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<3 IV-5> W3y v 2o AMu]Z ufjy Q12T 589 o]

T e A2 (M) | T3 (M) tak Q14 -3y
1 | 2L &3t 2AA} 4.70 443 6.28%** 0.27
2 | Al 2e AHAE 452 413 7.96%** 0.39
3 | @3 mzA =g 3.98 4.07 -1.23 -0.09
4 | ¥ %A 4.82 434 10.84%+* 0.48
5 | Q9" A &3 4.07 4.05 0.32 0.02
6 | Bas ujA ok 4.59 419 7 A3 0.40
7 | A Te] oFE =3 4.85 4.47 9.46%+* 0.38
8 | A= A 439 4.20 3.05%* 0.19
9 | B Fuwy 4.69 453 3.26%* 0.16
10 | =9 Bt 32 4.65 4.05 11.72%+* 0.60
11 | 2o i3k 54 437 453 -2.78%* -0.16
12 | Aol(EUo]) AL 457 4.60 -0.79 -0.03
13 | A4S Fsk A3 4.65 4.36 6.06%** 0.29
14 | AIFAEH 4.69 4.40 6.77%%* 0.29
15 | A& @2 As) 4.66 4.56 2.40* 0.10
16 | &4 &% 456 438 4,08%** 0.18
17 | A8t 771 9 4.50 4.24 5.62%%* 0.26
18 | A&k AH] 2 4.70 4.40 7.34%%% 0.30
19 | =8 45 3= 3 420 3.91 5.15%** 0.29
20 | xpEEE AqE)~ 441 4.08 6.24%* 0.33
21 | 1A wkE AH|x 4.70 4.08 12.22%+% 0.62
22 | 1A 7T An)~ 4.62 4.34 5.68%** 0.28
23 | 2 nAd i 314 4.64 432 5.97%%* 0.32
24 | BAF A 427 418 1.78 0.09

A A 453 4.29 10.22%+* 0.24

*p<.05, **p<.01, **p<.001
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7MY =2 FAFEE BAT olE THHEW Aol =575 AHIZ 1)
yol gk 143 FPFFo]l =S ¢ 7 U ol A" IS5 E #
n Ao ZAe] AFyPo] AHoj xulx wjqo] Fado] tig <l2o] dro}
FRFTE W HA 7IQ% Ao AlsE. wEbA W AR )
ALES HWFoE Aulz wjyqol thek 14E Folal, SHFE AHl~ 1Y
TR sl FHALE WSS Aol & AoE FHEHGY
<FE IV-6> A2 QY AFH AMu|x mjy Q1] B 3o o]
T B 20TH 30Th 40tH 50th F3k
oo ¥4 479 ab| 4.80 ab| 489 b | 469 a | 297
A AF AT 442 a | 468b | 475b | 469 b | 276
A2 | HFS &= 421 a | 457 b | 463 b | 456 b | 3.02*
7R B 408 a | 452 b | 458 b | 448 b | 3.87*
A &g ARl 458 a | 457 a | 481 b | 4.65 ab| 3.53*
dod A FA 383a | 384 a | 412 ab| 422 b | 3.65*
ey a0 AH& 467 a | 473 b | 448 a | 472 b | 3.22*
G &5 408 a | 427 ab| 444 b | 450 b | 2.88*
Ee A tig 1A 408 a | 429 a | 427 a | 457 b | 357*

<E NV-7>& gtgol] mE Mul2 vl it 3o FEoA Fojr|gt
AolE vkl Aot Agk v Qhi(F=4.08, p<.05)et 7RI 53
(F=4.23, p<.05)9] & EFoA AEFHEH &3 do] aFolst Jotd

Hla) Muls v o) SRR 2 AR YENT
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<E V7> 799 stEw qu2 ojy Fo) ol
TE &5 JZolst | HAEUE S Fgk
- geret wig ok 4.08 a 436 b 434 b 4.08*
—'—3

MRS B 413 a 439 b 436 b 4.23*

* p<.05

Ao e AMulz w94 9 F30 Zols HAHESITHE V-8 F
Z). Muls vl tig 14 WE viEA =27](F=11.50, P<.01), 117
o] of& Y (F=8.32, P<.01), AF E&(F=3.94, P<.05), &1 Fi7|
(F=7.95, P<.01), 17 &3t &2 (F=891, P<.01), 2o th3l FH(F=8.17,

8 (F=10.88, P<.01), ©783& &% (F=9.28, P<.01), 7} &
3t E-2H(F=4.84, P<.05), 42143+ AMH]|2(F=13.28, P<.001), x}E3H AMu]x
(F=3.96, P<.05), 117} W= MH| 2 (F=3.69, P<.05), 17 7+5 AH|2(F=9.48,
P<.01)9] & RFoX w7t ARk Akl nla] FaAdS =4 dAe
T Ao® yetgth HE AMHIZ wiy 8 3lo]A]
(F=5.28, P<.05), “AIgt A& A% (F=8.00, P<.01)olA & 2
Zpol7b Qo MulZ iy QI oA et wiRIFA R wjyA7E duk Al E T
Aulz iy 3 et 22 Ao yelhgt ole ARG Fgo] &
< Wy AZE Aulz wjye] tig 14F F8 RFA w52 &
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<E V8> AHe] A AUz vy A4 8 5P Aol

ST Bk o 1] #] x| Fk
w3 ul2 A =27 414 3.75 11.50**
uA o] ofL 3 4.92 4.76 8.32%+
AE 24 4.46 4.29 3.94*
B4 Fay) 4.78 4.55 7.95%*
a7y B sA 4.75 4.51 8.91*
aAol gk 53 4.48 4.20 8.17%

14 A AE A 4.78 4.56 10.88**
g3t & 4.66 4.42 9.28%*
MRS B 4.58 4.39 4.84*
A L L B 4.80 4.56 13.28%**
AP hE A H) 2 4.49 4.30 3.96*
IR = L B 4.77 4.60 5.69*
7 ZE AHx 4.73 4.47 9.48**

- B4 Fa) 4.60 4.42 5.28*
A AE A 4.49 4.26 8.00*

* p<05, *p<.01, ***p<.001
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17 Bk sj A (F=3.87, P<.05), IL2< s A H(F=3.37, P<.05), A1&3
A ¥ 2 (F=4.63, P<.01), B-A} B A(F=3.42, P<.05)2] &= glojxE 3007
o AEFTAAN L AulZ wiY A4 FE& RIGSAT e o A
Al vy o] A A AFAET(F=423, P<01)9] FFAT [
A FreJu g Apols BRYE, Aol v AR 3007 o]t H

l:l
o] 7H =& AMHl: vy FHFAHEE YEbd v 1007 wwhe] ek

<E V9> oA Qe WHFASE Aus vl Q4 @ Fe) Fol

b3 w24 =287] | 363a | 396 ab| 430b | 413 b 3.57%

n Bk A 443 a | 4.63 ab| 4.80 bc | 491 ¢ 3.87*

o1 RLE= S I | 469 a | 458 a | 473 ab| 49 b 3.37*
h AE&3E A= 451 a | 4.67 ab| 488 bc | 491 ¢ 4.63**
oA 7HE Auls 443 a | 459 ab| 478 b | 487 b | 288*

A A4 414 a | 420 ab | 450 bc | 457 c 3.42*

T3 | A AFEE 406 a | 443 Db | 445b | 461D 4.23%*

* p<.05, **p<.01
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<E NA10> o499 FAb A5 Al Y 4 2 5 Tl

T K 1d mvH 1~59 | 6~10F | 11~15d |[161d 0] Fgk
o1 A#AE A FA | 430 ¢ | 416 be | 419 ¢ | 367 a | 3.73 ab | 3.88*
I R R 467 ab| 458 a | 458 a | 491 b | 4.67 ab | 2.63*

et mjF ok | 370 a [ 422 b | 424 b | 433 b | 433 b | 3.39%
N L 370 a | 397 ab| 408 b | 4.24 bc | 447 ¢ | 4.18**
7Y a7 e &3 | 444 ab| 453 ab| 470 b | 422 a | 460 ab | 2.81*

A AFAT 415 a | 431 ab| 445 ab| 458 b | 453 b | 2.55*
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24 =2]7](F=3.14, P<.05), £ FiR7|(F=4.99, P<01), 114 &

A (F=3.44, P<05)9l M= &3t ol 7Hd =& ARl: vy QYFES H
etk Age mj g SHl(F=4.10, P<01)E o Fmid3 E3hujgo) s, AF
F(F=3.18, P<.05) AFmiga Z3tufagelAl Anlz wjy o] EA

GEte 54¢ HeD eoz AU uy S 4

A S 3E Fomg 2polE BT ol S I JAANF=3.63, p<.05),
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ABSTRACT

A Study on the Actual State about the Service Matter of

Saleswoman of Department Store

Su Hee Park

Major in Propriety and Tea Ceremony
Dept. of Cultural Industry

Graduate School of Cultural Industry

Sungshin Women’s University

The goal of this study is to examine the difference from customer
evaluation for service manner after grasping the present situation of
service manner education which is being executed in department store
and examining and analyzing the recognition and performance for
service manner of saleswoman to occupy the rate of majority at
department stores. To summarize main findings is as follows:

1. So as to grasp the present situation of service manner education
which is executed at department stores, this researcher executed
telephone interview survey with persons concerned after sampling 5

department stores located in Seoul and Kyounggi randomly from Mar.
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15 in 2008 to Mar. 22 in 2008. As the result to have analyzed survey
contents, as for the number of times of regular service manner
education which is being enforced at department stores, department
stores which answered 4 times or more for 1 year were 3, and
department stores which answered 2-3 times for 1 year were 2. Thus, it
emerged that department stores of survey subject are executing the
education for service manner steadily. Period of education that 1 staff
receives is 1 day education for the most part. There is difficulty for all
the staffs of department stores in receiving altogether. So, they were
controlling with the method to execute in order or to execute education
when given period of time comes after entering. As for education time,
department stores which answered that they are using 1 hour during
morning assembly before the business of department stores were 3, and
department stores which answered that they are executing the education
for 1-2 hours fluidly by controlling time in accordance with situation
were 2. As for the contents of service manner education, every
department store is almost identical. Then, they are about bow and
greetings, expression, attitude, looks and dress, and service mind. And,
there were department stores to execute the education for giving
business card, product packing, promise performance, customer
psychology and service system, and sales skill. As for education
method, it emerged that all the department stores are conducting theory

and practice simultaneously.
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And as for lecturers to take charge of service manner education,
department stores which answered that they are conducting intra-office
lecturer and outside lecturers simultaneously were 4, and department
store which answered that lecturers of CS academy of department store
itself are progressing education was 1. Subjects of interview survey
pointed the limitation of education time for the most part about the
difficulty in progressing education. In addition, there was 1 department
store which answered that better education environment is necessary, as
there are many staffs to work in department store and education place
to be able to educate altogether is narrow in progressing education or
special lecture.

2. So as to grasp the degree of recognition and performance for the
service manner of saleswoman of department store, this researcher
executed questionnaire after sampling women who are employed as sales
staffs randomly in G department store located in Kyounggi province.
This researcher executed this survey from Apr. 1 to Apr. 9 over
preliminary survey from Mar.

28, 2008 to Mar. 30, 2008. After distributing total 300 copies of
questionnaires, this researcher collected 280 copies. And, this researcher
used total 258 copies as final analysis data except 22 copies that false
entries were made. As the result to have compared recognition and
performance for service manner, recognition(4.53 for full marks, 5 marks)

showed high in comparison with performance(4.29) generally. And, as
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the result to have verified difference, it was significant at t=10.22 and at
the level of p<.001.

To examine by detailed items, it emerged that there is significant
difference in the items of bow toward customers(t=6.28, p<.001),
greetings to be suitable for situation(t=7.96, p<.001), bright
expression(t=10.84, p<.001), exact counter guidance(t=7.43, p<.001),
performance of promise with customers (t=9.46, p<.001), product
packing(t=3.05, p<.01), giving and taking goods (t=3.26, p<.01), solution
of customer dissatisfaction(t=11.72, p<.001), name for customers(t=2.78,
p<.01), listening attentively toward customers (t=6.06, p<.001), product
explanation(t=6.77, p<.001), sincere telephone answer(t=2.40, p<.05),
decent looks(t=4.08, p<.001), clean dress that there is not wrinkle(t=5.62,
p<.001), prompt service(t=7.34, p<.001), positive nature to find work to
help(t=5.15, p<.001), differentiated service(t=6.24, p<.001), customer
satisfaction service(t=12.22, p<.001), customer impression service(t=5.68,
p<.001), and kindness for all the customers(t=5.97, p<.001). On the
contrary, items of giving business card right, consistent attitude
maintenance, use of term of respect, and service spirit didn't show the
difference between recognition and performance. Especially, item that
difference between recognition and performance for service manner is
great was customer satisfaction service. = Next, solution of customer
dissatisfaction, bright expression, exact counter guidance, greetings to be

suitable for situation, and performance of promise with customers
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showed great difference in order. As for the difference between
recognition and performance for service manner by the variable factors
of background of saleswomen of department stores, significant difference
among groups showed in accordance with age, school career, position,
income, number of years of employment, working counter, experience of
participation in service education, and necessity of service education. In
addition, as the result to have analyzed the relevancy between
recognition and performance for the service manner of saleswomen of
department store, it showed statically relatively high correlation(r.564,
p<.001).

So, it could be seen that smoother service manner is performed as
they recognize the importance for service manner high.

3. So as to grasp the evaluation degree of customers for the service
manner of saleswomen of department store, this researcher enforced
questionnaire after sampling female customers who are using G
department tore located in Kyounggi-province randomly. This researcher
executed this urvey from Apr. 15 to Mar. 20 over preliminary survey
from Mar. 28, 2008 to Mar. 30, 2008. After distributing total 300 copies
of questionnaires, this researcher collected 270 copies. And, this
researcher used total 258 copies as final analysis data except 12 copies
that false entries were made.

As the result to have analyzed the evaluation of customers for the

performance of service manner of saleswomen of department store, item
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that customers evaluated highest was use of term of respect(3.82). Next,
name for customers(3.74), clean dress(3.53), exact counter guidance(3.53),
decent looks(3.49), product packing(3.45), giving and taking goods(3.43),
product explanation(3.39), bright looks(3.34), listening attentively for
customers(3.30), sincere telephone answer(3.29), greetings to be suitable
for situation(3.26), performance of promise with customers(3.26), bow
toward customers(3.25), prompt service(3.23), consistent attitude
maintenance(3.23), service spirit (3.12), kindness for all the
customers(3.11), solution of customer dissatisfaction(3.07), customer
satisfaction service(3.00), differentiated service(2.93), positive nature to
find the work to help(2.88), givng business card right(2.87), and
customer impression service(2.73) showed in order. As for the difference
of evaluation for the service manner of saleswomen of department store
wich is based on the variable factors of background of customers, it
emerged that there is significant difference among groups in partial
items by age, school career, and job of customers.

4. As the result to have compared the performance degree of own
service manner that saleswomen of department stores evaluated and the
evaluation degree of customers, evaluation of customers(3.26 for full
marks, 5 marks) showed lower than evaluation of saleswomen(4.29)
generally. As the result to have verified difference, it was significant at
t=24.19, p<.001. To examine by detailed items, it emerged that there is

significant difference in all 24 items of bow for customers(t=17.66,
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p<.001), greetings to be suitable for situation(t=14.10, p<.001), giving
business card right(t=13.13, p<.001), bright expression(t=13.76, p<.001),
consistent  attitude  maintenance(t=10.83, p<.001), exact counter
guidance(t=9.21, p<.001), performance of promise with customers(t=16.49,
p<.001), product packing(t=9.38, p<.001), giving and taking goods(t=13.91,
p<.001), solution of customer dissatisfaction(t=13.01, p<.001), name for
customers(t=9.69, p<.001), use of term of respect(t=10.26, p<.001),
listening  attentively = for  customers  (t=15.03, p<.001), product
explanation(t=14.51, p<.001), sincere telephone answer(t=18.27, p<.001),
decent looks(t=12.18, p<.001), clean dress that there is not wrinkle(t=9.91,
p<.001), prompt service(t=17.24, p<.001), positive nature to find work to
help(t=13.28, p<.001), differentiated service(t=14.48, p<.001), customer
satisfaction service(t=14.23, p<.001), customer impression service(t=21.26,
p<.001), kindness for all the customers(t=17.46, p<.001), service
spirit(t=13.20, p<.001). Especially, item that difference between
evaluation of saleswomen of department stores and that of customers is
great for service manner was customer impression service. Next, sincere
telephone answer, performance of promise with customers, kindness for
all the customers, giving business card right, bow toward customers,
prompt service, differentiated service, customer satisfaction service,
listening attentively for customers, service spirit, positive nature to find

work to help, and bright expression showed great difference in order.
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