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An Influence of the Satisfaction on Factors related to Educational Services sales of
Re-registration and the Word of Mouth
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This study examined the effects educational service elements have
on the satisfaction of educational service; it also analyzed how such
satisfaction influenced educational institutions’ registration renewal and
word-of-mouth communications about the schools. The key factors of
educational services included the following four components: physical
environment, education programs, instructors, and tuition fee. An in-
vestigation into how the factors of educational services in private ed-
ucational institutions may affect consumer satisfaction was an addi-
tional goal of this study.

Based on the cause-and-effect analysis of the above constructs, the
degree of influence that each of the attributes and the component fac-
tors have on consumers’ educational service selection, as well as the
consumers’ satisfaction, were explored.

An empirical analysis was conducted on students who were taking
classes in cram schools; the analysis was also conducted on the stu-
dents’ parents. The results indicated that the hypotheses regarding the
elements of educational service, educational program, and the in-
structor factor were supported. Furthermore, a hypothesis concerning
the effects educational service satisfaction has on re-registration and
word of mouth was supported, as well.

Upon aggregating the above study results, it was concluded that
when determining the effects of satisfaction on educational service,
the educational program, and the instructor factor played a crucial
role, while physical surroundings and tuition did not.

When addressing the influence of the educational services factors
on educational services satisfaction, education programs and instructors
had a positive effect, whereas physical environment and tuition fee
had no statistically significant impact. According to the influence of
educational ~ services satisfaction on registration renewal and
word-of-mouth effects, educational services satisfaction was found to
be a positive influential factor for both.

In addition, it was found that satisfaction of educational service
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had a positive effect on renewing enrollment and forming
word-of-mouth recommendations.

Although the research seems simple, some theoretical implications
can be drawn, as follows:

First, one interpretation of the findings that the programs’ and in-
structors’ factors had a positive effect on educational services sat-
isfaction but the physical environment and tuition fee factors did not
have a significant effect suggests that the greatest influence factors in
educational services are educational programs and instructors.

Second, increased educational services satisfaction may result in
consumer behavior changing, resulting in more registration renewals
and more favorable word-of-mouth comments.

Third, increased educational services satisfaction may result in en-
hancing consumer responses, resulting in more registration renewals
and more favorable word-of-mouth opinions.

Further research directions should include developing an integrated
model that will allow for variation over time, before and after pur-
chases, in relation to consumers’ choices of educational services.

Keywords: Factors related to educational services sales, Satisfaction
of the educational service, Re-registration, Word of
mouth

=
on —
S
=
-1
2
19 for

|
o
)
>
Hoxoz HrZ

oo 11 rH
=2 =2
o
E_ndg
T o
d
— Mo g
"KE_E—OI
o i
LU
™ OM |
EE?_E
=
kg-»—.-
—FOE\.I
(O
o HI T
n
T
re
oy b o
Ho >
_%_EFE
=
< >
[> N
rEl—v—
rEJﬁru?L
Jf & min
ro == rlo
>|E>i
:|:>|._
on fr X
J
E oo 2 o njn =2 4

of Sl0f DETZ YD ZARQI0| FR AT ofof B2

HI2 BHS0| 9loj FQ¥ 2910| ofLictet

Z20| EEEQICL E3 WeMHA BES HSSI 3WY
g DjAcks Z20| EEEYUC

A ME DOIRQ, @ISMHA OIE HSE,



16 Kang, Gye-Young, Song, In-Am, Hwang, Hee-Joong / Journal of Distribution Science 9-3 (2011) 15-23

20| met nsetgel gAst ol WSAE
Al 7|etdat O 2 S50] =28 =16t AIEEE ¢
Ef2 Hot5IA ZIQACE 0|42 oiXf WSAIF2 Su=|0 2l
TS ARFOA 225k HE2 TALA7| 20|17 = Sk
off stREo| ngds 2 M, IuK0M Z|tists 2 =2
WEMH20E AT ez o YASHAS Fadnt A
O & 27 o|A2 5.*% BN MH|27HES =Bt
g A2 2ol a7std AUtk SHR0| MIE = A= AH 20
Siet SHISS BHC=Z o0 AH|APL e +EQ WSH
HdE MSot7| fI8 ==HooF St
MEEl= MH|20| 26510] =zt AZHEXo=z Mot X|
Zfoks 00| thiet MzZtel ZAsiXto|7h E=Xjotet. ol2igt EOH Xt
Ol MH|A PHEEof HALD 1 R SHARY
debs OXA =22 WsAH|20| et RS A7
e St OE'OIEr 2HZPZE O 2240 HESI A=A
E ol A, S84 S HOPHEOM HojL E
|02 M7t OH—IEP O EXel gelds st dHug M
2 Rs|Ct "7”°| St IE2 SOt oS ool gH
2 OJ’%P = I /718 7|22 HE 5 A= HHO
TE =2 MHIA ot gl A7t @ & UCh 2
HOM &32| WSMHAE NS0l AFAH|AHR ohe
HEO| ey e 7)|E 4 Q= WOl RE OHED 64%'
I 7t &

S
7 9 3N PHEIE UBs

= (o
ﬁ
o
%
©

oL N
oot > > mr Y J

rot
P

§ -

=}

B

puore [0 N EIMETror

4> 0

2. g7 =5

2 o7 552 ot3at ZCt

AW, ISMHA T4 Q010] WSMH|A TE0| o S
O|X|=X|1& AYstnxt St

=M, WSMHA 0| HEE X AH=M0| oD S
O|X|=X|& metstaxt $tot,

M, 2 ATFE Soto PR YFE 8ot s iHI* M
Einly HHI* ME = HEE Y B0 OjXE I
AT ZHEZ MASEOX} siot

Murray(1991)& HE0t MH|AE H|WSHHAM, MH[ATO| Al 2
OiXt= 7HQIR FEEAHO s O =2 TFoHet of & MEE
747Ictn ShIct EE oI HEAM2 HEQ| FOjo|AE=Ct
AMH[2o| OfOfA O 2 Y2 ECha SIQICE mhatA 7Hel A
7| FRLA0M2 AH|XF FOiR0| FL% IS OJFIC
gk = Qo

L2l ARl 2

=] Ao 77} 2t QS A 47 Q)
b

7o 3
g1
TV, BtHe, ME, TR|et Z2 40 DfMet S2ldn, =
=22l 0o 3t 22 FAMME 0|8 + U= BHH 53
O] st MelstiEs FEElof AT =7 W0 TEX|
DM, 70| o|ESt= F¥0| 2L, 1 F HIE0| SA| f= +
Ho| 7+ Ee| €8x + StLtolet.
SRS *1EH3PiE1I H gs 0Xls o 22= &
TL S&, X9, 7t5S0| =M= 2 3 OiC|

I
o Zo

=}

C-Ne}
I —
=
S
3

AL

=1
[
[

J|>| n

2
= >

e

THol2ts He Hst
SHOl& X|LEXIX| B4CE
At RD 2HEE EH$%9| A2 o WFAHL FEHO|
2H[R 2RO OX|= S, nSAfHA TOjo| M2 FOjdSzH
olapkA|, WSAH| A0 %Q =3 S0 YFEO A2n, T
o[ ST A F H ofpEE 2ofe| AT
oAM= ROHEZ| OfFLCE
olet #2 H& 1ot 2
__I.I.7HJ_|_|- _T'_}-E=|E| A-IoHOfI__'.I.E E%I
of oiet ZIcHg-gof ojXl= %'6*% ﬁ%‘3 E-T‘Jf 3._H1f. ZLEI"
SYE 7|7t 2X ngAMHIA g
nfetst Xt SHet

e, ot d3oA FH2 offel Z=

s

of
bas)
rr
Qo
>
El
I

IO. O|l2X HiZ&
1. DEAH|AS| Folot A0l

L1 IAH| A0 Fo|

OFEIIX| S2ILItolME DEAMHIAZ S0f7
ABEIX| B3 gloo) olof ot HeEels
U UCHMAL, A, 1998). =4 WS
ngo| HolHBtY JHEoR Hot mg
ECin 420 QoL D8NS 5 5
GTSts BRSO Y, PN BTHE XSS DRE
AHI2O] oo EBECD BT ULt Peluet BEAYS
NE D282 AHIAZ £50k0 A00, GATT| At
= mgo| ojof EeHslof SUCk
DEAHIAE M2 U S| Hlmsio] BB Au|Ao)
|I:||_|-7(‘| EA‘I“I'» OIX"C'SHZ'- E%A—IH'& 01A| DoiX‘IOlEI— Ej.“_l. |:I|-

o

= = To

T 4 gm, M| ofFSn, U HWej2 HER & gt A
HIA HZA BFX 120l SAlO| EXfeloiof sty £2|=(of
T 4 T SUS MHIAS CIE NBUOIN SUsA Tore

gict MH|A HZAte] EMO| wmel ojZEo® Lietdcts Hof
M MH|Ao] UubE EMo| gX|ECh 5 18RS Y3 JH2O|Lt

St BALOl 28l LBt of50| CiEAL =i=tg0| Cf
=

—

= o
T 242} Ch2A LErE 5= ULk

i B |
1.2, W|MH|A TR0l

12.1. 228 &4

0|%XH(1994)E S2& =40l ZR/do| s A 8|, S
ot &, 3719 MM, 2k, 37t 0|8, Jt7 AEMY Sot #
0l A1HI*01| CHst nziol olyo) P2 O1E = Y= =2& &
42 MH|20f ofst DAZEE YYste =82 FCtn FESt
RACE EDH S2|X 2Zol olz{st £HO| HMMCEE OFF O

e A0|7|of ME|A 7|@2 S=H22 AMH|A XA Ot =3
ool olaE =3P °I0F04 og 224 atgds & =Jgsliof o
Cta st Ak

o] Mol 20| AH[XE2 AMH|A dito] East FH|,
717 S8 HEHE 2 MHAE FOMSH| LR 2219 282 o



Kang, Gye-Young, Song, In-Am, Hwang, Hee-Joong / Journal of Distribution Science 9-3 (2011) 15-23 17

o M2 OB gaof
S ERCES LT
e, Yo SO KUNQ 2o 22Nl &

Sa8 2000 €t salo] HE AlM
5 B2t MH|2HEX), otpsxt, Ko
6|7} Qe AMg

EOfXl= 4T %l S0l 2%t A7t & = UACh o2 =2
o CME SRI2 O|0jXIE g A L2l dot HAIXIE 1

oA HBY 7|27t HCt SERSS DSMHAS HY A

g 4+ Q| 20| SENOl TN, 5 St AMS, IS 2D

MEMHIAS Ofofoloiof Si0 TUAYH Hets| A0 47| G

of 221X BH0| TS JISQICt ONE 22N BH2 2

MEf HHS EI I:II_rz.t_o“ XAl A& o|kick R o

2 Oie seDet ZE| stMe HY 2ol B SojM 28
=]

0 09t I3

=|

éﬁ’—ﬁ =l MHIA Jﬂl%% 7
X, 2Yx Q40 Aoz o8 Nz O8I HEe A
H|ABET SHCh(Kotler Fox, 1995)

1.2.2.1. A S (Core Offer)

S SERS0 AN QTARD 152 UEA|D UK
ojsfern mEZ2 1ol OIS Hoihs Feotn J|2Xel o

Al@ao|ct

1.2.2.2. XS (Tangible offer)
U5 $7 S%, 7I%, ¥EO| 97K S8 AU Atk
AW, 2H =F2 MH|20| dutof Tiet IX|+=F8 L.
12 Mg, AIEZ 1, 30|48 Z0| MH|A AE}
2 =2 ol HHEglo| A JtEE £+ A= M3 JHEH Fd
A, l_1H7|7(|" MH|ALE 2280 =H =tAO0(L ohpl HM

— s

a =

SR, e EF SHRloto| AtEnt Fjn HAE, 80, oY, =
Xo|%, CIXtel & X sYdS Lok
1.2.2.3 &N S (Augmented Offer)

St2l0| SMRFKE 2l MH|AE ZCish= HotsS Zotct

Levitt(1969)= CHErel 3t |A| Z™OME O|QF &2 HEE
= 285t U= M= 54, 84 23, HENS, 4
ME QIEY mEW SHX| ga Elil* £2Z S0l 1 o7t &
= AT

1o
rio

~z7

270062 P70 o3t FHHe FEO|Lt MHAE 7Y
1 7t KEste SHEZRKOICH AHIXE YEOIME A|
A TR A|2ivtell MEAv REMe moz
ofsff EH, 0HE, JhX|of TSt X2 9 CH2lK|EEA e

ICh 42 7bzH0| Ot SHYSOH SElsicin Azte

, O H2 HOHE ohRo| nIFAN MSsHS ofdst

oo 1=

—_
[\

o w

oo & p
Hrﬁ—

> mo M [> o

3

A EiCh oK B ZYolMel 1 ZHE HH xYo=
Oje Ee3 @47t HICh s W3 J1HS HEY ZS, 2R
Soj7 ofsf, CIXAIHOF & Wart U=h o3, oIxle WIS
HOIGLS [ O|Z3}7| 4190 RS0 L 2H|2, A Az
X Hl20| WS EICk OfEPR ZHol Chef olop| she 2%
2 JtHe MHl2ol Hat

o}, siglo] YEo|ME

a2 iy,

AHRIS} MARIZE HZO|L MH|AQH SHHE mBISHs
amoz Uojuth I AHRE MAXOIA SHE X
wzho| RJg0{0F 7}A0| 717§,|E %= QICH= Z{O|C}. LA 7|-710
MAIRISL AHIXIZEO] DEOIA MARIZE MAFSH HZQ| Fhxlef &
HIXIZE XIZSlets SEe) 7K|7F SYsittn Atsziof o/7io] &
x|gle @e|golain & 4 ok,

2SS T= mo|s JHAX|EZ
o3z, AFo YHoR ME

&

o

|'|_|E [u+0+
2 0

o=
10

_JQ
r{ ru.lOJ
il

ol-
> 2 rr rlo

=0}
|2t

o

o I?

[d0

HE

o

Il

]

x

I

>

i

o

ol

> o

iy rr

N

i
>

= 10

.

= Hl

0%

s)

T

njo

om -~
Ot

2

BT
I8 M ok

>
=
[>
HJ|III
Dal
N
o
Y
mn
=2
Ql‘
o
1o
N
Jo
rir
njo ok
ol
o
_IO'_I-
o
i 10
ot © opt y2
w7

0 >
Ir
SN
o
n

|
X, ©HEYA 59 Yot g S| mEo| X|oie &
mARel AHAE, AR, w|, X|4o| Y2 ol JH0| SEEQ
F2 O|XICHD SHRACE £ wAfel 58 XHEE 2 A
4l 2=2| &37F, 7|0, ¥El 52 <
ASER0| xl HZIRtE 5o g2 O|xIcta stot Of
F=EQF 013‘—|-E| Z40|Ct,

o2 b o
= rO o

fnr Ao o 0@ 2

o

EJ
_n_o>-
e o
Oﬁn
>r

o
1% o
ro
10
>
__>¢

o
lo

SH Zo0s, Il @elt 9a 2
A, YIS MHl2 MBR2AMO| ZAES @
SR Moz N UBO WEHI Aoz A
£ 9Um, = SO QlojMe] mAts 1 efRele] M
Z2OYe MBS Aoz Zzay geloz Ed

met rlo 1@ 44 o
o
o
4> of
rob

300 AN 19 or b
A

A
L)

TAPZE ot 0t of2f IR 2ol B MBS AFOIA
Aoetn AFEIH 1S Be| Z2aY wE Sy Z2IUol
Sl O|ROITICE Tf2hh SO HRHE mAlRelE Z2I3
o= F&AlZ 4 9Uct,

P |

2. usAMHA 2

il
10
0!
N

AAL005)E MHIA EES Foltts A2 JtsEX|EE &
Hol7|= oot SiQich MH|A EEOl Jjd2 nZHo| F3HH
Ol ZiX|Z2 ECHE|7| 20 2E ZFL0| Aol HILIL 0L

o MH|Ao| E4QI ditnt AH[O| SAlY W20 AMH|A FEO|
[ A=2E|7] MUKz MH[A ZHO| ASE7| o{FCL ES
MH|A EZEO| £HE fIsiM = MH|AE 0|88t 19| HIO|HE
RSOk Sh=m| 27| flsiM= AlZtar H|EO| Bo] &0 1 3

280 LIOM MHAZ B2 QIZHS Alg|&Q| H3IE ozl =

==z T
U Fas 20l07|T o] Yol HHjA B ¢TI 5%

0



18 Kang, Gye-Young, Song, In-Am, Hwang, Hee-Joong / Journal of Distribution Science 9-3 (2011) 15-23

of 2EXQ of24Z0| WEL) Mt MElA FEE S 20
=YFOILt L8t 22 Aarel glez £F517| ofgr| o
20 FoHXQl droz MOl MH|AO)| CHEH Z|CHb X2t

Kt
O|E &¥5t= XESIL

Mt FEES S MH|2= 7|0 nAX|EA el 2EM
t2|E =lsOF StH, MH|A 29| BHH2 MH|A7F MEEE=
FEOI AOM BEARE FHES SA0| 25 D2{s{of St
5t ALK Chakrapani, 1998).
X|2tEl MHA Z2EE2 MH[AMY| JAOIM AH|XS| DHEE,
Mojele, SN 4 SO0 g MAMEZ mLEICHO[SHA,
49, 1993).

MH|A EF0| Ofg SE2 AH|XHE0| ME datol cist 7|0y

[

Bk

d

o X|ZtEl duE H|WSH HMEFJME|ILO| Ciet THE EE T
thet = QUEE JHEE V|2 X 2HOo| 0|0, MH|A FHO
Ciot 7HE™ ZHZ X|AISt PZB(Parasuraman Zeithaml and Berry)2)
A 0%, Ot BHAE MH[AFHO| FF0| et A7t F52
HHOFRICE. O|= 0 Cronindlt Taylore AMH|AZEE "Mt - 7|CH,
2 7ig=tel SERVQUAL tidl Tgut,2te2 =7SH= SERVPERF
£ HIAISHACE

2.1. SERVQUAL 2¢

PZBO| MH|AEZE ZFTT9l SERVQUAL 2¥o| 7HEX Erf
= Oliver(1980)2| Z|Ci-dH1t 2YX| RRZA Oliver’t BEES 7Y
Hatst7| s MAISH 7|chet MHukel K| 7H'E0| SERVQUAL
o 7|=7} E|YUCE A0 Oliver® UZH/ETE ATFOA 7Hds}
Ll 7|0l 2 «aH[XPIt £ HE2 AT W oiste 3
FE/REEA Zoto| tist =E-2 2|0[st=0 BH5t0 PZB(1985)2]
SERVQUALOIMQ| 7|Tij=F2 «AH|XI7F £ dHs2 +HE 0
e dute=E 2 72|17l ZAo|Ct

1985 PzBO| Ol A& JHHE MHAFEE M= 977 &5
of a4y, daly, ST, 58, oF, M8k, oFdd, W2ts
o, 7ARLIA 0|, nZHo| ofso| 107X Ktz FMEQICE O
2|1 o] BOIM sHU MEEE HQstis BF AMH[A
oY Kppur #EE AR 2 o Urh mEtN SEol b
% 7|s™ EF ZUHO| 3Q3ICH= AHAME &olg &= Qrt

=

ka}

™ oA
J% 1o

=

g

>

azE| ool 107 AHelo] 25 SEHel A2 otk oS
Sof M8EL} QYL Ol HE FEE XpOlt & 4 Y
CF TEbM Ol BEEls 5% 402 W SN w¥e
Sof ChA A2, ChA, K, 324, J2ln SEMolts s

Wel KL= oA EIACHEHE, 1995).

SERVQUAL2 LAX|&HOl Ot 0] S2A| E[BAM 7|go| 2
TEE LMo J|ti=0 Chet HEZE SYAEN DAX|Y
Mol OE MEE 8ot 7[ge a0 & HIE MHA F
2 g7t=72 QAFE0 ATt

2.2. SERVPERF 2%

Cronin and Taylor(1992)£ AMH|AEEEZ Tdak7|0, 2 JHE=t
St SERVQUAL CHAl T&1p 0to 2 =M38l= SERVPERFS H|A|S}
ALt OlF2 MH[AEZHO| Bi=2 7{Ealet = od, Mg 7|

O ot HFE2 HIIHQ Mu|lA EF0 st EH=E N O
2 2 = A SiECHD FHHRAC

4ot SH9| FHE Ste SERVPERFZG 7|CH-gat= X FHQl

off

SERVQUALEL} @Hdtt= FHO| A= 7[t-dat =X
| dEsHozs Ao JHsEXl= =2t

o8t MIAZTO| o

= F3¥0| of{Fck=d Uck

23 7|th-=2 €% 2

7It-2 €A RY2 2HRSO0| HF GO0 CHeh 7|chet X2
& JuE BlWSY MFAMEILOf st TF TEE Sithe A
Ot 7|0 M ZItHE KFElE MEAHIZ) Gato] CHSE AH|X}
=9 HYES 20[stH, dat7t oy Aojgts o5E HrIeth
2o MB(MB|L) 87t 7ItHE d2loHA e, 5 2852 =
LR|7F LASHE THFO| FIHF =KD, HE HF(AME|L)
Jat7t ZIcHol 2 ojN S84 X7 o |=E =Fe T
Zb7t GISFECE 23B2 2K 2HA RO gS OXs
NO= JPgettt. Eoh 7|t A A} 2RO &g 0K A2

2 Jpgetet. oA 4H|RE TE2 T(Ciel LA FrEo| g
NeRZ 7P 71 o, 7|7t B77|E22 AFEEIC

r

3. DARED AH[A AS

3.1. DZH0EO| Ho|

Zst7| oIFo 2

X[ Zsts =2 Aol

o
mjo

Fornell(1992)0f] S|stH nZHotZo
79
o

20| 7Itists =1t ~HIE
0

N o

[e)
Ol CHet Eotete AH|X} BESO o 7|12H0) 2N AH|XZL H|
S MHIAE THIEOE HIMSHE Ao R Fo|=ICh

N BrE(1998) s DATRZ FAE AF0| w2k AH|
Xp7b AlZHO] X|LEHA o] o] AH|A®EE &30 X|ZEl= A
HIAE MUMOE HItsHs o2 HostQict nATEL 2y
of mat & JHXZ2 Folg e 7t U=, o 7HKle 10|
2H[o| AYE SM X|ZotA Bl Zoo] =TS F= Ao|Y
CI2 8Lt DAXIEHE THoz HES Matts 1Py =™Mg
£ ZO|CHOIFXY, 1997).

AR HO 7| Yo AN BFEQl JjEeR, 1Z9)
ol dEsde, 78, SEAY Sot 22 AHEE Ao
IS & #O otz JYel =M R MEo| ks OiX|=
Aog Rk UCKAESH HIEA, 2005).

32, DRl ZQ

Fomell(1996)2 AZZHE0| HrOjet SFHL FH=IS LY
AZICtn StHA E3| A|EO0| HAEO AnnZdE B0{S0(7| Of
HE 4% 7IE 142 |XA7|=0 5a% IS OXE2& 7|
ol &3t XpLtoj2tn SHRACE

Anderson and Sullivan(1993)2] 1ZH0F=n} #2ASH0] Cgap 2
O] MHSIRULCE

AW, BAUSU0| w2 EHO USMHAE F55te T2 2
Ch AMH|A0 SRS DS JhXOF $tCh= ZIO|CH THY XY 1
2 BAHE RXSte AECH MER 14E FIste 40| HIE
O] Bto| ECtH, =& EF| n]ES I=k= 0| &7|Hez
2ot 2 =4S Fe2{0F oiCh= ZAo|Ch

=N, MHEZYEO F2 4+ REQl TZHMH|AQL S04
£ oA BFEQ YKo 5HE SHste SO\t

A, 2850 2UXs 3FH ELXTt o =82 F



Kang, Gye-Young, Song, In-Am, Hwang, Hee-Joong / Journal of Distribution Science 9-3 (2011) 15-23 19

= A Olge2 oo EtHE F7| ME0, <2 n|FHO|
HHEln Qs O MBS FXABls =2 74M0F eitts A0
Ct.

S, shRIof Ol g2 el nAs UFAZ|= Ao =

2 QUCH= AO|LY.

3.3. I40k=0| Cfet Ol

Pl

3.3.1. #2I0|E(Attribution theory)

Folo|=of ostH AH|Xt= FOf = AHo| HES HEs)
& e O|gE EMsta, JZ0 o8 XHAlel 7o = Ei=
g EE HASICH= Zo|ot M2t FOoiE HE0| H|E 7|oh
SZAFIX] 23 ZLet stoetz Aujo| ol MAAI S
Chet AH|Xtel X|Z+ ofstof 2t F0f T Blzs 3YHY =&
A1 BEHY = A= ZOo|Lt,

Folo|=of olstH AH|XIE2 FOist MEO| 7|LHE SFAIZ|
X S M, 3 0|RE 2Astn MAATE 2HO| ot7| sl
Letdo=z L3t 22 M 7HK| 7|1ES O|8TCHAB 2, 2006).

AW, orgdd. MEADie| folo] LA ER)Cl ZHQITt, K|
25| L QFER)QI 21Tt

=W, MAMTY: MEAIHO| 0|7t OAE HMAITH AH|Xb X}
Alo| HelolTty

MR, SHYM: HEADe |22 EXE = A7t "X @
of M5 SHE & els7k

O|&9| 7|&0 F=eliA XEB Aufel lo] 2Mela, O Zxtof
et AH|Rkel 1of £ Ej=s Aee A =Ch

Folo|=of ostH AH[AHE HEALE IEOM A ETHS
4R 2 F0|= RHAlel FOfHSo| CHe &S

Mo
=

0%t v

2 o uu >

g ke Aot
AHlxte] 20 = BlEYSE BHo= e LTIt of =
Aol W22 SHOIL S NEXoR NAlst ZEsHof of

=X 1 O|fE 7lelol22 & 238 =1 UCk.

332 2H[AF 2SS

2HZZE oS HZO AHEO S2ESHA =T, O MBS0
¢ MoHel=7t ROMX|H CHE BHMERO| Hets A|=3h|= o
I FHo RO BEY Fojdde WEYEM 7oA Y

2 HA0Ael HES L2I|A o K2R 7|l 9
gt g= HYS =SFY5P UECL ES 28BS LIEUWE A
O 2HIXIO| Chet Feko| 2 29 28F =0 WE H24480l o
£ XA &t

L

FE2 1Moz lojF 7|i™”EZo| Xtojof ofsf
APECt 142 ok=of| met 2SS 2 StALE Mo o
Z THAHEZS SHA ElCh
Ao o= «:nZio| Oj2fof FHXY 0|8 F2l ofH 7ol |
ZO0|Lt MH|AE CHA| FO§SHOX} St X2 10| L) B
&, 2UE2 =9 x7of ozo JEe O EchA8s
B2, 2005).
Oliver(1997)= 1ZTtZ0| FOiE Ef=0f FekS O[X|0f o|z{%t

Bie

A=A xi=of

ol=0f ks DLt SHUCE. ot

Cronin and Taylor(1992)£ PtEO| AMH|A EXELCH 1NZHO| F1O4Q|

=of

rg

b

o

O > 19 o2 |
>
o Mo 1o mjo

O H2 g ORIk mepskict

Atlet ol P40 stale| ME[A0 2SS S ST SRS
dq x

S| CfE2 steloz Mg oA gt

S E Sxe] +ZYEHE Helotad g ZAOo[Ct
7|ciof B88HA T shie oiEg Lyj|n A&Xoz

o oo b= —

d= AYY AOICh Aol 7|HHE =upst THFSIRACH Tt
Aot tHEoA 338 7 dSS A 2 AOICL

Z3 o3 DAUVZW FOF2 FHHYS, FHUS L YT
oig S0 = X2 AZS € + AL, olZi WS I HY

= OA0EED S0HE0| ANt M0|82 FHAS 7o 2
SE DAYFO| ABEsAS ¥ 4 Ak

m AR 9 7t
1 ArEy

£ gpmge (O 17t 20| BSAHA 74002 22
Mgy, DISTRIY, +UYR, ZAIS, THR00 02 DS

=
A DI, AHK YERYORE NSED MmN 77 AT

%I-
=0

mi

ULt Ol =2(HE, nsZzld 2=,
= /1 —

MSEa FE=M Fs 0fXls A2z P50 UL

o
AbE WSAMH|A BHEEO| HAQQIo2 XS wSAfH[A ot
I

SAMHA FHRQIS0| MSMHA BHEO| OX|s ¥e of
|2, @EMHIA BHS0| Y521
1=

b= oiet s
7tE TefStaxt Chgit 22 ATEYS ISR

N

a h H2 NE=Z

':_J
Do
x
=
U

7
~.

H3

stel MEMHI20IME 3FoHe AHl2o] T4a0l0] Dol
ET0| Cfgt BISES Tpopter| FQ% a0/t 3FEE =

=
2ol MEHQl Fut ShSAete] 2, AHEstE Z2 30|
|

S2Mo| AEI PxSe B, HZWMSO| ChY S0| 23o]
Mop st SOl A2 B9 o YRRl YAl sHL &
F2 2 JfQlol RUI 2ol M8 DRHY dse 3



20 Kang, Gye-Young, Song, In-Am, Hwang, Hee-Joong / Journal of Distribution Science 9-3 (2011) 15-23

a SA0 =l EER FdYgs E 5 ALk 97[0 3=

HEGR st =218 2gl Ald B Z29 808k UERE
of 28 #& A7 Ll 2ot Chsat 22 <7td 1> 28
SHAC

7td 1 233 %

. MSAMH[A MO0l 23X, ug
AL SZBE DEMHA BHEO| H+)
z40lct,

£
SEO
¥gr2 o/

= 4 ojo SA[of EFQl0f
Ste AEMX|E 74SSHA ECh Coyne(1989)2 H0f| 2f

o I
=
|0
il
Ot
2
oj
=
e

N
1o
o
Hir

A =H
ot aH[Ae] BSH SLE FE 7IF0| A2, AH|RRS| BHE
of O 7|Es g2 Mo g2 Stel7I=atel 2A A 28|
Ao Y= JUHez Rt SHIC.

ot aH|XbE ST aHAR(E #EHBI0 CHE aHXte| F
gds ol E7Lt J2fet BHo=RH FEE 2SO ==
Egs| X|ZtE flgol B2 dR0= FHO ot YEo| 252
SHXOA §EHB2=2A 2 7|08 oA Eoh 72 2 A

=0| FOi=0| 2O0|= 2/F HFLAHO|HO|Ct
oj2gt &S HE2=Z <7td 2> <Itd 3>& 2SRt

7t 2 - WSAMHIA BE2 WSEO F+) S :
7t 3 nSMHA BE2 FPASH Y+ IS 0E A
O|ct.

2 oS DAHIA NBXe MEAHIA Ab[Xjo|
T0|7] HEO| i X FLXIC] DEAH|A Ab|RR
0| SExlof s B U HEDES (YO N
ol HEXAIE MASIOIC SIS HY WRslo] 32
SRR AL BIEF

M20) tfgt St

o
ﬁmrﬁg

(0]

>+E_>;=>'.=I'J

ofm rX X on of 1o r@

mjo mjo
ofm
St
rhr
re
41
10
I
>
i
nx
)]
rot
ot
100
0=
=2

2. R Ho| 9l =

2 U7 E 7| Q50 ALE HE2LSAMHIA 48
Qo2 F2|Mety, nKZEOM SZE ZAL 2[00 nSMH|
2 OEE IHSEL FHRNE 25 1FOFERS)0M sEOFEE
) At0|Q| 2|7 E(Likert) 58 HEE AMHESIRALE

WEMHA FHQ012 T30 20| ZEFHOISID ZHSIRALC.

Bitner(1990)= =28 F2 2%o S2|1H =gt 2ol =
2| stEo=2 ME3sto] F2 SiRich 22[E 2HE2 XoE, A
3|& atgat gal Qlzio] BHE QIZ A FFolzta o = UL} Of

HATLE HFLZ 2 AF0M= S2H 2E2 oA
9 %, o J2|7 AP AUREot Aldel B

L =Y, olm WA So= Moot 22N $H B
_E_o

=2 = [
gzese 23 7o 2¥oz IMEYon. %

- =
n

-

St

=
o=

mjo T

Kotler(1995)= DSE212S sHlofAl It Qe DA
HlAo| ZRE Ydte AR SHAQ| MHAut AH[Xto| w2} 2+2}
CEEA LtEfLtD e, IpAHo| Hig oM HaEe Z21
ol ZTRLE XS 22 CHsX|n JACED SHRACE oo & o
TOME Ste| T2 WS MH|A FEXIQl PSS Ty
2 oM XMIotn e MEHE Z2 3ol MY xFoE H
oIt meZ= 130 HHE HEET2 6ol FeE +
HE|YoH, 2 2SS Likert 58 HEZE FFS}QICE

Parasuraman(2001)2 ZAte| XHEE Z Q| &gt
2|0 Y31 M2E F= 5HE SERVQUALL| 3+ 20191 =iy
o= Hol5tRICt olof 2 dF0Me ZARLE =20 CHSt
I3l +=ur grEE XA Q2|0 2280 MEV|EE Fo
SIAUCE ZARb 2HEE 4EET2 7712 B2l E FYE U,
Zt REEE Likert 5T HE2 ZHSIUCL

AR T006)E T=ZEE FHFRIL MH|A G ZE= ol S

Ch2t FolstRAct. ojof w2t 2 AFM=E +Z=E o
=of #EE dEEE2 e 2Eez FHen, 4 2Ys

2 Likert 58 HEZ 2 ZHS|QICE
Fornell(1996)2 12 2+Z0| Xypofet 3FHol AHEa}

dEaE o
YAF AZICED BEEA 3] AIF0| FHHMEY Mrnds Z0
=017] of3dE 8% 7|& 1= FAA7|EH S8 Y=

]
Xle 7|gol Eavh xpMojatn YL & AToME BSMH
~o| BIES MEMHIA THRL0 i3 UEo| Heoz Hofs
qict.

WEMHA BEED AHE dEEYE 22 277 =¥l T
z H

2
Moo, 2t 2852 Liket 58 HE2E ZHIRACEL DIAH]|
& QE2 FERHel BEEELE OlF 2770 E¥2 MR HF
O=2 TEol0] EEOIRACE LS, nSAHIA ROl 2o A
Mz 0|5 2770 dE2EYe| Buils 01830 ZM3tRULt.

OlF et 2Fd7]2001)0f oS5t MSF2 L0 ChAl I AMH|
2 UHE LEot0] YFOILE MEIAE Tt = Qlds ot

= O L= E o= =2
Nz SHAUMME 2H[X7L 0|83t ehle MEESHALE A 0
g tsde MSEQEt YYE Az UFY 4 Urtn B

=
2 a70ME WS2olEs Yoz d s KEHe

|- —_ —_—
O|8Y 2AbZ FoloIALt. MSEx e dEzg2 o
o

el BEHOR Likert 58 HEZ HFIRULCEH

Goldenberg and Libai(2002)= ZAH|A} THEZ Soff 278&Ql +
Ol FMECID SIRACE 2 M E FHEENE X0l 0|8
St Qe SHAEe| E2 HEE TIHL O|R0A Y2(n Atg" A
2 Hote BE 52 FOoSIRC Az e HE 4E2E
st ot Jjo| BHOR2 Likert 58 HEZ2 ZHSIRALC



Kang, Gye-Young, Song, In-Am, Hwang, Hee-Joong / Journal of Distribution Science 9-3 (2011) 15-23 21

V. ASEM Ant FO9| 47tX| K0I0| SHHS0 nMH|A DR OX|l= 2
AHEY| 25t CrsgH2AS HAISIRCEL 24E80= <& 2>
AlZ|AM gl ElCEAM B A o 2t
1 A2lg A Eed =4 viao| CESHN0 FEof Qo 2t SEMa0| Cfet Xk
Ae 280 A0, vIF7t sEC ooz Ryo| CHE3dde g
QolFEdHo R HHEO| =M AOfst ZO|HA U2 Hap L 7oz mChg|QIC}
=2 7Ist 82 £ Rolez FO0|=H A8Le FHdEE4 DSAMHA MO0l 2a|X3lZ40| WSAH|A THEO| Ao
(Principal Components Analysis)y= HA[SIRACM, QO 7t 4= oste O|A Z{O|Cl2te JHE Y 11} MSMH|A JAIQOI0l £
ZUMES SX|5t0 Mt Ol EZS| M (Varimax rotation) 2 ZE7F ISMH|A BEE0| Mo| dekg 0|& ZAO|Ciete 7HEYd
BE ARESIIDE O 21t D|MHA 42012 4719 golez 4= p>055ZO0IA 7|ZE|QICE B mSI 0| mYAH|A o
FEEIUC, o Fo| ¥Ee 0| Zolchahs 7MY 29f ZAR0I0| BS
2 dF0ME Yt ES ZHEHGH| IS CrtsX=E A MH|A DhE0| Mo| ¥akg O|X ZolClgks JHdYY 32 p<05
BOA2 B2 Cronbach's aAlTE 0|85t A2[dS ZMSHRACL 2200 MEAEQUCH DSMHA BES0| Qo] mSZEIUJ
%'HJE'E ARRIIIEIOME 06 OISOIE HlaX HRIE0l L _y50) by 2 Mol @te 0K, CHE2R BAIR9I(B-232)
ot FMg=S Stel Hxz Jgsto] 2Ag = ULt = o] Q&S OjX|n QY= HOZ LbERtL)
g:rLOﬂHt Cronbach's o8| 7|&2 060|422 }FCt FEAH
o Chot RolEMar MY 24 Auk= <& 1>10f 2L <H 2> 7} 49| A= AN}
<E 1> DFAHIA Y010 Cf3t 2012 s | ATEtimtes) | gxa 2
ReXelle:! WS A{H| A HlE e fr 2|HA = | t-value| p-value .;3}7“ VIF
DI‘ZF— -'H'-l_ =
o St us 2o Cronbach's = = Xt 5
=y =} b = ATt
ii:[ BA | gy |TEE| A 1782 | 236 7543 | 000
= S2|1™
2t N - i}l: 043 043 061 | 1.005| 316 |.898 |1.113
p Mot 4832 | 813 | 138 | 061 | -052 = | &5
=l e
=2 x4 XE i E; 221 044 345 | 5.019 |.000%** | 689 [1.452
o HER S 649 | 319 | 022 | -111 770 2 e : . : L. : :
=
>
2
"L | 2 Ey | e | 36 | o2 | 0% A a7 053 232 | 3274 |.001%%* | 648 |1.542
— SUE| 027 037 044 | 742 | 459 | .934 [1.071
_l'__O
65° LA 297 | 766 | .104 | -058 R= 523, R2= 274, p= .000%**
=2 PSESE ** e 05 *k% no (]
6 ESysl 008 | 709 | 171 | -146 p<. p<.
796
66° Zojs8n €8 | 277 | 707 | 107 | .039 22 7} 20| A=
2% sha ot - -
5; StE 2971 310 | .638 | .087 | -.080 T2AMHA OHE0| MSE0 Ok|= o%% AMHET| Q0
S5} COlAl KH Tt T2 P2 M(simple regression analysis)2 AA[PH A1} <E 3>1}
= Zt0 ZAX -
57 | BALMEE | o83 | 095 ) 786 | .09 20| 3|7 AIR2=264, F=83.752, p=.000<01)2.2 99.9%2| Al2|4Z
=2 goy xy 018 | 121 | 744 | 055 OlM FoIXQl 2oz LIEHHCE BYATR)7L 2642 SEHS
sy T T ” 249 264%7t S0 o) ARES ¥ 4 Urk 0 ZIe
a2 :
_55% = CINPS| 016 | 177 | 722 | -078 wsAMH|A RO et BlHAE H2E LERT| 20
ot 7hE2 MEHE|RACE MEtM wSAHA PHEEZ2 IHSE Fel &
"53" Zold 47| 277 | 066 | .637 | .055 ES O|XICHs EMZADE AS 2 QUL
_E_'é‘l-
5 [F2E ZIEHHIB| -045 | 091 | 153 | 834 <E 3> 7} 50| AZ A
o8| EpErol| H|S
7 rawﬂqollo 168 | 073 | 055 | 774 | m ME=
=} - T T HlEE LS BES e t-value | p-value
_"‘;5° $UE E50| MEH -039 | -245 | -053 | 734 a1 AIs x| sAsE B
(MA) 1.406 294 4.788 |.000%**
SA{H|AD
;_l 748 082 514 9.152 |.000%**
T A= gl M =
2. 712 83 5ol R-square= 264, F ratio= 83.752, p= .000%**

-~ ** n< 05 **k < 01
21, 7t 19 AE P g

usAHA 0000 =2 28



22 Kang, Gye-Young, Song, In-Am, Hwang, Hee-Joong / Journal of Distribution Science 9-3 (2011) 15-23

23. 7td 39| HF

WEMHA BS0] B0 O|X|= FoHES AT ET| 251
T3] 724 (simple regression analysisy2 AA[PH A1} <E 4>0}
Z0| S| HAIR2=211, F=62.452, p=.000<.01)2 2 95%2| Al Z|4=Z=0]
M RolFel Aoz LIEIRCE Z28AF=R2)7t 2112 S 2
A9 211%7F SEE0| o5 dYES & 5= AUCLL O] Auk=
mEMHA D= Ofet 2 A=s HHE LIER7| Mo
A2 MEiC|QICt M2t mSMH[A DHEE2 AMZ 0| Fo|

o= Ottt 24208 g + AU

0 M

<H 4> 7t 6o HT At

R
T = HESsE | _ BEFED}
o HEQK} | t-val —val
9_|_—I|_|71|_/'\_ |' 2|:II'|74|—J|\— /8 value p-value
(&) 1.003 363 2.767 000
WEAH|ADH
= ;l 798 .101 460 7.903 025%
=
R-square= 211, F ratio= 62.452, p= .000%**

B op< 05 kR p< (]
V. 22

2 g7t DEAHA TYRY 3 BelNEE, DgE=IY,
LA, 2ZEIE DIAHIABISO) O YT DIAH|A B
of WSEI PRI 0Kl Y2 wok=I| LUk Zolck. 7|
= DEAHA THQ0T BHE) BEE MY z
1t

AFRYS FHoL, 0| BRE JHES HFSIRACL
HEET 2l n|AHIA 74000 WsZ2 I/ BAIR
212 WSAMHA RO Yol Ygs OlXls A2 LIEfKC:
Jd2iLt SE[HEE S4RE WIMHL TR YHol s
OIXX| Rohs A2 LIEtRCE Lot WsMH|A UHE2 WSF
I A2 el LS OlXlE A= LIEFRLCE

Olgfe| ATFZME SHHE W wSAHA 2= OX= B
2o Aol nszZ= I HARQI0| Ft B IS St
=C| Mgl +Z32= WIAHL R0 Qo] 22 Fatt 20l
Of Ol Az = 4= UCL

= @72 AAFE2 Chgar 2o

AW, sfRol AR 2 HZE, dUi2ket Aldel HElg2
WSMHA 2RO 3-HY S DIX|X| Retits Zat7h LE

o

-

o

WL ShRAZH| O Z2|XetE2 XHEE0| §l8S AlAFSHLL

=M, WSAMHA OHERO /A0l FEE O|X|= |4 LS
Z2#o|ct Ol= CHYeh =230 Cigt el ={nt 3t
=9| o7E UHgst NJTEM0| FRIH TS AARSHLE

N, el ZGRE2S ZAF 8ol 5882 QXS0 ELCt H|
AXo|n Aol MEY|ES HHSt 7|&E ZAES s/
o CHot BXHE X|&HE2ZE 6fjoF BiCf

LRy, SHA0| SEZOAH BEAZE A HEQ =ZE=
AFHQ WSMHIA HE CHALR SH4o| BtEzol= S-El
@2 O|X|X| RolChs B2 olojstct, HzZto)| O =Z&E& %t
40| US S AlAFSHCE

CHAR, RSAHAC Cfgh BIES S&mol 4R S0z

i

O[0jX =fRof CHEt MSEL 38X FH=FN=Z O[0TLt=

2 RS FAHY0l £FOE Hm, HEHo|7|o AHFos

d4s AeCh W2t AJZ2ne] datsto= 227t
US 4ol QUCk CIgt 33 =rh Ymst a¥o| fud JHdY
30| Qo] 71xHel YEE HMBE 4 Qs HO= BEEC,
Received: May 23, 2011.

Revised: June 03, 2011.

Accepted: September 10, 2011.

rr
)

References

285t HiEAH(2005), “&OIE MHA 3|20HHOl ™Y X|ZH0|

nAgE xfo0f o|=of OjX|ls g REHEAT

M3 M1z, 23-42.

(2006), 2HAFHE ME: HHEZTAL

, X" (2005), LE/AFEES Ofe ME: A,

, 2M8T12006), “X|ZHE EEO0| DAIEX] W DARE=0| O]

K Fgoj| 2ot AL 2EHSAT H4d H2=2, 65-80.

ol Bk2M(199), «ZECHSte| A 13 HE HAZ A
) d23A7 M3ed M1=, 73-91.

HMD|(1997), AMHIA SGHE|, M2 HHSTAL

OlatAl ZA(1993), “AHIAZED MH[ATIK|» SO EA S
M1# 2=, 3-10.

Y, BhET1(1998), “HESHTO| Cigt Matasn nziakzo)

PAES
(=]

1
o oy 0
<> rigt 1o

S o, 10 = o e
g B MSN @R, ZIYOR HA ML,
127-149.

OlRX, 2Fg7[(2001), “AMH|A Oj==QF SJAtONZ=7F XHLOHO|
O|Xl= geko| 2ot AT 24/23/97 H12@, 53-74.

O[}41(1993), “A|ZtEl MH|AFES| ZAFuPY: ML 0|8 AlZf)
&g8 A7 H26d M1Z, 139-154.

ZSHH(1995), AH/= OfAE ME: SZAL

Anderson, E. W. and Sullivan, M. W.(1993), “The Antecedents and
Consepuences of Customer Satisfaction for a Firm,”
Marketing Science, 12(2), 125-143.

Bitner, M. J.(1990), “Evaluating Service Encounters: The Effect of
Physical Surroundings and Employee Response,” Journal of
Marketing, 54(2), 57-71.

Carman, J. M.(1990), “Consumer Perceptions of Service Quality: An
Assessment of the SERVQUAL Dimensions,” Jowrnal of
Retailing, 66(1), 33-55.

Chakrapani, C.(1998), How to Measure Service Quality and Customer
Satisfaction, Souht-Western Educational Pub: 1 Edition.
Cronin, J. and Taylor, S. A.(1992), “Measuring Service Quality : A
Reexamination and Extension,” Journal of Marketing, 56(3),

20-45.

Fornell, C.(1992), “A national customer Satisfaction barometer: The
swedish experience,” Journal of Marketing, 56(1), 6-21.

Fornell, C., Johnson, M. D., Anderson, E. W., Cha, J. and Bryant, B.
E. (1996), "The American Customer Satisfaction Index:
Nature, Purpose, and Findings,” Journal of Marketing, 60(4),
7-18.



Kang, Gye-Young, Song, In-Am, Hwang, Hee-Joong / Journal of Distribution Science 9-3 (2011) 15-23

Goldenberg, J., and Libai, B. (2000),"Talk of the Network: A
Complex System Look at the Uderling Process of
Word-of-mouth,” Marketing Letters, 12(3), 211-223.

Oliver, R. L. and Desarbo, W, S .(1988), “Response Determinants in
Satisfaction Judgements,” Jowrnal of Consumer Research,
14(4), 495-507.

Kotler, P. and Fox, K. F. A. (1995), Strategic Marketing for
Educational Institution, NJ : Prentice-Hall, Inc.

Parasuraman, A., Zeithaml, V. A. and Berry, L. L. (1985), “A
Conceptual Model of Service Quality and it's Implications for
Future Research,” Journal of Marketing, 49(2), 41-50.

Parasuraman, A., Zeithaml, V. A. and Berry, L. L.(1988), “A
Multiple Item Scale for Measuring Consumer Perception of
Service Quality, Journal of Retailing, 64(1), 14-40.

Parasuraman, A. Zeithamal and Berry, L. L.(2001), “Some New
Thoughts on Concept Perceived Service Quality: A
Hierarchical Approach, Journal of Marketing, 65(3), 44-56.

Shostack, G. L.(1977),"Breaking Free Product Marketing,” Journal
of Marketing, 41(2). 73-80.

Tes, D. K. and Wilton, P. C.(1988), “Models of Consumer
Satisfaction Formation: An Extension,” Journal of Marketing
Research, 24(2), 204-212.

23



