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A Study on the Effects of Product and Service Quality on Customer

Satisfaction in the Fashion Jewelry Market

Sun-Joo Hwang

major Iin fashion business
Graduate School of Business Administration

Pukyong National University

Abstract

Customer satisfaction for product quality and service quality plays an important role in the
product planning for companies and decision maKing process for consumers. Hence it is natural that
the purpose of this study were to identify product quality and service gquality in the fashion
jewelry business and also to examine the influence of product quality and service quality on
customer satisfaction in the fashion jewelry markets.

The 191 data was. collected from female student, career  women, and house wives using
questionnaire and-frequency analysis, factor analysis, reliability analysis and regression except
for several demage data.. In order to deal with those clean data, we have performed statistical
analysis using IBM SPSS Version 19.

The result of this research were as follows : (1)Product quality was divided into 3 factors
named functional quality, symbolic quality, and sensual quality respectively. (2)Service quality
was divided into 3 factors which are called interactive quality, outcome quality, and physical
environment quality. (3)Product quality and service quality have influenced on customer
satisfaction as we have guessed.

In the methodological aspect, it was Known that the scales, which were used most frequently in
measuring the service quality would have to be SERVQUAL in Parasuraman et al. (1988).

But in this research, the proposed service quality related to the fashion Jjewelry is
conceptually based on the Brady and Cronin(2001)’s hierarchical approach to the service quality
model. The hierarchical model of service quality which comprises three constructs of the physical
environment quality, the interactive quality and the outcome quality as primary dimensions.

The hierarchical approaches to the service quality help overcome the limitations of the
SERVQUAL model for which some arguments have been made that it lacks a clear division between the
dimensions and their subsequent because of conceptual overlapping with them.



T 7ke] AAF-ZAA A= vlFo] HH AXA Ak OECD
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st TAZE slAE o 2A  olFUYA A st QIRHe
B T US Aot} olfuhy EE FAIHE dUAt
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} = Hulsr(Beauty + Consumer)Eol Al
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7] wol spaFAelo] e SHH AT} W] o] FolAA gkakrh.

A, BAFAeE e AAAE we el AYstes vad 44 FEHO
2 Fuh sbsstn ASHoE WBTs} oFolAi AFoueF, szl
2008). 53 A7kl A FAele oFoh AR FEPe] Fa HAle] Hu
Stk oled AAFAL S HEH 5L 1o AT AT APYL o]y 9
) Fagd e AFE oldd WPYES] S40 BE ;elst PEaednh

e ATE BE AuZYE 4ol 2 oY tgAE dE 59 59, W,
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2.1 HAFLYZF AT 7=+

&

FAd g (Jewelry)@, Collins Cobuild English Dictionary(1995) o ¢]atd, Apgho]
woll FFste FAFoRE T ZE FAaH(Valuable Metal) o]yt EA(Precious
Stones) 0.2 A xH|A= Ao R HoJtal drt. et ¥ V=] Wd, AMgE
o et MM mA Bd] WwER Qlete] FdEle APdA YR E o] 1 s o]
o= Qv sfAAd A FEE = et FAEe] ofver gdst, destd o
ol & Pl A AnAY NS R TS EN EAEe Fad FEoE
Aojstar rk(el=>g], dA g, 2001).

AeA oz Fdel= AH8H e AR o v o] 7/ ¥} : Fine jewelry
= A% AA KA (Precious stones, Gem stones) S 2% THEo]7 AF A +d
g o]t}. ‘Costume jewelry & AAH o] Soj7t Zo] obd AT E wpx] oFet &
o] = Ax=FHA Tt HHd2ede o= TRl g olth. <l g
(FINE | JEWELRY) 7} tolote=vh aaf 22 el A geok HAT Alee %l
obAl e &k Aat 7HA8] o E FAld ATt A~YH Fde= A sl
T 2AE T Y olnh olek o] ghEelu Aoy e Adsta H&AH AR

=

= O 1
3t A~ FAgE w3 fHFLAL(FASHION JEWELRY) #ti% BEEH(Y7]9

A|Ee] Zo 7 ZH R uE = oA HaAEA FAdEES AZ #usisd o=
costume©| @ o] E&= ZA7}F "L 7]1¥ g}, 2011)



ol¢b= e Il FAYAEE 1990dd BHE HAFAY] Fol dojwtor
gt s AAAS FF AR EEY § 2 AR deAal o2, 8t
Hzl 2008). 20039 AwE AAAE(2003d 8€10¥9)> 48 4704k =L v
=0 33 2009 €9 e® F4gr. 20029 FxFAYAGS A m=AF FEo] dwt
2l e kel HlEol o 70% 15% Aik=olw, dnk Awnjie] 2002 ] wjE el
oF 2% 449, Wt oF sHA At IR

SfHERER ebds) 2] w3

AT Y FEA AAE olalfsty] St A=
= OS5 2ol AHE & Ut

28 (2006)2 Kotler®] HA#|(Trade-in allowances)®| =S T A FA A
|oto] | Fujelieo] mX|E Gl #ete] AT 53] v FEYAES
Hirschman® Holbrooke] Aol whe} A A (wAlE, &5480] Us
PFAAZF(AHATFLE) L Z o], flek 22 AFS540 wE B, BAAI Ao
w2 B B AR Foke| mE B R TE Fufo e v X ks
A5k

o]% 3], HA3H2005)% WAFAYe] Fvls7]lE Copeland % Stone©] /3 7
A A T E7 e 9l -9-2 7Hdistinctiveness), a4 Al (emulation), &X2] I}A]

(pride of personal), A2Fe] A (prideé «in-—appearance of property), A3 A A&

RS
(social achievement)-S.2 AHslal ofE nlgo =z  gHdFde] Av|xte] 54
< A 4H](Conspicuous consumption) 43, HHZH A BHE FAHAEE =
= APoRE ERotal wAsglen, olo WE oy sexkd adds HATAH o=
ATrstalh T3 o]53](2005a)= HAFLY 7 AU e H4 T 24544
Al BAE ojm Ao mE ARFAE, 18l ARG o] Fdg FufE-sel
J&FS v APAF(Davis and Miler, 19835 a1gste], ol HATHo= &
Attt o] 3](2005b)= U sAFDeE Aol ik @ 2 Au FARE x

A F olol mE FF AFS wAsk: Biere AN

]-9H-52(2001), 39 7(2002), A7 3]-¥v52(1994), A<174-3 7]
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o] AT okl AHA T HEHs)E oYt

<GE 1> KS-QEI A=

- AH]) A A A
- TANE T4 TAUD T4
1 B8109 S C7601 kR
2 9301 A7 C9304 33571
3 C9310 A7)& F4009 gy ieEZadE
4 G4300 Fug HEHY L1001 =217 el
5 G5700 7t E&F & L5201 FEA=AUE
6 11002 EApol b2 7] M2121 Y7 #g &8F
7 B8114 7h2= 1A M2142 Hxo)
8 9305 A7 8% B2331 FEHA
9 9306 ol oj A Y A 3342 TAEEAA N E
10 C9314 71747 F3117 A E
11 9321 AXNIH T L1551 AL
12 C9608 X7 A ek M2103 e~
13 G3116 T M3802 PVCH v}k
14 M2702 ) M6010 FAER
15 M2715 A EFH&3HA A Al M6750 AHg 2§ Efo] of
16 M6633 74 A& a7t M6534 oy e
17 C9101 R 8504 TR
18 G2613 248 32 s AEL Bo|Fetold B
19 G8003 3] o} 1 R4024 oL
20 G4001 AFg 7] A=
5] 1 2L (2006) KS AEEE BT Aol g

(2) 1S09126 AT E9S] =2 wdl

AT ESoAFELe] 3 AHole B AFAEd o3 duEAe™, Crosby
(1979 L 7AMgke] thak s Aol al 3F 1 Juran(1979) AZE9JojA]|E 2] AL
A8+ (The fitness for use-of the total-software Products) ¢|gtar A els}aict. 7}
 Bol deEAal FAAS FFEow AW v AZESY Fd WU Ry
[SOCN A &AL & 1S09126 .24, 1S0912604+= AZEYee] A “HA
HolAY HEAH Q75 wEA7]E 83 #Ed AT EQo] AE SR 549
A 2kar Ao selth

[S091265.9 9] 54 T shuis 2T EY 7} AAl 2eEs 8400 AMgA B4
= # Wt vk ol AZE S FHS AREA B ¢ §-FH(external
quality)?} 7Wdzpd o] AEFAH ] WHFA(internal quality)2 T-#3h= HAl & F

Atk oFEE REe AZE O] AR FAE wdste 671 F 543 4 5
ol atel 5471 - SAom FAEol Jlor <F 2> L 1S09126E 67HA F
EAe A EAE wA FRUMPE =& (A AA, A48, 200902t H3t7|= 3},

O

o
[‘El,



ofgfl o] <3 2> [S091260°] 43t F2H7F By ol

<3 2> 1S09126 AT Eo] EAHAEA

E HE
EA E X

5 T
2 A A (Suitability)
A 84 (Accuracy)
71543 (Functionality) 2} % 984 (Interoperability)
<234} (Compliance)

HH (Security)
A %2 (Maturaty)

2124 (Reliability) 11743]-§(Fault Tolerance)
3] &4 (Recoverability)
o] 3| 4 (Understandability)

A-8-4 (Usability) 8544 (Learnability)
-8 (Operability)
A1ZF8) %5 (Time Behavior)
A3 5 (Resource Behavior)
#2414 (Analyzability)
M 74 (Changeability)
oA (Stability)
A B4 (Testability)
% -¢-4 (Adaptability)
A 2] A (Installability)
A 3+A (Conformance)

) 2 A (Replacement)

a8 4 (Efficiency)

2 B =4 (Maintainability)

o] 2] A (Portability)

<IE 2> 1809126 AT EZGC] ZAEA
=4 0 AARA AFE(2009)8) 1S09126 AZEY ] FAFA L Aol

O

(3) oFAEEE Y

- H
L oomEA F2 7ol ¥A, 94, Fuast, s, s

[} 1= ’
AE BRI E FA Adel FE olFATAZ, 19815 Wkl 1989; A&
1993). Lee®t Burns(1993)i= Ad, Aol A&, #&5&, &4, #edy 55 <F
AFFAZ AHEaa A E 3 0] 29(1995)2 AFe] e R AR FA, %3
A, Ag, FE HS, a4 S8 FEeclol Wek vb glrh He (19932 A
s, geiwish ke mviwst AW BE5F 2% Vleed o8 ofF AEEds
#Ed aglom AAE A

Iy Lennon¥ Fairhurst(1995)+ o|F AlFE4dd 714, 28, Adxd, vl
ol9e] AwA, 7, F8A &2 ¥R Y FEMEE E3Ete] AAE AL



Abraham3} Littrell(1995)% a4 o7 349, 7154 =49, /Aot gele H7ts}

e xd4 A, ARV 7HE Y 9AA Al & =Stk Fiorest
Damhorst(1992)% A =4, A, &, 27 o 25Y, 734, 71& 2749
%3}, 5E5FAY 2SS £33 O'Neal, Hines®} Jackson(1990)%= 252 4
A A 2ol v F v SAS =84 AR, AFY AN ddE S84S5
14 At o g, ~epda o] mlo] Xzta A A4S 1A Ao, on| A&}
ol FHAolal AR AEE AAMA Adom, Fuuv VM4 Fo S48 WEH
b o8 FREAIT. LEA(199NE o F AFFAS =94 AFFEAH A A
FEDolgt= 7 MY JIdoR R/ il B4 AFFEE AvATE 5SS T
stAY AREE W 89tEE oE Alsy 4, A T 294 SAS =94
7o =, “‘7}31 FALE oBS AMRSE AuoA A He Y TR PriHe =
T4 A% 2 234 A2 FA S

oAy AFE Fd & AR BHY FAEFEA> 5SS FHEAY AFE-E o
L?E]b AL = & RS AMESH A &njaF 4 Ae EgEs 3

AT

(4) v]-gAu] o] A5

ol
i
i

A ] 2t opol A I e BE A B 28] AR A BT M-S A H[ 20 Mu] Ao
el A 7E o a7 (2000) g4l ATE A, %%“é, FrEdel 47k4 ajlez
NG

etk spelon, fFdoH2000)= &84 AH] g4, A4, 424, veHd
dEAH s, AAFEANA(HEEY, B, A87HE), vdriesdd MRz 97

BAE T e ol BaE ASAEemA s A el
31 B ol Tl BA-o] Helste], HlS v g MM Ak A 27t FEAS
= 2

N5e AW, WEAuse] A4E FAL J15H FACINAEDY /& FA
gRlog o] Aueln). oY <iE 4> AW, AAA2006)] w]-8A v
AFEAS T B Rolth



G
G

X0

AEEAL T

=
T

3> ¢

<i

7

=

ba] A ZF 2 njgo] AA

Eu
i

o

o

)|

A% 2 vpa) et 2

o

o

nE

K

ol A F-uj

7} 0] a7HAl

2ASE HAAe] o

AA AL AR

=]

3z
=

el AGel & ol g
2B /U A

o

<N

Jo
Ho

el

O
xAO

X0

|t

ml

juin
o0

0

Ar

A H] —’l BukA] A n A

iod

il
Ho
T
Jo

]
[

x

4> n]g-Mu] 2]

hyA
it

Eo
ki

<

- 10 -




(5) VOC #4 7]9ke] A

oln] AFaATAI, A
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kil

W 229 Ao SR =
13 A7 &%
13 g Ak
- AzxHE= A5
iy AFel Fa 7154 2x A% Az o
27k o A
e
RFE w3E
A4 AF AHES Sl AEaok stE FAA 7HA jlg;}:j
AR R
42 8olA
AEA4 AF AAA argsof & 2 AF Abol=
aggE §olA
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t] z}ol & 77 9 Qe o] x3514
Q-2
WAAA 7%
AFAA AR, AA B3 84 T8
gz
o oFetel v 7]
HelA F7H4 A& He| a4 aH7ks
Z22ZA#A

A 1 o] Z5-, 0ol A2(2010)9] VOC 719He] AFEHE T2 A&

5}

=il

A Zbgl AL AuAR7E 212Gk Ao tigk Adbxel €A =
H

avlae] Boleta gelsiglom, AztE FAL ARH wi A4 FAIE 0
93, AT AFSANTGE BS FHAA Adeln, ofm Folt BEst {49
F4xeka Aol shelv.

aeog ol mdd} ol AH010E SR UE AFFL] TAALAL ol

<3 6>} #Zo] YERSlTh

(7) s AFEE 2l

AS7HA AR 2l Tl @ VA= AlEe FES aANS Ao FdAlEE



s [ARF
Al Z1dE FAe]l Jex 387 &
FAA7 TriA AR A s 9
(nAEe] st gl | Al gl giE g
TR FF) TElAl BAAH EAS 9e Bt
TlAl AZe oW R 9} ghx] A&7 de
v 8-S A& w3t pX7F S8
Aol T
AEEA A#|A 2zt Fagete] zsl £
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EA ¢ o]mA ol d(2010)9] Skl thEh AlFEFA ) AR AdE

kol Astty. v - ARAIVE ofd AEES] A5, 539l 2ol A shA
T4 ¢ B AFF Aol o] QAASkE stute] Thx|ejA|nt, A e] whEah=
|74 = ot et= ARRl S el Fofof & Aot
Egh Ze AFoldE Fujst= A mhet A= o4 4
i Xﬂ%"—z—."é” ol mizkete], &EAC] e AT AtokolA AF
24 welzls 18 gA 4tk
53], Fo 2 AAE I W2 A s3Ea AulEe o] Ahgh
FAS Tl AL i o) etyrh T AH A EA 9] 7]
oot e, flolM Al off A URem ot g
Aol WAlsh= &2l 7Nt Ao Almwde A4S 7= wg oH
o] ofAAbE = 2R AHA wEo] X RIEA] AErdo] JjAdel d 4 Y
e g B Ao A= Maria(Sanzo, 2003)7} #|o+gt  Au|z}e] 3714 #Hel- 7]
= ol 7h7bA Wl AAA Holy AWAA, A7tHE AFo FAS wrlet
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B AFOR g I J%A wES AT WS %A FD, A
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29 EA7 oAl 544 WANE o B H4H EBAS Bdee] 174 B
SEREEL:E]
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A e AEFES <F 10> #H2ea, A4 QR <x 12>S Az}

= T ar
Faz 919l Sanzo(2003)¢] WS ol&ste], FEed FG-(2010)7F Al<tE

GE 7> e AFFAS FAAY
B LR
FAQS FAEL A%l 0
FHAT FAEY AWeArEo]l FEWA A7t gl
7% 2% A (Functional Quality) o}
FARNT FAES WS wsit
AFe TALEE Ba Fugic
FAQSUAE st Fojde
e . . FAQS e FAES AFd
&7 A4 (Symbolic_Quality) :/\l—x]; = 016]_:"7_ e o}
A EE A LA = H o T
T FUAEE A Toad
AHFFES et
713 2 3% A (Emotional Quality) TAES AEAA ARt
TR AAAY AFWAE 7HA AL Atk
WAE Elstar ppgch
L . 524S gel3ka Fulgic
747+ 2 % A (Sensorial Quality) :;MQ B ;{; iug &j}
1 0= = 1o ki §
ARG RS gkt
=4 | e FBT(2010)8 FAHEE AEFEE AL ANE
Ay
2.3 AHlE £
e O (e} | A =
AH| 2 FA 2 Al S det, o] A2 Ag Al Bojetr B A< Ui

flo oo

omA, AYstAY Hrlskz] et &3 AH| 28] F4 LS 7| th(expectation) ¢F A3
7} (performance) o Hlale] oJs] ZAd¥Etielar @str), Av|AEo] A2s AH] 2
FAL "aHAE] Vet AHEE Al
Hla"sh=dA] vbe e Flolw, F49 Hrh= ARt ofvel AH| A AlEage] o
7Foll Al o] Fo] X tH(Parasuraman, Zeithaml and Berry, 1985). Z18]22 AJH|A7| )
of AMu|2Ad o] gk 1AE Bl AaE AMH| A FZo] A EEY, o3 &M
Zkel 7ltjel AmjRpe] X[ Zhatole] Gl BAX[C] Aol Wk o5 HridEth
(Parasuraman et al., 1988).

ol#]gt A& EUlE A ZE AH]2~ E=F(Perceived Service Quality)S "4 H| 29
A g9 =& 549 AR g Ad Ee sE"ga AYsilth
(Castleberry and Mclntyre, 1993; Schneider and White, 2004).
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22k Aol ® e 552 3 Howelw, e A~ FH QRS
FAHe R uFEstE FAIHot 239 HEHe 23 572(Gronroos,1983), HE
(Berry, 1985) 59 dAFrolA ZrolE 4 domw 3xY9 EIFHL #Ed(ehtinen,
1983, 19919 ¢t JhvpH(Karmarker, 1993)2] A-toll A zlolE 4= gt} tfats
Aul= 4 AA Q9 FHo thet A= FEkrEbwh(Parasuraman, 1985) 59 o
T-9F E2~E(ohnston, 1990)5 9 A7} vk Tk MU A~FA S Hrbehs WHoR
2| ZFe 71dE 3%_@0}‘“1# 2 wjAst =l wep 7 A E YE R e 2
=ollAe Zlg BEYAe] didt 9EE FAeE Aua FES SAIE
SERVQUAL R} A& T4 OS2 H7bsl= SERVPERF R3S F4Ao® HAujH
1A} gkt

o

(1) SERVQUAL Model

SERVQUALE AlF F43e 2y EFEolvb 7 A 3 22 ARA H
o3t 4o oy AMujE FAS FA8L7] 93 Parasuraman et al,(1998)7}
7Nk A 0]1:}

SERVQUAL2> AMB|=FAS AWele tiE4 R Mu|AaFds AZbAqn| s
= (Perceptive service)ollA] 7]t Al 8] 2FE(Expected service)S A= /do=
HE Aow S oAb tigh MB|EFAL AH|2 o]&A7L Aunj2o] dis] 71A] L
U= 71} AA| AMu|zef| ol =7 K| 7 (HY] Afolell o &) AAH k= Aol

SERVQUAL-E Parasuraman, Zeithaml and Berryol 2J3l 1985, 1988¢] 4=
F3l 10709 Ayl a2md &4 979 AR SAHdES &5 = & g &
v zpo] 71t of %] ztel] gk 2ol & o] & 0}04 s Jpdeqitt. o] F WagE Iho A
HAAAZE DS WAstaL 57442279 o FEEIGle olE AdEd
<3E 8>3

SERVQUALE o] -&ato] AH] 2=
T VIHFT o R o], of &l Al ZF w3ttt F st
= FAISHES shal 9l

AU 2=F Ao gk F7b= 2270 5ol oel Zbztol8atrt A Zbsh= A H| A (P)
I 7ldhshE Au 2= FFEE)S S8kl L Apo] ghe AbEste] WrhstAl HedH L
zkol ghol(+)9] & 7HdaE AuAFdY 52 55 o ‘%E}‘Jﬂﬂ E]‘jr =
AU AFAL e B[ 2=ep A 7bE AHj =] % |

3
£
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3% 8> SERVQUALEY S T8 £A4¥ 1 U

1070 £4(1985) 570 £41(1988) SAAE W8
o ddiA AA Ao
N N N 22l Aol A %
#94 #94 EERE e PR
(tangibles) (tangibles) o W FARY] AlEE 99 ;]og °nE
o QbS] THIS) oS = °
o OFEAIZES] o] YA e
3 e A o AFAHEHRA] A FH AT Qlomay ok
A=14 1= . ofag Au s} who] AR Qw2
(reliability) (reliability) o B 2AGEe] ek AE Aw A5 5 e
o Aulay w&e] dH e dAg AE | F e T
o &7 ENALE g 243 EAdE | FHLe] E0d
Ll Llases o B FAREY A =i A= g =9
(responsiveness) (responsiveness) o I FAMEO] v E TolgE AR oA, 2143
e FdEo] i FEF B A= A =g AF
59
(competence)
o
ot L WU FAATY ARAN dE we | £9499 s
courtesy ) A= 22 o9,
Ay R . HRFAAE A AT BEF A= Ags a2
(eregto s S By BAAE TR A4 5w | AT 5 s
£ A% 59
(security)
E Rt
(communication)
Ha4 o o822 gAYl Bk &g ofs
(access) FE= 7193 Ed <ol
=74 o T FAAES e AT o) Al
L7 e) ol 3| (empathy) s BE FAAE 01%401] ek a4 =5 | ATsks v
(understanding) - 4]
s O]%Z}Oﬂ s A B A
2] 1 713, ol E(2009) SERQUALS] Afel4
., Wy o
A A A FE S AL 98 s 1z o

Aol thgk s 7Jhx|of A Z4A] e 2po]E SERVQUAL F7 A2t skal 7|th =7} A
7—.‘“134 g A5 MRlaF A thste] RbSekA Rdhs AdEeln, A ZA7E 71 A B
e = A AnaEdel tete] o] sk o] ]l rolgkar A9

ol

Parasuraman, Zeithaml ¢ Berry”} #|A]3 SERVQUALSY 84L& AMu|AEZ

Hrrek of o] EHEd] oA FAHE RG] A8E FI a5 ATsE &

gpots] Mu|~ FHAS gy or g

AAZA 5 2 T

}d—pﬂxqo] HH] % 1_% H]i’_ .E_/Hﬁg
! 5

3 g e

<
T hal



2FHe S4eewA PZB7F /NEE 7idE SERVQUAL E€S AREskar dt
ool F8 =itellA, ofe] AkglEerelld ol FWe] sl A= s 9T

kel s

T den, a2 HHEA eALrdEokll A HEAL(2009) = =W A F Y AuH|~

F2 FEE AT =59 A 420000l A 20087 A o] Fo <
TAE ] PZBe] 7l SERVQUAL RS AHg3she 3o =efwthal 8h9l

a8t SERVQUAL®] 3l Cronin and Taylors o] =& 7|Ho| os] Auv]x
A4 wf Anjx FHol E Aol o] FA-d ek VtaEs WY

w4
& ot
AornF AHAES] VYSyEs R S8 davt gl FEsY 15 e
ARSI Fuf o Atolo] AAE FAMSE A3 SERVQUALCN A A A8 A H| <%
HA8RIEC] AR JFS FA vAES] AlFuol o] e dEFS
AR Ferthal shglom, AHlaEdel st AR =8S J]&oof &
59 AT =S FIAZA F Akl F3skdvh

(2) SERVPERFE Model

SERVPERF+= SERVQUAL 7]¥o]' b= 544 wAdS =537 $138 Cronin
& Taylordll 93l A|7] = ALt

Cronin and' Taylor(1992, 1994)%= Parasuraman et'al,(1988)2] SERVQUAL #H =
E TS = 2271 SAREY e Ax ARlel SlojMe gEAdE ¢
st otk Mul=Ed SHOA ZEe] 5 Tide) Rashd] °l£XP<>ﬂ e} o=
UER7] Wl A#strt ol kil
2o 3t o] A A AR R E FF }EM Bl *1Hl*<>ﬂ o gk 71ﬂ1 S AAs)
A A IAA AR 7ox ] =554 Fol= R Q1 SERVPERF 2& & AA 83
SERVQUAL®] 227 SA8FH-2 iz ARgstAwr, S8l QlojA 7]t
Astar AAA S yew o2 SERVQUALYl Hle) 7tidte HAEzAPTES
A A8} T

Cronin¥ Taylore= SERCQUAL ZAHHo| & 7= =H s}
RS AAsHAA, AR2FAS A3 1 AAo]BRE AJH|
Il 54T a7k flvkar F4sialon, 7o) 7doe] 23] |
&S Fo] ABH ZSAHE walsty] "ol SERVQUALS] S A 7diAE A
2] %t SERVPERF% A A3t SERVPERFE SERVQUALS H]&] AFEZAF 3o
Z0]
‘4

T

O
o,
32
_Q
Ll
=
o
74
lo
fr
>
E
[
oy
g
_11}14
o
rlo
>
=

= B
O

>

=i SAE7] oAHE 7IHE SASHA doks MulaEA FUPt Thssite f
o] Qt}. o] F 7FA] FH &4 rﬂoﬂ A HE <E 9>9F ).
st SERVQUAL®} SERVPERFS] tAl 712 &4 2k o] Ay Al 2 F2 o
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¥ 9> SERVQUALRE- &I} SERVPERFE & 2] vl

SERVQUAL 3§ SERVPERF &3
M=o FA F 7P dukst @ 2EQl Cronin¥ Taylor(1992)= AW 2=%A S A|7bsta 43T
SERVQUAL<> Parasuraman. Zeithaml & w oju] Al AL EE 7k Py 9oz
Berry(1998)el °Jal M Anj=Fd FAHEFZA Ao ik ZdlE bR S48 davt vk Pk
Ay 7ol mAe] Jde} kg olash= A =, 4o g S48 ”C’] A 2=FA ZAe0 QoA
T AE g Fxo|u. Parasuraman. Zrithaml g 943laE Aotk 152 AMUAZAL g 9 F)
&Berry: 570 1 %’f—-_ kel g 7 e ]Z‘”P Z1E | AdstE L = SH o of drhs A8 HEQ
S8k 227 EFoR AR Anz FAH S 21 | BHAA AN 2F A=A %'*4 shell A 7}wko
SERVQUALS 7l &1t} Aeg Qe ol $Ae 7z o839,
3 0 SV, ol H(2009)2] SERVQUALY} SERVPERF2] ®Hlu  AjQlg
2de 2F3 Yoy e 43 AnEde]l mEs 4l e ALEo
O

ZA% = A4 (Llosa et al,(1998)% Ut} ol o=
of oAl Aol AHEd o84AE FIIANA ALS 24T A, AU aFdo] A3E
} A FLY F ALOE AF4E S Hol H

Rust®} Oliver(1994) = A vl =F Aol Al g o2 FAE o] Qlofa Euf, Al A2
A H] 2 Al (service sproduct), AH] & HAY(service delivery), A1H]Z 37 (service
environment)©] 2}= Aotk A B] A AFL Gronroos(1984)2] AxpEde| FAE]
i, ARl A AdAge A FA ddETAL & ¢ ok 1Al AMejs 342 H2E &
of MH|Z A Ze] Slof I FoAde] HAF H-ZAHI e AfhorA AMH|E HEe
w7 e Aol 2 4 APBitner, 1990; Brady and Cronin, 2001;
Wakefield et al, 1996). $1¢} 22 Al 7FA] Au]2Fd 2phe 27 o8|~ &
oA A=3% u} JJehMcDoungall and Levesque, -1994; McAlexander et al, 1994).

(3) Brady and Cronin®] $}A& AHlx= 4 =¥

SERVQUALAIE9] 7/IE4 T5S 3123719138 Brady$} Cronin(2001) Rust$}
Oliver(1994)¢] 384 =g (Three Component Model)3} Dabholkar et al,(2000)<]
MU 2~FD JAITFEREY S Wolso, Al Ado=z FAE AMHAFHE JAFEREYS
MEstct. 18l 2 Y9S- 43283 F(interaction quality), Z¥3% 2 (outcome

quality), A¥H] 2~ 37 =2 (physical environment quality)® HHalHch o] A4 =
sk PZB(1988)<] SERVQUAL RS 2R gom, A P A glo 3
AZE WA AAstglar, Al Mu|AFde o] Al 7HA] AdEdd 9 FEE
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(FEFE AEYD A5 AdRart 2 A He] gl
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otAlate] e bgol s Ao it
JHAe AFEHE Aulzd WHEHn
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A adEE RUe FARE EAEHS ARESRlaL, 213l e w2 (Varimax)E
A el ekl o
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<GE 11> 89 7844 54
ST SRS W= (1) T2 1] (%)
20~24 4] 92 48.2
25~294] 29 15.2
30~344] 30 15.7
AR 35~394 13 6.8
40~444) 10 5.2
454 o)A 17 8.9
A 191 100
SHA 93 48.7
T 12 6.3
3 A 31 16.2
Fach: 13 6.8
< 3 1.6
A 4 2] 8 4.2
A2 6 3.1
o<l 6 3.1
7] E 19 10
A 191 100
50 - w gk 83 44.4
51 ~ 1008+ 16 8.5
o 101 ~ 200%H) 46 24.6
R 201 ~ 30091 27 14.4
30128l o] 15 8.1
| 187 100
V| 146 77.2
A& 7| & 43 22.8
3HA 189 100
71 <14k 106 55.5
Ha=a 29 15.2
) 314 22 11.5
T S 16 84
7] Ef 18 9.4
A 191 100
o =9l 43]o] 4t 120 62.8
S AT 2~53§4 48 25.1
AFA13] 23 12.1
A 191 100
gheto] ) 96 50.3
37Mg el 60 31.4
T HEDN 5 183
7] Ef 191 100
1. AEEE 157) Aedgdss 25 AEAS HEES F5
ofolZl #(ALFEHS 7Fo= . 8 5olakel
HA AA gtk o] A¥ &1 1oA “AlFe] RIJEHE Bl Fufgie’ef
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