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ANrSS Hrleles © Qlol, Aula FAdoldte Jide] Hastth dRkH e
2 49y AE¥a s ¥ WS PZB(1985: 33-45)% 1985 Ajn| 2~
F4do digk 107F4] W97/ A@)E 48 AAF8RJES Folylon,
1988del= 23, AEIt=AL, B 2 GH3AL A At 55 e
2 A5 TPt 107H4 HF (3P A ‘tangibles, A=/ reliability, ™-&
. responsiveness, % %: competence, 9A: courtesy, A&L%:
credibility, A security, A27SA access, AL E:
communication, 789 )3t o] &l: understanding—-customer)® YA T}.
St o] %, AFE 3l 107FA ®WFE 57FA HF@2/ A 3R FoFE o
oAk "A Auls g mde 2309 FE R P I SERVQUALR
g, KANO =¥l Fo] vt AHl 2 Fr7iE e gk A A5 31 adst7] o
PA, Al -3 2 54 dete] WA Aelstazt gk

tA

oft

¢

2

23) °o]FA1(2004), TAH] 2~ wtAR, |, SAAL, p4

24) Parasuraman, A., Zeithaml, V. A., Berry, L. L.(1985). A conceptual model
of service quality and its implications for future research. Journal of
Marketing, 49, pp.41-50.
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<FE-12> A AFolA AxE oA F40] idE A

277 Ao
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AeHARe] A Zbg A A9 7]t AH] 2] vl ke A,

Gronroos(1984) Nen T4 A EA ojuxe 2 A Mg} s3]
P (1985) Au| 2 7190] AlFafofdt dtha 7)== Au|AY] 7|} AlEdt
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Aol W@ AP nok Fasvy FgsE di e Tt g
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Aujze FJEj7t gEdE S sta, AHls FH2E A 107HA A
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2) SERVQUAL =23

SERVQUALXE o]t} PZB(1994)7F 7ekst 9 232, AH|2= F42 AH|
2 AFEAATOR ARAR FHo] oy FAH Jdoz Ao,

7198 Al A EFAS HrtE uf, 2uxte] A4S SAHsE Ao A3

A o gt =435 t.) SERVQUALS Oliver(1980)2] 7| ti-A ¥ &
2 x| dl (Expectation—-performance disconfirmation model)®l| 7]%3}aL

Atk Z, AHEE J1sh Aokl BAANHA-/HE FA BEL AU
A% wgos TAHCIt PZBE AUz F4S 104FAOTH 3
2)o] FHaglow o] EEaYh o F 57 AN FBoE &

kT A 2], 2005 $F4, 2007).

<¥-14> SERVQUAL AH]~ #F=2 ZAA 29l

A+ 4 9 7
LA . B, A ATUAA BT 5 93
(Tangibles) Zaldel A, A o9, 1ga ARYAM £ T
AEA
I & Mulag WA sk AYstA Algets 5
(Reliability)
k34
(Responsivene Aol AAL B AEH AH S ATHE FE, A
ss)
A4
Aulz=AlEAREe] A4, AF, Ba, AEE ddstes 5
(Assurance)
G
RAA M W s Awehs v, $Al B A
(Empathy)
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SERVQUALRE 3L xp7+al melg  xAu)x 7iglet Aux A3 2714 &

Tkl SAT. 1, SAHE JIdE e AAE o] &te] Aulx
FHE Hrishe Wyt (A9 9, 2002). SERVQUAL H7F 2dS =
21 skeb olgele] a3 b WA, SERVQUAL 282 107FA 244 9]
Ml 2 AAgedow, Ad@A, ud S, HE 7HsA, d(E9),
AFUA A, A=A, G, 1A &9 o3, 18 FIY so=E
o] =& o], ATATE EUE M Fd 890 §34, A
A, A, A, T 5 A ew AeE At

Service

Quality

Physical

Interaction Qutcome

Environment
Quality

Quality Quality

<Z19-8> SERVQUAL #H7} ==l

AEd 57k e Aua F49] AAAA S FAs A 2
A5 AHEF 7Uzre] Holol 2siA AMulx EFHo] AAR
th. SERVQUAL®] A oo wel ‘215" akgdo] A3 EF4o
Mol A RAFA &b Ao E Erp(o]fA-0]F 5, 200D).

SERVQUAL R &2 GAPRZS FAHoz Hristst 7Hg diEAd A

& 52 7 2otk fi(gap) w4 ool oatd, WA MHA
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e AFAs7] fAsidE A A AE SHSo v FEET
(Parasuraman, 1985, Ghobadian, Speller, & Jones, 1994). Gap 1< A
W A EAE el d SRl A oW mAe] R Augg Axum Qevt
of gt Al &(market)¥} 1172 (customer)Zte] = ZFolE 2w gt} Gap 2
= Auz AAZEAA A A ueln nasjgzke] g Eakn, ol
& adHoR FEATIEE #E9 F84s Axsta

Al Au) 2 A A A YEbE AH A dd FE 2414 3] A}
o] & gttt © A oAb E (Gl oal, el tigh A

G
M A" E AT R Aol g o) v gk,

ARERt2] 71y AR A2

(Argxrﬂ xlztof EH.E_P) ( AUl T2 )
A27te] Rzt

GAP2 GAP3

<1¥-9> ZU(gap) A »d

Gap 5% 7lUE AMH|2= 53 AAEH AMH|x F£FH9 zpo]lE UEY
, ol A¥A o= Gap 1, Gap 2, Gap 3, Gap 425 AA 9IS W
Tt} Parasuramaniv YHHE Q1 AMu|AaFdo oisk Jidy EFPo] 4n| A}

For Ag-A Jupa A 7] deabe] SHs M= AlAskaL, A

&

o
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2E Ao et o2y Hrb= 7ty M9l X ZE Hqu] 9] 2Fo] (GAP
5)o ol3] A, o] ztol= o8 7FA] 2Fo] 5(GAP 1-GAP 4)9] s
A= getevia Adystda] AMua2Fd FGriRIPo R A A A2

SERVQUAL =E"2 AMu|2 Fdo ek &u| A} Ao A2 Aol &

S Add. S 2vA A Mujs S i A e FAskaL

SERVQUAL E®& M|z dbgle] 3o #ARle]l 244 54 acls
d g dva FAEARY. 2o &6k, ol FE Y FES 53
g o, Mulx £ we} W9 Tpgte]l Hastal SAAHo] &
Rtk F3o] A7) H QM Gagliano and Hathcote, 1994 ; Buttle, 199
6 ; Richard and Allaway, 1993). Carman(1990) SERVQUAL<®] 39|

 Agol ma AT A, Auz FAS FHRE FRE F T

= =
of Qrle st agel BE Auls wgel AEHE Ae ohistm AE
& Wtk w7 Az At 2FF FAETI QoloF @ B8
& Fsar,

29) V.A. Zeithaml, L.L. Berry, A. Parasuraman, (198R8),"Comunication and
Control Process in The Delivery of Service Quality", Journal ofMarketing,
Vol.52, p.36.
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Teas(1993)% SERVQUAL E&o|Al 7]dl(expectation)dl it 71d A
ojet 54 B Eed ZAF v A Asdn. ZdeES rEA 7lds
To|Z 2 SERVQUALE oW o4 7]&ote] HluE yehe odd A
Hl 2= oF Al Au| 29 Aol UeliA = & v T4, F7td A

W= vigo g Mo~ FHS =A3= EP(evaluated performance)

td
ol
_‘L_ll

#H3lE EA(Normed Quality : NQEHS AAS & AZALE E3)

oft

EPR&o| ¢slttal A22 UHtl =3, SERVQUAL 28 7| An]~
T A2 Muja s A S48 7] dEd A SEAlA AR 1
% (information overloading) T+ 9= 28T o] A Iz 9

2005).

-
Al Al 7|CHE MEIAGES)

#2934 AH| 20 Tt
YEIVERE P IANEL 43
QM 2T
. Thg X

k ES = PS: =2 J7I5ot MH|A — DhE(Satisfactory)
ES > PS: =8 £7}53t MH|A — E£0E(Unsatisfactory)
ES < PS: AHIA EHo| 0|4 2% — 7|%(Delighted)

<AH-10> A5 Mujx Z7-e] AAHQQ

-

_47_



3) SERVPERF 2% (Cronin and Taylor, 1992)

SERVPERF& AH|2EFdo] & Aygts F4S& 53, Ayvte] &
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EHo 2= Aite] Tte@AgE, FAHol oyurs del drH(Carman,

3#-16> SERVQUAL X33} SERVPERF =& 9] H]ul

SERVQUAL =3 SERVPERF %28
A| k=) Parasuraman, Zeithaml, Berry Cronin and Taylor
o] 34 3 - 7)) 33}
BJXJ 7][‘4.]
7t Ae =4 ks
Jdie] A< (Azdoket & %) =4
424 570 24 2278 & 570 24 2270 &




T 7] Jhd e BREAE AR Alv|ske], Ve Jidel A

A=A 747 e FEez dAEAA AuAQ SAdd Wevt
1

A F4E T, NG FEvter Mula FAS Hubee
SERVPERFE H7tma(u)2p7h4 wd)z AAeeth. SERVPERF =92
SERVQUAL Ede] ZA&g=H7 FA3 Anjx £ H7t 54 &5S A}
&3ttt SERVQUAL ®do] 22719 485 giste] o] 827t 7kAaL 9l
= 71d Mu) =t q7F AU~ g AH o g S}

SERVPERF R&& 2274 ZA @50 digto] o] §a7t Auj~s e

T Aujzol gk A Zbel|l gk SARS AAshE ZleA F AfolE B
1T} o 7]A A7k A2 AH| 229 7]E Al SH(What) ¥ AH| =5 A
= AN AEdd dFHow) S BF EgHe 1ol AX g EFH
2 Zoud & vk 9 RdeA Mujx FHL nAwSHe] e
, Mz FARGE ARAE AFHe olF 39 oo ¢ B
717t}. SERVPERF R 9 SERVQUALKE @R U} AE-FA} 3FEo)
ZA0eE A 487 olge ZdE SAHSA Solx AuH| 2~ F
2 37t Jbsstithe HelA f8&4el k. 53 SERVPERFO ZA#7}
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4) KANO 29 (Kano, 1984)
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ABSTRACT

Consumer membership services Study
on Evaluation Model

- Utilizing Service design methodology -

Koo, Yeon-su
Major in Convergence Design
Graduate School of Convergence Design and Arts

Sungshin Women’s University

Recently, the paradigm of the industry is converted into service
industry from manufacturing, the center of economic activity 1is
changing rapidly. Economic activity has changed to economy of
demand centered around the production of the current. Experience
economy to a unique experience while entering a period of
sensitivity now, provides products and services to act as
competitiveness of major companies has arrived. Paradigm of
economic value, the transition to emotional advantage from the
superiority quantitative, consumers seeking emotional consumption to
experience goods and services than the reasonable consumption
price and performance. If there is no boundary of online and offline
consumer, consumption crossover manner of determining the

purchase upon the comprehensive evaluation to discover the right
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product, compare, and review has become commonplace. In addition,
it spread rapidly to a lot of experience, the customer experience of
the person who has the development of the SNS, which continue to
evolve. Membership service provides added value to enhance the
service it does not look a visitor of the transient simply customers,
were differentiated by forming various communities among customers
and customer company, and customers, it 1S a service program to
either induced to the purchase of repetition for customers, is
changed to loyal customers. Contact with customers of membership
services will expand gradually, the membership service, is perched
on a branch in all interaction and contact between the neck and the
company takes place. In particular, the thing to experience our
customers satisfied in contact with customers, recognize the positive
of the company is to be formed, and decision—making of repeat
purchase of existing customers, companies purchasing intention of
potential customers [ trying to influence the decision. Membership
service above were constructed two quantitative studies and
qualitative studies for extracting the evaluation factors membership
service consumers mainly based on the study of service evaluation
model and experience of the customer. As studies have verified to
derive the factors of service evaluation of membership services,
would contribute to the enlightenment of future evaluation In a

systematic way of membership services In terms user consumers

heart, experience, and monitoring of the customer.
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