenced none of the variables.

The findings illustrate an important role of concern and involvement regarding to a
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customer’s perceived waiting time and relative importance of waiting types on negative
emotion and service value. A summary of the results are reported and managerial

implications are discussed.

Key Words : Concern, Customer Involvement, Types of waiting time, Negative emotion, Service value
.97 5%

UZFNARE 7t aFF 244130l T Alskd A7 7FA AL Sk vpuiA] Aoprk=
AolelA e ARERRe] dist G824 o] dilo] Hak Frketal gl ke, m=dl
A7+ 180A17Y, 8 Bt oF 3023 ti71sk=d| Anlskar UK Galdwell 1993). o]21 3 &4
o= yEht nlsest AdstolAnt Aol ARjlskE Aol Hls| s AR g
eueh= “korean time’o|® golollAl YERER B B AN
AoF o Fdrh Hole EZolu Gak vld7] & olgel o AlRiE el HEAe] 57t
atal QIAE o d3] JHQ1Z] okt S AT Tkl Slo] AAFARD @/doltk

7] iR Aul 2ol gofl QlojA B Ao|A Nk Z]rhel e
nlojo] A4 07 B AHoME teEs Ak dS dA 7474‘3}71] ﬂoﬁ AB| 0]

]

flo

ﬂJE

SAH|20] gl QlojA] di7AIRES 3AIRE ti7lel] 3% Zgehs <14l dE Al
slo} 7ithele] sl wof itk BAH2004) AAge] wEd FREY o8 |
26%7F MESkA] Fakal glom, 1 9 olfE vk O8H](3L6%), AEA T wEH(22.2%)
o o]of tI7]AI7H183%)0] = Hlo® ERith A EETTH04) S AN
87T o4 Al t7|AZbel T3 BNk 51% % UEhdel Quk 9 MulA o] 4ake] 7]
Zholl dist ojst Eukol = Piper(1989)] ¢17-oll m=wd ojgAu] 2 o]4ak= 83.3%7}
Azl 74 & wAlAelekal AA sl o, SR AAlEAR]L Ak 91%%E A7)
T AoR QAste] Au|A]FAke} o] &atee] ti7IAIRE Q1A e 2tol7h WES ERIE

Al
|

7

30

- 170 -



A% 2 s SEAHI AN 3 G)Ae A8 B ATEs

o QEAEIae 25 ) 4 Bl whek g 2 BAE R nwle] AWAE 4%
o BER YA )t Vil A d% A A2 HE gaaue 9
P 1Ak Belsk R Few A St am.

QAo SESH GRANIA B Al
Ge e A A £ AINGE A IR BE2 2
QAT FR1HY0] NS dE golo] Hk dlel He AT
o WE Avhiso] FAE F0M, Master(1965)7h AN $HUIAe) BAE
BAGAAAN LYY 2L olFo] B W ANATRe BE Au2AF A, A
HZAT 3, AR2AT F oIAR] B gaE QT AnaABAel dielsh Au
o829 Polret Pl Av EAa i otk

B ATAE 49 ARARAATHYAN DA JFS vl QYRR A
MZABAY HEls) olgAke) Bojmge RS
A WS TELDS ol§d FA BAS Faol 14 ohH L Yt WAAY
o o $S BT 5 Qe oF % A bes AN ek

A, MuI2AG A w9} Au|Ao]gate] goirt FE ti7|ARe] vAls dE=

2
Ens O‘[il
2
1o
o
r:i
Ry
(o
=
_.VE
5“:
i

_,d
>,
N
el
el 1>}L
Fu
§2
rlo

y

i

4 °
Y

0,

>

~

A
S, S92 /A 3 Y 0 AN B sl
A, H g7|A 7k WE oJskeS AAsle] g An| A AAFES AlFstaat
e

II. °]&3 =7

1. Hi2{et o=

W e oldst BS e weolth A2 el diak el A F71
dof BapEo 7 wol Wk T Yot BEA ATE vAsT. 44959 1400)2)
Aol w=w ade] A 9lal t7lshs Akl tial Auls ABAE DAL o8l

I mokgtol} AL e 7o R Aoletal, S| H A AH|AA|EALY = A

- 71 -



AEA ot ddE d7Eyg o %_1711 Lﬁ A AuaL sigivh 01% Au) A E
At ME|2o] @A H7IME 8 BRES Y AR AAlE e
T o7l g TR o] o FolXnk 7| ARk FAl A4 = Jlo] MulaAly
Ao} W 7E 7] T o dEE

Holegh 54 AFolt An|2ef thgt 7i1e) FoA A4 EY BHE F2 ol A
oA ARl Aulzel dist JjQ1e] ¥ AAAER AT 5 JeHEEE, Wkl
2002). 5, B9 A ARl wet M2 O B okl el w9k S ol 5

€ Xﬂﬁolur Auf 2ol thgto] yte] AdEjold 1 AlFold Ar|2e] dE ARE FAet
= A540l1 5FA AEAYE s Hol Adole] nla| Bp @2 e & ¥ o}

Yt ASAA =, Akl Adejold A=A W ook} Ho] A
HA 7} o] oA At

wofieo] gk ditkE A9 LAl 5L TS & B3 7H] 5 ZjRle] 7R
549 #Hoz B thCelsi and Olson 1988; Richins and Block 19836). 417 (2005)
FAb wEE, e AL ojy] 7P Fe.8k Q1S AAF EAe o]o] A7 ¥ s
THE AR Yeh, GaAuAE bE Aol Aulie] vlE] At ow 1ol AH]A
of agste] mAu|A HEls} ool B2 YRS ek AFe JAEAS st e

Aow HeITh
2. MHI2HE 78 T7|AlZH

tf71% Taylor(1994)e] w2 “1740] XHAS WS FH7E Hol 9l AITORRE A
HI27F TR Z|7EA ] AR o7 A oldtal, AuIAE ] =
Alsste Aoyt oY, u] & F5o07 MH|AE w] S8 713}34011 o= %Oﬂ H“ﬂ
gt FHE t7le
AR AL i 179 7|25 ARkl Qlek(o] A, 01%‘?3 199%).
Maister(1985)&  ZH[ ] VH7] Azl digt 87k dA& AASE ©]F, Davis and
1 A =AM Ae 37

7|Rt ¥ A=A

>
ul
=
o
)
of
ol
el
‘_.
a3
c
&5
O
i
o)
=
>«
i

o

=
—z
M
1o
o
s
[
ied
ofo
=
39
2
o
=2
o
e
=
o,
ul
2
rulo
ME
9
i
)
o
E

of
o)
B
e
ol
=
>
[‘1(‘
-H>
rok
=



ERCREFPEEC PICE ER PR FE R I =R

I ste], ti7IAREe] A7 M)Al wAke] wiEe] weh WA :
AZFe] AZRE Chrrnow(1981)0 wh=H WAV AAHE F8F ol Aujie] Mu|as i
7] 913 7ok ARE A ofdel] 2Q% AJFRe] AR AA] AJZRETE 15~Tju o] 7}
o= Ao vtk

A2 gk SBAY 7FsE AR dou AR A7 SR o mAfn| A
A Au2 AT GAkeh AuagTe] S7F 9 858 e Fate] drAkE
GEAZ = olou o] & <lste] Q17 £4 vl ge] SIS FHkeith 53] g nAfulie] 9)
oM Alekagle] He worw e} LGl
#7149 M-S Fote] AA 7| ARk 28 A7

ik RPN 9F 2L B 2

o

ol

98
!
rlo
S
13
1o,
>
i)
.4
rE]
JIN
o
of
roh
oM,
o2
oX,
i)
ul

3t 947} ®ok Shostack(1977)2 a1780] AH

rlr
of

t71A 7ol thgk Au| Aol @xte] FAAQL QA &
A4S 7HAA] ¢l ARKFord and Snyder 2000), th7]A

HIAEA, uARS, TEa Aol g e Bl dFde v

Fotal MU AR A S H E
He oo A Aol A
A= AR ERRTHO A,
o]%9% 1996; Pruyn and Smidts 1998; Hui and Tse 1996; Taylor 1994; ¥4 2000, €4
=, Al 2003).

[¢}

Maister(1985)= th7|1A1RHe AuaAlgapgel uieh AulaAle A, Ale 5, 28a Al
T 712 RS AuAHAY e Bl Al AEE AXst dgs

7) 98 itk AR A gpish Aa 9 AR F AR} 29 B A9AnE )

A, A e g4 *%—% vkl 9 AB2AE F U7k 9ew, A
F Az ARl HU5%, Tk £ So) wel Jee AuaAE ¥ o2 B
5 % ok

71 AuaAlgAIzo] AE ookt a8A] oF2 A4 Ura, ook = v
ok d th7](pre-schedule waits)?} | (post-schedule waits) 0% #7381 ItH Taylor,
1994; Venkatesan and Anderson, 1989). ¢} A T2 a174o] ok&wl AJH|A of SRAIZER
ot WA =Fsto] 71t AIRRS n|ah, AB|AAIAE ook AH|A AIZMR T AuE| A7)
A A¥d AEE Yuigith

- 73 -



A4 Ysrsz A12Y8 A2s

(ED HRMH|A Of7]9] R
A 4 71+ Ab
Al & A Z*‘Wl, Azh7], A5k g7]
Al s A4 AT FEdrl ZAARP] QL) 2R g7
A E$ Z1EHI74W th7], Foke]
o 71 AR A EA wE d|(RE, AL FE T
aﬂol: Qﬂ oF
B A d oAk AR ]
of

mlefof - HZIE(EA7D clekslAl Gk AElelM AEAAY & 7

A S, A0, “ RN Azl ANAEA dfEEe] MAE 4 fv

N
o,
N
1A%
—
&8
2
5
&
1]
=
<=}
&

Pryun and Smidts 1998; ©]-+A,
A sk Al oE B BHYRS FASH] ) S5 &
&g vAH, 7] Ade] e FFAEe] FAVFSACl wrha S B A
A e AE Rl

Hui and Tse(1996)& et AR did oz 7|9 B} t7|AIke] FEE o
gsto] AZtE ti7|A el dist ZNEE el Bt ATE Fste], di7|AIR
AARRE d7|AZE AZte] s nAA Fov 7] AReE 1Y Bt JEE vAE
Z10F YEFITE Pruyn and Smith(1998) o715k w2/ g2} di71AIzEA 2] diste] of
7133kl TVE AAstaL, ti7|A7kel] B EE A(irritation),
(annoyance), A5-&Hboredom), 717387k (stress) 52 7H4 =47 QAlg fﬁﬂf\]{}% Zo)7]
gt ARA ZAA, t7]1874 9 migEs FEAR IAS dsiAA B oot F7bs
gk g7|AIbelE Qs vAE AoE FRIE It

TS, AF003)E AEAHIAE tFoE ti7IAREE AuAEAETE D o5k

7



4. MH|ATIX]

7o et g2l Shatel| whel thFsl Cronin et al.(1997)2 Mu|A7HAE 7ddlsta

2457 sla AATIAE AR & ABATES Fea], 2AEE A AulATA
o] Azte] 9lojr ERsl xWak AAtel| <d|MrF oflet Mt 7hdsln A%E BAHS
Esto] MU AT E A Zbelthal =43kt Kotler and Keller(2006)+= 7HXE 117j0] 85

gk A3t a7 SJs) uAo] IS A 1] HlER JOdISith Zeithaml(1988)2- mHAI®
wokll A ARgahE 7HAel disto] vt 2 4744 SHoE A osta ok AA, 7]
= b ow e sta, A s M U doR B A B4 e
‘Fadks Ao AR, THAE Ak S 7EAALe] 9] A g IK(trade-off) " W gkt
Aol SlojA 7Ex 9] #AAQ1 ks YEhe Z0R vg3 Hojolo] AanE A
atal Qlek UA, 7S e # Jrp1Ee a8 s Adeela 34 712 el dist
kARl F7hz A ostar Qi

Anderson and Narus(1998)& 7H1&

W 7% - AR AR A2

=

~
13
o
2
S
=2
=
:ol=
B
e
= OI'
o =
N
N
)
N
1o,
rE
=
o mf
1
Fu
2

2
i}
OBL'
4;
X
=

>«
_}L
A
é?:
>

N
-4
%0,
tlo

=75 -



A4 Ysrsz A12Y8 A2s

B AT 23S 498 A48ty MAE AREsE AuzAgae el

s Rk |
Aul 2 o] g2k Aol thet B E skl on, dipiae FEE7]AR0] 9 BA

M2 0§49l mANA RAS W AuasAel v 9T SPsnA sk
FAH AFEHE <19 1> L)

H4-2
His &

2. o 2

2. 7VEM%

IRUEE R FRE!
Wele) o4 F71E we FRO walie] Wik glot SEALl AT olFely
A ki vk £ U089 SJBANAS tEoE AuAATAY el B4

4 S HRL 84S ot JoR wed Fede FSu U v

- 76 -



A% 2 s SEAHI AN 3 G)Ae A8 B ATEs

Maister(1985)7F =743 t)7]1¢] 8df 92 FolX® EZAe ti7]= A4d d|ng o 2
A AL, AEEA] S drle AdE ﬂml‘iq H 4dA ARG s4¢lth Taylor
(19%9)= BARIAE dFo R Au|~o]gate] ti7|A7H-g-& uAeAl Ao tigh Q14

< =9 A7k AR FA QA E B okl ojust zb=o] Folxl Ag- AAARE A

o} 7)ok /\] kol o #Al A7kE 4 Sitke S Gkl thZakey and Hornik 1991).

Foz Aot ti7IARES tf7]e] ARlolt o=

AIZE O7INZES] gt 485 Slal sk ANIAAlEAR wiEE Anjae] gt 3
T

A& ROZ ] theat B HAE ARttt

HI Ar|2aAlg2e] wiels 38 Az g7]Aztel $#(-)9 93 vE Zlojot.

HI-1 AuI2A 529 wjel= AuaAs d A28 gizjagke] $(-)9] 93 vE A
otk

HI-2 Mu|2Ag A wes Mul2Alg § A2 d7]IAREe] 3()9 9= vE A
otk

HI-3 Mu|2Ag A wiels Mul2Alg & A2 di7]ARte] 3()9 9= vE A
ot

O 1210 o AZFEL AR A9 el wet g
&7j0] 31 AbjRjo] A5t olH o R malolst AuolE T,
% R EEUIEEREREE

Hop ASHol1l sEARl FHAYE 6}711 Atk Maister(1985)%= Hﬂl*ﬂxm 1—3—#%
E

H2 AH|2~0]-8-29] dof = %b‘ét‘é 747%% fﬁﬂf‘lﬂ% l"%(f)ﬂ 03%% v Aot
H2-1 Mu|2o]849] gl Mu|aaAly A Azke 7)Ao $4(-)9 d&s v
2otk
H2-2 A 20]84e] ol Mu|aaly § Azt di7| ARkl ()9 Y= mA
20|tk
H2-3 AB| 0] 84e] #oflos AR|AAly 5 A7 ti7|Ade] F()9 9&= R
2otk

- 77 -



i

[¢}

3]

E ¥

ARNE
==

=

tdoz Al
W g

=2

1014 Larson(1987)2} Maister(1985)] u}

M

o §
ol o] v =

]_
Taylor(19%4)

.

Katz, Larson and Larson(1991)
7

Zk 7))

i,

7 EekaL g

B3]

38 71730] W

=]
H

olg th7)A]

2

i

A

oful

golt g w2

i

o A

=
)
ol
dlo
o

T

~

L
R

s

L

ol 143t 587

o

st

[¢]

ToEq TVE AA

&SItk Pruyn  and Smitdts(1998)

gl

1928

o

1A

A% S

Ah

o T]ARlo)}

oful

SR ERIES

9

[e)
2 17

11(2003)8] Aol A% 7| AR

2~
T

4

43}

A
Z7007 W ohet bt A

o
4

o]
=

(2000)

<
o

=13
24

o
"
o

Mo

I_ﬁAIO
NA

w
%o

-
oy
=

ol
~

TAE A0 vyt webd 9 Az d7)A

=

=

I
—=
ARE
—=

4

5

SRR S
ae] A

=3
1]

]

=
=

&l
Mg AL T A

}-
7}

)

4

M| 2340
Z

FE7] A (trade—off) ol 2

=

=

1

9.
AN
s

7}

A
Cronin et al.(1997)9] A

S|
AH]

L

R

Joll ohgh Anlzp ek

L

i

7}x

af A= nlge 4

o

, 27 2002). ©]

stoll ke

5
]

H]

N

L

7+
Z:I A

L

i

o]t
R R A A A ]

PR R L Eavd g

5o}
=

=]

]

S
=

& A

5

H3-1 Au|AAlE A A2 7] A]
Lee and Ulgado(1997)

7 9

]
-

o
or
B

Bifl
%

o

oful
~

Fe g o

]

fo] AMu| 2ol g7k Al

]

=]

)

-

7

]

U
ot
]

BERN

P

- 78 -

L
i



PR EREERREC RIS R PR L IR R

iy

HA 6388 4708 op)AIZEe A2 e B9 9% w3 Zolut

H4-1 Mu|2Al 9] AZbe 7| ARk AR|azia]e] 30) 9] g3 ol Aol
H4-2 MU 2A1E 59 AZH d7|ARE AMR|A7kRlef] F(-)e] g3 vE Aol
H4-3 Mu|2A1E 529 A2k d7|AREe AR|2a7kxlef] (-)e] g3 v Aol

1. X\I243
B AT M AS3] fste] 24 AT gl diske] AATE Fxste] AEAE
A3 At e o] Qo] d vAS Yo R AEFARE Al

e
ok AEAE AR F ZANRE ol gdlel F BOE MRsoH, §
Y] J

2. wao| TRN Ho| U FHHA

1) A

1Al S wels AR R0l GARE olefslal Wil T mE R Aodh, &
A5 A1 2003)9] WeE Farste] aAe] w4l / Heke A dA /ool A EARM
g1 Alw / olafste s HEY 4] £&= olgdte] HAEY 53 Hm(dE 1A otk
1~v$-28t 52 St

Bolee uAH|ze tidt Jle FoA A4H
8, W29 d7E FEet] A
dste] vz / A7 S84 A4 4l S et HAER 54 HE(de] 13AY

o 1~ 5)2 S sk,

- 79 -



A4 Ysrsz A12Y8 A2s

L, AuEAAlE A tZARES o] ARl MulAE e FH7E Ho] Sl AR

A Au A7 A7) o] Azbek H7| AP oR AT F 7| AR A

ARl ARIAE wAelA AFsl] AFste] A4 Au|azh g wizbA] aizo] X245t ]
IS

>
)
(o
Ju

28 aL ME|2AlE
Z

w7kx) o] 2|7t

r
2
ol
M
it

=W Taylor(1994) % Pruyn and Smidts(1998)2] A1ZHd tj7| A7k it WE
Faste] vAlY ek e A et FAbEe] FATES AAH HFH R
27y AN HAFqES A 0}039}’{ Qo] EAE Ao APHZALE At f3H

olth B oA Au| Ax Ao
7} 74=9(2003), 211999, 2000), Taylor(1994), Pruyn et al.(1998)9] Z3F5S st
o] Mz 8 B A2 AEYAY 57 Bo] tjate] Ae 1@ erk]) - v 1Ec
(59 YAEF SHAEE o] &alo] S35k

A A7HRE Zeithaml(1983) @ o] 8HA1 7} 7193(1909)2] AT-o)A] A olat ‘A2t 712 o] T
ato] E5ske Az ARIAEA) A asr = 4 lskaL, Barbin and Darden(1995)9] %1
2 Fasjo] o8t} 7A(1999)0] T 4M9) SHTFEL AMgato] Ad 1RA P ~

9 18rke)2 S

2A0] o83 SA] ATEAN SAS AR, dAr} 11086160l B o



AR REERERC RIS E R P RRE L R

(AZE 1098(6G1.2%), 1E o7t U (44.1%), APt 40teF 07 71 22 674
(31.5%), 65'8(305%)01H, thi-it-E ARG o daH836%) % 2A-E(84.0%) Aoz 1}
ERStTE IzE o] 83150 QlojAls 18] o)) o] 88 SHA7} 861 (40.4%) 22 7H Wkt
TG 252 1007H~2997HIth 7} 63.9%(136'8) 5 AFAIBkIL Qlo] HE-E Hlwd EAH|A
ol A4S UxT & gl Aoz YeRdth FAHl AFEAA B <% 2>9 gk

(B 2 HEE| oIFEAN EN

g = T % g = A=

5! 5
- 2 10 516 S 7 £ 179 840
o 103 484 o= A 160
aE I8 M Ml A% 2B 108
Q’ EZ]1 EH (ZH) & 109 51.2 a7k 9~ Sﬂ 27 127
E 10 47 o] & 4763 4 N7
20 ~ 204 32 150 3 4+ 77103 33 155
30 ~ 394 65 305 113] o] &% 404
oo 40 T 494 67 315 100 g 5 117
50 5%1 2 136 gy 107190 T %2

A
604 1’8 2094 e 2078 5 217
AR I8 86 °(U;; 300 ~ 399 21 99
piiil

At 9 % H 34 160 400 ~ 499 14 66
o AEA RS 0 00 500 ol 17 80
4 105 & 203 100

e

- =

L}EMJ Cronbach’s Alpha %}—"« o) g3to] BE AT et AFAe 2R g
Aoz FRIFI. FAstaAt sk e At deetA SANNEAE HESh= B

- 81 -



L

R

7t

[e)

AL
o=

_]

AAE 148 AFE Al

L

R

Ao A]

=]
A QQlE

|

3to
—

F32H,

UeRjE 2918 A7k (Factor loading)o] 40 ©]4He] &9
(e}

A A12E A5

51

]

A QolE-MolAl Communality(
H|AZER A 1709] 3-8 A A

wr

o

ol

Anderson and Gerbing(1983)0] =743t 2ubA| Htol| wef

_‘1

L

Jg— %
Q144

Fod, An| A

o

el dd A HA T8M A

O
JEA

4%
b g o uekgth TAE A7)

o

oM p< 01 FElM B fFodh A0 Hepdon, o

>3 Zrk

T
arn

e <

T

9.718%

o
A
o

i

J

A
axl

1

;|

HA1 7= 4278 A4 (Modification Index)7} 10 04 =& HE=HE] A A

I AHAAY T d7)AzEM 247 g F7RE A7

Cronbach’s a 3k

]_O

]
JFHRde BE 249

whel HA ok

9|

&
A
=

o]

Klo
a

3

vy
ar

(

Cronbach's
897
321
903
916
946
931
182

il

b

ol

r

J

A
“

PN
T

bof A% 23t Ao

0

g7 THE AH

o)
A=}
- 82 -

F2 9tk KMO(Kaise-Meyer-Olkin)&= 872%

0

= A

=4

o AEE 787%

Ml aAlE A
B 2AE F
AB2AE $

A H A 7 A

7] A1z




PR EREERREC RIS R PR L IR R

(E 4) EMIY QoM
BLAA QO] E Ay e
| = Sy lhay EESSEE US| 949_1%4_1]
=74
FAl 2= A ZvEl g 7| A7k
e He s g #ow - ql] Az Comm- A -
7 A = X]L‘;TOL Xﬂj)_ Xﬂx;g‘ 7F A unality 4 value
T oy gl
1 839 79 &% 153
- 2 868 &£ 88 1602
3 872 798 82 1409
4 789 693 68 1225
1 857 5 6 1350
o] 2 802 663 67 1117
v 3 819 83 66 1159
4 743 576 48 978
A 1 766 a64 107 1250
- 3 71 &5 130 1730
A Als A
. 4 405 760 &2 131 1819
7_'
9 1 855 &1 107 1323
9 A = 3 786 &6 119 1721
) °© 0y 815 911 129 1950
A 1 832 783 110 1388
7 ArlA 9 862 89 116 1692
AL = 3 880 95 129 1908
4 853 &0 126 1846
1 .84 T4 88 14%
EPE 2 8% &2 % 1650
. 3 888 &5 9 1649
w4 4 815 78 & 1351
5 848 7% 92 1547
A2~ 1 788 740 66 1149
] 2 743 64 75 1098
BA oy 791 7% 73 1149
Eigen Value 872 322 260 246 142 104 9 -
R’ 3353 1239 1001 948 546 399 381 7867
s GAH QR Q9FE = WEUAS ol g3 B B
QAAAFE 04 o]k AA



&

242}

7 E5E

ol AT7Hd

]

o

12 Aokt A

WA=

Fick 2170 B Aol thst wlmold F FEe]  y7gke] 2o

5]

p < O1FEelA ¢

L
R

Sl

H|

o] HlAlekRE B} y7gto] © 2 Zo7 e

d
=2

1
-

MEY S s Ao Balggt

k

ol

e

ojul

N

o

T A5l oA RMSEA= 030,

i
H
NFI = 92, NNFI = 93, CFI = 98 GFI = 39% Yeh} A6 A7t gl A o® Helr

S|
2]

=
A

330.95(df = 278, p = .00) & YERECH, tf

5)

vy
ar

(

A7k 7213k

‘llo

g

1.000

XA

3
Ho

o

N

1.000

505"

Ko
Ho

7121z

586" 1.000

626"

;oT
1]0

400™ 3817 1.000

510™

1.000

-230"

-286" -3157

-333"

A H A TEA

-7 -2997 -1797 -2297 5117 1.00

&

il

-.081 -133 =077 -.014 049 1.00

-173

ol

r

: p<01

kK

: p<05

3. 7H2 48

286, p = .001, RMSEA = 072, NFI = .86, NNFI = 9],

CFI = %, GFI = 822 el

-84 -



AR REERERC RIS E R P RRE L R

2 YERTh

7hdel dist A5AT AA, An|AATA g A2 g7ARbe] $()9 dEs |
2 Zolgh= 7HALe] Yg AE AR Ty = -24(t = -326, p < .01), Yo = -.33(t = 453, p
<01, Y = -2l = 289, p < ODE Yeht AuAAZAe] dieds 38 4244 o
JIAZE RS S Zlo 7 Uehy spdo] B AEEith 4, Au| A0t don
T HEE d7IARE Azl 7)) FEFE mFE Zolge M 28 AEE A Yy =
~19(t = -258 p < ODE, I3l Yy = -16(t = -208 p < 05 H2-13} H2-3& ¥
Y0} Yy = —12(t = -163, p > .05)F YER} H2-2%= 7)2b lck

AR, FEE A2 d)7|Azk B4 g6l F ()9 S v Aol 7 3¢l o)
8 A% A 7 3-18 B = 43(t = 589, p < ODE, 7H 3-23= By = 22(t = 330, p <
ODE et 7Pdo] AeE ey, 18y 7Md 3-32 By = -01(t = 14, p > 5= UE}
u 7pdo] Z1ZHE Gl A, £33 A7 di7|ARES AR ATEA] o] F() ] S m|E
Zoleh= 71 4o tfd A Ak 7Md 4-1& By = -25(t = -3.09, p < ODE HER} A
aE]Ql o} 7H 4-25 By = -4t = -1.85, p > 06)F, 7Hd 43 By = ~12t = 155, p
> 05)Z YEeRY 7pde] 717kE Q) ol st 7MAg AuE Jeshd <E 6>3) gk

N

(% 6) 7AE 2o}

7 S 2OE e 29
HI-1 Yy i - AHi2zle A g7zt -24 0714 -326" AL
HI-2 Yo g — Aul2Als F d7IxRE -33 073 -4537 AL
HI-3 Yy g — A2l 3 g7]xRE -21 073 289" A=
H-1 Y #d% - Ap2AE A g7xzr -19 076 -258 A=
H2-2 Yy BT — AMu|2AY 5 gi7|AzE -12 02 -163 7%
H-3 Yy #HA% - AP2AE 3 g7|xzE -16 075 -208 A=
H3-1  Bu  AMHIAAE A d7ARE - 744 1344 43 073 5897 A
H3-2  Bp AHXAE F d7IARF - #4414 2 06 3307 A=
H3-3 By AH2AE F d7ARE - B84 1 -0l 064 -4 1%
HA-1  Ba AH2ARE A diZIARE — AB|27E] -25 080 -309" A=
HA-2  Bm  AHZARE F d7IARE — AH|A7E -4 0 1% 7%
HA-3  Bs  AHIAAIE & d7IAZE - AuA7H] -12 0 1% 1%

* 1 p<.0b #* 1 p < 01

-85 -



A4 Ysrsz A12Y8 A2s

T 2. 7k 43 2t

V. AE W AH A4

) 54

79
4o waael des 9e AT s
A, SASAILAN AUZATAL AR 3

40 sieloh A9 A B Bl AMAAE 45 ol Ade )
AREe e Aow eitor) MElAAE 9 Az oAkl dEe v o
= A0% vt

AR, FE Az d7|A aAe] B Zgste] dAlelA AHI2Al dst Al



25 9] mA 2olA K9 o7IAe) He ) Ashas
2AF F9) A7 Z1E Row Slsgon, AulAAE
F9) Az IS ¥ oo 707 Ve AuAAE F

g7l AAAE %iOM AT F WA BT AR AL AN 0 Berd At

=
~,
>,
SN}
2 rlo
N o
ox, ol
= 2
oy
oxl

o, et 1Hli7}ilﬁ§7}9}91 WA AUZAT A9 yIAe] Hul2gt
A7l FYHA JFS AL ZoR AR ol AmAMAY BY 4 AR
* J&eao}o% AR ALAE Sl Al e 4] oIl el olold

Ut 22 o234 ArS AL t7]o]E wdel 7]o1d Zlo R o e,
o] F7kte] TR ow o] WO} SHEA A= o] FolA|A]

23 ek 2 ATl Aul2ATA 7)Aol d w129 Az 7)Aol
- 19 dolilth, S, oA H|AoA] Au| 20| gk BTt A
N7l BFE vAE 2 st o4 mwel A

Sa1et e o] Gl Z0% ekt

>,\1

_(r?r
2 ?i?% fH7W7J° ﬂiﬂ] Xﬂ% c T 32 BRee] $A4A e dAE “%
Z RIS A A Au2AlE A d7AREe A e dFs mAY AT =
7 5] g7IARES GEE nAA e A oR YT o] dRAn|AY SN A9
A E7E kst Aol ZeAY Aus Alg 9] di7]2 AeE] 54 w3
e o7 et o]edh A= Leclerc et al.(1995)0] 7Vde] A& o835k AxAL
oA vehd Mu|2AlE 9] t7|7F 2R A= FAAAQ ko] g mleksirhe

éﬂrﬂL b= é“’]"“ HojErh A, AHIA7EA S FE t7] AR Aol A

olgt Ao AR vAle GFE HEA F Zolth wEbA S e] Auj v

oX‘l

- 87 -



o zAB| 20l 8ol Yoy T|AIZke] e Beke o] s A et Stk o
A3k ARA AP ORE S, Al AA g el Aulsolg Aol Az vzt 7
el G WAk Zo] SRIHYOBR AuAA TR Hulio A2 S Bk A

X

A st oy 1A 1A, A BE SOl BAE Aok 38 s o
£ 913 /130l TV e AAS s IS % 5 T
x 9

9 7], SMSE o]&¢ Az, 7l 1, 7“}011“ Az ZAL A, 4

4, Aol4409) Boled w9 AR AMAAT 4 AT 5l
2 srelsiih. el djg wilel A3 kD e BE 1

A o B g bk 8 0% etk o, ARAbIeA
O

F

_O|L
=)
o
ofo
Y
©
=
Y

O = Ueh, ti7|ARF #

L I | v Eoi]

ryoRE AAAQ thr|A 7k dES dd AEd 7179 £ T AJMon, lE Aw

o 74 iz 1

B2 H]go] FYE s Aol Anle] E8-2 24X e8RS Zhtel] Hotof 3 Flo|t,
=]

I, o7 A el tisk ARG Algt w719 384 2R, 7] E3te) o
A

e BT S8 BT 5 s I Bl 2ol 43 Felske] RS BE
A7 5 Gl ko] ALt

3. 12| g2} mj2f oArEt

B e ARoRE thiree ga4 ATe @A ﬂol A, AFPge] S5
o) ejhggloleks olrk SmAulzt tyl7k RS Ho] Qi w3 Yehge o]

1%

- 88 -



A5 9 ARAHAA §3E Az A4 Y Asas

Ui g o B dyh BAE S glone 39 A7z Al o B ¢
& 1A g Aotk B4, dEAulA 2 1
T AgE 7R o]t o ® Al o B WS JHAT glel oot
A9] elgAfuze] HE) AR i AdE 7S Qlok

*MH H7IA 3RS Ml 2Al g AR el ok st L AH| ol g ke S MR|ATEA] A7t

Fol wet Az g gFE viE F lew, A, RAlel JoiHE ATyl

‘i*é, 5 oekrEoly t7|8d, Smriwe] Fds Jdheiel wet M2 B dydst
vehd 5 Slek mekd BE ARGl $d@ S A& F glon Akglolu Hjz, o
= 7] AR, ol8A 7, A A sl wet AE T 9% vE  gleng A&
Aol A7t A Aot

rot

g

i

Jol, @/d31(2002), "AAAT o Agele] Ae A ¢ wAVEA] uANE g
&, ik wiE R A" AT, 17(2)25-55.
Bh-21(1999), “A1ZH 7 AIRE} AR ARz o] EA el A= YR Al s,
2(2)109-133.
BEE-2(2000), "E71A 7] MBI AEA T ] v A= 3k niAIR AT 15(1)1-25.

|
Aat, BEA, ofold, AA2004), 20049E AFEIAE LGSR AV AZREY

oY
o>

&3, 1512003), “Cl2A R elA d7IAREe] ARAEAT} oS e] v G St
s A Y, 5(1)1-22.

£9%, 747, A52006), ‘28 FABAAH whE JEARA, Ao, deEEA
o] g WA FedT, 13)1-22.

oAl ©]F(1996), "t717F A Hrtel] A= Gkl ek FEA nE e AY
=4, 107-137.

olgt2], 74(19%), "Mu|2FE A3 AuAT7FA]" S=wiAR A Y, 12)77-9%.

SA(2004), 2003 AFSFAIZAF HaA

A 2005), AFEIEAIZAF HaA,

g, WEEI002), “AA-TIAT] Fag kel dist APdA| A7} ol o] A g

J

-89 -



A4 Ysrsz A12Y8 A2s

g=mAR A, 4(1):104-132.

= A H| AR S1(2003), A H A o] 8AF EHEARY AL

Anderson, James C. and David W. Gerbing(1988), "Structural Equation Modeling in
Practice: A Review and Recommended Two-Step Approach,” Psychological Bulletin,
103(3)411-423.

Anderson, James C. and James A. Narus(1998), "Business Marketing: Under What
Customer Value,” Harvard Business Eeview, November-December, 36-47.

Barbin, Barry J. and William R. Darden(199), "Consumer Self-Regulation in a Retail
Environment,” Journal of Retailing, T1(1)47-70.

Celsii R. L. and J. C. Olson(1988), "The Role of Involvement in Attention and
Comprehension,” Journal Consumer Research, 15(September)210-224.

Chrrnow,Jay R.(1981), "Measuring the Values of Travel Time Savings,” Journal of
Consumer Research, 7(March)360-371.

Cronin, J. Josepth, Jr., Michael K. Brady, Richard R. Brand, Hightower Jr. Roscoe, and
Donald J. Shemwell(1997), "A Cross-Sectional Test of the Effect and
Conceptualization of Services Value,” Journal of Services Marketing, 11(6)375-391.

Davis M. M. and J. Heineke(1994), "Understanding the Roles of the Customer and the
Operation for Better Queue Management,” International Journal of Operations and
Production Management, 14(5)21-34.

Folkes, Valerie(1938), "Recent Attribution Research in Consumer Behavior: A Review and
New Directions,” Journal of Consumer Research, Vol 14(March)548-565.

Ford, Wendy S. Zabava and Olivia Jane Snyder(2000), "Customer Service in Dental
Offices: Analyses of Service Orientations and Waiting Time in Telephone
Interactions With a Potential New Customer,” Health Communication, 12(2)149-172.

Galdwell, Malcolm(1993), "The Bottom Line for Lots of Time Spent in America,”
Washington Post, Syndicated article, February.

Hui, Michael K. and David K. Tse(1996), "What to Tell Consumers in Waits of Different
Lengths: An Integrative Model of Service Evaluation,” Journal of Marketing,
60(April)81-90.

Jones, Peter and Emma Peppiatt(1996), "Managing Perceptions of Waiting Times in

- 90 -



A5 9 ARA 2ol £ 1N A 3 Ashis

Service Queues,” International Journal of service Industry Management 7(5)47-61.

Katz, Karen L. Blaire M. Larson, and Richard C. Larson(1991), "Prescription for the
Waiting-in-line  Blues: Entertain, Enlighten, and Engage,” Sloan Management
Review, (Winter)44-53.

Kotler P. and Kevin Lane Keller(2006), Marketing Management, New Jersey:
Prentice-Hall. Inc.

Larson, Richard C.(1987), "Perspectives on Queues: Social Justice and the Psychology of
Queuing,” Operations Research, 35(Nov-Dec)835-904.

Leclerc, France, B. H. Schmitt, and Laurette Dube(199%), "Waiting Time and Decision
Marketing: Is Time Like Money?” Advances in Consumer Research,
22(June)110-119.

Lee, Moonkyu and Francis M. Ulgado(1997), "Consumer Evaluation of Fast-food Services;
A Cross—National Comparison,” Journal of Services Marketing, 11(1)39-52.

Maister, David H.(1985), "The Psychology of Waiting Lines,” in The Service Encounter,
Jone Czepiel, Michael Solomon, and Carol Surprenant, eds, Lexington, MA:
Lexington Books, 113-123.

Piper, L. E.(1989), "Waiting Time in Outpatient Care: A Study of Divergent Perspectives,”
Military Medicine, 154:401-403.

Pruyn, Ad and Ale Smidts(1998), "Effects of Waiting on Satisfaction with the Service:
Beyond Objective Time Measures,” International Journal of Research in Marketing,
15(0ct)321-334.

Richins, M. L. and P. H. Block(1986), "After the New Wears Off: The Temporal Context
of Product Involvement,” Journal of Consumer Research, 13(September)280-28b.

Shostack, G, L.(1977), "Planning the Service Encounter,” in The Service Encounter, ]. A.
Czepiel, M. R. Solomon, and C. F. Suprenant, eds., New York; Lexington Books,
243-2%4.

Taylor, Shirley(1994), "Waiting for Service: The Relationship Between Delays and
Evaluations of Service,” Journal of the Academy of Marketing Science, 23(1)38-48.

Venkatesan, M. and Beverlee B. Anderson(1985), "Time Budgets and Consumer Services,”
in Services Marketing in a Changing Environment, Thomas M. Bloch, Regory D.

- 91 -



A4 Ysrsz A12Y8 A2s

Upah, and Valerie Zeithaml, eds. Chicago; American Marketing Association, 52-55.
Zakay, Dan and Jacob Hornik(1991), " How much Time Did You Wait in Line? A Time
Perception Perspective,” Time and Consumer Behavior, Jean-Charles Chebat and V.
Venkatesan, eds. Montreal: Universite du Quebec a Montreal.
Zeithhaml, Valarie A.(1988), “Consumer Perceptions of Price, Quality, and Value: A
Means-End Model and Synthesis of Evidence,” Journal of Marketing, 52(July)2-22.

-9 -



