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o) &7 w7

A 1A Avx £4
1. Aul 29 53

npAE A lojAM Astel MuIAE Fideke A vl Sasith AH 29

I 542 A0 Alskeke] AL Aololl A 7RISk AolBRE o]

2 A" s 9g I xolzt &

Aoty AR|A&7E A3 s = i SALR diHHo® 594 (intangibility),

o] 2 A (heterogeneity), Akt 21| H]&E2] 4 (inseparability), 4~E A (perishability),
Ul 7HA &2 e 5 ATHPZB, 19355 o] 1Al 2004).

AR, FEAES A2 FEVE itk A E=A o] AMHl29} AstE sk

52 Jhetl A% BAAe Ao wi B w1 WIS wopd B 4 9

- 4

s

% (object), “&A(device), AF=(thing)e] oFEh 3 Yl(need), I3 (performance),
w=(effort) o] 2F= Ao|tHBerry-et al, 1990). o]l Au| 2o FaAdoz <lg)] 7]
H2 ARREo] AEets MRS aHAREC] o9l A4sta ofgA Auls
As ket AE Fefstr|7t ofgA At ol TR s npARAEe] of
gol et dnh S, Al olelw, S31HE e o, Ml 11ddt 7
Ty Aol el of e, 7HARA ] ofgfsgo] Aotk

=4, AR 2] v e MuElATE Al Atel ol AlEE= A FA
aAo] osf LHEE A4S AU As I AFo]l AE F Ay s A
e g Auae AuE AFEiA AL} Sl &H7E o] FojHBR 4|zt

7F ARl ol gojsfor & F9rF Bar, ofdt o] azEe] PAshs w97



b shtel Auz vige] B 4 ArHAYY, 1995), AT AH 2B FRse A
e weld gulg ANd, Beld w5e 2GS 20 oJuah old@ Y

How Aste] mAo] Aulz AATAel FelSH AR ZHA L AH] 29

3 FROoE AXQA0] FTRAo] RA4HL F AH|A FFAs nNEY AEHH

A, o|AHe & A o Aulast e nAdAE tE 4 drks Aol
Hloso] tialA s AEAE 7k 9, oA Al gshetel o

w, e olAAel A gkt g AgH
Az Aolvt A3t itk desd B, olels oA Eas A

zo] mEsol B4 EAZ BHe] ST Aol

Mul27E Add 5 fle 58S St SARAE Az Bad s glojq o
A o AERA I ghe ERk Tl ME|EE s 1324 AEEiE FA

of M AletAA Pk Aplzol B a7k A | pEyge 2 Bt
97 o}, Ra8 7ol 8 we] AHlE AFAES W
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Parasuraman, Zeithaml and Berry(1988)= #]Zhdl Au]2 F49] 7 d S ‘Au| 2~
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Garvin(1989)°] AN R 571 EAMF 7hes AHgA FUA Aetat QAT A
Wz @5 A7 2 NgAQ B5ee wae o@ Wl M Fas)
7 wgel o)d @ Hae [Geld Aom AT o Sxjgel o Aol
A%H oz AX sl e 4ot

Bk RAb A dolel Aul 2 FAe Ah)sd BE A

WAl SUAs SEe s Ados wEd=Tge AdolAn Bus

G, AWl EAE Az @ ol #40) gig @rbelth A7k A
W EAE wA Aulze] ARBD oel st AFEE AAAAE 18

= Jhdelth. PZBA9SRIE Aul2 EAL slthsh Sae] nlaoln] Ans E3
o s7he Avpen ohe Anlzs AEH A6l tg Bl olFolAn] Sa A

W2 AgAs 14 qre] AEage] FARel QloiAl FaAHolol Brkm F
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Gronroos(1984)= A0 FA & ‘AH|A7E 7]t sk A H| 29k A A 2| Zbe A e[
ofo] Hluy 7} Ay} ki Aolsta, AHA F4L 7]E4 FA(technical quality)

7} 7% 4 FA(function quality)2] olm Au| 2~ AFESd A= T} E

O, A 2 #8202k} 3h7] 48 B8t (evoked set) Wloll4) ettt At
Ao g EFAG V= HladgelA o]Fojxth = Aujak= A9 srd A &
of = AlFolut AMujzo] Al 24 2 HdAd nef sjFdEdS =
Sy Hotsi o] #7]E sk el EZsHE AlFeold A¥2E 54T E
e avApHASA R Tl deshe FojBE Fo FrEAMolY o
ohE Hlulsts HAAAA BB oA o HrtEA e ATk A A 27
o= oA oz Hrteek(Spiggle et al., 1987).-5, 2Hjxe] Fujxe) &2

F EC ANEY & 3 Bas g5alel gon
A
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<% 2-1> Gronroos2| X|ZtE MH|A EXDE
A& @ Gronroos, C.(1984), "A Service Quality [Model and Its Marketing Implication,” European
Journal of Marketing, 18(4), 40.

<Y 2-2>0 A Ho] R 50| Gronroos= MM~ A4S F 7FA Ao w Ui
ofA EFaH) sl 71E 4 EA (technical ‘quality ) 2A] 370 E0] Au| A2y

B de A3, S Fol(what)oll-sfdel= F2olth v st Ve #2

A

o Aahe 3

Ao wel ‘AFA 2Fdo] AypEA Latal thE 4o ALE HAHEA &
e Ao® ®Wal gltko] v Al 5, 2001).

3k Gronroos(190) = &4 vAY 55 53

-

714e) epgolt AE A}



b e Aol A, 7oA, e K4 Sl deto] ¥ W=t F
Fetar vk 53] 71olv A=t &uAE 2 7ol tiske] oAl Q1A
A=7ke] Atolrh o] ¢ 2 Gronroos®] FARHLE ] AAA AH|2 F

As APk ol 1 F84% g 22 5 ok

)t A H] 2 Azte Muls F4 A Zkgl Au] 2
(Expected (Perceived Service (Perceived
Service) Quality) Service)

%
7149l olH A
(Corporate

/ Image) \

A E

7k & i

(Technical Quality) (Functional Quality)

<% 2-2> Gronroos®| AMH|A EXTH
A5 Gronroos, C.(1990), Service Management and Marketing: Managing the Moments of

Truth in Service Competition, Lexington, MA: Lexington Book, 43-44.5 #|7-Al gt

(2) Parasuraman, Zeithaml-and Berny(PZB)¢] A H] A =2 oA
Parasuraman, Zeithaml and Berry(1985)%=-Gronroos(1934)2] 45 7|22 3o}
of Muj2 FHY FALAE B AFHoR ATl o5 AHs F45
M| 28] g I RS ARbAQ] Aoy Bl 2kar Holsil o Aztd F
AL AR A 73 Z]iAtol o] Atolek A=A Hol Xt eha wro =M %
A& 7ldet Aol Ade AAAA SERVQUALEE S 7detdith ol&

Ay

7e ¥
° FUUHFEGDE Fal Aulz 2kgle] nAKoR 489 F Qi Mux 4

o 2
ARUARI, A%, g, o] B olsl, F34 107 AN T

sl ’

g8 (service quality determinants)’-& Al#4, WS-

W
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o 1 AYE YeplE 97HA FES AAs Zldier JXE SAsE] s
Az 2 ARSI PZB198R) = tHAl 719 10714 A¢e 71X 5719 A=
T2 AH| 2 FAtel dish AFEAS wE o R 571 A4, F-3 4 (tangibles),

l

213 A (reliability), ¥H8-/d (responsiveness), €214 (assurance), 3 73 (empathy)’ 2
2 &Fote] SERVQUALOlERE B S el <& 2-1>3 <& 2-2>% ¢

Qeld Aol

Ll

<E 2-1> Mu|& EFo ZFYR
e TE %
n AH] o] BelHel 7]
34 CBeH A R £, FUY SR, Aplagoolgshs 0e 1
Pl
m D49 F 5 olsjetd = ko] Y=
Aol ehg olsh| - B & spot, TaAle] i g AR Al B, | Ao
o3 8]
g « SRRl el A
S A=Y obdA, AR ohals
e PIRSEIEE YR
N - a7e) o] & R OR nek Aul~ o] At
Aoy |8 LT £ GlE ofu ARG
- WA 28} Aals nl gl v gl A S1zA 0 1
o) m A EIRIE] ARk B9
- 4% A9 AT TEY, 14 nFHee 89
PRI I e e e E A E Dl
e - Astol s, JYAZTS A, Bhr)Az
- Auz AgAe] Belg Fael A
o m AH 2 ol ad /&9 A4 2fAE
C - aAHE A9le) AN A%, 219 AV
a9 A A2 Ag e A% s
- F999) oot A4, Azl A7) HHA
2 m AH| 2 A ohe] et 2144
e - A s Azke) #2442

A& Parasuraman, A., Valarie Zeithaml, and Leonard Berry(1985), "A Conceptual Model of
Service Quality and Its Implication for Future Research,” Journal of Marketing, Fall, 41-50.
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<¥ 2-2> TFE MulA EF9 57X dF 2

P AMH) 2 FAAL e A9

T34 | 224 A4, A, T8, AR ARUAA AR o] 99

g | FUA A4 P B, Qs AYHE FUATIE Y
7R :1_7—7"}1]% 7H ?il—/\]?:] O]5H0]'iq% _o__i Xd—;_:’_—,o:' %o]/g;ﬂr %H]—% 71‘1?'_]/]7_“01
°HC I yo g3

v %

A5 : Parasuraman, A., Valatie Zeithaml and ‘Leonard Berry(1988), "SERVQUAL: A
Multiple-Item Scale for Measuring Consumer Perceptions of Service Quality,” Journal of
Retailing, 64(1), 17-21.

(3) Cronin and Taylor(1992)2] AJH]2 FA A
Cronin and Taylor(1992)= AHl2 49 =Ao glojA nzel 7ot A3zt
o] zolg st AdtellE A BRAd HAVREAeE R darts a1
ato] F7HE she Zlo] digzsibal FES UYL S AHAES iAo R Ty
o} AE Haste] 1 Aol AEHor ARt i AN AAzrEe ¥

g o fleks Aol I olf= SAol ARHAY m¥o] Bo] Soj7kal i

=

=

ol&& mARSol Aula Ao el & 1 de1e] Adelm Auls FEL
a5 WS deehsE QolA shte] aflow Hofth S Au|A FAol
= ¥k FAS FHst ARl 2 SAWHS SERVPERFERAL W1
th. 223 SERVQUALAIA 2850 57 (34, A=, whgad, 2l

T 27N AEEs AArEHeR ATFAAA 1 MEls AR, dE

)\
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SERVQUAL Y& ¥} SERVPERFEE S H|alshH <3F-2-3>3 o] A & 9l

<# 2-3> SERVQUAL=Z &1 SERVPERFZH

e SERVQUALE. & SERVPERF =&
Parasuraman, Zeithaml and )
A| ok} Cronin and Taylor
Berry
o] 44 A7 7 3ot
I:H ?H 7] \;H
71t1e] 49 71t &4 <t

(Alsslof & ==

z4e] A 570] ALY RFRUEY) | 57 A9 2FREED)

A& ¢ Cronin, J. J. and S. A. Taylor (1992), "A Measuring Service Quality : A
Reexamination and Extension,” Journal of Marketing, 56(July), 56-68.
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(4) Brady and Cronin(2001)
Brady and Cronin(2001)-2 AH]2~ AFS tidtoz A Aol A ZALS
A& AMu]~ F2S Rust and Oliver(1994) 18]31 ofg] AFAE9] AFE nlgo

2 A5AEEA(754 F4: Gronroos 1984), A¥EAE (714 ¥F4: Gronroos

i

1984), =214 #74FdBitner 1992)= Akl AWEAQl MH| = FAAZbS 8¢l
stth. ®3k Dabholkar, Thorpe, and Rentz(1996)¢] A9} o] Au]~ F4S
Tk Aol o AlTA o2 HZete], Al Ao w AE AHlx FE AT EEY
S vk Muls F2e] Al 7EA Akde] koAl 97 el
PZB(1933)¢] A~ #4545 SERVQUALS F43ste] 7de #4830
2, o] FALRQ Ztzto]l AH|Abel ofeA WolE A= FE AT 5 dar, v
, ARA o= A Ak

olfr A - ebdoH2003)8] AFelME 7IE AEd H2Y ATES THHL

2 st AU~ EAALS ekd Aulx fEe] Medow AL

S35k

ot
s
%0,
kl

SAlel mHAEZE Beatrldl ReskA] Be FAAHEER Eiotalaste], Rust
and Oliver(1994)7F A|Qkeh AHjz Fd e Al 744 291l “Mu]2 AE(service
product)’, ‘AH] 2 H D (service delivery)’,| ‘402~ 27 (service environment) o]
Bkt A A3E2 Gronroos(1984)8] Aajssdol T, Aujx Ag
FAd #EEv B o Qlvh ZEal MEls e FHE 5o A A7
of %o 21

4= otk o] f A - 24 oH2003) %= Rust and Oliver(1994)9] 339 mdS ZA=Z
789 Brady and Cronin(2001)¢] Al xpdo 2 FAH Mul~A F4 YATFEE

HEAGEY, AHREL, BYY B
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- Quality g

<2 2-3> MH|A E&9 3-A2H
A& @ Brandy and Cronin(2001) ; Rust and Oliver(1994)94] 4%

4. 22 AAlx FAd #d AT

SERVQUALEY %& SERVPERFE S BF o Zulel Mujs 48 =43}
= Z sreth ey 2l Auj A @)l Aujads tE 553 EAS
ZEal Qloh oA, AWl A, (HEA FA, RN AR B A o] A
o|tH(Collier et al., 2006). ¥ 5ol A= oleigh el AMu| 29 F4 & Hrlehe

71zl diste] 7€ 2@S TR dvE Folth

THEERr A Al B AR AEe] FEHE EAEHA Sl ZLEold ol
Aol Fem EAfsty] wel YAIES Fa Alests 2okl Anjao FHe
el BAle Ak o Aeys AAse M 8% 29 T sk Ak A
ARG A A A e] Au FAh #HE AgE diE AEU agEel] B EE
o]+l Jarvenpaa and Todd(1997)= QUEYl &8 &S A4 Z(product perception),
423 74 & (shopping experience), LA H] 2 (customer service), 1#]3l 1749

(customer risk), 82155 JHY A4 L= WYYt 27F AL aFE
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<E 2-4> Jarvenpaa-and Todd(1997)2|
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=
)
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=
T
_L_l
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o). o}
P i ol
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T AR
N TK K <
w | 1]0 Hﬁ_ 32
7 i w = R
T J MO o) .~
. ~ A T
2 oA -
° A = = o
~K
s &3 N iy
o o) ol =
®° " < By
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ATHBlau 1964, Rotter 1967). A= o gt sxts9] vt goj= <x 2-11>3%
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¢

rlo

o7 #AAE dAHtt 39tk Doney and Cannon(1997)& Al @A <3k
mAE a9l FAE AFE Feidsol dFS A=A #Hate] ASEA =,
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and Hunt(1992)
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Salmond(1994) HBAIEY 19| el Fodt e 55

Schemwell, Cronin
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I gtk AlFEe #Ag JAFES F=2 7Y 1 #Ae #
8] T Ab- weizb BA e RS A A AR Aol A= 7)ol digk Aot %
ol et A E FEste] TFo] gtk Doney and Cannon(1997)9] 1ol A
= A el g A=k 21l ok Ed QS FEe ATATAE BT
TH(Nicholson et al., 2001).

AE = dAEAE To% aQlom Aol g, Swan et al.(1985)2 Al
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gt Ul 7EA e e aart Basittar skqivh

Mayer et al.(19%)¢] A7l = A st= 2teh AFE e 2o 54E 1
ato] AlFel d3Fe VA= add AFe] Ais FEste] RdS A o
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SAth. Chen and Dhillon(2003) SA] Z2:R|2k A o] 4L 58, 44, 299 24
of ofa] A & vt FHAA= ol e oY d7AEel & B2 AA
131 9 tH(Doney and Canon, 1997; Lee and Turban, 2001).

Whitener et al.(1998)= AFE AZetA st HAgalom P9 IAA
(consistency), 52 424 (integrity), T419 &F 2 ¢ (delegation of control

and sharing), 9JAIAE, #4e ¥ & AASAF L™ Sirdeshmukh et al.(2002)

il

L A=K competence), 2 2](benevolence), A|3lZ A& (problem-solving orientation)
olgh= AHdE Fotol nALE FHAH 7ol Hg AFE G s

Rousseau et al.(1988)= A4 Al E|(calculus-based), ¥AIA Al (relational),
A =4 A E(institution-based) o1l 7A@ e] A= dvkar shqitt ALtA
AF = EQANE vtR o s g AFoln, AAA WIEE WEA AY BIE T

af zh= AFeltt. A=A A= AHE deks ARF A7t g A7) W

Tl Akeh A Rpe] A AAEAG 5 E Abo] ol SEA St QAT A
= w2 FAE 7] (Schurr and Ozanne 1985; Reynolds and Arnold, 2000), v}
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The Impact of Service Quality at Internet Shopping Mall
on Customer Satisfaction and Trust

—The Service Quality in Terms of the Purchase Stage-

Park, Sung-Jae

Department of Business Administration

Graduate School of Pukyong National University

Abstract

This study was intended to investigate the .impact of service quality in terms of
the purchase stage at internet shopping mall on customer satisfaction and trust.

The data obtained from 287 customers with internet shopping mall experiences
were surveyed and collected during 2009. 10 for the study. The data were
analyzed using a structural equation model.

The results of.this study can be summarized as follows.

First, the service~qualities both at searching .service stage and at delivery
service stage affect customer. satisfaction and “trust-positively.

Second, the service qualities both at ordering/paying service stage and at
post-purchasing service stage do not affect customer satisfaction and trust
positively.

Third, we find the customer satisfaction affects trust positively.

Finally, some theoretical and managerial implications of these findings and

the future research directions are discussed.

Key Word: Service Quality, Purchase Stage, Customer Satisfaction,

Trust, Internet Shopping Mall.
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