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An Empirical Study on the Influence of Shipping companies’
Service Quality on Customer Satisfaction and Loyalty
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Abstract

The purpose of this empirical study is to examine and explore the relationships between three
variables; shipping companies’ service quality, customer satisfaction and customer loyalty.

Special features of this study could be summarized as following. First, this is empirical study
based on market research according to the definition of ‘customer’ as freight forwarders and
actual exporter/importer together contrary to previous studies. Second, to evaluate shipping
companies’ service quality, 5 components of SERVPERF model was used. Third, to test
correlations between 3 wvariables; service quality, customer satisfactions and customer loyalty,
statistical analysis was used with tools of SPSSWIN ver 15.0 and AMOS ver 7.0.

For effective study, many thesis have been obtained through literature survey. However, major
results were compiled from directly structured questionnaire, which were collected from Korean
import/export companies and freight forwarders.
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. A&

2009 AR E = 8,000 TEU F ©]4F 12,000 TEU F71A W8 Ao MEe] A AA <
T8 g2 ZAFoZ FYHM, o Y AHIUMEY FUL A RE
Hof -viAE, Hvd 253}, e-business, M&A, B§-¢4, d]FRA Fo 23 & ¥
35 7HA LA At H27de 5FS T S3E AFE B FANA HAAA ¥
A =EE] o A7 FASC] HES Huld EHFHLE FYHBA AR 4
471952 Ad 7Y e FREFVIYLE OS gdaez on, F2H7&
@HL o]#H 3 mega vesselE9] &L /153HA 1, oS /HEEAI7IL Qi

widta] ko H7|PE 1Y SFERIAA] AT AR AHT, F By
Al A FIE 4EFA YE HELAMH A AFAAE oAE 1A AAY | o=
stAY, #-5, slot swappingd2 FFHALY A L2 FFAM FALEE
A&3 3E FErt o YARA, FAF3H aAE &5 Fa4o 4=z o

A8 AFE nFI}AY, 71242 35 A2/d 7Y Mula: FF A #% 7
& A7E @77 YEAAT, EFE4FT4U09 SErd T Muja FA g #F
ATELS Bl AN HE FHI9 FAZF HE EF7IHE EFEEFFHANE o8-S

FEo| BolAthan sHale BFE5FUL2 E7He EAF g 9 EAE Bl
JHARR 339 § PPz Hol, BFELEFFHIAL XFF F99 339 H3-r|dzte
AZd sEMul2= Fgd U 4F 972 34 FHJok 53] 4 339 499 B{E
FFHAY AS Aulx FAY {34 we v Y AolE LAY 9F FFY 4
TE 4§ 7124724 AF BHE P54 00

B d7dMs A2 Adely FJES FHOE #erde] FFEd4 AFde 4
A9 sAHlE FHo] nAYERR nAFHEY v FFE B3, nzEoe]
DAFAE AlXe 9EE FAFAT 53 £ dFdMe B4 A9E seAns
AEA7} obd se-AMulx 117, F AujRte] AFAM HF ATE AP, E A7
o] Ao wet oz AP HErIHe aAE AP dubd AFHL FuA Yok

I. o237 v
1. sl 2MH|A ZRo| 7Y 2 EA
1) SeAM2e AY
HeMH2E B8 Aue Auw ARweFYo] AR B $Holats BES F
&3l Ao E B 4 v FEAvlAe B3R EFAdiet. I8RE EFE3E

FH(node)t EFEEH(node)HE FFAR(ink2 AE3] F= BFLEAM, 3, 319,
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siZAuA ZHo| DANEZH FHTo o|lA= o st AFHT [ AFY - Mt - o

T

BY, 54, AR 59 ER 755 FAA 32 549 J15e wREe ERANAY,
Azole B ER/SE AeAnag doen 4 ERHT Y Ao Wt FR
o A& e PAeEe MEA AN Hute ol AF e HEBL 43T
2 grkeA $£9e wE ARA09 F& AN Bus EF Avzs d499E
o] Fe sleAN2e Adoz w@Holol & Aol

2) #tAul 2o BHY

AeMHAE SEANAY & BojzA AN B4E HY, $4HAE Yu
A Arlzsh REAoz S42 AL ok

nA e BN A2 EAL ol 57HAE BRIE T}

) Mul&dgozrxd 54 : HEL &5 AFES Fukste FE MuEEA £54
H| 2o &3k

(2 o544 : A LS AT AN FAlY dolfs AHlie BEAow AF
A i@zt 753t

@) AAAFA : vz ZAS Auize] A 2ve R nhe] AP Fo
stA] ot o I W4l 8Eo] AYHE SFHIASAZE 249 AAANR ] Ha A
Hl& Fd9] Hrld el Aot

(4) 581 &(capacity cost) : 3| FA v A WAL AL-E FFsA FoHUE 3]
o o}, witA o]zle] 7|EAQ M4ke r|ZH Eo] .

(6) AMul= AFAY FaANY HERA : HEA¥I2E F8 FF AFY Wgd] o
2 713 Fxd FAo] o]FoFn) R Ar|AH Al FAFVE AFE Aelrt gtk

A u e AEl&e] AR AT HEH7FHr T AHYEET w2 F
H]71E9] AMulxo|BR2 XH|AE AlF@7]|E(people based)d} 1] 7]E(equipment based)
Aul22 FEIPE W, =FJ4E7} F2 Aul2 A9)e £, & AEAGH A4S
2k ok &3 sEAMN 2 5SS d5T 2ol EAsE FthI)

AA, JAv2e G4l (derived demand)o]r}. AU 2E A 79 HFL &
8o FFE WEn & Foolzts TESF L gIld ArE ﬁ]—"@—r-ﬁ-—i shtel o). =}
A FeAulae FaE FAFTIEFTET oy FAY A 2 £ FEY €5
Aol g}

A, sdesAulE a9 H4addLe vggFHo|g. SFas 4 By of
gt A4R714 3 =&A7174 Ao, £YFd 2AE @A Fol F89 @y 9%

1) qE, P&, , AE: §EAL 1991

2) 485, "“SAERZIES Av2dHs} HEe] nARtEH nHf sk wAE G aF A
T s st HrALeH S =&, 2008, pp.8-11.

3) A3d, “2AG7)|H #HLMEl2 Fejagld #F g3 A7 dAdsE A=, 2000,
pp-13-15.
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r

£ & F old Al dste ol 2 FHo] HHEHUE APAR EFAH 2
F27t dA5A "ok

f(o) + £(t) + £(f) < £(d)

&, f(o) = 94EX713, ft) = A, {(f) = 54, {(d) = =&X 714

AH, dgy FFEEAL nadFo)r) S Au 29 FFL Huto] Hrl Ayt &
HEMA MEE AEME)IE2 g AEL JF:MHuy F8 FEo)H, 3
THE vYehlle de AEFe] BEo] HM, I3 FY Aot L AP
A Ade|ug 89 Hild u}t AA4FE H4A 2EHI}] o Aot

A, o mabgede viga ook dAEAn2 1A ds e F LA Hx
89 wAHAL vgdHo|t}. HE-AulAe S, FFEF T v 497 Af$
wo g YA eian2e] 7HHHE) A E a6 vAe %L d$ A

A, AFFH SEnlot). HASEMuAE FEFWNEERAT FE£40] FE 9
F3 o] AU A(RELN) BEC) T8 o|F = {4, ¥F 4% T U2 254N
Hl&] 4u7E o AFsith FA F9L “44R 9 AAA+@A+EFYH < =929 7}
A72] AeeMgt TASA Heg sods Sfvle £9& WA 29 ddese

& TFHE A8 A7 o] 845 B 5 YA 719F FaF Agelth

AN A, dFregolt. 44 dFd 3 B 4% €9 94 &S &4
TYE BAsta o OE e vE dFedol bty WEd g2 FAAH
Ao we AT FFH7F AGEh e a2y dgFE-FolEe FHL e &40
st §4 I/ Fo] dAsm 43 F 5 e 7vte] Hold NFH 2 TAR
Ao o7t AT FEFAH L glole A BErlsdtia stz FHle] ol

AdFA, +E29 AFAeld A4S Ax, EY, vo|=ZHl, §F Fo| g, =
2, golzElQl A4l ARE F42E FI &4 GE EFAMuld 5 42
A-f7de] =oh 1747] Hugo Grotius(1609)7} #3]A4+-8-& T3S o] 1847]d] £
AW A& FAELEA F4ATe] A3 (Freedom of sea)ol| wiz} Fajo] flojA A
22 FaE7l RAH U

AHA, 539 dFgdoltt HdEES AY BE S/ At 448129 o]
=i 359 B, T34 @9, 94F4. iF), T TL EYF 44 9Fg 44 g=th

olFA, A &7 FAY TFoldk AATEL &Ho| =goh AATEL dHEEolH
o] AT WA £o] = Ho] AFAHE WaR e o549 /M & EAFh
TG HdEFe FE S Adsie 9A48 otk AxEx AW ELE IFEsAY
T d&S Jdste A4 S50 AW YL FE QUYE s 4o Brh

2. | 2AH|A EHo HdAAHT
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seAuls Mol IAWZA FHTOl 0lAE ol BE ASHT [ AB - M - ol2E

L2 Me AF9(1991)40] SERVQUALS o] &-ata] A71A al-g4ate] FAUA
B ASEHE @ v 3, AFEEPE ASA M2 FAAZGY B AT7E T
EAulze FHE FH7TEH FHITLE TS A/ #aY(timeliness/ completeness),
Q8 (safety), A=} d(reliability), #3/d(conformability) 0.2 et v} It ofej@ ATAHE
el RS Fste] Byl i g

O AAA : Adke 8 2AEH FEUTEY AFY

@ A¥A : AFHe TEoU 7199 FIESAAAV g5 8T
@ JAtaT : &5 8TE s FF A HJEASAA

@ <tAA : Fut 3 A At PdAd FFEE FYSH
® 4% W& 299 HFH LA RE FHHY
® AMulE AFAY : /9 HulE AF FaV) 85U 28] 42 AF T
o BT LY 3

@ A : SRYIHY HRlE FPFH i D57 AFPFE 7AA 3k TY Feltk
AeAnlse] Fd AP add e tae dFAEC] ddd FHAH d+F A
Pt g3 o] & a9Ed <E 1> Pt

<¥ 1> 2&Mu|lA ZER2l9 vl

o 3$3ke
2 o =
= 1T

2] 8}

or o

L

A A | Pearson | Bowersox | Carsson | Brown Smith | Collison Frankel | Tebay
a4 (1980) (1981) (1986) (1990) | (1991) | (1993) (1993) | (1993)
%9
4N, | T FARA, |HBFLEA AA
PR adaz [0S lus T [apemn YOI ey
BEA4 BE Haty,  [ubiEME, | $45d,
24944 wdan | 0T |3, FRH, | BY AN | AMA B,
T esAn Eg4 | AN RN | BResTe
g 1993, . AET
49HA4 aAx a4
5.89 - g4 g ooy | HIEH 2&
AN Wg seey |04 Wes ¢y GEEA  HEEN
62 | A%, S
AEAY |99 gy | TN | HEAEA
7494 A %ol 3 REE RER)
~ AE Ava [ ASELR (wxdey | | HF2Y 7%
e e Y T e AR e b LA b
- 71E AR (AQAAF (T MuaE (BT T (EZdnE

AR QAR AR AN Y ARISFRA ] 3 A7 SIS WA ==, 1995,

4) Agd, “slexHls 29 Fgedld #AF A+

pp-49-59.

reaaafetsl=, , ABA A2s, 199,

5) AR, “deriA R MuAFAA e B A7 FS G AR, 1995,
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Mul2 FAE dobstr] st AMul~ FA #d AYd7E 4 HYE, Parasuraman,
Zeithaml and Berry(1988)0= AHl2 FRAL 7|} £33 vlmoln, Mul= FH9 H
7He ZFET ohlgt Mulx AFHAR L HrAA oA, §3I] HuHl: AFAe}t 1
A 7k AzAgo] FF Brtel A FLAHook gtz fv}h. Parasurman,
Zeithaml and Berry(1988)8] A 9lol] 83t Mulx FH9 4§ W e 2AHNF
& SA%r] HF SAHARYLRE AEE E¥Q SERVQUALS Frir|Eg sl uld
g3 ohF <& 2> FTo] e 4 Uk

<¥# 2> SERVQUAL®| MH|A EAo HII7|EH sl2HH|2002] HE

7@ g9 EERLEXCEL
A8 (Credibility NAZATAS AR, A48 89499 A=, WI=uA
<] 1 ol F o] A] o [+] ﬂ'%:q'éq%r E—ﬁ; H]/}]‘}g‘%
o4 Security) A%, JHezyy A4 AT
SorPs A(Acessbily) AP AR A¢ A% A %A% (Local partnership)
Qﬂ}i%(?omzmrﬁcaﬁon) 1A ARYAelA ARAF5H
e oy 249 47E GAE A 3R 9% ol
93 (Tangibilties) A, 3, SAREET 59 99 | Ak 5o, AR 5
234 Reliability) TR RS AT T T 4495 on tme delivery)
¥4 (Response) 289 870l 547 B A A% GEA
5% (Competence) phin R E FEE TR S
A ST & {Courtesy) 249 ot 2999 43 | 99449 A

Az FAQ “HEAE2 FHA HEE B HEEd @3 97, ASdEa HAEHEE,
1997, p.25, A<1L.

3. x|z sl 2A4H| A EEH
AF7AA Y MH|Z= F2d RE dTF= £33 7|(expectation)?t “d H(performance)]
H o] g ‘AAF Mula FA A4V FE ol T Ut

of Al
=1

<38 1> AuHl2 ZH

o

‘ A1) A 7|t (Expected Service)

Aul - g4 214
(Perceived Service Quality)

‘ A8 A ¢l A (Perceived Service)

6) A Parasurman, V. A. Zeithaml and I. L. Berry, “SERVQUAL: A muliple - item scale for measuring
consumer perceptions of service quality,” Journal of Retailing Vol.64, Spring 1988, pp.12-40.
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siZAulA ZHo| DANZH FHTo o|lA= Jgo st AFHT [ AFY - Mt - o|zE

A2 FA9 3 Wye] diside gwtdez SERVQUALe] 714 €] 4#A Ut
o] AL 1A ZJgt AAAZ Alold AXNAHLEE FASE WYLRA Parasuranman,
Zeithaml and Berry(1988)7)7} AB|A¢Fd] BAgle] Yo E HEE ¢ A AU &
AETFolt}. o] FHETE 10717 7|ES AAEAeH o] 1071/ 84 FoM FHEE 8
AEE 4539 PHE B3 7% 4d(Tangibles), =] A(Reliability), ¥+-3-“d(Responsiveness),
&1 4(Assurance), F74J(Empathy) 5 5719 Ago = &4 HAUT

SERVQUALE =7 7|dH7} 557 AAF7 252 FA4H don, Aus &
A g nAe] AA ZAAtelE &7 Hst 7o dF 227 £ Kz g
227} Bgo.m FAHe] Aok mpEhA o] SERVQUALE 7|tj¢t R Zte] zpold| FHFO
N ARAZHQ 71ES 1] AAlstn 2go] g Hriste SHETE B £ Yok

ole] Wi3l, 7|} FEEL Wl AR7|FoEZT AulA FHE S43l= SERVPERF
7} sit}. Cronin and Taylor(1992)8)7} st o] A7+ SERVQUALS] 7| &3 A=
8 T Ao s F4Ho] 1on. SERVPERFE 1179 AZiHeE 2| A3 o
AT A AFHTL A= AF-FH) FHT= ol

SERVPERF= Ai#7|Evtez AMul2FRAL 23 e Wyqld, o] EF=TE Cronin
and Taylor(1992)7} /@5l EHl, o] 2L SERVQUALS ZAugte g 7 Eds 47538
oM AaEggro s FAERgeH, YA ZEA APHT e PHol7|= s

AHlA Fd SHETY AUE 944 dE FF2 g2 =& oAA gt
(Cronin and Taylor, 1994%): PZB, 199410 : Teas, 199411)). Al3H91(2000)12& -FFFHQ0S
doez F sS-AMulA FA Hried ZF SERVQUAL, SERVPERF, EP Rde] nnd1E
538t 3714 mde] 2 x¢d vmE g uF Yok o] AF9AMs SERVQUALS A3
295 =83 g1o1}, SERVPERFY] F-$% ST T 2ZA 43 Ho|RA A e AL HA
AL, 4P A4S F st Mula F4 &4 2do] MAHIE viEa .

B dAFdME AR MulA FEHolFe FHES AAAZG vroz IFs x4
el 49 271§ FAs=Hl 83 SERVPERFE ©|43}d 3AH= FH& &35}
Act

7) A. Parasuraman, V. A. Zeithaml, and L. L. Berry, op. cit. pp.12-40.

8) J. ]. Cronin, Jr. and S. A. Taylor, “Measuring service quality: A reexamination and
extension,” Journal of Marketing, Vol. 56, July 1990, pp.55-68.

9) I. J. Cronin, Jr. and A. T. Steven, “SERVPERF versus SERVQUAL: reconciling performance-based and
perceptions-minus-expectations measurement of service quality,” Journal of Marketing, Vol. 58, January
1994, pp.125-131.

10) A Parasuraman, V. A. Zeithaml, and L. L. Berry, “Reassessment of expectations as a
comparison standard in measuring service quality: implications for research,” Journal of
Marketing, Vol. 58, January 1994, pp.111-124.

11) R. K. Teas, “Expectations as a comparison standard in measuring service quality: An
assessment of a reassessment,” Journal of Marketing, Vol.58, January 1994, pp.132-139.

12) Mg, AAA, 2000
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2.

8l
Ho

MH|A ZRE3 DAQE U SH ot

A

e

1) AEAul2 FH47 a9

APAFSo s, NS o|d LAY AbAE Ftje; A F =7 AFe 443
AT Atold] A 4dE BEYX it g 2o W5 (Tse and Wilton, 1988)0.2 E.7|%
staz, e P Hlelr 719 /A LAY o] FH(Dubrovski, 2001)0. 2 F 8 A|8}7]
%= 3gt}h. Kondo(2001)= ATESE e BUEd o|2A He nA EvhE A3}
= AogE FA8H Oliver(1997)= ATEE A s17& ‘AHlAY FEHE. AFH
EE #F5E SES EEST AHEYE 3549 g B2 E FEE AT AFEE
= AMHlZ e, AF B AulE 2 ZAA D) g 3k o|FA g Fert A
g Aula FAT #AGE o8 H4FFHA FAHNM dAHE ReFE Oliver(1997)9)
AT7 A% 2RY A0 Bt LARB BE ATE LA VEFFO] FPS
e dFa9s ded AT foh F 7Id-EUX, 43, YA Fo|vh (Oliver
and DeSarbo, 1988; Szymanski and Henard, 2001).

IS #F APATFES ADSHE ol <E 3> 3t

<¥ 3> MH|AZAET} notxo] e MPYAHT

a4+ A a7 F A
Howard IADES 3HAL 0] AEE 54 s AAF FHeleA F
and Sheth(1969) < F4AE A=A i AAT Azt F9 &
Oliver(1981) IADES BAXG s} BEF Ao nA Lu|AYPHG oA
9 7ol 242 o el A AdeE e ¢
Gronroos(1984) M= FAE 715F F44% 71e3 FEA2 7R U5 A4

e AolA ol59] 5] dusss YRS vide A4E =2
Spreng and Mackoy(1988) gﬂlg gig-‘-’l ZNELA7L AR iFe) §FL vAdE 7=

Marquanrdt(1989) ﬁhﬁﬁoﬂfﬂfﬁf% AUz E4e nANEs SA% A
2 43 A 4 aAs gd & ANee
Anderson(1994) LAREE |4t FA) JalA JFL Wk FES =5
e "ﬂ'%% = = A8 9} 2 113
wan and Brower1999) 5l ST ST 9 s Wit e we o
Bansal(19%7) I%a%]asujiaz?qa_]-rl;]g] z*]é‘]i;}ﬂzgﬂ g?z]'%]."i Algslo] g Fe] FREHE
Aefdl &PEAA 2R e FFE FE KAEHE B3 2

ARE 9BA0)  Auzse e #RAE
oUE, SHHQNR)  BRANZ FARAAAN TAUENS ARAY FALA
- EFANZ $A8980 UEN &% LAEAA AAE FB9

o3 4F40% £4
Az 784, A £FE FRAMNE FHe900 RATER poijRx T mAs G
a3 97" oiAoista SAS =R, 2005, pp.26-27.

13) R .L. Oliver, op. cit. 1997, p.13
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2) JEAMu 2 FAH FAE

AAFRAE B AFHEF BHY A 1970d )| A|Z}E QT (Oliver, 1997). it
AEHEd] B & AT7} o|TolF o}, 1978419 Jacobys} Chestnute] AA o=
PYAFH REL R @Il o)o]x 231 UTtHOliver, 1997). Jacoby and Chestnuts} 2+
£ A )4, Bloemer and Odekerken-Schrider(2003)= TAZFATE ‘F3do w2 g
(Y AEAA Ex Hrtd mE) 4AY 7w Yelus, oF AtAF TS A7,
dde AR AHlE AFAE F T ARY A¥2 AFAAA NS 24 BFH
(FE971 obd) FFehso|th(p3dy et st 2o FAZ AF ohds Ad
£ dFAEE AEd BY oF <E 49 2o

<X 4> MU AZEI SHET JEHe F9

R g4 FA= 39
- ZHZE SAAE AAA Ut HnuRg T9A9 H=9 A
2 | Dick&Basu(1994) | $EA/E £7ATh FAZE A4 dF FUF A=t AT
—;:5 CEEEY
. FAEE dzdte AE/ANZ0 07 M9 ASHY Foet #a
& | Oliver(19%) A rjeos po AL A& PuEE A
Z | Enis&Paul(1970) | F°17 7|7+ < 54 AXE dude 2uAY 3F
% 2 7=H(1983) AHA7E 57128 IAE 4 FAE dF 459 934 A=
g $52(1992) A 77 T 549 HEE e AuRe 4
aAo] AR & AAE AFL 24F Aol 1AL 1A o
o Aaker(1991) 2 4Rz APT AUNE 9g
% | pcker1o9) AZAN A&H 4 7o A% 4 A5 YA P& 2
ES A FE R
E Engel, Blackwell & | 2 o] o 77t F¢to] 5 AFHFNN st £ I o4 9
Kollat (1982) A 3 A5F BENST P
Keller(1993) A7 J5AA HEE 0 FF U 5999 37 B
Beckanan{1568) ggzﬁﬁg— olgste nAY Fo] =G MHA AZA T
ﬁ, Lee & Cunningham | A Aot w&)e] 7lde] 314 159 @A AHZ ATAHE
A | (199%) £ NS AolLEHE A9 g%
3 | AH AL AZE wEAo s Trdleln AZshs Aolw, AulAy
g | Pmehad® gz dein 29 4% 2e 9E49 49
TAo] YA/|ZHE ARHL AL B A2 AFAS o1&
Gremler(1995) = 954, gx5, 99 we
AR: o|AG, “AF-EEANNA Qo] nAqGEF, AAFE, DHFAHAXY FR = 9" AT
F HpALHSIEE, 2008, pp35-36 A<l S
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3) RARES FHAE

7ZI1€ Ao mEY, FAE7 FF ZAL ArIte] A, AH|E Hlge] A 81, 1
A& AFEe, W FEA g Fu7} o) ofFoiA, FA4AQ FH(word-of-mouth)& o]
ZoA W, FAPANA B4 71=e1A] @31, A WA ¥n, HFdhe w3
7170 &EFL ABs e A§rHBaldings and Rubinson, 1996; Gremler and Brown, 1999
Hart and Johnson, 1999; Reichheld and Sasser, 1990; Zeithaml et al, 1996). 18|2& 7|4
o] e Azt F7RE AL A4S AdMe IAFAHET i T2 L7 HIR

RATRFo] DAFATY B5eZI08 BHHOR AR, 2 JARA dfF] YE= A
715o] $rHalE 9, Jones and Sasser, 1995). Griffin(1996)% Bermet and Rundle-Thiele(2004)-2-
58 59 AN I} & FAER vEhde AL oS itk 1 felE 1
AttFo] AFHPER HAFEHE © FEIA @& Fx dvdn § 7Sl dERY
(Bloemer and Kasper, 1995; Cronin and Taylor, 1992; Fornell, 1992; Cliver et al, 1992).

m. A7E8= 714 44
1. 7 2go AHA
1) A7uy

Ed 47A%E v AeMus £ Azl g nawnEs FHAT g 7
A 2 47 e oge) 183 B

<2 2> sl A2 FEH, 2AUEF F

d4x 72 W3

0z

0x

0z

48] O O [ )

(T I S e

o > g By
0z

0x

X
-
w
K

2 F4

o
[y

Asls Wy o7 SERVPERF 2d8 AL}
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2) Wsel =48 P9} 23

(1) AAul2 F4

£ ATdxe ¢3E(2000)0) HEEFS FR3e, AMulE FHS AHl2d gF 24
o] Zidiet Az Atel]g] Heo|RA &Aool Frl= Parasuraman F(1988)¢] “z}o]
SERVQUAL %4 (Difference SERVQUAL Score)” tH4l Brown %(1993)e 23] #|¢t=)
i, Chang and Chen(1998)9] 2]3] A|A|@ “nlx}e] SERVQUAL 7<= (Non-difference
SERVQUAL Score)”& o]&3led Mul2 A% 7Y #REe] 222 Hrse AHA
F4 24PEE o83

@ 24 9=
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7Ha 2-2 S AHl= F4 AFALE IAFTAHEA A F¥FS HA Rtk
7Hd 23 M ulE FE WAL nAFTAHE F(He S vE Aotk
71 24 SlEAMHl2 F3 FANLE nANSS F(H)9 dFL 1F Relt
7Hd 25 sjEAMHl A Fd FEAL aA4TF A9 ¥ 1 Rojth

3) AREZ I} A= qF /1A

Zins(1998))= FFALE WA nAFAEY 4FE WA AYP5s A
i, A2 9, AZ4E Mul2 A, FFA} o|n|F|, Myl 71X, RARFS A A S
AerEo] uNFAT FAAY 4FE WAt FFIHT

Cronin(1992)2) E3 AH|ATEo] IAFAE I AFH kd nxE Giko] w$
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