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6NE~13d  ww 39 [3.8498| .84385
1a o] 94 [3.8511| .70731
0E wTk 21 [3.7619| .72283
o 1~370€  wigk 25 34880 .83283
= 3~671¥ Wt 36 [3.3333| 66419 | 2331 | 0.057*
Aulz= 4
67ME~1d  wyt 38 |3.3526| .77450
13 o) 91 [3.2418| .73000
0E wg 21 [3.9206| .67003
1~37/14 wvwt 23 [3.6812| .65504
/\] v/:Eil;ﬂl
= 3~671E W 36 [3.6574| 62226 | 0525 | 0.718
Au)z 4
6MEe~1d gk 38 [3.7149| .76022
1d o] 94 |3.7606| .75156
1714 vk 21 [3.8095| .71766
1~37§¢ ulwt 25  |3.6400| .62115
7 FAE 3~670E R 36 [3.7396| .72480 | 0369 | 0.830
6NE~1d  ww 37 [3.8514| .74584
1d o] 91 [3.7747| .70000

) #xp<0.1, ** 1 p<0.05, *=x 1 p<0.01.
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ME gHAEe] 9 b A55Eel o) 22d Syuss SHusel B
4707k YA el thate] EAHLA(ANOVA)IS AAE Adfol s EAHew
Felog Axztel} gle Ao tehgov, uE ode WEEE Uehlu 9

Aoz A A

|

<E 4-36> 7HAlF el W& Q1A Aol

A T FEF | W | EFEUA| OF | frelE
100~3005+ =gk 10 |3.9571| 81664
ol 300~500%F  m|gk 70 |3.8122| 53923
v 500~700%+  m|gk 53 |3.8248| 81904 | 0.155| 0.960
Au)z= F4
700~9009+d =gk 24 |3.8929| 65702
9007+ o] 48 |3.8125| .71164
100~3005+  wiwt 10 |3.5200| .87534
o 300~5005+  m) gk 69 34319 .69758
=
- 500~700%+  m|gk 52 132923 80436 | 1.072 | 0371
Aulx~ 4
700~9005+  m]gk 25 35120 47986
9005+ o] 46 |3.2174| .81740
100~300%+d =gk 10 |3.7333| .73786
300~500%+d  m|gk 70 |3.6952| .58838
}\]/\Eﬂ&}
Al 2 500~700%H  w]wk 51 [3.7059| .83705 | 0.283 | 0.888
= 700~9005+ =]k 25  |3.6867| .62420
9009+ o] 47 |3.8227| .74325
100~3005+  m]gk 10 41125 77605
300~500%F  m|gk 69 |3.6594| .61458
N AT 500~700%+]  w|wE 53  [3.6792| .70434 | 1.877 | 0.116
700~900%+d =gk 24 |3.9740| 65522
900%HY o] 45 |3.8389| .80861

Z) #p<0.1, #* : p<0.05, #=x* : p<0.01.
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6.

1.037
2.046
1.670
2.536
2.050
1.607
2.558

964
489
599
394
488
622

391

245
028
.000
.000
.000
.019
.000
.000
.000

102

001(-.005)
79348
619(.614)
109.588*

2.368
6.030
5114

623(615)
3.788

1.167
2.217
5.388
5.080
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292
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281
263
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ABSTRACT

Impact of quality of service perceived by the service
encounter has on customer loyalty

- Focusing on the Hyundai Department Store Cultural Center -

Jung, Yue jin
Major in Aviation Service Management
Graduate School of Cultural Industry

SungShin Women’s University

The purpose of this study is to know how quality of service, recognized at
the service encounter where interaction occurs between customer and
community center customer and employees of community center, significantly
influence to the customer loyalty. Empirical research had been performed
targeting community centers of department stores.

In this study, service encounter was defined as follows: All kinds of
circumstances generated from the moment that customer face certain company
or any facility, and the decisive moment of influencing self-behavior by
imprinting the image of company or facility to customer as well. Meanwhile,
customer loyalty was defined as a certain degree of customer intentions that
reuse the company service or recommend this service to the others based on
experiencing service of the company or facility.

Empirical analysis by questionnaire methodology was executed to analyze

intention through Frequency Analysis, differences in recognition were analyzed
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through the Analysis of Variances, and influencing relation among each
variance was derived from Correlation Analysis and Multiple Regression
Analysis.

As a result of study, it was shown for customers of department store that
there is a difference of satisfaction for customer loyalty and quality of human
service depending on the courses, and that there is a significant difference in
the recognition of service quality for satisfaction by period of using. But it
was proved that there is no statistically significant difference for satisfaction
and customer loyalty by each different income.

Through regression analysis to understand influencing relation, it was
analyzed that all factors including human, material, system service set by
hypothesis can influence positive(+) effect to the customer loyalty. In terms of
Period of using, control variable, it was proved that influencing relation to a
dependent variable is not statistically significant. Depending on the existence
of the control variables, we got the conclusion that influencing relation of
independent variables i1s not related. Consequently, hypothesis could not be
adopted.

Throughout this study, we get to know the importance of management
strategy of community center, life-long education center that currently are in
the limelight. Furthermore, it was shown that effective marketing
methodology of department store better than before and strategic management
of community center can play a bigger role to enhance the brand value. And
differentiated management strategy and marketing plan of community center
of department store is a mechanism to be related to customer loyalty and
credibility. Advanced consideration with recognizing the importance of each

community center is recommended.
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