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dakel e E Aol ymA = 5 g gk o]t

Parasuranman, Zethamal & Berry257} A{H]

ksl A yl-7) g 229l SERVQAULol g &9l & Service Qualitys ©EA

P>
ulfe
i
ftlo
A\
o
ol
)
f
ol
2
=

71 Aolt}, Parasuranman, Zethamal & Berry= AMH| 2~ #3248 <9y 2>9}
o] aqo] Au|AE W] Aol 7Y AH| ol tigk Zldjef AH| g v

ek AAE A7he] Aol % diE Auseh x7hE Aulzehe] zolg

Parasuranman, Zethamal & Berry?6)¢] SERVQAUL-> Oliver(1980)¢] 7]tj

23) Parasuranman, A., V. A. Zethamal, and L. L. Berry, @784, p. 16-17.
24) Zeithmal V. A, A. Parasuraman and L. L. Berry (1985). Problems and

Strategies in Service Marketing. Journal of Marketing, p. 46.
25) Parasuranman, A., V. A. Zethamal, and L. L. Berry, ZAA, p. 16-17.
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Qom kel Aoy EdieE EUx &
dolt}, Olivere] EUx mdoa] v 7)o} Aypele] BAX o 3t o+
F AAH, A-7]de] A¥el SERVQUALS /@3 7|25 A& 7o)
t}. 27)

Parasuranman, Zethamal & Berry28i= 198594 A|A| 8t GapR e S 7| 2E

~29A mdd AgH 7EE Fa

ey

sto] SERVQAULS 7HHstSit}. Parasuranman, Zethamal & Berrye= WA
Mulz= FAES 54 7Idel AEd Anjzo] g uAe] Azki 7ol o]
MuAl=E Aled Aolgke 7ot EdA, S AzE Auzet 7| d

29 Zpolgpar AFostar, AHlx FHE FASE 107H4] AdE sk sih
Parasuranman, Zethamal & Berry: 7]t e} A z}e] A<= zpolo] 23k =k
Hol XY e A #AE =57 fet] =9

e Mok AZE MujaE $dd Eew slen, e AHlX

!

= Tselol BT, AZE AuatTd R Aedty dAEY 78 AwE

Abgskainh R A 28 Heel A 2dS I AHS R

N,
(it
B
bl
=2
=
:(,)&
—
(@)
N
N,
N
-1
o,
2
o,
=2
=
ro
=
(o)
=
Q
)
¥
10
o
o
o,
T,
i
|
T

:‘,:
g AHHAE BEHoR FAa 8RS AAdte] SAHAEE AHus)
stk zelsle] 77HA AYS YERE 348 B3-S i 3470 3ol
iste] 222 200 & WF o R ko] Sko] WS vl AAjsle] HAEE TS
duglste] HFHoR 5H7HA AdE YeEde 227 oz A
SERVQAULS =%3t%th SERVQAULS A A3 29+2E Hristal nf

Ao Bg4S Brhsgrh

26) Parasuranman, A., V. A. Zethamal, and L. L. Berry, A AA, p. 16-17.
27) o]kl (1997). A ztel Mu|xFde] AAAA - dd o|EF AJZF AT,

26(1), p. 139-154.
28) Parasuranman, A., V. A. Zethamal, and L. L. Berry, AAA, p. 46.
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= AZtE Az PDollA 7Itie AHI = (EDE 23k 2ol HaE whEA
ow AlFste] b Aol WiE ofold-F-EY A7 (item-to-total
correlation) 45 stal A &35 e QIEAS At AlgAd I
B3 ds sdo=mAq] AMulamd Ad 2 £35S Just stk ol 2A st
o] Parasuranman, Zethamal & Berry29+= AH] 2~ F2 o] 5714 2ol 3|3
e 2270 24ES SA4sE SERVQAULS 7i#sta

Asle =24 dutslstazt k9t SERVQAULS =2 A=t Bl

= Ad g 2@ A== gt vk SERVQAULo] 7t o5 &

o) % AMAEAL

a8y o8] SRS Parasuranman, Zethamal & Berry7} A A3 A8~ =
4 54 WRQl SERVQAULS A5d A3, d87F Bkdste] 2+ 74 A4
of gt 7tEAE Foq4T RAS Asdt. wEkA Parasuranman, Zethamal
& Berry30= & A4(19DE S 24 Ad=9 AdH TS @A
7} SERVQAULS tA] 7iEetsl o, 7k SERVQAULS 54 3RS o
ARE AAe= FAHE 23S AA A TH

29) Parasuranman, A., V. A. Zethamal, and L. L. Berry (1988), A A A, p. 46.
30) Parasuraman, A., Berry, L.L. and Zeithaml, V.A. (1991). Refinement and

reassessment of the SERVQUAL scale. Journal of Retailing, 67, p. 420-250.
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E BT - M E 37
enaa| | | [ema=m| [==aw| [ .07 .1
S | I |
k-4
= o=
;.;T—_la_.u [] ] H] 2= l_‘ i
Hﬁ;"‘é - il
PN B Anle
A8 | F=== s
2t 4 || <=4
R b b=
ik e
=Ef ¢ Parasuraman, &, V. AL Zeithaml, L. L. Berry(1985), A Conceptua!

Model of Service Quality and Itz Implications for Future Research,”
SJowrnad of Adarketing, Vol49, Fall, p 43,

<719 2> Parasuranman, Zethamal & Berry 9] A ZtH Au| =52 g

(2) Parasuranman, Zethamal & Berryd 7/l ¥ SERVQAUL

Parasuranman, Zethamal & Berry3D+ Carman(1990)¢] 723 A A =
TARS &8t AAst7] #E g3 agste s dd9
SERVQAUL<S 7 &tar A 7tstr] lste] a8 el SERVQAULCl th9] 4
7t S Bste] /A E SERVQAULS Al A 8kt

AA, D¢l SERVQAULel XYZ3|A b= HAAHHE zhFojof dthe A
ow uAe A ZIHE S Yo TS dtofof k= FHA %

A (should) 2 SHAR stojw £ 7Id FE& 1T & v wEkA )

AE SERVQAULO A= ¢33 XYZ3AE A s AuE zt& Ao|tt's
2o g a5l 53 HH|AE AFdtE IJAIREEH FoS 7E A}

31) Parasuraman, A., Berry, L.L. and Zeithaml, V.A. (1991). A4, p.
420-250.
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A adst=AE &7 fstel dAZF 1005 0] H =
4 Ao Ao TeAds I Jd=E st

Parasuranman, Zethamal & Berry:= 7B 3 ¥ SERVQAULS o] &3to] A3}
T A AHAZNAD, SF QAL 5 571 3o aA S tde R sto] AT A}
£ AAEAT Ao 23 AzZ-71dE 2ol Aol AFEA AT 271 FAL
o A vEbd WA dadol mobxith 9 /i E SERVQAULS <IzE
FaaAe dFon defe] SERVQAULel & s 1te FE2 o
AR, BSAd Ao 2789 k9] AA(EA Al - AT HE a9, oAt
E)om F89 Ae A= dd SERVQAULY 5714 A& A&
Askar Ak iR E SERVQAULS ¥#ie] SERVQAULKHTE A=A 3 ebd
dol = YErskH

Parasuranman, Zethamal & Berry® 7l ¥ SERVQAUL®| A A& o] th
SAle] REEA A S Fete] =5 AY] witol, SERVQAULS 23 &3
T2 AHlE A Adtel] AAAM A& Thed BrbIEel 2 5 v
stlow, vt Hu & o® olgstelW vty 22 AR aelsolof
ool skt

AA, SERVQAULO A AEH w32 Aulx F48] 7|%7F He 784

|
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A, SERVQAUL®| ®ets 98 Mz &&o F7Hd = sd=d, M=
& w2 A 2 FAR GH 5, A 4R
7b wofof stH, 7t akgle] &S & wkdstar glojof g

AA, SERVQAULS ©]€% uf SERVQAUL® Aol ld Anjx~

3L Ie) -
FA9 7o 290U Gapel AL WAY F e 4FH == AYH

Aol U8t Q& (l)E o st o)
Parasuranman, Zethamal & Berry32& Hul7]FO 2 A9 A H] 29 7]t)
T 4EY el FE AR Muls fEoR
7pAb A2 = Apolol] ool mESREwkEh AH| A
H, o7 Aula FSEAR A% 7o AAggel 98 4dd 5 vk 29
1 Brown(1993)%°] #7138k Alglsts =3 Hxo g3 EA= 2357 9

shol A7y MH2sh HAR Aulzs, A Au2ote Ffolg it

32) Parasuranman, A., V. A. Zethamal, and L. L. Berry (1994). Refinement and
Resserment of the SERVQUAL Scale. Journal of Retailing, 67, p. 420-45.
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a1 =Egn
Parasuranman, Zethamal & Berry9] SERVQAUL©°] W& AFxEo] 93}
of FHASHA AFHo= AREH I AN AFAES e 2 TAH

< A7lska gl
AA, AL el 2 A
=4, 71l SA A, § A7 Aol o &ste] Muls FHLS

(3) Cronin¥ Taylore] SERVPERF

Cronon¥} Taylor33+% Parasuranman, Zethamal & Berry9 7]tj-d3 =4
¢l SERVQAUL® A4S AA sk, Auj=o S8 A3 5 A Ao
ek Rk Az VxR dto] ARAFES SAse Zlo] gdsital
T8t SERVQAULS dicte = g3 mdllel SERVPERFE Al A8t
SERVPERF# ™ %2 Service PerformanceE &< Z o]t}

Cronin® Taylor3¥ell st An|2p7F AlFell gk AP A2 o]} 7§ o]
FEg Agodde 7dds 24 23 = o, £ & tiste] 7|
& AaE whEste] A5t A AdA o R o]9o] glth. Cronin¥ Taylo

B Jlde AAR shetalr] oY, Aol Azst AT ZE A

ol

>
r(

33) Cronin., J. J. and S. A. Taylor (1994). SERVPERF versus SERVQUAL :
Reconciling Performance-Based and Perceptions— Minus—- Expectations

Measurement of Service Quality. Journal of Marketing, 58. p. 126-127.
34) Cronin., J. J. and S. A. Taylor (1994). AA A, p.126-127.
35) Cronin., J. J. and S. A. Taylor (1994). A4, p.126-127.
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Z)to g Aulafd FES5 38 & o, A9y Fopxlvta F4st
At 2t 252 AHAFAE FAG oA IgiE AR~
skt

Cronin¥} Taylor36)e] 23, SERVQUALS Hl:= R dolgta 7] Kt}
= W= gy ule 2% Aol MulaFA S o] A Zbske ]
ez dstd = dow, ‘AR g
tha s 2] 15 AUl aFAd = AR TS Yk, AH
2FAS ANE S48 =9sta HFskAh
a5 7ldE AMujzet A zhE AqR[A3Ee] Gapoll o] a] AR =FE S

dabslar 2Asta S438kE 71¥€9 SERVQUALS o] &3 A5 w5y
= 5

!

K .
of 24 Y€t webx SERVQUALS AH|~Fdo S

2 RARE, 2ulde Az Ause] gawon AuiEAL Yot

2 Fd SAd Aotk M S AAste] AFskTh

Cronin® Taylor3D+= thet? 4 WS /sty flste] 47FA4 Ad &
fdoes A5E FAsIAY. 28 7IHE Au 29} A ZE AR gl A
A F8E, AHls F4, 14 vE g Fuf % F Ul 7HAE S5 A
Cronin¥} Taylor+= Parasuranman, Zethamal & Berry”7} 7§&3k 227) #3&
oj-g3sto], =38, ¥, AL B HEEFEHE ot A4S FoRE

}\E]

o]N

ARl A5 alth. 252 LISREL VIS o] §3dto] Mulx Fdo] 74
A, B A, S19 wAM ee AAlskalem, e

(o

s
.ﬂ

36) Cronin., J. J. and S. A. Taylor (1994). AA A, p.126-127.
37) Cronin., J. J. and S. A. Taylor (1994). A4, p.126-127.
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AR, AF +A4 Ay Mu]2Fde F4 292 Parasuranman, Zethamal
& Berry7} 7338 ZA 8 57FA] 2kgo] obd ©@d Aol

A, v 7kA 24 Hxg AFHoz M A3} SERVPERF/F ZE W

ﬂl

oA, A% A A3 SERVQUALS 47HA] AR Foll A 5+ 7HA ARl

o]Z Fgslo] AAEH Mu|AEFE o] ofd @ APgow FA
¥lm] SERVPERF7} AW e o] AY =3, LISRELS o83t AujxEZ 1
A Rk, ) ojmeke] A HAE £43 A= SERVPERFZF o -8}
vk 3hSiTh

Cronin¥} Taylor3®+= SERVQUALS =2 1dshA| &kta, 71d 7y
of HEAge FAR A3 LFVF HAT FE JoBE ANu[AEFL HIto
o] = SERVQUALS AM&8 A$-&= olgd HAldS mesof &, =
Al R AlE e gt Aol dasttts S xR

3t Cronin® Taylor3¥¥ SERVPERF H L& A5d 4+ odu gdA gl

AR AT, A 54 14 g BAEE Al AusEd
of Bat AnE FGANA ATHL, Aul2 B AN ARAA Aus EF

38) Cronin., J. J. and S. A. Taylor (1992). Measuring Service Quality @ A

Reexamination and Extension. Journal of Marketing, 56, 55-68.
39) Cronin., J. J. and S. A. Taylor (1994). AAA, p.126-127.
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Fol MulAFARY Fof oke B8 AA JFES A=, o= AMHAE
Aol mA o] Aaacloza] o ;A wrEo] Q9 FoA & 22l
wdst] WEeleta Fgs ity A e HxR P oo af=d o
He s Ads VIees @ H=rb By Agetth Al o 54 W

o] o

Ho SERVQUAL ZEo] H3|

2
W, B A7E AR AEFAR Y a4 vl ¥ Be 34ile

A S S dv

Mul= FHS SAG] 91 vdFe o] AAHL e, oo g
wAol HZ7HA AL vk 2R dwrA o g T Fo] o] &ste &
A WPHLS Parasuranman, Zethamal & Berry9 SERVQUAL¥ Cronin¥}

Taylor0 2] SERVPERF©]t}.
SERVQUAL¥ SERVPERFS Hlalslo] AAlshH <3E1>3} 72t}

<31> SERVQUAL¥ SERVPERF¢] H]

oA AusEde) 24 Py

[e] [e]

F3 SERVQUAL SERVFPERF
=t Parasuraman, Zeithml & Berry Cronin & Taylor
53 -7 =g dred
ETEaT: >z} 7] S
Qs 12t *]“]--E_} I El Auj==e] Az AH| A
a}o)
4 S0 = 3P - E S0 =F

o A7AE Alold] B

w=eko] a3l

40) Cronin., J. J. and S. A. Taylor (1994). AAA, p.126-127.
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t}. Chakrapanitl+ AH|2F2 9] A2 Au|27F dgs = A Au] =4
o] o]Fojx = o oA Fost= FAES FAlO agstoor v F
Zsk Atk

SERVQUAL® gt B2 Hjgo] Qlgole Eatal A ztd AMu|=F4d
A%l dolA SERVQUALe] 7Hd @Wol o] &5 ¥4l thido] Ha 3l

ftlo

o} 123k o]+ SERVQUAL ZE7} ®Ht} ¥st* o)1 SERVPERF ¥ &E X
AN B} 58 xzbd Aqu|AE Ao H o)

2

Parasuranman, Zethamal & BerryZ7} Av|2FEAS =A37] ¢4
SERVQUALZ 73k o] % o] & o] &3t B2 AgAEo] A5 om An
22k el A g3kl SERVQUAL®] EAHE AAatHA 1 tiehs AlA o
AMu|2=F Aol tig A7 sl ea

(4) Brady and Cronin® Hierachical Approach

Al mde] SAS S A7se el 2w, riviek dvke] Aol
2 SA4sA @1 Adwts SA4sn dss & F dtBrady & Cronin,
2001; Cronin & Taylor, 1992)42)43)

Brady and Cronin#-& Rust and Oliverde] 3z = @3 Dabholkar,

41) Chakrapani, C. (1998). How to Measure Service Quality and Customer
Satisfaction : The Information Guide for Tools and Techniques.

Chicago:American Marketing Association.

42) Brady, M, K. and J. J. Cronin (2001). A A4, p. 34-50.

43) Cronin., J. J. and S. A. Taylor (1994). AAA, p.126-127.

44) Brady, M, K. and J. J. Cronin (2001). A A4, p. 34-50.

45) Rust, R. T. and R. L. Oliver (1994). Service Quality : Insights and
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Thorpe, and Rents(1996)¢] A u]2 F2 QAIRY S wolso, A 2o
T AH2Fd AT BYE gl e 1 A 2

¥ A (interaction quality);, ‘23 #FZ(outcome quality)’, '=&]% 3I}HFZA
g5kt

Brady and Cronin)-2 AMu]2 EF2 239S F# e Gronroosine] ‘34

(physical environmental)’' = 3

A ANFLE FRAA W1, BYH BRED A4S Tz Sgne
stk ol B Mulz FAY AZE AAHOE ofFolAn oA

9L} el on TR FAAL) A A 2AEe 747t )
shelzkd acld] s FYHv wE 9hel oY aolo

2
AgEAe] seders HE e, AAS, BY4 4>

Managerial Implications From the Prontier. in R. T. Rust and R. L. Oliver(eds)
Service Quality @ New Direction in Theory and Practice, Thounsand Oaks,

CA:Sage Publications.
46) Brady, M, K. and J. J. Cronin (2001). A A4, p. 34-50.
47) Gronroos. C. (1984). AAA], p.36-44.
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G e 2, BeH BPFLL WA 1 uoh oF 93PS 2E Qe

48) Gronroos. C. (1984). AAA, p. 36-44.

49) o], o]+ (2001). AAA, p. 1-26.

50) Jamal, A., and Naser, K. (2002). Customer satisfaction and retail banking :
An assessment of some of the key antecedents of customer satisfaction in
retail banking. The International Journal of Bank Marketing, 20(4/5),
p.146-161.

51) ol A, 2ol (2003). Aulz EAe 7h Aol CSel WA= duld ol
gk A4 - 7EAY AR vuE FHSE, nAE AT, 18(4), p. 67-97
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of olaf et Huete shgo] ttEAY FFojAe] thEW 7tz thE A A
25 At Aottt 1y uRE g Auja F2e] Jea Fado] 4
25 & 44 At gom, o] 4L dds] AAH FFs uA "o

gl W Muas sd Wl L3 vy 5 uE An sk visb)
2 5384, &AdEA, oldA, HEgAR T MMz 4h SA o] adE A EH
th a5 ghEdtobel tigh ws, A YeEdadn 2ol FE FEFA AdS
AgstH, 784 ATeszes Q40U S48 22 4AA 7HAE 7HA

53) Solomon and Judd, K. (1998). Academic and Service Quality in Distance
Education. A Dissertation Presented to the College of Education. Univ. of

Denver, p.14-17.
54) Shank, M. D., Walker M. H. and T. Hayes (1995). Understanding

Professional Service Expectations. Journal of Professional Service Marketing,

13, p.74.
55) o]atgk ol AH (1998), A/H|AvlAE p.13.
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8% F 7HA HHS Gronroos?] #4 3} Parasuranman, Zethamal & Berry
o] #Aeltt. Gronoroos®) = AMH[ 2 Zpleo] A ESo] MujA2mRE d& A}
F4 =, ‘Fol(what)ol #ldste Vled FAAAIY a2 Fo] AR~ AFE
= 95 #HFL F, DA how) ol AGst= VA FA AL v
Parasuranman, Zethamal & Berry® SERVQAUL-S AlZA, wr&A F7HA4,
G208, A 574 Ao FAE dokal Bt

H+ 59 SERVQAULS A% Ry Eo] Aoty J=dd), A4 &

56) Gronroos. C. (1984). AAA, p.36-44.
57) Zeithmal V. A, A. Parasuraman and L. L. Berry (1996). The Behavioral

Consequences of Service Quality. Journal of Marketing , 60. p.31-46.
58) Richard, Michael D. and Srthur W. Allaway (1993). Service Quality

Attributes and Choice Behavior. Journal of Service Marketing, 7(1). p.59-68.
59) olf-A, o]=<% (2001). A7/MA, 16(1), p.1-26.
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Hl 2~ FA4xE /IEd dart S Zolth. a7 oA i AFoA=
WA A FE FAGYS Rust & Olivert0e] 3291 ®el3} Dabholkar,

Thorpe & RentstDe] AMuH]2 F2A AFZEEHS Hlol5o] A APo=r

A

AE Myl 4 YAIFE 28 S A Brady & Croninf2e] 2&S 117
staal stk Al 7hA] A AEg 54 Ay EA By dAEFEe B

E o2 4Fo A8 h5e J1EA AdEeldn 17T § 9] wiEol
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Ho
>
e
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rlr
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i)
o
A

fdAolw sdaAeltt Mulas Al AdAd

60) Rust, R. T. and R. L. Oliver (1994). Service Quality : Insights and
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<E11> HEolzltdn Hrjx Fdo] w&ATd nXe 9

FEus S - i
=gus
B t
A R AT5 12.83353

A .360 9.726%x

A=A 303 8.195%*x | 92.681"" 635

4143 .365 9,846

e 234 6327
k% p<.001

90) Parasuranman, A., V. A. Zethamal, and L. L. Berry (1994). pp. 420-45.

_67_



RRCRIE L]

g el

E
=

RE|22 A EQo

nRe FFE Lot

12>9h o] o7ty

ST
3t

o}t v

2) ob7tdlm] REZE MHl& T2 FAWH
TEA4 3

4
ok o A3 <

[<]

AL
;OO

<
o

)
ohA] o

vl

oy

7ol

Z]
&

o

2=

3, 77Nl E3kd

5

y &7 ol

Sk A
s}

S CE R

o, b
Ao Ao tf

=]
T

1

A

i, ob7helm] el =9

9|

S AH]

Tor

<0
7

ol
™

=

el
700
o

o]
e

H
NI

B

Tor
o
<]
i

(RHE=

o~
T

Al

0

w

pZs

_o/]

—_—

7

570e wW<Q

ol =

ATEA 3

o] 5tol

ol gt A

o= wH34A4(B=0511),

shelut.

5

a7

64.2%

=0.285)9] o=

4B

Ho

0.293),

3} A
—1

A

3

[}

o
T

3 (B=0.318), A= 3(B

(8=0.335),
A Ve S

=

3T

U= A 5d 7 (Pate, 1990), 352}

131

iul

el

AL
;.OO

_68_



S4B BUES fEdTE ATANGRE, AL, 20029 FAHE A

#(2001) SERVQUALEE o= 3t So] x| z}sk Au| ~EH

O,
H
i
rot
oY
of\
o

<E 12> REolFtdun ArA FZo] FAVSL HX = FTF

o EeEs 4y EE . .
= % ‘-ZH."I"
B t
534 511 13.924 5%
T A .285 7.1 &% %%
Al 2] A .293 7,993k k% 95.395"" .642
A4 318 8.67 3%k
37 335 9,137k
ek p< 001

3) FElotstn] R T} T U= #A

ATEA 41 RElUE BEYHIE FAVEES] MAE JFL @
ohE .

_69_



SFotn 7] 9

O

Lo wX]=

=
=

8

o
R4

3

Sk A
of

317}

S

op7bdlm FElAE L

095

396.225""

19.905%3#

_70_

71

-

Hr

—_
o ¢ WK T - T
B Ca mm o+ o
= ~ N G
W s 2 = il
o ﬂﬂrA i %l B ix (DY ._.__mc E
P, EEIW ® 8
BT_ H OE ‘_WJI RO %w _ﬂwo
7 o o 9 [ X b X ) ,LW
o ow T g @R w S g
go - zo i o w o T AR i
4 = o o Al ) Gl " T =
(- ¥ oEow S e m
) MR . IF o T %
S N e o PR T i
= A -
iy mﬁ o o w:/r oz m. W -
CUEEE o siIT L4
d = = b M o F x| N
— I N
sEpel L, EPFe FE
_wﬁ ol o - M# N & b
* wam T oo oT N ww o ofr Tor
A S = i > 22 i
oo M I % B
) - =0 F T W = w
W T - R
Wr O\VU T o o} S W 5 W 1:_/| A
el o< . &)
W w ;22 g 5T g o H
) & T . 2
Vs g T RETZ L I
e PETET DG4
o BoRHE T H Fo< =
AR TS T
ﬂ 1 J— ‘.:L ga5e) o X ~ < Wﬁ ‘wl.._
X g T o NS
T o o o T e
AR
OB U 3 T T

% p< 001



4 AFFAH SH) BE 8AE Ho]EA

iy

Aol we 299 Ao|PFS Siste] ANOVAES Fasgld, 238

o

<E 14>l AT ARl W Aol ofFbHM] FEAF S AH| A
kil

Fol zpol7k gl= Alw yEhwton, ymA glls

rlo

ol7bdlvn] RE|AE AMuls FHo FaAAde 200 Aol 7 =A A 7t
3 9o tSoz 400 Ho 100 Ao
Ao 2 e

, 300 He Fo2 AZbsta &=

<E 14> A9 & Q¥ oY

100 | 2090 | 30w |40dWiol%
2.9* F-value | p-value
(N=162)|(N=205)|(N=141)| (N=30)
0.08 0.04 0.91 3.38
o 91 =]
BB 096)° | (071) | (1.03) | (0.88) 675 610
008 | 034 | 008 2,64
E A
S (1.00) | (0.99) | (1.02) | (0.95) 523 719
138 | 155 | 053 0.55
q
A7 122) | ©087) | ©8s) | Loz | 1068 372
i 157 | 266 | o082 1.98
5214 : x
a7 106) | 096 | 083 | (122 | 3772 005
i 044 | 080 | 081 0.57
o 5 A
T 099) | (1.05) | 078) | (1.45) 353 842

_71_



054 | 113 | o7 1.24

0 233

S (1.00) | (1.05) | 10D | (061) 719 580

] 111 | 131 | 049 0.54

T A0 o=

SRS o | 102 | 093 | 079) 820 13
2 sag, B, A BAN §EAL olsbd] HE Ao Aus Ede 54

b i)

#*p<0.05, ##p<0.01, #**xp<0.001

_72_

il



2) AFo E 9dY ol £

Aol
<3 15> A
Ao ey

w2
A8t e,

.

o1

Wi

}o] 7

o=

= O

flsted ANOVAE
Ago me zololl= A IF

Tkl =dl,

Fo1491 7ol 7t ¢l

<E 15> AFd W& a9 oY,

aop | A | e meia TR el
= (N=142) | (N=145) | (N=108)| — . |(N=129)|% ‘aue b~value
(N=20)
0.85° | 0.03 | 037 0.79 1.08
o 31 =3
HEA 006 | 096) | (L03) | (13D | oz | AT | 846
000 | 050 | 071 | 204 | 026
e
S (1.05) | 097) | (119 | 053 | 087 | 27 | 923
001 | 077 | 095 | 179 | 021
_]
A1 (1.08) | (095) | (118) | (079 | (0g3) | 312 | 870
077 | 123 | 165 | 133 | 104
A1 A
ol (110) | 9200 | 090) | 084 | (Lo | 962 | 429
] 038 | 008 | 116 | 013 | 127
o &1 2
T (1.09) | 079 | (113) | 059 | (Los) | 468 | 79
009 | 040 | 004 | 108 | 073
0 2
HEA L Tos) | 092 | a2 | 069 | 08y | A9 | 94
] 186 | 037 | 045 | 156 | 183
T A0 o=
SRS 08) | 094 | (Low) | (18) | 09y | L2 | 219
2 sag, B, A BAN §HAL olsbdn] HEsZe) Aus Ede 54
S5 oug
b yw ¢ mEaa.

#*p<0.05, *#p<0.01, **xp<0.001

_73_

A%s

iy

il



2 2y Ao

3) Az w

&A=l

e
ob7he v FEl s el

el ANOVAE

]

_?4

=9o
o =

o))

1

o

Q
a

ool i=

=
R

e ]

b ot

¥ 16> Al A S

ANE <

of Zol7k gl Ao dergon, v

A= vy,

1
T

Fol 7 ¢

ey

oy

o]

oy

B

ey

ey

ey

ey

Mo

—
fite)

_74_



<E 16> Ao zd] B}E 299 Ao &Y

89 T il = 74 F-value | p-value
(N=84) |(N=121) (N=238)|(N=101)
SR <%g§; 080 | aon | dop | L6 | 308
e G | ©op | o | @oy | 334 | o2
A= 0o | 03 | G | oy | 483 694
el 0% | a1 | G | ©sh | T 982
Fe 100 | o | dod | ©sy |67 | 000
wgdsh | ool | QTh | oo | Gon | 1% | 124
sanss | 080 | U0 | dom | ©sn | 2508 | 060

b )

#*p<0.05, ##p<0.01, #**+p<0.001

_75_

L HRAE olsbue RE|sZe Aus Edo 54

Ll



5. A7 EAE S HE HEolHT AY 7F Ao A

1) A% @& AY7|EE 2ol &4

il

ot

of We Reeltdn Ae NFe Ao|@FEL el WARAHL
Ystgdl, AHE < 1756 AASGh ke e 201, 300, 109,
g ooly 2o A AZsE Aoz vetor], SN 109, 200

H

=
T

40

, 40

o], 30t o= =/ ALsts Aoz yEut 72 Ed2 30, 204,
100, 40t o] o2 EA A= Aoz yeut. A4 A= 20U,

10tH, 30tH, 40t ol oz =4 AZst= A2 Ueut Aw/8A4S
dl, 30d, 10, 40d] ©]4 +o 2 =A A 7Ztetes HAoZ YEyt, REY
& 209, 300, 104, 400 °1 £o R =A AZsE o= et
T A= 10th, 2000, 30T, 40t ol £o=
o Far= 20tH9F 300, 10tH, 40 ol so & =A A ZteteE AL
of, Holwgle 20, 10th, 30tH, 40t °]4 <=

o
3
)

_76_



<E 17> 48 & Aegr7|Ed zlo| &4

o
g 10t 20TH 300 40t o] & AA
(N=162) | (N=205) | (N=141) | (N=36)
9 28 2 12 43
1 )
gkl A (13.6%) | (136%) | (17.1%) | (333%) | (15.8%)
39 /\] 2d 6 o 2 4 16
R (37%) | (1.9%) | (14%) | (111%) | (2.9%)
10 23 28 9 63
q
7eEs 629%) | 117%) | (200%) | 6% | (11.8%)
A0 A4 32 4 60
SRS
ARA A og700 | (214%) | (220%) | (111%) | (22.1%)
Ty 10 28 22 6 66
/e 6.21%) | (136%) | (157%) | (167%) | (12.1%)
10 28 22 6 66
=] 1] [e}
A 620%) | (136%) | (157%) | (167%) | (12.1%)
o 24 14 4 9 A4
A (148%) | 68%) | (29%) | (56%) (8.1%)
o 9 4 4 0 5
d 1.29%) | 1.9%) | (2.9%) (.0%) (1.8%)
ol e 34 56 23 4 107
e (21.0%) | (27.2%) | (15.7%) (11.1%) (21.3%)
. 4 9 0 9 8
©5%) | 1.0%) | (0%) (5.6%) (1.5%)
A 162 205 141 36 544
d (100.0%) | (100.0%) | (100.0%) | (100.0%) | (100.0%)

_77_



(2) A3 wE AYr|FE o] E4

7]

LA

ol

of e FHolztdn] ME Y]Ee] AolAFE flste wARAMS F
gt =, 275 <E 18> A A 3F T
AR AL ol zEE, dlof, Wolag, U Foz EA AZdE Aom
Uebth stdA S ol A, dof, Ud o2 = A7 Aoz e
=

WUk AgEHS Y, dzHE, §of, Holay, ~EYYIE FO7

2
Uetstth 39 AR a2y, dd, dlo] so=7 A Adsts Aow u
Btk s do], Hda daHY cor E=A Adsts Aoz yEhw
B of, uld, ol=dH, Heoladist AEdeAE £o2 %7

Azkete 40w et

_78_



<E 18> AFo & HAegr7|Ed zlo|&A
a0l # o] ) o=y |28dIY2E| J2HE A
(N=142) (N=145) (N=108) (N=20) (N=129) =
BAbe] A 30 16 18 0 22 36
° =1 (211%) | (11.1%) | (16.7%) |  (0.0%) | (16.9%) | (15.8%)
5 91 2] A 6 2 8 0 0 16
R (42%) | (1.4%) | (7.4%) (0.0%) 0.0%) | (2.9%)
A 14 18 12 4 16 64
‘j (9.9%) | (125%) | (11.1%) | (20.0%) | (12.3%) | (11.8%)
PEEIEE 30 37 22 ] 24 121
o (21.1%) | (25.0%) | (20.4%) | (40.0%) | (185%) | (22.1%)
PP 10 2% ] 2 20 66
wlee (7.0%) | (18.1%) | (7.4%) (10.0%) | (15.4%) | (12.1%)
e 6 0 4 0 4 14
TEEEIT L (429%) | (0.0%) | (3.7%) (0.0%) (3.1%) | (2.6%)
A 10 12 6 2 14 44
e (14.0%) | (8.3%) | (56%) | (10.0%) | (10.8%) | (8.1%)
- 4 2 0 0 2 10
© (5.6%) | (1.4%) | (0.0%) (0.0%) (15%) | (21.3%)
ol g 30 28 4 4 25 115
e (21.1%) | (19.4%) | (20.0%) | (20.0%) | (20.0%) | (21.3%)
e 2 4 0 0 2 ]
(1.4%) | (2.8%) | (0.0%) (0.0%) (15%) | (1.5%)
AA 142 145 108 20 129 544
= (100.0%) | (100.0%) | (100.0%) | (100.0%) |(100.0%)|(100.0%)

_79_



3) A zo] HE AY7|EE Ho] B A

_80_



<E 19> Ao @& AYr|EE 2ol EH

7 = =] ;34_
a0l T Al = 5 AR
(N=84) | (N=121) | (N=238) | (N=101)

Aatel A 12 29 32 14 ]7
° = (14.3%) | (23.3%) | (13.4%) (13.7%) (15.8%)

S191 4] A 4 4 6 2 16
TEs= (4.8%) (3.3%) (2.5%) (2.0%) (2.9%)

A5 4 14 32 14 64
B (4.8%) | (11.7%) | (13.4%) | (13.7%) (11.8%)

) 28 28 40 24 120

] o

ARA AR 333000 | (2339%) | (168%) | (235%) | (22.1%)

pEppe 8 16 24 18 66
“o/ere (95%) | (13.3%) | (10.1%) | (17.6%) (12.1%)

L=H m B ) g 6 0 6 2 14
e (7.1%) (0.0%) (2.5%) (2.0%) (2.6%)

) 10 8 22 5 45

] [e]

A (11.9%) | (67%) | (9.29%) (3.9%) (8.1%)

. 2 2 4 2 10
© (2.4%) (1.7%) (1.7%) (2.0%) (1.8%)

Holw 5 10 16 70 20 116
e (11.9%) | (13.3%) | (29.4%) (19.6%) (21.3%)

- 0 4 2 2 8
(0.0%) (3.3%) (.89%) (2.0%) (1.5%)

47 84 121 238 101 544
= (100.0%) | (100.0%) | (100.0%) | (100.0%) | (100.0%)

_81_



°
o

A A

A

i<t

9

F o]

ko)

Ao e

o A o}7tE|m] HE]AF o]

pA

olteln] FHE|AFE o] Mu|s v

&3

-

1

ol ¥ &

o] &47F vk

bl

=

b, Au)~E el o)
71 AelA A77E AlFETE Auls v Apds ma wEe] pde ot

Ay
1o

wpebs] AT

A7

1

ke

s}
o
)

1. ¢ 2 28

al

G Roxs B N
™ MM W e o ® 26
I o _ 3
o ! = ﬂ o 3 N
™ o B M mﬁ_ WM =
2HE ELes iy
X pad N = 0
w0 o o4 B > 9
E = o om B Y
T E L FASE w2
SR - # P g > 3 &
o 0 N <
o + o &o mM = M Mw W o
= le 0 ,m_ﬂ _él _ﬂw JI ,WH Mo M _zT
i . . NE
Fe XL ap? = _ %%
K e B Hp RO F o 2 o
au o B P = # W 5
T WO I T o
T = % o A 7o ik i mw ~
— =
I T O N
o — la%
i ) eﬂg T o ERCE S
il ﬂ_ﬂu v % oW Hﬂ . M °F
) - ©
M,Vou - N~ ) _wﬁ_mi Iy o ﬁ_ I
A I B S R
T o N W N B Ty g
or & 2 e MM o) E oo = o =
% ﬂm ER- oA ol A oo
X o o= o T oz ™
F e EETTEBEE 5
oo Ok oa P TR o
T % T A T OH T o

_82_



o

=4, op7tdlv] REAZ O AulA

<M
el
xr
il

o

A=
d
4qr
Mo

it

Mo

zel

s

Al

, obzhev]

o

W

oy

ze]
ot
X

THH

|
o

<]

g8 wg Aux, stae 1

3, AN =

A 8T o

13
S}

@ A e,

=0

ot

= O
s 2 W

73 el

Mo

)A
o
)

ey
ofr
B

)

=y

zel

ofr
B

Nfo

el
100

3o

" 2] &=

A RS

Aol 3

-

Bl =z A

bl Aulz

5

=]
T

A, ol 7}ew

oLE7] 9]

xr
il

c2

T
!
Mo

el

X

=y
ofr
E

0

i

N
Ko

A A3 oprten] HEAZ w2

]

<

Wl

o

ze]
ot
=

=n

=]
o

<]

Hv e

FEAEES

st

B 8T o), AR &

13
St

EL S =

Aol 2o digk

e

kK

obsheE W sZe A

AT

=
T

3}
=

=

d

el
100

3o

o)
M

H
NI

jmt

ol

&
oF

0

N

Mo

N

o

Nfo

—

o]
]

¢+
o

ojpy

0
el

,ﬂl
ofr

BN

_83_



A, ol7hem ¥

ey
el

i)

o

, ob7hlm] FE = E e

)
=

3l

5

’

LR

g

=

—

R

B
ﬂ

i

o

S
=

=

=

st ANOVA

S

9

Bl aZe] A
L olzbEln] M sE A Ede

=

=

Ao = e,

sta glom, treo g 40t Fwh, 10t

o

T

=]

Ao 2 UEtT

Aol ol A e}7} ] vl
200 Fekel 7 A A

=

R

of ut

Ea

otZhaIm] FrE] =] A ]

-
T

B

o

=3

R L

==
=

.

)

B

B

o7 =

[e)

=

o] 744 A Az 9o, o

'y

'y

b},

I

—~
o

vpATto R $RA} obsbHv] RElAE AE A )

_84_



Tor

4,

At

TS
;OO

T+ MBC o}7hd 7]

g

2

o] of

o

p—

0
X

—_
fite)

_85_



=

Y
A

=]
o]

28 MBC o}

Bl ~Eo] alSA ]

A

o= H|aLsto]

o},

\=]

T
5 S

Aol Jermz MBC o}z ]
°

g ago)

-

of o= o7
AHE 7RI 2y AAl ot El

7}

T

=

e

1

o

At

(<3}
of7td|

1

°
T

%}

o= 7]

o

o

=
L

o

Lxg

o
=k

F FF AT

ZHam] FEAE
F WFAH| 20

Mo

L
= 9

stz %)

w7 =

7} =

1o
oo

N

,.mo

ojp
o

i
file)

el
do

N

M
s

ﬂ_mo
o

oy

dr

—

of & Zolth.

o]A MBC o}7tdm] FE]2=Fe] 470

o 2l

g ol Ax
S A o

o

Gk

A

2

23]

=

T ool9fel

1717}

b

vpA o, B

o}7helm] Wl

=
=
2

g

"
Njo
2
TK
"

)

Wi

=

bl of

o

X%%

5

o

=

ol &3

A A 2

]

_86_

o) S7H7F g EH,



slo] of7bdv]

E
==

39| v

_87_



B
np

—

3] %], 5(1), p. 23-37.

Tor

al g
3
oF
_foﬁl

<

G

5], 8(1), p.138.

1

teY

e

(2004). A}o] v 5te)

1

27
pad

3
J&F (2001). thehA v 27} &

}

o
R84

Tor

4 (1998), A1H]=7PFAE, p.13.

=

o] &4 (2003).

%

o] A&}k o] A

H)

{
Tor

o
HJ
oF
;Oﬁ
T
G
Tor

cu

AR e, AR AT,

-
X

F kAR A1, 1(3), p. 79-108.

Q1 o] A

ko)

g4
9]
S

]
H

s o)

9]
T

F= 7]

(2003). o
NS FHO,

ol A (1999).

2 3}

ol fr Al (2005). ML5A]H]

o]

)

AL
;.OO

‘mo



et HpALetel =

o] A, o] (2001). Mul2 EAo =47 Z|fEFe] ek Azt upA

AT+, 16(1), p.1-26.

olrAl, 4ol (2003). MHlx= FH o] b Akl CSoll miAl= A ol
i

e A - S
T, 18(4), p67-97.

olst4 (1997). A7kel MW =EAe] AAAA B o4 Azt AAst

T, 26(1), p.139-154.

(1999). Au]2 F29 =4 : SERVQUALY SERVPERF. A& t)&a
7dd=%, 33(3), p.438-461.

(2003). Wt el FEFAYEH 7] a0 H ofFe] #A BA, A
o distd whAbE )=

(1995). PERMANENT WAVE LOTIONe®| th3l muke] sg  3h=n]
£3+3] %], 1(1), p.37-45.

(2004). A7t A2~ F-o] S FRHE, aAFHEd 1

T
= 9

U
ot

AR AT, 17(2), p. 131-159.
(1998). wldelz=2 viZAIg 3} AL3] v, o]t &34}, p64.



il

m~

2. =9

Anderson, E. W. C. Fornellm and D. R. Lehman (1994). Customer
Satisfaction, Market Share and Profitability : Finding from
sweden. Journal of Marketing, 58, p.b3-66.

Anderson, K. W. and O’Sullivan, F. (1993). A point process approach to
pulsatile hormone data. Presemted at the 1993 ASA meeting.

Brady, M, K. and J. J. Cronin (2001). Some New Thoughts on
Conceptualising Perceived Service Quality : A Hierarchical
Approach. Journal og MArketing Rearch, July, 65(3), p. 34-50.

Bolton, R. and J. Drew (1991). A Multistage Model of Customners
Assessments of Service Quality and Value. Journal of
Consumer Research, 17, p.375-384.

Cronin., J. J. and S. A. Taylor (1992). Measuring Service Quality : A
Reexamination and Extension. Journal of Marketing, 56, p.55-68.

Cronin., J. J. and S. A. Taylor (1994). SERVPERF versus SERVQUAL :
Reconciling Performance-Based and Perceptions—- Minus—
Expectations Measurement of Service Quality. _Journal of
Marketing, 58. p.126-127.

Chakrapani, C. (1998). How to Measure Service Quality and Customer
Satisfaction : The Information Guide for Tools and Techniques.
Chicago:American Marketing Association.

Churchill, Gilbert A., Jr. and Carol Suprenant (1982). An Investigation Into

the Determinants of Customer Satisfaction. Journal of



Marketing Research, 19, p. 491-504.

Dabholkar, P. A, D. I. Thorpe and J. O. Rents (1996). A Measure of
Service Quality for Retail Stores. Journal of the Academy of
Marketing Scieence, 24, p. 3-16.

Engel, James F. and Roger D., Balckwell (1982). Customer Behavior. New
York : Holt, Rinehart, and Winston, 501.

Gronroos. C. (1982). An Applies Service Marketing Theory. Europeon
Journal of Marketing. 16, p.20-41.

Gronroos. C. (1984). A Service Quality Model and Its MArketing
Implication. European Journal of Marketing. 18(4), p.36-44.

Hunt, H. Keith (1977). CS/D-Overview and Future Research Direction.
Conceptualization and Measurement of Consumer Satisfaction
and Dissatisfaction, H/ Keith Hunt, ed, Cambridge, MA
Marketing Science Institute, p.459

Iacobucci, D., Henderson, G., Marcati, A. & Chang, J. (1996). Network
analyses of brand swithching behavior. Journal of Consumer
Research, 17(2), p. 141-148.

Jamal, A., and Naser, K. (2002). Customer satisfaction and retail banking :
An assessment of some of the key antecedents of customer
satisfaction in retail banking. The International Journal of Bank
Marketing, 20(4/5), p.146-161.

Kirkpatrick, D.L.(1984). Effective supervisory trrining and development :
responsiblility, needs and objectives, Pesonnel.

Mangold, W. G, and Babakus, E. (1991), Service Quality : The



Front-Stage vs The Back Stage Perspective. Journal of Service
Marketing, 5. p.59-70.

Oliver, Richard L. (1997), Satisfaction: A Behavioral Perspective on the
Consumer, McGraw-Hil International Editions.

Parasuranman, A., V. A. Zethamal, and L. L. Berry (1988). SERVQUAL :
A Multiple-Item Scale for Measuriong Sunsumer Perception of
Service Quality. Journal of Retailing, 64(1), p.16-17.

Parasuraman, A., Berry, LL. and Zeithaml, V.A. (1991). Refinement and
reassessment of the SERVQUAL scale. Journal of Retailing, 67,
p. 420-250.

Parasuranman, A., V. A. Zethamal, and L. L. Berry (1994). Refinement and
Resserment of the SERVQUAL Scale. Journal of Retailing, 67,
p.420-45.

Parasuraman, A., Zeithaml, V.A. and Berry, LL. (1994). Alternative scales
for measuring service quality: A comparative assessment based
on psychometric and diagnostic criteria. Journal of Marketing,
70, p. 201-230.

Richard, Michael D. and Srthur W. Allaway (1993). Service Quality
Attributes and Choice Behavior. Journal of Service Marketing,
7(1). p.59-68.

Rust, R. T. and R. L. Oliver (1994). Service Quality : Insights and
Managerial Implications From the Prontier. in R. T. Rust and
R. L. Oliver(eds) Service Quality : New Direction in Theory

and Practice, Thounsand Oaks, CA:Sage Publications.



Solomon and Judd, K. (1998). Academic and Service Quality in Distance
Education. A Dissertation Presented to the College of
Education. Univ. of Denver, p.14-17.

Shank, M. D., Walker M. H. and T. Hayes (1995). Understanding
Professional Service Expectations. Journal of Professional
Service Marketing, 13, p.74.

Tse, Davis K. and Peter C. Wilton (1988). Modles of Comsumer
Satisfaction Formation : An Extension. Journal of Marketing
Research, May . p.204-212.

Teas, R. K. (1993). Expectations, Performance, Evaluation and Consumers’
Perceptions of Quality. Journal of Marketing, 57, p.18-34.

Westbrook, Robert A. and Michael D. Reilly (1983). Value-Percept
Disparity: An Alternative to the Disconfirmation of Expectations
Theory of Consumer Satisfaction. Advances in Consumer
Research, Richard P. Bagozzi and Alice M. Thbiut, eds., Ann
Arbor, MI : Asoociation Consumer Research, p.256-261.

Westbrook, Robert A. (1987). Product/Consumption-Based Affective
Responses and Postpurchase Processes. Journal of Marketing
Research, 14. p.258-270.

Zeithmal V. A, A. Parasuraman and L. L. Berry (1981). How Consumer
Evaluation Process Differ between Goods and Services. in
Donnelly, j. and W. K. George(eds), Marketing of Services
Chicago: American Marketing Association, p.193.

Zeithmal V. A, A. Parasuraman and L. L. Berry (1985). Problems and



Strategies in Service Marketing. Journal of Marketing, p.49-33,
46.

Zeithmal V. A, A. Parasuraman and L. L. Berry (1996). The Behavioral
Consequences of Service Quality. Journal of Marketing , 60.

p.31-46.



ABSTRACT

A Study on the Influence of Service Quality of Beauty
Academy Education On Education Performance

and Students Satisfaction

Kim, Chae Ho
Majored in Make-up - Stylist
Graduate School of Plastic Arts

Sungshin Women’s University

The purpose of this study is to understand how service quality is
perceived and measured by the customer in educational service industry.
This study examines the relationships between service quality, education
performance and student satisfaction. To do so, the study sample has been
divided into 5 different groups ; stylist, makeup, nail art, aesthetic, hair
style. The hypotheses have been verified by analyzing 544 questionnaires
collected in “MBC academy beauty school” .

The results are as follows.

First, the current study revealed that service quality characteristics are
composed of curriculum, empathy, reliability, assurance, tangibility in
educational service. This is somewhat different from the original PZB

model which the service characteristics are composed of tangibilty,



reliability, assurance, responsiveness, and empathy.

Second, all the educational service quality characteristics showed
positive correlation with education performance in the order of curriculum,
empathy, reliability, assurance, tangibility

Third, all the educational service quality characteristics showed positive
correlation with student education performance in the order of curriculum,
empathy, reliability, assurance, tangibility

Finally, the customer satisfaction is influenced by the education

performance positively
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