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1) Mul=9) 7Ad

AMul el e A A
ol7] wjZell Aujie] ths
ool oA o Aol =g
gEde BEEF oz w3
Marketing Association, 1960)2] Au]2of tjst
& FE fal AvEHe g5, 1o, WS ojghal 49
© T E, WiE S 22 oy FeE 2YE
7hA EFEHE W onl2 s €tk Blois'ts AHA™ AEe] FHE
Aoz A ok dvel AlFHE Foldta FoFrh Stanton®E
AMBIAgE v ATt Al dviE Fe S5 E SHA7= 7R
gror AFolv b Mulae el AAHA Fik fEAoE &
A 7hsd ZlofRkal Fo skl 18y ols &eEF Fo= AMnlATt
AFEGEe] =24 WaE op|g ¢ & v AlESY 4F e
g A 5w AFolt Aulae) shujsh gl EAlSH: AujAt
i Aol me] o4z} ok,
O Sue gomi AuAd @ GART BAoR FYAn &
JHOE AT F 9E oW A& BB PRl AFHE B9S2
s, g B3 FEYY S et SUAA AF R A
F3 EEn (Kotler, 1994)% o]#dt My ®AY -l & glrks
TG, A an7E SAlCl dojdthe HIEYAd, REdtet 4 FAVE
K. J. Blois, “The Marketing of Service: and Approach,” FEuropean Journal of
Marketing, Vol.8, No.2, 1974, pp.137—145.
ZWwW.J Stanton, Fundamentals of Marketing, 7" ed., McGraw—Hill, 1978
Kotler, P., Armstrong, G., Principles of Marketing, Prentice—Hall, 1994
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stk o] 44 W wulEA o Auan Alehdths 2Wye] 574
& AA3 Geh. o9 AuAL AF AN F9H AAel Fechn
B 5 Qrh(o1fAl, 2002) WekA FgH FEel BE Auxel AAE
% 0 gaetAl olalehy] faME Al o AR BAH 543 of
9 FAHQ Z0L g7 welstel Aonote} gk,

2) Hu2e] 24

AH| A EAL okx] AH| A AHolo|A] ks 7|&d A3 o] B
A (intangibility), B]&2]4 (inseparability), ©]&A (heterogeneity),
444 (perishability) 2 A9}k (o]5A4, 1999)*

F54LE Mujar Apd oz F oA Kol JHE AAT = ¢l
on, EAAYE MAAY E £ 7] "Wl 7HAE getstAY Hrkee
Zol o g detth vlEg Aol At Aol dakE AES At
oA AT A 1 wlo] AFE T xn|El= Aol 7247 Ao}y uj
Fo] AA Av)E Bed £ oy AMulAas AR 4uH|7F EA]0
dojup7] wiiEeo] AT AnE BT & v S-S Tk

o)A, <A ul 2 AR, ShelA), 1999,



CE 1> AH29 712F 549 B2 FARSG 429
2

= 4 2 oA A s 2 W <l
oA A FFF
T e 1 A o -
A =7hs e _
) o TARES AT 2§
_ S RHE BE Ebs
K 73 270l
Ao} JrtaE it
. A7 Al S ol &3t 7HAA A
FA4A 710l Bt ‘
ol 3 oAtz 7s)
IR ALy Fa 733}
A A Ay Al o] )8
IR ] HA e pAAE
FFstd o gy L i
o8 7HA] Mu|A G-
Aqu) A0 Told w= AWs A
oldA | -mE3e FAwe = S e
%} A]z‘sﬂ
AHEA A3t 2715 Fo9 FFx3
A= oA, AW A AR ERIAL, 1999, p.21.

B oefo njgau|AEde]| gk Ago|mg 7 o]2% npgre] AR
7 o] Z 70| Qoel5o] FolclAof e oF s}

218 Parasuraman, Zeithaml and Berry(1988)7F 23t “574 Ain]
o A AHE o] Zh= Q1] ANl wd = HE 2 R
2 AYEa Wol] gy . agla B AL 7to] dE Adf

 mw the3} o] FE 5 9tk

° A. Parasuraman, V. Zeithaml, and L. Berry, “Communication and Control Process in
the Delivery of Service Quality” , Journal of Marketing, Vol.52, 1988, pp.12—40.
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AR, MBI AFLL G Av| o] AFRERE oy gl AB|ATE Ay E =
HAG 7R 318 ¥+ Jl@e| ). Parasuraman, Zeithaml and Berrys< A{H|
AFALE 7)ol 3] vlawola, AB|AEAe] Hrkes AR opvet
MBI AlFaY o] BIre|A o] Fojxm 53], Au|A AlFA 7]
daagol FAB ] QlolA FoAEooF drha P’

Gronroose®l st Mu|AEFEAL “7]&2 F4 (technical quality)”
Ay A

¥ “71% 4 #4 (functional quality)” & E%F

2 AFBE YoM FAZL 53l Festin At 74 71E4 F
dolgt 2nAr} Fo1e AL Aclsbe] wat Aoz Wl AT @
% 2 AAE At Aulaz stefstes Zolu, 1 59§l we
A et BHWt sk Brbe Uik 7% FAe AnAt of9A
IR 9 At w slow Moo AFolehs #e 1 AATE of
Uzh Ao e anAst Auaw detei Aot o2 ndeu

Mujagde] ke & AyHERE oyt Ay aresjof a5 A

A, ARlaEAS Brkske AnE ST EABHE el A
~FAS SAsE AL ASS F4 g a4 A4s SHsE A
ojth, B E AMuAFAL 1A A7 #Ed 17 AFARL Jid e
2 499y

AR, IAES AH2FAS 7del 3] vus Fa At
dlell= i) s osf g7k olFolA sirh =, 7ivie Aula
gf JAAE MuIAE vl gt A Au|AFAe] Q1A EE=H o3 1A
719k 1A Atole] ol U] Ame} WEelEta & 4 Qlrh o] 7]A]
AAZ AF vk Aujx 5 AP Aujae] disk 9 WEoz A
ojert. 183 Zlg§ AuAEe] Higrelu S5 = 3ol AulA 7|4
o] AFaoknt Fti 7= Aow Fo )

® A. Parasuraman, V. Zeithaml, and L. Berry, “A Conceptual Model of Service Quality
and Its Implications for Future Research,” Journal of Marketing, Vol.49, 1985.

" C. Grénroos, “A Service Quality Model and It" s Marketing Implications,” European
Journal of Marketing, 1984, p.36.
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A4 A0 AU AE ~EAe BEe A T 7}
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[e] =
SERVQUAL =3} 17—1% AaRke 5435 SERVPERF Z3e] F 7}
Az Hm F Al
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:1:’4
O
(@)
o
N—

2.1 SERVQUAL 23
SERVQUAL X332 Parasuraman, Zeithaml and Berry7}
Oliver (1980) 2] 7l — A EYA BdA Oliver’t W& 7@ sts)
A A 7ok el 2LdA WA H#-=7Id) s 7I2E sto] )
Zolty,  ‘SERVQUAL’ o]#t @2 xu]A%4 (service quality) 2
Zojo]t}. Parasuraman, Zeithaml and Berry® SERVQUALC|A 2] 7]
T AP 54 des 73S W dstes AR Fee vHYe
gelm Oliver?] RES/EWHS dAtolA Jidstsk= 7ol &
7 58 s = ‘F“ﬁ% o ‘”Eﬂ” st e84/ FA42 Aol dist gE
olnlgtrt. (o] 84 1997)

mIOE%;u&vaj
—&é—bmrﬂ
J



<E 2> SERVQUAL %9 107}A x4

= or T A o T T i { % o W N oF
Zo i I I s I - - R =R
) = T - of g = T H < a8 =2
T o < - - 0 -
,A]E %o ol JMﬁ o) N of L] = or o o K W_ﬂ Bo T
< T 4 o7 R | o = T 7 = -~ o
w O e < = Moo | R do M T " =
O O o BN D RO e
. h - - - .
T ~ Jlm 4 ,ﬂgﬂﬂ ! Mﬁﬁﬂﬂ%%%%
= x| .a_l T o T | | 3 =R o P T oGy "
R N Jo gyl | - TR o o1
wr | WAl o ~ | ® o il g o= T g |B o PR
oS ® m | e /T ™ = o | %R X al Dlm o~ *d
T T|® W i) o | | e o A4 D
. I NIr N @l P | . T E BT w2
T oo | T of|® ol CIT |wm T T og|® LT
W odo | ogn| ™ oT A 4| o B = | o T = e
%0 [ KR ~o N 2 ™ KO
R |T R|B d of MK mm|or MR o B oo | A A mer
Wow | %A oo |E T|® BT SN T|E o WY B
UGN S IR I N T O T B e S S B
™ ) iy 4 ) = H
_ 70 <] ~ R0 7o o3
KT A = N i T = Al
8o _ T o %o Xo el B
o7 = o oF ) o o
T 5 L o 70 oF - B
7o o " —_ fe ! ~ o W
oo | oF o & Hrm Mo ~d T mﬂ o M|
J ~ r
= | M NI < o 2 o T < ﬂ_/ﬂ
~ ] oy w %% ~ ) o o
o = ™ N T DY ol w T by
T Moo o | %= iy = =8 70 2 M
oF ar T e Mo o7 o e
d  |w Tle s |1 Zx L« N a oW |
= 4r T Ho = N T E B 2 ‘o =
T T | M H T T FIH F|T o w7 HoaF oW
- T
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¢ e 2 ¥ % ~ 4 o7
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| ok < oo JJo T = > e o M

A Conceptual Model of Service

«

. A. Parasuraman, V. Zeithaml, and L. Berry,

P

Journal of Marketing, Vol.49, 1985

»

Quality and Its Implications for Future Research,



2.2 SERVPERF 23

Cronin and Taylor(1992)+ AMu|A2EdS A3t
SERVPERFE A48ttt Cronin and Taylor €704+
OJ‘@@, @%*é, o:"x%/\% 7Ho]7<4 Z‘/] UJ H]ﬁ_ 5/] ]'%Q‘E =
+ AoE Yeton ole i dEmttk @l 6710 8/ = Erskt
o]= <& 3>¥ Zt} Cronin and Taylor(1992) 2lo% ofg] A== o0)
SERVQUALYS EAHE A7) 33t &3] Zeithamle] 393t Boulding
et al.(1994) 2] A2} SERVQUAL HE=rHths= #7bg Agdupvks 23

SAete HE7F A¥bAQl AMulAagdoly ERela Aae Bo =2 A
BHAA S Hol= o7 YEFYE S, Cronin and Taylor (1992) 2] ¢1+-9]
A o] wkAol XA Fth (Lee, Lee and Yoo 1999)

SERVPERFO SR o7 YA = Ao 7]x3t Mu|A~Ed 54
= AIANA FAE AREARD MujA F4 HAeE A 7 Q] wE
of A&n[xpe] AMulA FH A Zbe] oigh ZA7]AQl A& | &&= At
=, SERVPERF SHEE AH|A AJA7E Av)ae] A4 QL Afn] X
F4o tig HEE dolr =t F8 FiS AT, AFAEE 719
o] M| AlFHAge] dist 7|4 1414 A= J“ﬂﬂoi*ﬂ FAREA QL A H]
o TS A

S 23% 5 Aok WA Aus FERsA 4

=
24, ArAow Agsin & 4 gk’

ol
ol

rlr
AU
o
o

o1F, “Mulz Bl et 2ulAe] A Aolo] B AT Agrh BYT AL
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<% 3> Parasuraman, Zeithaml and Berry %] AH|AFZAS +4 X4

o ) §(1985) 570 24l 8(1998)
584 | Anae gAE A A8 v | 494 A4
by AuaE s s A4
RER REE:
=g
o T
DAL Fn S24AQ N2 A 45
KR =S| KR =S|
o H O _ - o H O
shel o
Aulsg Sased Aew 7143 95 A 5, o
=g
N R E e o, NgY, Ay
A% AEsHe FYA 1A ) ol% Adsts Y
of 414
o, 3%
AEE | Ml AT 144, A
Y| 98, AHozVE A
A27beA | ARrbeas Aed 94 195 A o] A
w78 o F]7]&ola wAA 4 A 71l B4, e
CRES 4
TRTR 9 B goly
1A ol3) | mAT 15 &TE delx w9

A& A. Parasuraman, V. Zeithaml, and L. Berry, “A Conceptual Model of Service

Quality and Its Implications for Future Research,” Journal of Marketing, Vol.49, p47,

1985, 1988

3. 17 w52 Ad MulaFde] #A

1) 17 99 7d
a4 ko] fig A= A W= JIEE Aol 224 Ao #
3+ W= =74 (definition and measurement) o] &3 A+ w0 ojui sl

PGS AA FAAE =7 el dist 5 #3st A+ (determinants), 71
g = o]%eo] Ao #HI+ wE AHF #woE AT
(consequences) & THHTH(Yi 1990).
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a7 o] SAo B ATeM e A AN g A Adelst
#HHE Ao WSS Foox Hosk ARt st AFEo] 3o
Sk WSS PR g Aol FE o]FoA gt = WSS o
A & J3AQl Adow fgstal ojH Aol w9 JiEE Bt
- A FErkel gid Aol 27o] gt ol F ok (Hausknecht 1990).
LS FHLos MSAGFE AFstsle] ol VA He AAATIE A=
T A3 9tk (Fornell 1992).

Pt mkgo] mbSolgtal FAlH o AostdA o] oo wE wvE
M2 E47Td wet o= Falz vetdold 5 les dxsta 3l
=, aB[AEe] WERkes LA SReke] AR Ak, AbdAb, 7] Ak
= Adom JiQlgFEel e kSRS A A whSol A FE] AR
US7EA Ao A& dE 5 v & RS o] wek 7
& R Uk oE S0 AlESAdel U Uk, A el wg v
ANEAQL BES golth., & Aol A whHo) A AnAb ZiQle] v
BE= ot Aol WK vty tidel wel AESEA, 44
s AR, A/S Soll tiF w5y ARkAQ Ko FREE it
Bitners= ¥?1°]& (attribution theory)& ©]&3te] Ovliver7} A|A|
71 =42 Aeudd o] 284S AEsh A2 149 7% =UA
U AdS A doka spgstar, ool wel MulAgHe] dA
uARES] Ayt Ao HFE oA E vt MEE A - AT
o, who] AulAFgA el Mddgsiy o] wel dEo| A 7F e A dvt
AT A (S, DKoM B|AFA - E O A]) S AASHA T
S Gd gl Be Ays gAst Auetd oSl wEes F
(Oliver and Desarbo.1998). ZZ#jA] o] Foke] AFEolAl= REFo] o
Hof 7= el dis vtdt AVkEs Algsta ok dubHow 4
s AFe At E87ES 29 W Ss =7)e vhd, AlE
AA7E aRREe] Z]Ee wAA Xehd wRtES =7val deA 9l
(Tse, Nicosia, Wilton 1990). RFo] oW 7|F3 o]g3t V|Fo=H
AAE Zpol o] Frreh= A2 7|EAT=0] dAE Asfolrt. vlwY|E

-11 -



Egl Zolol QAL FrhAel gEACR I8 119 #AE o] ¢
v A3 EY 2o snjx wEgd A pyp 7|EH o7 olyd Ax - B

M |
WHFZEA A o] rete] AHAIAE BrHES ¥ o] 7 wWgo Add
A7V Ao wel =24 yeld 7heAded st 1y Ao

A= (Geva and Golkman 1990:lele and Sheth 1991; Rust and

el
Y
v
(i
fE
)
Lo

Williams 1994)& w53t Ao 9% #AAlo] JTFS n|xE= Q50 &
A AAFSEAL Yk S 29 WS Aevt VgAY E ddEEd S

A TS F F Ut 9T " dTES VI A
Wake] S35 & T s Folth 53] A7) Aol = At g
H Rt 7]E aA40] A Fujste] viEFujE & o o]e] st The
shoh whESeh AL A ] Al e AR Z2 JEE 3 Ho AE
FTHAEE 2 HER 71YS st o] Fojxl uARe] #AAE FAY FAT
T S 7hsAdel A AL & Qlojok k. A FulE SR fEiA
= A9 71 fEt JEEES AuA7)= Zo] Fest = Ax A
H| 8-S i3t AlA st 71 nAeA Ao wHS AT Fo
24 ao] B AFS Ausx EEF 7 Ut JERE FolLE

sk Zolth
Stat=el whep nAREe] HoE "t @ WETE obd S
gol A
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Consumer Perceptions of Price, Quality, and Value : A
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“«

(G,Zaltman) Yol w2 Au)z} @Folgh e, Hdek, zF o] AF, Anjx
Means—End Model And Synthesis of Evidence” , Journal of Marketing,

52(July), 2—21, 1988

9 Zeithanmal, V. A.



8o e A9S A5sn A, o2 A% A¥L Uehy mol:
W, 4 W A Az goleha glom 2ATE Lug BEL A
AZ Asel AuAE dFsted AgHE Aol 48 wdd AU BF
2 APE o, ol oF WES AW ol AYHfoF T oA}
44 H3e mgadn gol sEA, 2na PFS shtel oAy
Foleta atgith. AulAES Aulzel da 48 F Jehls nAREe
cheber FElE AR B AT B0 gy iss 23 FuoE
Bl ol @ FAE, dlolArel A% ool el Awraz g

5. Pl §ARI =9 g B 4

1) ¥l W29 7id

Kotlere AMHIAE “AlF9] FHol] &84 W3t glo] a93 W<
R e wE Sle) AeHe 8% o2 49 d9em’, Regand
ARAOR WES FEAAY AF B AMAE FUT w AT sl
W5o] FEEE £ 37 ofgt sk

v gAu A v 8% AT R Shbe] AFEOEA Muls FA
WEL gisto] nANA ALHOE ATAE BE BES g

—

Au| 2ol gloA mlgold BEAAY A2xel oAse Awuw,
“u]gglolet WA o]9l9 o 741 WMo Beld ety Jng W

Aow e A= v, PR So] £4& do] RE olBPA T
E ke e A K RIS I =

T AW A28%o] oW  mgAH|Ae W= wHudE
(permanent waving), ™27}2} Z=7] (hair cutting), M7k EYgU7]
(hair styling), M2]7}F=F QA (hair tint), "2 77] (shampooing), £5&

1
T

d

_

t

19 p. Kotler, Principles of Marketing, 2™ end., Prentice Hall, 1983, p.592.

1 W. J. Regan, “The Service Revolution,” Journal of Marketing, July 1963.
pp.5b7—62.

P gE mg A9E” <1, 2000, p.136.
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A 9 3 (manicuring), %] (massage), d=<2 2 314 (make
up) 02 EFHo] vk gga vgAn e “FojAEtdoly 1]
olFteS Fxd T dE EXN % H Y 3 dertd s

zba S A g 2A e dES teke AAZE e gk Arjaglolth

g3 o] gre] do] FAIE = ARSlelM = dletok kol Et A
53]

%]r./] U5|Oﬂ/\1 N.g_/dl,]_ 6L7}ﬂ U]a T?‘O}'J—_’ %1\]:]_ 5
Mol ZA HHA AURAS GG WAL e ATE ohe vE
W sRate] delw olnA AMHE Fo AT Ausw & gwelt

FojEEA vgo FaAo] By gk
2) " §AH| AL EA
u] GAHIAE Au| A0 54 (84, vl
o7 R o g3 2 545 AYa Q.
1. %34 (intangibility)
MBS Algket Ftets 7HE 712 A )l 54
FAdor Q3 g AAlEo] AFste
A 7tstal oW A AMB|AFAS HIF ke

(Kotler, 1971).

Aol T, Au Al
g zuAEo] ojgs

A
A% serelr] ohA "

v gA st AE o FolA wol ez AN
S 9o BAAY W 5 Arke 94 53¢ 3 dok A
=4 & 549 BYYe s Al Aus
o= Bk 17t ofels] A9 A% A wck wepd Aad g

| 9a A ARUAIEE Asor shvl, wAEe) A7k g

AC)

i

rJ
ro
o

l
24

Z b BARolL F8

o %1\31_

T HHE 7 UAET Y omAE =Sy, 7 & AFyA A

of &3t 58 A= F3yalof k(oA 1990;&F7d 1999)

o147, A%, wlEA FA 540 1A o] mAE 4, @t
3)x] A 297 A 3%, 2003

AEE, “FEAE a2AnS Au)A” ) g eke] 1998 pdd.

A, ol A FAA ) P me] mAE JF B4, et v



A}
=
AL

2] A (inseparability)

MElzo @ REORA AF 940 Fayo] RrH

Aul2EAE Gk ol BrbseAl sk ol

ug Al ABAE AN WelA] s Ao AuaZ AT 5 9l
o ofu] Y ekt Ao AuAE EFH AY FE ¢k olHd
oAl HE WA A 73 vk LTE 4 1AL AEs
NA EHH e s Zolth

Ao 2EA e AFE Al Auas Aol Brbssths 2
S JlerlE o, 3% fedl gusd A3 + drks A oua
.

Mg MHlaE AZE Foglov, Ausd Fei ) Az W, o)
AR vht 4Fs) wEeE 548 Avx ok mebd 449 s §
# s, B AR E BEetel £o0] tuE F Ak Al B
23t}

3) vl&AH 2 4

Mul s FAe] 543 mpRZEA R v AB[AoE Y], 14, W
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<
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Werg Zslol @t
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S F4 540% 153 of st

AR, AL A4 Bzt 149 el o] glor g A

A AFAe] A Aol MulAl] dRF wrol ZoiX| 7| st}
U, 71& AMulAZ a2 ko 7]ojsjof st R ZF JlQ1e] A S
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doletn WHE oA aEo ek AuAZ ATdol B,
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6. AALED 7id 2 3o fAel Y A7

1) o Aerd g g

gloj~erdol st el golu e gH, vy 5 2 }L Aoz oﬂqi
= 3o] F(hair do)g}al 3, T Ao]R = HOFEE (¢
(BAAFA, 1995). o 2RE Burs fpSs AL Az wEo 7% o9

of FEdoly HAuHl Vles A vk o
& sk gk = Y 2SS s 2T v Ao FR
A BE tehs Aol fzlen, REE 2T vy Jlo] B R
A7 BE wehs ZolFha oo, S TR BORE Hopk T AR
o] A9, A, AR, EJAT T € 7 AN ERE SoAEdS AL
AQ Ade yehds @ FEs AAskar sidval @ ¢ v (E A,
2001). olAl slojAEtdolet= A FFY U= A A AAA R
Ml 5= }b}iﬁ ARE] o] TR Stel wheh F2ol5 Abolelld i R
o] ®glar, Wi vy o] Fate] w2 &5 F3 9 AlSAR W

Chapman, R. Not Just Another Pretty Face, 1985). &3t &|o] A~ElY
Aldl, 1=, RQlel o) ZFA A o w vERbe | AlgES olw] B5E
Eldoly 7 8lo] o2 WHER By £2 2507 HEAY

3}
oA ‘3% %0?} S2237F #Hoj7kar 3le(Chsh, T., Rissi, J. &
o
d

Berscheid E., Walster E., 1972).
2 SofEIel ) £

SA A el A 1%; Had(2e) S Asta Ak AAZ o
7} squrqa Ast AL 71hAd 16009 A7tA] ALY St FEET
1 ] Y

714
2 7P |A v LME% He s AEAY dEE & W & ol
A4S Fee ske dE olgHNY TA FY oldadd e FHA win
g 59 ABARE Hod By FaEvhA vk



o|Aatel £l 7F M= e HiEF 12 184171 T o
ol A k. f-Evetel A =1895W (L% A5 AL (ﬁfﬁﬁﬂ%ﬁ)oﬂ
ojste] ko] AldE ¥, kFEEhe ARl %@ 7 3 0] o]eAL7} ]
Ah= 7150] vk A= 7] elA g AlEstEa o ddsk o] esd
o] &Fo] tztelH ol

3) ﬁMEWOMA =k

©
=

i
=
i)
e
)

o] HAoluE Wl Mg L WMdE}D A2E AuS 3
£ Z0] ohth. obE u}% ot ohet obgrhe M AL vy 2
Folof & xR A1 glo] &4® =l A4, T #, 44 5
w B AL 23 glov, AAH B971E nelste] wAA
A A oleee Wy £4ANS 98 Asks dojaEAS wEe Fi o
2 @t

AR, LA AGE ws nF AANE Z 5 Glelok @t WA 7}
A& Qzto] AAFolt AFEE vk wA 275 23 BAlsk 9k
WA AR e guel A, A0 BEe @ =S, o

7HA SA7E MR o9 H A FdEE delA At sl v
2 I olY A A #A4], Aopddy e ‘2 AT &I (Post—
materialist Value)' 9.2 &A7FHA 0 o}ErtLo] thah #AS AlHE 9

o4 %o ZaA et o,

A, AeH S Folof @k o] RS gkl AT ZEAA &7
olth. dlo] HlAtelU: mA X E Foldrhs Held o&vtel e
gg it ey dee A&7t A AAE x5 Y A
gl dlo] trtelu Aol EAS|ok sk Al EHo] Holuhd e
DA uhge] B4 ghow A7 gl dlo] tAoluE ol BrheS
Zabs ARselA dedor AT et e Folof @i,

AR, AEA A E AFsof ot sl Bk o]l ol nA 7RA] 9}
A4 91 €4 stdete 17lo] A2 HYE AlgetA xEvd 1

O ukodu) 2141719 B e’ | AstelR, AdETAT A 19939 25
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3) 3ol tRolie] Mulx EAo g WE, BuE
AAIE Au) 2o st W= E Likert 53 HA T2 H7F sk o9
A7 1l 7WhE55 slld AlnjA @Rl gist Entso]l & Ao, H
T/t A S w5 Ak Anta gujeth SEEE2 <L 6> 2
<E 6> Mulxd dig 14 B5E 54 £F
T Nd g s
o] 9 x4 1,2
T8 (X4 3,4,5,6
HEA 7
S (M5 A ) 8
AL = (4 4) 9,10
e+ 11
Au) 2 35 12
A &AF 13, 14
78] o]F 15, 16
SRV Rl B 17,18
4) sl 2Etd AZ
AB[2 gRlo] Flo] AR AZEe wAE TS FHsH] sk
Likert 55 HEE ol&sith. A7t A= 17 Ao FFS vz
thar oujgttt. 7} o] 2 of#fe <&E 7>
<E 7> 318 RFETL o] Aed AF MXE 3T
T4 Nd g s
AEY dEo SR 1
Hatel el A= ¢ 2,3, 4
tiztol i o] g HA 5
tjatoly 9] SAbAE 5 6,7, 8
ERISIE R RS R 9, 10
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5) A7 A3
distel ASk F9l AUYS UHOR B, AFA, T & E, 1Y
A8, AAH A9 F 4R

1) A5 FF

71Z2 AR ARlA 54 Q4AF FEE] flEiA WA AE Ald Sl
Aol Al sk 7] Flo] HAtolvE dido® 2wﬂoﬂ Ax JAEFE
AL Stk ARG RO R SERVQUALS] 74371 s fl52 axke]
stthal AZtE = AnjAaeh 179 ?%POM T3 A~
T Aol e A W HE ol gtk &
AATE Fa ZAE AEAE= 20069 119 299 20S tho =z A}
ZAbE elom ARE Fxste]l £33 dFE FAHSUTH 2 AL
2008 4¢ 74HE 44¥ 22%17%1 ***w%xmwﬂ soloixsl, @
1A] Shelth A= 29075 i
U EAAS 955 AlQdet T 246%7F &

A

A2 SPSS WIN 11.0 Z=7%& o] &3to] stglom

QIE-XS (factor analysis)
| 93ty Crobach?)

daelu el Aul FALelt DA Ao ol
A5t} 7 —test® WAAATE ER slo] Bl M)
ATEA WA AolE Yobs] A3kl et <)
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Q dolikel ol & HAE Uotmr] At x’—testE: AT EE
o} tiatolue] AulAa FH QA7 AFFA A 2

f5te] t—testo dLHFEA], Duncan®] BN HTE A8
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<E 8> doltiAold AHlA Fde] thdt 2ARA

29l 1. ftely 9 Al¥4d QQl5-st
gAY E AlES St B FES T4 4% a7
I Yoy e Al g Ao disiA g A8l DWOM A sklth .70
I Hately s gale] ol 4 gl E EHEESIT 70
7 Hrrely e gAY T 737@ Eii=g .68
1 gy A4 74 AAE skt .68
1 Hzrely o AlE Al Gl ks 1 kgl .64
7 Hately s gale] ke S oldlatE il ¥ akqith .63
7 HArely s 2y FEo] A EMI 7%t .60
T frtely e Alge] Ak HE Ag ey tA] Aes dlFith .53
AAHF (%) =24.16% %ﬁ@i%} = 24.16%
AFA =556 e NHE = 91
29l 2. fArely 9 4 QQl%-3
1 Hrtely s a6l A ofgEle AEYE AT 78
I Yoy 19 A A gt 71
I fAeldEs UE ¥ udolgta w717 skt 58
1 OAolU = Yo AlAA EA(d=EY, B EA) S & olgste] AR S .56
Az T
wAR=MUCIIE R 17“4 AgelA 2de T .50
T Yoy FHsk nj g A4S 7}7@ AN 44
AAHHE (%) = 14.57%  FAHIF = 38.73%
THx =3.35 e ANFE = 89
29l 3. "ztely 9 H® QQl%-3
I Hrrely e et 2R A HER 1A4S g .80
T gAY o9 vtE EHS AMESITH 78
WARSPAIRE b b b ISP = 1A s .69
1 Aoy uAS HabA sl Tt .66
AAME(%) = 13.46%  FAHZEF =52.20%
IF3 = 3.10 e NFHE = 83
29l 4. fzrely 9 A /5FA QI
1 YAtold = 7] Ak F AlE AIES Al sk ek a7
gAY s a2 A g o kMEIAE AlFEAY et Aztdel Al .65
w771 A skl
7 HAtely s At el A&EA digal 3l .64
I Yoy e Ale dAE JeEd Folh .62

AAHZE (%) = 12.39% TAHY = 64.59%
I3 = 2.85 e NFHE =




2. JATEAZA AHJAFY FoA4 o] & AR & o Aujx FH
z}o]
1) shdel] W& 3o AujA FH9 o]
ghdo] wE Fo] AulA FH 9] ApolE dotry] flete] AT
3} Duncan® sl AATe AAla 1 A= <F 9> Zrh

<E 9> o) mE o AulA FAY Ao

shd shd
130 28 38 434 F

a9l (n=17) | (=98) | (1=80) | (n=50)

A1)/ 3.56 3.51 3.68 3.76 1.84

& o] A=A 3.61 3.35 3.57 3.66 2.35

SR IE H = 4.01ab 3.74b 4.10a 4.22a 7.7 255

A2 3.38 3.45 3.61 3.71 1.80

#x:p< . 001 a, b : Duncan's multiple range test

GLOE ol sl BE dol Al F49) Aol efo

7 p ol A Q1 Aol 7t Sl ASFE E

1-28hd A B do] Anja F4 F 3

=4 31,«3 A§7LO].‘~ o7 1,]_1:/]_ 1

4 RES ANAE B4R 1AL s dejniAelsl Bt oo

tatelu ] A, Ay, A4 2o ¢ Tty B 4 glew, A
W B Shbshbh SABEER ohleh 17 A A

S vF Rog AtgE,

=30 -



2) §=° WE dof AMnjE F4 2o
ol w2 dlo] Muls FHe] Aol S dobry] flete] AWt

¥ Duncan® YsHAASTES AASAY. Ay <% 10> 2o

<E 10> &&°f ©E 3o AqulA F29 Ao

L= £E
2099 wlwk |20—-40wkv|ur 404kl o] F
24l (n=60) (n=117) (n=67)
A E A 3.42b 3.63ab 3.78a 4.37x
&l o AEA 3.23b 3.55a 3.67a 5.50%%
L] Ea B = 3.67b 4.01a 4.18a 10,6455
A4 3.35b 3.58ab 3.68a 3.37x

#p<.05 #*p<.01 **xp<.001 a, b : Duncan's multiple range test

<E 10>oA AHEE =0 i Fo] MujA F24S BE QQldA
T Zol7F Sl ASE YERWT 40%Hd o] &S W o
AFol 1 R =5 AA e oAU el vla slo] Al F4ef o
d Ao x AT BE 2Rl p<.001 FEollA FoA1 Aol
Bolsd 409 o]de] S5 W oAgiAe] dojygxtol e HEE &
FAo 7 AzZEeATh AFEA LS p<01l FFoA, AFAAI "2 2
912 p<.05 FFAA FE=S 409 o)) Hh= oAU Ee] 2F ¢ 24
Ao Z Frtstsitt.

3) AL3], AAA Aol WE Fo] MulA FAQ o]
Arel, AAA A e wE ZolE Lolr 7] ke AYWgFEA I
Duncan®| Yz AHASTS AASS L 1 Ay <3F 11> 2

E 1>= Ave 9 A, ﬁxﬂ@ A glell whE o] Auja F4
SRlellA FoAQl Apelrt 9l Aoz Yyt AR Hdel
HAete] el o] Muls wdel thal gz Friedivt. 53
Q1 p<.001 FEolAM el Apel7h vebdsd], 7S A
Us & o Aoz Friskalth HEedly H4e4d 2

Moot
oX, rin
ko

a
o
o
>
o

231 -




p<.01 F=FolA, AFA QL p<05 F=olA AFZE FAwko] &o] AH]
& F-e AR Ao E YErWH o] tAte]ly o AHlA F BE Q
Aol Al FQstA Yettor, A3 7e4d EEE T FA
A NS SHshs A% FQs A0 APREH AA Q] WSAIAES
Z3] slojuatolye] WS EEola Ao wMEHLER ool & Zlo=g
AbEE )
<E 11> A8 ZAAA Aol wE Fo] Aujx FH Ao

AL3] ALE], BAA A9

AFAA] BT TRE 5% F
a9l (n=47) (n=125) (n=72)

21 =7 3.39b 3.61ab 3.78a 4.72x
& o] AEA4 3.18¢ 3.45b 3.82a 11.075%x
A2 Bl = 3.87b 3.89b 4.20a 6.09sx

4 3.33b 3.52ab 3.75a 5.02%

*p<.05 #*p<.01 **+xp<.001

a, b : Duncan's multiple range test

4) A} HE7I AR WE 3] AMu|A FH Ao
713 e mE Elo] Auja F- 0 ZpolE dolrR 7] flste] o
A2 Duncan®] B flss AASAT O Ay <& 12>
9} 2o
<E 12> &7 A5 WE Fo] AuA FH9 9]
HF R
w5 _ °
ool T e o | ﬂéoﬂ 6719 o) F
(n=36) (n=76)
(n=125)
21E4 3.83a 3.56ab 3.54b 2.29x
& o] A7 3.77a 3.53ab 3.35b 3.96%
AH] 2~ Bl = 4.03 3.93 3.94 0.26
A4 3.72a 3.58ab 3.45b 1.80%
*p<.05 a, b : Duncan's multiple range test
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<E 12>F A9E o o] MujAs F49 HEds AYdt g 2
oA p<05 FFolA FoAQl Zol7) = Aor Yeuth soliks
st ol 1301 Htshe oftfdE0] 671€el dw AR slojs Wi
stz oAdiAEel vldl slojtiztoly o] dojMu A F4 29l T A 2
A, AEA LRI HAZA QQlelA F o A2l B7HE sk Aoz u
Ebutth @ 13)o]d Wtk A9 A9 dlojrztoly] Al o] AEh
dolup A4 & 671 ol 1¥ Fx Witshes uAe AeRo
a3 Q7] wWEel AFHA, AEA Qo] FUH FHHOR Y2 Fo7 A}
A=

5) goj4F FRFol WmE ol Mulx FH Y Ao

glojaf Fell WE dlo] AulAa FA0 AolE dolrr] flste] d
HEFR A3 Duncan® YsHAASTS AASSE T 1 Ay <E 13>3
2.

<E 13> o4 FF e o] Auja FA9 Ao

. dolat 5

PN T R e e e T T I
(n=67) (n=42) (n=51) (n=75)

A4 | 3.68ab 3.47b 3.77a 3.47b 2.83x
o | AT 3.60a 3.26b 3.75a 3.31b | 5.29#x
Mul~ | E 4.18a 3.76b 4.11a 3.79b | 7.03#xx

AT | 3.74a 3.36b 3.70a 3.35b | 5.39%x
*p<.05 #xp<.01 **xxp<.001 a, b : Duncan's multiple range test

<GE 13>eA HW gloj3F Tl mE dlo] Aua F2 2]l B
A Fre ARl Zpol7h yrEbRTE Bl QR19] A p<001 FEolA T4
AL AAH-AA so] Au)A W= AgidEe] slojuatoly ] HEE
F U AR Frrehalh At A 291 pol el

‘].0]7]. ol‘:_
e of ) A Eo] |
AAERT} dojtgel g F o A8A

Ao vhebgk

227} oul

o},
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o7 YUetton, ok HIAAE F o gGA Ak AeE e
th AlFEAd el p05 FEoA Fo3t AfolE BA=d, 7 FEAF
= ol&ste A=l HE Fofie ol gt A EET FojtAte]
UE o O s o®E AZstes A0® Yepstth Zdzfol= v gAS
o] stz ofAo] HE ART A o] T v EAS AAlo] sk
SERL R F AEE 7] wdel Adsian, A FA gk nEAS o]
St o2 GE ogdr} 7Aoo AfEA AEsitt. o] 3 AAA
A 7= AMH|A wKo] FrAo® FAVE fEafolyt Zallato] =] A
T ATA AR B o] Foj A7) Wit Aol AlE] A aklo] H
sAA SR YEhe ZOFE Al ET

6) FojAlzel WE o] AMujA FEL 2o
dlol Aol W dlo] Muja EFZ 8 ApolE Lot 7] flste] e
FEA39 Duncan®] BeRlflATS A At <& 14>8F 2

<E 14> gojrlgdl B o AnjAg o]

goj A= & oAl
T}t 7 e} HE F

£l (n=112) (n=25) (n=93)

A=A 3.60 3.60 3.64 0.09
3o A=A 3.56 3.46 3.56 0.31
A 8] A H= 4.03a 3.54b 4.01a 5.92%x

A4 3.56 3.41 3.56 0.49

#*#p<.01 a, b : Duncan's multiple range test

<E 14>Z AHEY Flo] Alze] mE sl Auae FAY Aol
gzl o] el el ARt p<.01 oA Fol Al zol7t Sl o=
debgth U AEES A&she odAEe] Selel, A, RS s

28, v gA N2 AL BAREEG AR o
T el Atishn AAUSY FPIE A =R, 2007.

Rius
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AR ERT Fo] tixtolule] Yo tha)
o vehdrh 9@l Az AES

A oANE dete HAelue] B3, wE F9 HE
Ao Ang

7) dlol Alg Fdo mE 3o AMulA FH Ao
dlol Ale Fdel whE dlo] Al FAE] AolE dofry] ffste] A
HFE4 3 Duncan® s AASE AASaL 7 43 <G 15>3%

.

my o

<E 15> o] Al =9 & §o] AulL FH 2o

ol
%QH L= |
ool 3¢l W|WH3-5%kel wRH5-10%He W w108k o] F
(n=72) (n=58) (n=86) (n=30)
A4 | 3.62b 3.38b 3.59b 4.15a 9.19x
ol | AEA | 3.44b 3.22b 3.51b 4.18a 11.40%5x
Aulxs | HE 3.86hc 3.75¢ 4.08b 4.36a 7.30%%%
A4 | 3.50be 3.30¢ 3.60b 4.02a 6.91 w5

x#%xp<,001 a—c : Duncan's multiple range test

<3 15>94 HHH p<.001 oAl o] Als ade mE do] AlH]
ol A 23t o7t Sl H o g e o] AlES

o
fius =
3 ogskse Pow dehdth m@ slojrgolud BEeal
2 2 Pk Ao ek
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8) AR ME Fof Au]A FH Ao
AR WE Fo] Au| FHO] zpolE Gotry] fste] AWM
A7} Duncan®] v AT s AAlskith 1 A3 <F 16>% Zth

<E 16> AR Y] W& 3o MulA FAY Ao

R R
AT = B3 Al F
24l (h=136) (n=41) (n=36)
21279 3.64 3.69 3.58 0.23
3o A 3.56 3.59 3.40 0.64
L Ea B = 4.08a 3.78b 3.97ab 3.20%x
A4 3.58 3.52 3.59 0.12
#*xp<.01 a, b: Duncan's multiple range test

<E 16>°A4 B AR wE Flo] AMujA FAHL Rl ARt
p<.01 FFelA Fosh Apol7t = A= Yehgth 3o Ales W]
el #oAs e A A9 2ol s A =ol sofH Ao g
o] disl the dRdy 53 slS Rt FAH0E Frlsts AL
= LERS:

rlu

>

:

m T
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<E 17> dojuRold s Aula 05 Ex BUSe] dg 2984

29l 1. tigolu el 41%4 2915t
A= A Aol el A%t AT I, ANE 70
g F AES A ot Raol wARE s $E(1d Wk 49 | 69
HRE el Q) mE 2 A0 Wl adeliE AFE S 01E 62
sEhelate] 9, e 2907 A% )
ARED B AEHD FEGES FEE B o] dak doisgaAs 61
R )
Mo oltel A& HES ASHA 2o 53
m7o] @Fe] A% oS (AL Bl FAL 4D A A HE) 52

AAAZE (%) =17.68% FAME = 17.68%

If# =3.01 eAFEE = 89
2.9l 2. tAtolu el HEA 2915t
A A% el g 44 82
A4 2B HE AN AE /8 FAe] B9 AnAel A% A2 64
Eplel ojet B gl SAE A AR G AR WEL A 28 56
4o QA WA CESIE Qlsk el el SbEom Qs u% &4 el B) 53
(Astn o} £7] 4% sEtel At 48

AAAF (@) = 1585%  TAUF = 3352%

IHA = 2.69 @A EE = 88
291 3. Aol H 29175
S e £, WA o9 (e £3) 77
QUALEE (S0} 4ol Solzha vl 2ap 76

AL (%) = 14.94% FAWEE = 48.46%

IfrA = 2.54 @A E = 87
2.0l 4. slojAke] Ml ERE
A ejore @@ Ee O A7 A% 59 72
sloltel 3 A JER o) 66

AARZ (%) = 12.89% FAWME =61.35%

IfFA =219 eAEE = 65
2.9 5. Aol §u 29175
GA 2AY G 83
o4 ol A sl ol gelt dof HAolde) ojul we. 80

AAMZE (%) =12.62%  FAWMZE =73.97%

HA = 2.15 ZNHE = 84
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=

4.ATSAA MU FoF o] § Frol wWE 3o Mulx FZ

b |
b | —
Y S, 25 Aol

1) shdo] W& o] An|A FA st T,
shdo] wE Fo] AulA FA sk 9 - BEvkE Q919 AolE &
olR 7] {3l t—testE AASIG O 1 Ay} <3 1

CE 18> Sl ME o] Aulx FAo] U@ BF, BRFY Ao|

‘6‘1—11/3]_
b
9ol Aehd wuehd t
(n=115) (n=131)

2= 3.49 3.55 —.78

AEA 3.50 3.69 —2.14=
v/
FRNIEY B % 3.66 3.90 —2.78%x
= U=

A8~ 3.57 3.55 21

&2 3.55 3.53 19

*p<.05, **p<.01

<E 18>A HH, shde] uE 3§
o] zol= HMEAF LAY Blm oA
woh, AEAS p<.05 FFEoA 3 - 479
Hop Fojnatel s 2w o dEF o
FolA 3 -48hd offAEo] 1 - 28d

e o

A FAoE Bt 1A B2 AN FYZ 1AL SHhsHe
dloftidteltie] BEst doftidteltie] e 291E wuh H Feshtha
3%

=

=
B 5 oglom, Auz B4 shtehrt wARS 2REe 4479
o
=

)z Aow AlgET)

=
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2) A3, BAA XYl o
9] x}o]

ALs] AAA A Qe WE RS - ERES ApolE dotry] fldte] ddwW

Fi-A T Duncan®] HdeHAdTs AAlet 1 Ao <3 1953 2

gol MulA Fdo tfe v, BT

il

3t
=3 ot
zko)7F Sl AL®E Yebgth skRSel vldEl F, dRSol slojyate] g
AEA o el & o] W= Aow eyt g1 AL 3 =
TRt AT AdelA dojyatelye] &re o wEae ZowE
et AFAd e R RL p<0l FFoAA FE zol7) U= A
o7 YeRt 5, ARs Jdo] dojyaielye] MuAFdS £ o Al
gt Zo®E Ueow, 4R3 Aol dojrxto|] el wiizel s
ot Fo® HFrtstglt.

<E 19> 213, BAZF 2|9l g 3l AMu|x FA g ¢F, EXFY 3o

A+l A, AAH A

AAA F7% 7% A5%E F
a9l (n=47) (n=125) (n=73)

A A 3.28b 3.51a 3.70a 5.55%
e A 3.37b 3.63a 3.71a 3.83x
%u;é_ R 3.57b 3.75b 4.00a 5.81%+

A ] 2~ 3.39 3.54 3.72 2.83

5 3.44b 3.47b 3.73a 3.59%

*#p<.01  a, b: Duncan's multiple range test
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Aol A Q) AT Qe

ol zJol7F Q= Aoz A E AL 171K
at= ot Eol dojtixtel o] A=A, d
she Aoz ket g 1

|
Aol vA F7} Hol=d ol € 13|01 WEshes 12 A st
ol oA o] ~Etdoltt A FE& 671 o]l 1WH Ax WEste
279 Auth & 4m gy) Mol dAden FIHoR e Ao
g,
CE 20> FEI|Z) BE slo] Aulx Fdo) g W - BUEe Ho]
kel
H}l = o
ool RN 2_317;301] 6719 o4 F
(n=36) (n=76)
(n=126)
DR 3.77a 3.51b 3.43b 3.32%
o AEA 3.81a 3.63ab 3.45b 3.71%
%LEZ_ B 3.83 3.81 3.74 0.35
RN N 3.75 3.59 3.48 1.60
T 3.71 3.58 3.41 2,40+
*p<.05 a, b: Duncan's multiple range test
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4) Ao R W
s
ot Firel W alol
Stobn ] $15te] 214l
<E 21>%F #Zoh

<E 21> d4%F S/ ©E Fo] Aujs E2 o

3o Aula F4o| o

= Au] 2~ FA
A2 Duncan® t

of\
oE -
o

3 U= .

o T+

=
=

0

A A4

(n=67)

to
s

FATE R

(n=51)

3.6ba

3.71a

RN
Mo |
oX

o,

3.66ab

3.80a

=

3.98a

3.92a

R

3.73a

3.79a

jur)
EA R

3.70a

o

3.64ab

A

, #%p<.01, *p<.05

/N

slo4F Fel uf

=
LN
Ql

r'lj

> N bl
2
o

o 1o

[-‘O

1o

=

p<.001 FFolA
A AL

S|
=i

jubas

N
X
1o

o

&0 O ome
SO
o

L= G e A

o2 Yt o

| —

o

-4) -

o)Al pe] 7}
do1aFs o] 88k othA
glojaks ol g8k oSl vlE alofiFe] Au]ie
B7rekinh. Ad#EA e BEeQlE pOleA FoF
A7 FEak A Flojaks ol &ske A EEol
& 9 AFstd, dojyatolue] eieel tieiA L wh=s)
7 £R29L p.05 FEl®E fo4<l
Fojaks ol gt ot Eel vlE
=°l oy atelq e AEAel rh=5st

a—c: Duncan's multiple range test

o] 7}

[e)

i

g

&l

1
Aol




U AR A TA7F dubakolut HTA ol AAR] Vs,
MuEA, AESe ago]l & o] Fo| XY wiie] E= Q]ldA nhEohs
Ao Argdrh o] 2 wH AAHE dojrAteld e B ZEolal
AR uAe o ojojx Wi A Edirh 4 Zlojth

5) 3o

A& o8 del mE do] Mulx Fdol dE UF,
BE e Aol

sloaF ol golel uhe slo] Aulz FAel e W, Bue] Aol
2 oobny] Siskel ALWFEA S Duncan®] HEWIAFS AN S}
I Ay <FE 22>
<E 22> 30} A& ol §FA wE o] Mujx Fo| ThF WE - BUF o]
29
29
oo 39l WRH 355k Rk 5-10%Hd vlwH 109 o) F
o (n=72) (n=58) (n=86) (n=30)
A=A 3.58b 3.22b 3.52¢ 3.97a 9.2 4 s
== A 3.65b 3.38¢ 3.55bc 4.07a 7.69%
== B &= 3.79b 3.49¢ 3.85b 4.17a 7.00%3
A H] A 3.53b 3.33b 3.60b 4.00a 5.60%x
= 3.58ab 3.31b 3.56ab 3.82a 3.64%
#x:xp<, 001, **p<01, *p<.05 a—c: Duncan's multiple range test
<GE 2255 AdEH Fojid o] S el mE dof Aula mAe] gt
W, 2uE g0 BEA @ Aole mirh A, AEHL
A, HELQE p001 FEoAM Fo37k 2folE BA=H, o] Ale Hlg
= 10%HY o] AFEshe oA Eo] 35S ARESke oA Eel ]
d sleltidteld el Awd, AR, HEd WEHs= Aoz Frsl
Mu[2~ 9l p0l FEAAM FAF zolE BT &9 Ale ME&
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5. AT-FAA AR} Foj4f o] §FE wE 3o LB dEY
z}o]
1) shde] wE 3oA8d &9 Aol
Shde] wE ol nErd Aol et 2ol E Lobry] fls LA
4%} Duncan®| Bre¥AdSTE Ao 1 A3 <GE 23>9F g

<E 23> shde] wE FALrEHd A9 Ao

ghd shd
13hd 28hd 3shd 48hd F
Q9 (n=17) | (n=98) | (n=80) (n=50)
AWk A% | 2.65a | 2.34b | 2.49ab 2.67a 3.42x
A& 59 2.71ab | 2.44b | 2.57ab 2.90a 4.01%x
A2 2.47ab | 2.41b | 2.52ab 2.70a 2.72x
2EFY A A 2.53 2.39 2.35 2.42 0.40
sloj el A&E S 2.59 2.32 2.40 2.56 2.16
d AF | AfFYAelA | 2,53 2.36 2.42 2.52 0.84
Fagay 2.35 2.31 2.25 2.32 0.19
=A0] 2.59 2.51 2.42 2.48 0.51
A% - A4 2.93 2.34 2.32 2.44 0.77
AP R R 2.41 2.42 2.43 2.58 0,74
#*xp<.01, *p<.05 a, b: Duncan's multiple range test
<E 23>0A A EW dde] g dojaEd dAEe] wE Aol A
WA AE, Alesy, A oA FYH] AolE BT AssE>
p<.01 FFolA Fo24d zpolE HA=H, 284 0%1‘4%*3%0] e dds
of vls] tAolH el A o] doAEd dEel Ewo] HA derhn
A

Bpsrh slejeiAel e And A 5
Fo% o2 nYh 28d ojtjgEo] tE g
A AF S0l A4o] doj2et AFe] mge] HA Fivin 3
Fsoieh SAE A el Aol Fstel vgele] AuwAel A
& e wAY solnEd Aol £§S FA gtha 443 o

I
;

l*‘—"— p<.05 F=o
of wlal tlzloly <]

gl
o
V
mln

ﬂHN'



g Aol dloiyatold= AHA, AL FEE wolV] Sl =
slof & Ao R ALRETH

2) A3, AAA A Sl mE ForEY AE9 Al

ALEl, AAA A Qo] mE FoAAEY AEel tigh xpolE dotry] 9
a WA Duncan®] tEHlASTE AAsIon I A¥ <#
24>¢} 2t

<E 24> A48, AAA Agle] B2 HAAHY AF 9 Al

O]

AE., AAA A9 ALE], AAA A9
Eia e R e F
29 (n=47) | (n=125) (n=72)

AWrA AE 2.30b 2.46ab 2.63a 4.05%

Ale 59 2.52b 2.49b 2.77a 4.94%x

A4 2.38 2.50 2.60 1.96

2EF AA] 2.13b 2.42a 2.51a 5.23%%

o ebd | A1&SE S 2.26b 2.34b 2.63a 6,845
A& ARl A 2.19b 2.40b 2.62a 6.40%*
Kaga) 2.00c 2.28b 2.52a 8,35

o S 2.30b 2.49ab 2.59a 3.25%

AF - A4 2.15b 2.37a 2.51a 4.46%

ARZL 7 B 2.28 2.48 2.53 2.30
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AR Y H 2.67 2.44 2.36 2.69

#kxp<, 001, **p<.01, *p<.05 a, b: Duncan's multiple range test

&

e Ao® yehgt HAE
o] p<0l FFolA, AnkA
: o, A2k, A W2 p0s F

oM FAQ AFol7k 3= Ae® yERsth dojike 67hEel o W




A& o)gehe AAtAEel F ¥ AR Arledith. HelE A5 o
A e A A9 AEY, dutR JdET F e HErt ofd =go]
= AuYS g9 | Ag destrg BgHow e Jow Alnd
ot

4) A% ol A W soizErel Axe Aol

ol Al o] &wde] WE FHoiEY dAEel o
H8 ¥R Duncan® UdsHAHASTS A ]‘8}"30‘31 1 ﬁﬂr <
% 26>7 o

<E 26> HoINE o] g Ao] TE HOAEY A5 Aol

=
=94
39k wYh 359k | 5109k | 109+ o]k
go (n=72) u] gk u] gk (n=30) ’
(n=58) (n=86)
A AF 2.42b 2.36b 2.50b 2.77a 2.96%
A& 59 2.50bc | 2.40c 2.66ab 2.83a 4.25%x
2] 4] 2.49bc | 2.28c 2.57b 2.83a 6.65% 5
2B AA] 2.42b 2.29b 2.33b 2.70a 2.96%
3 o] A48k 3o 2.47b 2.10c 2.43b 2.80a 9,55
tzteld | ARYAlelA | 2.48ab | 2.24b 2.42ab 2.63a 2.78x
Fagay 2.26bc 2.05¢ 2.37ab 2.60a 4.73%%
Ao 2.53b 2.26b 2.53a 2.63a 3.58%
A% - A4 2.39ab | 2.17b 2.40ab 2.60a 3.20%
AP R R 2.50 2.28 2.49 2.60 2.08
*p<.01, *p<.05 a, b: Duncan's multiple range test

<E 2605 A yrd o)At AES AMXNARE A3t RE &3
o oAl olE HLE BE FHulo] Fo]AELY AFof FA Al
H7ME = Ao®E Yehytth E35] 3-509S o] A& HlgowE A&




p<.001 FFolA, Aleedgd 72 p.0l FFoA, ARk A=,

A AA, AFUAlA, A WH, A4 - AT P05 FTElE F
3 ol 5 BT UF AHS 7149 do] Aes wE AS

sEolu alF o] w2 AerE ol A Ayt R o w2 Atm

S ouasel & o RRAew HrsAnh A4, Axd Lot
o
o

- 49 -



6. o2} oo BF AwA<

<E 27> 894 HE A9 Fo] Aqu|Ade #BA

HAAT

0=%
F AEA
atuf 71} AE
2 13 o) 7 (6.4) 10 (43.5) 17 (18.9)
W 2-371€el 13 55 (50) 7 (30.4) 56 (62.2)
6712 ] 13 48 (43.6) 6 (26.1) 17 (18.9)
Total 110 (100) 23 (100) 90 (100)
¥'=132.13 df =
sk p <001

A= B dvk= 2-370€, T 670l 3 W AE Ase
AL glow, AES A 62.2% IHbe o] ouigEol 2-370€
Sl vk Ales Al e Adew deknh gy dlo] 29, 94,
ol Feldat 22 Ales 213 o) AL 3= A Sl BlEo]

=2

-50 -




<& 28> T 3o ~qulAe #A

() =%
T AHl A
T}ut.7) 7] ek AE

=} 42 (38.2) 4 (16.7) 36 (40.9)

%) 7V 22 (20.0) 12 (50.0) 9 (10.2)

5 ol & 46 (41.8) 8 (33.3) 43 (48.9)

Total 110 (100) 24 (100) 88 (100)

¥ =19.75 df = 4
% p <01
ol Alss 7] 98 slolifel sk AFR I ofH Fo] AMulAE
WE=AE dopry] Sete] x HTo® 2AREglon, p<0l FEeA F
AR BAE Q= Ao yewth I A <L 2859 A

gutel AEE TAA Ee I oy ) 7k HlEo] ESkh
e Fol ZE, 94, dlo] Sed 22 AleS 7S @ 7k v

[e]

ol 7 = WERRAL L gEo] A o)l o)A EAF Tk ME 0
U2 102 YEry

=51 -




<E 29> AR W Fo] Au|Ae #A

() =%
T AHl A
whu} 7] e} AE
2 60 (60.6) 12 (48.0) 54 (72.0)
v el 7+ 25 (25.3) 8 (32.0) 7 (9.3)
Fa - Aol 14 (14.1) 5 (20.0) 14 (18.7)
Total 99 (100) 25 (100) 75 (100)
¥ =10.06 df = 4
*p <.05
ol Ales e o IS B JRAY ofd o] AuAE A
S dotry] 9t x *& Ao, p<.05 FFEAM fFoAA A
NE Aoz Yt 1 Ay <E 29>3 2

= 7A 2 ekt oy, &
2.0 7

el JFYm

-52-



<E 30> e wE o] § Fo4F FFHI #A
O =%
shd
13hd 28k 38 48hd
A 3(18.8) | 24 (25.3) | 24 (31.2) | 16 (34.0)
FA7F AWk 8 (50.0) | 21 (22.1) | 9 (11.7) 4 (8.5)
T | A7 G4 3 (18.8) 18 (18.9) | 21 (27.3) | 9 (19.1)
AEH AF 2 (12.5) | 32 (33.7) | 23 (29.9) | 18 (38.3)
Total 16 (100) | 95 (100) | 77 (100) | 47 (100)
¥ = 20.05 df =9
* p <.05

shd ) o] g o4k BAE Lolry] Yl x * HTS AAsRoH

p <.05 FFoA FoAd WA AT 1 A3 <& 30> 2
18hd2 F2 FA7F dubks o] &oke Alo® Yeiworm 3 24 3§
o pfe] o] & ALy w2 o= yEhwth 28hdS A ZA dojike F
2 ol&3tE ACE YEWI I Yo R o]§shs X ANA sl

2 Yehgth 38de AA slolqk, A A Elolak, S Akl =

©F o]&st= ACE Yetyth 48hde A A FlojaF, AU FokE
FE o] gste AoE YEtwt. shdo] moldss A 7HA S Fte)
= duk A Boe AAA e Sdietal VeA WSy AJ7HA AE]

AE Zehe Aoy HEA dlojake WEske AoE AR EH

-53.-




<E 31> shde) @& o AeEFr|ste] &4

() =%
shd
13hd 2shd 3shd 48hd
tzfoli] e A 10 (58.8) | 65 (67.7) | 43 (55.8) | 38 (79.2)
=971 - WE 1 (5.9) 14 (14.6) | 13 (16.9) 1 (2.1)
A | 2l - A E 3 (17.6) 9 (9.4) 16 (20.8) 3 (6.3)
74 3 (17.6) 8 (8.3) 5 (6.5) 6 (12.5)
Total 17 (100) | 96 (100) | 77 (100) | 48 (100)
¥ =18.14 df =9
% p <.05
ghdel] wE dojsk MBIV FRIAE Golry] Y x* ASTS
AAstlew p .05 FFollA Fo41 #AZE AT 1 A¥ <E 31>
L

-54 -




<E 32> ghdd & Fo] MH|A AleH]§7] #A

() =%
shd
18 281 38d 43hd
g w) Rk 12 (70.6) | 34 (34.7) | 19 (23.5) | 7 (14.0)
—-57kg) 3 (17.6) | 26 (26.5) | 19 (23.5) | 10 (20.0)
=+ 1094 2 (11.8) | 32 (32.7) | 28 (34.6) | 24 (48.0)
105k o)A 0 (0.0) 6 (6.1) 15 (18.5) | 9 (18.0)
Total 17 (100) | 98 (100) | 81 (100) | 50 (100)
¥ =30.98 df =9

w2 go] Mu)A Aj&n| g3t AAES dolry] st x A
stlom p <001 FFAlA Fold #AZE ok 1 A3 <

FolxAl 109+ oo H|ES AEFHAL tAloH 9
L FojAFS o] g3t Fow Algd

-55-




<®E 33> & A= o4 7Y 84

() =%
PR
2 13 o] | 2-370€°l 13 | 671K 14 13

ANH 8 (22.9) 39 (32.5) 19 (25.7)

SA7F Ak 6 (17.1) 20 (16.7) 15 (20.3)

oI e b B - 15 (42.9) 22 (18.3) 13 (17.6)

HEA AF 6 (17.1) 39 (32.5) 27 (36.5)

Total 35 (100) 120 (100) 74 (100)

x =12.89 df = 6
* p <.05

dlolnk TR B FEY BAE Lolry] S5t x* HFTOE A
skt p <05 FEolA Fo A1 AV e AR YRt 1 A3

<3 33>9F Ztt

413 o] dloj ke s oA FAM ENS MY B
e RS Yeisgton, 2-371€¢ 13 H% &ojis W

AN (32.5%) % A ZH 4F(B2.5%) & FE o]gshs Fe
L6712 o] 18] WEshE AdAES A <A A (E86.5%
A0 vERRTH

ol
e
ol
=4
rr
o

oo 3L OFO
) ﬂo

ol
rlr

-56-




<E 34> #o3F o] & o8 3o A& H&FH9 BA

() =%
o] o]+
U oju] A1}
shagA |0 T
Ey A @l ASR- 11 8171wt
) 7]
E 7]
3uk9l mwuk 14 (21.9) 7 (43.8) 6 (25.0) | 41 (30.4)
3-59¢ 9 (14.1) 3 (18.8) 7 (29.2) | 39 (28.9)
=9 5—-10%H 30 (46.9) 1 (6.3) 9 (37.5) 45 (33.3)
107 o) 11 (17.2) 5 (31.3) 2 (8.3) 10 (7.4)
Total 64 (100) 16 (100) | 24 (100) | 135 (100)
= 2254 df =9
% p <.01

&ojAF o]g o9 dlo] AlE Hl &3 BAES Lolry] sto] x ?
Aoz AASIAT p <01 FFollA F-242 #A7F Sl= Ao =2 e
Wt 1 A3 <E34>9) 2o

oFERAl Ful fEA Slofqks ol &she AAES 5-10%Hd A

B wos Alenlger Awshs Ao et 43 9 AEA

das feiAs 3k vNkE AEshs HEo] P water, 108k o
e AEshs vERE A dEbsth 2aag s fEMs 108k Rkl
0

Folg Apgal ulgo] 90% olaew vehdeh olulAu ¥9171% upp

7] 8= 5-10%H1(33.3%), 39+ wRH(30.4%), 3-5%H, 10%H
OV (7.4%) a0 7 ANeH| LS A &= Ao =2 eyt

-57 -




V. d&

)

A A

B ATE AN ATAE A2 F g0l dAAeus Aud
24& %ol wAol o] TR IE A JSshs Aulng E
A AT e AMA WE S ANE Eaem A9 del v
Rel Aol VAL FFE P T HHo] vk MY ATES
Wz @ ol2d Riw slo] taeluEe] A8 AERE B slo] v
JIEE "

Fo Ao, AT AE U AL
3

A

AR, dol dAelde Al EQel tig eQle Yol A4,
gAeldel AEA, dAoliel Hx, taolde A4 /eEA 29

% tAolde
= Yehg. 4E

T

2 o ki
S
o
=
{o,
©
N
2
o

shd g AEL o] Tltolue] Auls A 20
1, 2810 oS ®eh FHA O B Ro
e oS 4RE cluAEe] o] el

N o]
H| A #2 BE QQle i8] SR Frtsh= Ao E e

1o
—
toby
o
o
ok
M
ol

Ir
£
;‘LL

=0l dlof tAtely e Muls &
&%01]*1 AR el T
2 s oSl FojtAteldE
7hekoiar, Ao §ol, HEsel thalA
wie 107k o) AREshe ofthA
]0111];(]-0]1:]2 Cﬂ A 5k, @%40151 A& golstAl #7st
102 e o, fatojy 9 3
ek vekel AE MujAs W
o "atel o] Mulxs F4d 29l T dlo] YAy HEs &+ ¥ oA
or Frisk= Ao® AAHY ITE JERICR o] Fdh=
ol &o] Yatoly Mu|A FA 9l F HEQlelA SFH 0% Fhet

> T
o of
ol I
g oo
i)
Fﬁ%cﬁl'
Ml =
JilﬂL
o 2 =
W X M
H o

Y m ol W
o
_I?d
HU
i
O,
W
Auy
e}
2
>
rif

oS R v ¥ = P D)



toAoR vehdth 9 13 o) Auag we nan od A A%
& e P3 ABY e 149 QelN ANE ekt §
A, 2% 59 BE 22 F24 e 3 2

=4, Aol rt Algste Aulae] Fd tigh v ENSE Tzt
oju1o] A, tizte| el AEA, tiztely el HIE, Floj4Fe] Aujx, o
Aoy el 1 2218 5742 E=EH T

N

3, 43hdo] oftielrie] AR} BE 2QlelA 1, 28hd )
O wEshi s Ao uehka, 4RS0l slolike] Auzee
g% RE QA ThE AFeNA Bt o uEsti Ao Pt

i
ol

Ty

32 o

413 o) AF Fots WEshs
AEA, €5 g8 F 9 wEshe A2 yelgt $4712 fyitol
U AR sojFE o] &3k ot Eel FAVEY dRbaFolu H A 3
oS ol &sk= AU Eel HlE txtel e AlFA, A, HE, &5,
glojakel AulA B ale] fis] £+ o WSk Ao® Bk, 3l
HE 10VHY o] AbEshe AU EE AH|Ae] FHe o
=l

v QoA g WHek= o UeEt St

773 do) 49 F47h Qakpeltt F2A okt AA A<
7%, Aulz, AFEE] o] & ool 47| Wie] RE QldA W
St gow et 2 2tk o] 2 ws AARE ol @
Ao BEoIL FIHOE 1A WEOE ololx WE AFY Erhr} @
Aot

5
Lol HA okeval Frbskivh shReS AR AEE AR BE
FolM T2 Aol vls F42Q B7HE Sk dofqk WEVI Ak
of e dofAEd dAE2 A ARRARE ALdS BE £FolM A
Hor Hrtedtt. 53] 671€el & W AR o]k o] &k A=



o] & d #3HoE AU doiAE ol §FAE ANIRE AT
BE B $AA0R B, 535 3-5%Ae dol A& W
o AR olugEel F  ¥AHOR B TS B¢
AAgre] el Fekel tiatelue] WALl A% T nAY dox
B AEe] B8-S 74 ghna Ak ves 4% 4 g 9
o A% A=, bz & 5 9t ezt ohd Setelz 2wplo] g
S | e dEse pEdew e A 2w, UR Add 7149
dlof AEe W A% dAolud SEutks AWd AAWS 3o} thy
D $9% Fvt e 2o

g, ol AEe] A9 1S FAvbe] Auke ol g5 Bl

W, 2.3, 48PS A solaT AR Aol mwa ol

)
ot = Ao® yeeth ks 2-3709, e 671l 3 A
Taglom, AES A9 ke o] At Ee] 2-3714
N Aoz veksteh 28y dlo] 39, 4
g13] o] WL gl Ao® HIhESIT
T EAA E ATy o]l @ Tk Ze®E JERt 1
Hu sl 29, |94, dlo FElYa 22 Ales HEY 9 vk sl
2 UERstth dekel AES Ao 9¥%s wWol o, oy, 94,
ol ey 22 Ae Y= Wol e Jlor ye

e 9
stk ol AMEE BE ShddA tgelue d8e b Fesh
g

opgel AwtlA ARAAA A} Exm, Shde] Fovl, HoikS
A% WS, FAH) FHAES 0§35 oty el dejti ol A

- 60 -



A Aol 9

[e)

o= pepict. e} 4

T —

371 ol

T X0 1
[ BN I Ry AR
.

=
==

T

jus
1

A
w
ql_

H}

]

gl

1A T AELS tztol o E)

= o
i

]_

FOE ol Aol L

°©

Aow Ade,
2. ATAH 4

°o]-&
=

foi3

A
ol
o)

o
ol

ATt weEkA] T zpo| L 7}

)
ﬂ

)

0|

2 xold & + 9l

e

Pol 27

[e)

=

P
=

3lo] AEA I 7]

S

= 4
1= 29 AMu|Az)

S

%

= =
=5 &

!

(==
1o

M
oF

il
iy

slejyAtely o] =

o

R

R

o

9

=

Nt e Au 27 A

171 wj&olt}. o]
A

Fo

=)
et

el
=

<
=

o] &lo] A

J|

i
110
s

S

]

-
1

[e)

2o] %)

A

A

=

T

1of uf

folof & Zolt}.

o

el

-61 -



o
i

CEDEE

she

o= tR¥e mAo] 7t

gt

vjj X] &} o] of

=
=

Aol

)

Mo

=
==

E{l_

el o] AFUA A
| tizteluie] Hek

o] T,

t0]7] ¢l4)A]

=0

A

=7 =7

s

2827 7))

HH

ol
A

HA Al

file)
o

T

[e]

=)
™
—_—
110

ol

st om g txtolE I

)

—_
o)

-
E

0

¢+

ol
=

& tApelz}

A

H

el oAl

P

CmexaAs =3ksle] wzlo] 7]E tlAfo] st

SHA S 7R AL

7l A9

ki3
=]

o)) Ao}

|
R

2

i

e oy Faolglon

20t7F 2 o F3U7] vl 4

Bo
ol

o

of
)

0

o

=
=

dol tAholiy e

9% 2ol 7t

dell w2t

nae
N EFE

al

-62 -



24 e vk FF ATAAE do tgolie] SHel F § FARS T
of AR Lol = slolt o slo] Ttold HAHL AW ni o
TE Ao Aol

Aol WRel Aol ztm vt Hlw A FAoln o)W Al
Al ko] Apol & Holrlel= FAdEsET +5 <
Tols S9stE ARAEE FAHoR Agstel 54 alo] Aoy A
2 FA dig Ads 2o geeiA i Aol aEh

-63 -



A, FAN, AR, A wAI" , FAAE 1999.

2. T8A @3

A. Parasuraman, V. Zeithaml, and L. Berry, “Communication and
Control Process in the Delivery of Service Quality”, Journal of
Marketing, Vol.52, 1988, pp.12—40.

A. Parasuraman, V. Zeithaml, and L. Berry, “A Conceptual Model of
Service Quality and Its Implications for Future Research,” Journal of
Marketing, Vol.49, 1985.

C. Gronroos, “A Service Quality Model and It's Marketing
Implications,” European Journal of Marketing, 1984, p.36.

K. J. Blois, “The Marketing of Service: and Approach,” European
Journal of Marketing, Vol.8, No.2, 1974, pp.137—145

P. Kotler, Principles of Marketing, 2nd end., Prentice Hall, 1983,
p.5b92.

W. J. Regan, “The Service Revolution,” Journal of Marketing, July
1963. p.b7—62.

- 64 -



W. J. Stanton, Fundamentals of Marketing, 7th ed., McGraw—Hill,
1978.

Zeithanmal, V. A. “Consumer Perceptions of Price, Quality, and
Value : A Means—End Model And Synthesis of Evidence”, Journal of
Marketing, 52 (July), p.2—21, 1988.

3. #3493 H

AAE, A7k, oA Auls FAAT TRk F oAy
23(3), 435446, 1999.

oY,
N

F “HEE pAunE Mu)x” @kl pl2, pdd, 1998.

o ) =

nS

27, ol AA, “oFHES of 1 FARAIE #sE A
o) F 3] %], 25(6), 1079-1090, 2001.

ot
H

’

ukrdn], 2141719 AE fgod” |, AR, A4, 1993

1'01' o

=4
X
=1

~

kg A ‘Aol EA Y AW, T mEAIE | 1998.11.

Wi olvlg- MU AA ALY AR Aol #AAAE F A o=
of mlX= 43", [ sxuAgAYE 5, 3(2), 21-40, 2001.

AoF, “LAMEGEL oo @ A7, Tesoeln Aabstele
=1, 2005

o197, A%, v FAG SHel 1A wE:e nA: 9P
Fgh=m)gsts]#] 5 A 299 Al 33. 2003

FAz ATAA 994D BoAL nARY, AR,
1999.07



YAy, 24(3), p323—334. 2000.

7(1), 51-73, 1996.

° B° Bl alg oy ) 3

el — " ‘_.E.O
. ) o &m = i iy o
7 X <M 3 = K B N
& o ) Gl e ﬂ J)
% i ! < ly - > Gl
o T ! T 5 = e =
B° o — g 7 _ = —
6° ) - K £y
) s ol = o 1
I3 2} 5o w = H of o7
= %o I = ML e
_ N 1) g " WL o
T T ot s S E
H.i N h - X P N Lf =
™ a - o) R )
M ~ = B ° ™ aE R 2y
] <] oF oo A B
ey s o X — -~ T N
=t . —_— O ~ (@]
N S NS = & o T YR
oy ) TS
x BN TS & o 2o Zd4 oA
~ o o .M| ok of = < _Mﬂ - B A =
al < N 4 o Y ~o = % = H_.o o o X
gg TT AT L 5T x5 w R
e - I o X X X o) o
TN = L g o B R — <X
T - BX ~ z,rl i ] 0 ﬂ - Rl
o Aoaow (g WE T =
gde B mE = 7 T g T BT
o F e e dT A T e B WE P
< opros B B -
HJ = = = xr [\ 3
R S T AL W w_. o
B o i 4 oo Mo o N B T e mn < ob
s RE ow ooowm - B TR o HT REION
S S o ~
T o0 e N ey ) B!

9l =, 2007.

s}
o

vl g Aat

3

%

]

—
jis

1o
- 66 -

°
S

A
o olu|7k w4 FulolAb A vl A=

d

1

2

il

o 2
by Bl

%
oo,



ABSTRACT

Study on Effect of Quality of Hair Designer’s Service

on Customer’s Satisfaction and Representing Hair Style

Jeong, Sook Kyoug
Make—up & special Make—up
Graduate School of Arts and Design

Sungsin Wonen’s University

Today’s beauty salon is faced with difficult market circumstance
from diversification, modernization of beauty salon, sophisticated
customer’s needs, opening of distribution market and a lot of store
rates. In these circumstances, the service of hair designer is very
important but the study on this has not been enough. From this reason,
this study examined about the effect of quality of hair designer’s
service on customer’s satisfaction and representing hair style and
suggested about establishing effective revisit rate. This study
investigated about theoretical background for quality of hair designer’s
service, customer’s satisfaction and reaction through documentary
records and developed questionnaire on the basis of this. It executed
positive study after supplementary correction through interview
directly. Analysis was achieved on the basis of data collecting from

246 people that have hair style experience in beauty salon.

It is same as followings if summarize result of this study.
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First, the consistency and inconsistency between the customer’s
expectation to designer before service and satisfaction after service
was examined to investigate about the level of designer's service and
the customer recognized that the service was different according to
age, attainments in scholarship, area, job, number of visit times, and

type of hair styling service by consumer classification.

By importance services that consumer expects were selected that
‘polite attitude’ by important factor in the concept of attitude and
action, ‘recommending hair style that fits customer’ in the concept of
professionalism and a technology, ‘quick response’ by important factor
in the flexibility and accessibility, ‘credibility, in the reliability and
belief, ‘comprehension about customer’s needs’ in comfort, ‘style that

has personality' in materiality.

The result of examination about the consistency and inconsistency
between the customer’s expectation to important service before
service and satisfaction after service was consistent about attitude
and action, professionalism and a technology, materiality but
inconsistent about telephone reservation system of accessibility and

flexibility, profit information offer and VIP service.

Second, the satisfaction factor of offering service was analyzed and
factors were ability and attitude, efficiency and honesty,
comprehension about customer and comfort, appearance and image.
Reliability of each factor appeared high and it showed that satisfaction
about quality of designer's service has big influence in style
representation of consumers. The importance of factor of each
service appeared designer’s ability and attitude, efficiency and
honesty, comprehension about customer and comfort, appearance and

image in order.

Third, the result of examination about correlation to investigate
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relation between customer’s satisfaction and style representation
satisfaction was that correlation coefficient of ability and attitude
appeared high and the result of examination about correlation of style
production satisfaction and key factor was that the correlation

coefficient of communication ability of designer was high.

This study had small divergent subject group so that it had
inappropriate problem to show the difference between the groups.
However, it was confirmed that designer’s service is important factor
that decides customer's satisfaction and satisfaction of presenting
style. More effective strategy about designer’s service should be

made according to customer’s characteristic.
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