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An Exploratory Study of the Effect of Market Orientation and
Knowledge-related Resources on Service Quality with Focus
on Deluxe Hotels and Family Restaurants

Kun-Gyo Seo

Department of Business Administration
Graduate School of Business Administration

Pukyong National University

Abstract

In today's competitive market place, only those firms that
continuously outperform others are the ones that survive. The proposed
model focuses on a firm-specific service quality as key drivers of
performance. In particular, the role of a market orientation with a firm’s
market—sensing capability, innovativeness and imitation capability is
highlighted in the hospitality industry.

The sample of this study is dedicated to luxury hotels and well-known
franchise family restaurants. This study is focusing on the relationships
among service quality, market orientation, and knowledge-related
resources consisting of imitation capability, market sensing capability
and organization innovativeness in the hospitality industry.

Knowledge-related resources in this study have recently emerged as
a new discipline and probably provided theoretical model for the first
time in the hospitality industry. The researcher has recognized a
necessity of knowledge-related resources for luxury hotel and well-

known franchise family restaurant as a new paradigm to raise the



organizational effectiveness and to adapt the organization in a rapid
changing environment of the 21st century. This paper is the first study
exploring empirical support for the role of knowledge resources in
hospitality industry.

The paper explains the role of knowledge-related resources between
market orientation and service quality and discusses the conceptual
framework and theoretical premises underlying the study in the
hospitality industry. The model is empirically tested using path analysis.

Overall, the model indicates a directly significant effect of market
orientation on service quality, which is indirectly mediated by the role
of the knowledge-related resources. The hypothesized relationships
linking market orientation and a firm’'s knowledge-related resources
have been supported. Market orientation has made a great effect on
service quality. But knowledge-related resources have not been so
much effect on service quality.

Furthermore, knowledge resources in the hospitality industry are
going to play an important role by providing a coordinating mechanism

to enhance service quality through market orientation.

Key words; Market orientation, knowledge-related resources, service

quality, hospitality industry.
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<FE-4> A2 gol et APAT

T i A2k 5 A
Mason(1991), Ruggles(1998), Hedberg(1981) | Z3& 3}
s} Fiol ¥} Lyles(1985), aolol=
& Stata(1989),Senge(1990) x4 g
= Mardsen ¥} Pingry(1988), Mason(1992) 71538 249 Mg
2 Huber(1984) e #g
2 TEE e =24
o Stata(1989), Senge(1990) zA A A3} 7)o
A Nonaka ¥} Konno(1998) e s A T4
Stein ¥} Zwass(1995)
0O'Leary(1998), Davenport(1996) AR &S
3 AgHoz 243
it A2 2 o] gH gl
7] AA5-9E g5
& Davenports et al.(1996), Lank(1997) 71&9] aF oy
g Sviokla(1996), Ruggles(1998) A 7eS
& Nonaka ¥} Takeguchi(1995) o]-gato] A2 Ffr
©] Weber et al. (1990) J1EAs 7IWelvt
w Minch(1990), Mason(1992) 1oyre] HAl
E Malone(1992), Blanning(1995) AR7| &S
o]-g-ste] THFxA
TE 2479
f

AR o)A "AY A AASHE AT AHBIAFEKMDA S A7 A771999,
p.155

oA GealA AoHE ANAYE Bdste] 4FL oF JI4o
Ve A FQ 1Y R 2A9 A4FG S9WPe oA 115
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oY
ol\
o

ALsta glonw KMSE 123A #2](Customer Relationship
Management: ©]3} CRM)¢}e] A4l & SA 3 AAAAIA~Ho=

Al 24 AFAFES A

Day(1994)= AIAFALL 1AL olafsta WA 4 9= g
7% BE 598 wUElE Aoz uMe] o]o]ls HeMo= stthE Al
nAS BAAG HE M Qe ARE FE FWhA A48T F o
7ol s, $9% nAZAE FEeY] 9 PAL Ade] x4
T 548 2 Qo S

AAGR e wh Ao, ARdeln AgsEt AT /A

’ h= =
A Adel AAREH AP Fd Adez 450 Sei(Wensly,

71999 A FAEet BHUIATe] Agne Jue weh 47 2
F QRS sha, 937180 thetel AA] FAF WHORE WLFOEA,
B AAAERT IASdA o 2 AAE AT & A= 7199
qFe AFHY A Aol aEmE AFAGHE wed Y
WAl Aok @ AAdel ok sglujslel AATAsh SUE
AnAQFote AFFYL o=/ RE THAF] Ak T
shiel QA m o)Essl selor s Aotk EyW, AE,

A7, 2002). AFAEFAe gk AddTE Kohli®h Jaworski(1990),
Jaworsik ¢} Kohli(1993), Narver$} Slater(1990), Slaterd 2}
Narver(1994), Siguaw, Brown ¥} Widing®] -7} 34 o]t}
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1. Kohli ¢ Jaworski(1990, 1993)¢] &+
7}. Kohli ¢} Jaworski®] A|&AA| Ao sk A<

Kohli ¢} Jaworski(1990)= 7=}
Eato] ARGl FAHRALE Ak, AFAEA o
A &5+ T

GBS ARAREES @A v AL TP AEHH(market
1

fo
=)
)
)
iy
i)
lo,
Fel
i
)
0,
r o
a
=7
[t

intelligence)& = (generate)slal 1 ARELS 7} FAq o
A3 (disseminate)st™, 1 AHE & Al 2e e

¢4 (responsiveness)o] 2tal A 9] 3} t}.

v
I
2
<
0lo

b
(il
I
e

RS PNE=ITS v T > Ab A I
AQ=0
» =Y o=

<1¥-2> Kohli ¢ Jaworski®] AlgAskAd el

Zt&: AK. Kohli and B.Jaworski,’"Market Orientation: The Construct, Research

Proposition and Management Implications”, Journal of Marketing, 1990, Vol. 54(April),7

aHBE AFAFYS @ mHolth AR AAR] U S
el 4, Ash, ea oE o]§d & Ut wHeldm 2 5
UAttDay, 1994). =&, APEAFE SHoldt g 7[gol dnpt
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ANAAFA oz HAfertel Ams FAse Aoz, o 3 249
ARFE, AuAs g od dE HAE FfsEe] AHAes
At Zlolet & 4 vk Kohli ¢ Jaworski(1990)E AlgA3d ]
A Aol mAl= 9FE TEHHoR BA] AR adE
ausl & 4 9 ZAgo] Festttn FAEI don 99k e A
aAstel AgAFA Al 7 AEA aseh Al TS ARA 84S
A S S

L kel e R B - B e

Kohli ¢} Jaworski(1990)+= 7Y

Z=
AAGR AAH anw sterstgl

@O a2 %7H (customer focus)
/\] XO]'X] SC]:/\'] 5}_5\_0]] }\1 78 == %}1\:]1 ;_(:]l £i7} %E]— QH]/]:S_]_EE

)

o

- RN=
=

a2
o
b
i,
)
rlr
POy
4

7Ide]  o1RA AFeLEHEA, Al o' skl dAe mY

kl
&
il
lo
do
-
2
k)
=
9
(&
Og(:,"
offt
tlo
j&
ro
kv
fr
pou)
o
lo
=)
ot
kv

@ 44 vAY (coordinated marketing)
o= FastA ayaer & HE& =AHA vHAE
I wAEES AT ARG #AA e A

)3 =5 = x4
g g 3ty F AR Aol wx] wiAEHEA ol Adube olz}
o)t}
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<19 -3> Kohli ¢ Jaworski ¢ Al&AskAd 2 7id

A&: Kohli, A.K and Jaworoski, B.J., Market Orientation: The Construct, research

propositions, and managerial implications. Journal of Marketing, 1990,pp 54..
o AR AR

A 371 ¢98] Kohli ¢F Jaworski(1990)+=
ARAE, ARAY, g o3 Aoldte  AIEAFAEe AHA
TAHARAAES Attt 7)o Al H (Market Intelligence) @t
Mo &3¢9t M3 (Preference)E ¥38Hsl= Ao 33k ¥ LA AHE
ojnlal= Aolth, fupstu, AFARE &5 Ao JEFes T 9T
SRJAETAE FA = AS 28] witolt).

O A X A= (Intelligence generation)

AFARFZgAe] ARE mAMe] 839 M35, gy 183 &3S
Mpsla watshed] G T 250 B Aotk AR FEL

_21_



FAH agm NBAH e od s 4+ gon, o 14 Am
AEd wAsE PBEol & £ A AFARIE AU vHAY
BAelut &3 0] ohUd wE Aol 8] v @ 4 ok ke,
AARE BE 240 AAEH PAS oa FEH7] gEolth T3
AugEols AAAEe] AFol €A BANY FAAEe] nAMTo|
el ool AR Fiobel @ AnE Egan

@ AR A} (Intelligence dissemination)

BRATE g 24 oA AR WS dPeEn S A4S
AFET A7) Yt AFARE 22U B FA e} Ji1EA
E=EA7IAL FARATIAL defjsol dthe Zlolth. AIFAEESY Ade
AW oAy FAEo] FustiME dXH dss AR TFE F
Atk HollA Fosty AMHl2 x2o] QlojA #3334 FAry 7ol
9 3H(Zeithaml, Bery,Parasuraman,1988)3 fASHAl Zx¥ a9t
ARADE GaF o m o]FoA7] A A A BRAT} HAGo] -
FToAIR HFA A AR AES 1 FAHCE FEste Y
AT Fete] Hr,

@ X d-&4 (responsiveness)

AR g Aold FEH Au® AHRA st HI A=
FsE2A HARIFS T3ty AHuddzo] ousts AL TGS
AAsta, A4 dA i 7viEHes &5 3L 7 de 74
T AHAE AAsta AFsheE AS e, 3490 A wgs
frelshs AEF Féd FAMAE EFete nlolth. AAA R A%
A g TGl = Al FAY A s wiAE FAER ol
RE BAZE giggth ol gk REgACd e whgAEAAle RbeAFE Y F
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2. Narver ¢} Slaterd Q7+
7D Narver ¢ Slatere] A|ZAR| 3 3k A9

Narver ¢} Slater(1994)= AEAIEAE I A= 7o 43t
ALl el miviEE Aem BT S <IdH- 4> AAE uke}
A

ol a5 AGARHE MMz, F4, HA Sl MdIiTEe
FAA I ol vAl mAgdEE, AAE AT, AFEFE T
AATNS AN FEFHoR  AgAY S AFAvn
A Qkar Atk
<aR-4> ANgAF A g

WENE- CREE

QA= DAMHIA

JEN =3 > Zx

ASIISH & Al

=3

A& 9): Slater,Stanley F,and John C. Narver(1994),”market Orientation,Customer
Value,and Superior Performance, “Business Horizons, 37(March-April),

pp22-28

£ ol BASAt AT FEe oAl ddsEe FE
el Aoz dopegltt. o9k ol 152 <IH-4>9] RElA
AMAAA RS BAARFR ottt

Narver and Slater(1990)+= <18 -5>04 AAst=  HF9} 7
AR g o] A 7}X] 83%31 TA 2 2 (behavioral components), =
A3, BAAA A, 1 AE VA 2ARE FAHE FoR
AlQbsFA T A ﬂﬁu‘ﬂ@*é"]% AEHSZ A A B} U2 A&
1

set7l 98 BxuAs FEE oldste AS 9usie o=
N F

©

IX

001‘
I
AL
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Z+&: Narver, John C. and Stanley F. Slater(1990), “ The Effect of a
Market Orientation on Business Profitability,” Journal of Marketing,
Vol.54(October),p.23.

i

13} Narvere} Slater(1990)9] H]ske] Kohli®} Jaworski(1990)+= 11742] HeI=
& AN o2} fE QRS 2 gste] Bt GiAl gjetslal glom, a1l o

i

il

e ARl FHQRNES A Jdel EFSIEEKohl et al1993)
Aol A= Kohli®} Jaworski(1990)2] A1&AA3H] Aoje w= a4} s}
<E-6> AEAIFZ Bk F8 AT
AT il iy A3
Naver& Slater(1990) 719 & AR GEAG o] A3 SH =9
M 2 BeE 54
A R I o) g1t B o
U=
Kohli& 715 AFA R I dgwgl Bl A
aworoski(1990) Helel =4
Naldu& HdE AFAFE S B FE&d 42
Narayana(1991) HH o] &
Miles& A s v A A &R 3}
Arnold(1991) 7IA7H A &S o]

Meziou(1991) Ax719E Y A4S 2t 7 GelA
e s k=
Ruekert(1992) slo] - A A g &
HasgAad Z2 4 ¥, A Rk
g = A+)e] AHaATE A=
Qureshi(1993) sk A A GA S 229 3 o
i et= ZATARALES] Y A-dA o]
o] &
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L=
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3. Siguaw, Brown, ¥ Widing®] QT (1994)
Siguaw

Aow  Yehgth(P<.001). 28
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o
700
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=
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A 3 A AL Ad
1. 2953 (Imitation Capability)

do AAH @Edl A&SA 0gar] et AN
o] &stil AAl FERE getal AES AAbsk=d st AA
BAAY S #Hye] A B 7I9AEY AFolv A=A
ojs EWStemM olFod 4 9. ada a5 A9
Azl 5o ANe % (Dickson,
1992, 1996; Schnaars, 1994).
aYuER 7jge] 2w

=

e
»

O
ko
b~
il

i

o
o
>
oy

=
=
fo
-
N
A
lo
Mg 4
ol
ol
o
=
30,
x
wn
2]
jmy
@
=
o
—
©
©
o
©
Ol
x

A gget AFH Mu2=E A7) g8 29
24 W B FAE5e] g4 nHARAG ARG S
x| w7 s)of stth(Weatherly, 1992).

Barney(1991,p99)=" oW 7]do] &4 2 FAA AA7IHA &JsiA
AR E A R THAFAEAES AT A9 O 749 AAE A7
EAH, o] HEre o)H & 7ol Epel = gls woll vk X &H 2]
2AE AASE FAT Atk 71de] AlAFE AAFHE FAnpzt
AEAL F A7t sk AL AAA] 2o sl o8] AA T

7ol Aol HdEAolw, 1 Ae A7 H8iME

o

ae A AAE Ao sh=Hl, olHF = 71Yol mAYEEES
KR

Do
rl

=g nAY A4S AxsH
At HALH FHEAGe dgel wiAwe F82 FrHO'Neal and
LaFjef, 1992).
upepA] WX e S 71l o] AAME FHS P77 S8 e
T EA Z-getr] o (Mittelsladet, 1992). ¢ QE0] AALE F4 9]
A

5XE 9 EE £ 7= 98-S tf(Marshall and Miller, 1991).
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upEba AR & o] =2 VA FE Hlx|nb] o]
ol 22 (Irving, 1995) HuHHGFT> =53 vHAIREAEAA S
A &H o2 wlxwl7] slojof & H Aol Qti(Stasch and Lantree, 1980).

= w7 e v)1doe] AR uFe] AlF ol MUl XY=
A 5 RS A7, A AALAE ATANE T 9L

3k (Min and Min, 1996).

2. AF A 9= (Market Sensing Capability)

1ol S#He AA(d; mA AR aga 7))o wriE =X g
AAE st AAY o]gd & e FHAARAA Ao HE=
%213tk (Huber, 1991).

ol g et AR AT o= Day(1994a)e] AFojuch AR xd= ot}

AV APERER 9 Vs AbE HEolA A eyt s ojopt skt o] 3k
T8 & & dA= A4S 548+ T39I Cohen and Levinthal,

1990, 1993).

¥4 Cohen ¢ Levinthal ¢ FF582 dA 0w 7wl SHd
Aol vk 2elEE AGAA5H2 DAYS d#je] JidET Foe]
Ndew oals & = 71 dow EHEe & FE RS

on| &= Aol ¢ Y42 FHolth(Dodgson, 1993).

Nonaka(1994)= 7199 4A5-HE ddstr] AAair = Ses] Awatd
ARkl ol AFY iRl Qe Zisolu Aol gk A4 ¢
71l 22 AL A4, AN, A4 ARjtolgtal BE e
AA A = AAgstn 8T F e 2AAQ] FxeHo
eETa s

= AAEAEIAGAA  AEe] &I FAe fr1AHd Adks
GAste™ 714 A Ately A4 BEAd e Fwd] 28 e
ol dasiths Aotk

Z2) g5 o]l &(Huber 1991; Sinkula 1994)d A& AR o] g5 &4 2
THHAFoR FAETL Ba vk AAF] g Feirp Satel] #e
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ARE 7193 iRk Afele] FmArge] Adm o]Folith. drRw
71909 A sl A g3 X AE7L F23 gnE SAA He
Aotk

Sanchez®} Elola(1991,p51)="“ 2 AX| 23} 4o A 2] FFe& AlAE

thet FAA e FEE s

DA/ AFo e A FHAG A &)
o

¢

el oE A4 Are Fo4e ol .
ARG w3 Sl AR W@ AN DSHRE Al
RS, 4 2 sgagon P

Day$} Wensley(1983,1988) 2 Dickson(1992)%¢l
st A A 5HAHL WA S JAdst=d o] Fash o9

De Geus(1988p7HE AAA o ANSHS  Fzstel”
Aol sl MAE 32T £ Ak olF s FIAse)
Fasde A4 g APAERG © we ok Aot du
stelth ol 71999 AFA T A4 U A4 JE} Fo

N

ALS ovlstar e Aotk

Song ¢ Parry(1992)= A% AEd FHH AIFS vAE
WH-HA 948 aA A AR FEEsith AR 7199 eA"
A 2 7l AAEY AFRAAE dEhe A" AlUA, EAE
7199 714 A 2 FEI AAFLe] HATA, AAE 2 FA kel
ARE Ffrotal AEAZ A L gAtAEY 284S YUEle 4
7153rel B FEolth oldd Al T WREAEA 845 AAE
Mk 24 a8 ax 4& AAsta AlAE AE 249 ag4d9
a2 Aol =ETFF AAEY AFd "ask VE 8AEY TS
S7MANA A= AAFe] 4FEES S/ ST

AAFE LT S mE g oldx: AR AR g 799
AAE Ak AlAFe] 719 AEy Ao e o]l Fash JFgS
n Rt e AR A2 ofdth 79 AATHE FH. A8
A& 7} kA Ela= A 3t} ol 2] & A& &gk
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T A sE (embodied W AUFS 7HA L d= W AAAE FE. A
I dh= AHolth(Grant, 1996). HE3k APEe] FE A7 Ho 7Y
d58S PFAstal(Prahalad ¢ Hamel, 1990) °o]#3 5=
AA7NQonnE muHAY oWNA solok AASHRA A&He
288 7 ks A4S xSkl th(Amit 9F Shoemaker, 1993).
?LHL M‘X}%O] 719 AR Wstel ¢S Y=
e AAE F A4 FaAe Fxda
(Conner 9} Prahalad, 1996).
Aapgelse] o AEAAS Welr] fEiAs
ﬂ”ﬂ aFHEd, odd A4 58, F 3
HH‘JJr’%ﬂH 284 gl B FFS A Ao
NGl AAF Awsde 323
e Aot vt F4= A HAL
= ML 7ol TIEel FHAA U= AR I Ak o A
MR P55 E AFRAS Ao ayn FE 9 = IJohDrucker, 1985;
Nonaka, 1994; Madhavan ¢} Grover, 1998).

> 3% 1o

2 o 2 O E

éu{u e 2
> Lo
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©
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2o

Ofr

o

11

Jo &
_L4

N

J

¥O, ol
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B

2

)

o

B

b

o

x

ofo

2 ol N
o

2,
e
j&

3. &8 Al(Organization Innovativeness)

Agsae 34 @ wAd, ZAAS} &L ol gdtel slgel AEL
ANHAS AZE AES AL, ANsE 2ARE JEE e

(Deshpande, Farley, ¢} Webster, 1993).
ol2] g el sdo] 7] At st

e FHe i gl

A ool fasks Auks et 4% ANsE Ao Fast
M el date} slo] Aol Hof HAH PE, Aulz gn
A%, el AAT B o] tha SdeE Hae FARA o4,
AE 2P vlQe AR oF7] @ J1dde FaH AnE 0]

A3kl M3t H At (Deshpande, Farley 9 Webster 1993; McGrath,
Tsai, 1996).
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T dA 3l olE &9, Atuahene-Gima
H4

(1996)= 714 4l a3 9 tUEN FEY MEZF A=
a3ttt 28l d-de] - AF+(Moorman 1995, Moorman ¢+ Miner,
1997)= AAEe] 5400 "AFskdvkel; Fed, ArA, 74 &5).
T3 Narver 9} Slater(1995)% AlZAEFHLE =244 g5 H
Aol 7|27 "char 39tk Hurley 9F Hult(1998)% &A1, A| &% 8kA
A5 e TFA. ASH ATE FHsT 1 A 79 #35he
FAEE Al FE5go FoAola 8A FFdFS mHvL &lnt
71982 Aujz 7199 AS- AlFel EHI_ E5doly AFdE &3

BANEEH HFEr] ofgr] wid FolEuR Fasith Aujx
719 AAAEG kA7) 9§ #< %i% 218 dlef 4 Havt
2 TH(Sanjeev Agarwal, M.Krishna Erramilli, Chekitan S.Dev, 2003)

Al 448 Au|x =A
1. Au F4e A

=7F AN A2 o]l AA ek H[Fol Fvhefal AH| A
S BE ARVYAAN AMuze FoAel TuisA Bl wel

714 52
AH) 2=E A (Service Quality)e] A= 28 gAe] T8 #A9
thadel =ar siok(ol++ 41, 1999).

Zeithaml, Berry ¢} Parasuraman(1988)% AH|~ FH& “ 5F
Aulze] S gRistel 2% A9le] A B T BEen
gelgon o AFAA b dF AgHE Aotk 4, fjREe)
el FYPolghe 5A4E Adth(Lovelock 1980). tif-9] AH| A&
F24 qE s AL 2uA2e) g A9 Ak
AP ~FES ojEA d 7}8k=A ol &l 3} =H] s =Z
o] th(Zeithaml ,1981), 1] o TEA wo A= au|REo]
Aujzel Aula FAE oW AA A oldstr] 7 g oyl A4,

]

148427
12
st gagow odHe A4S A FiAE Agstnd she
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OEAE 227] "o Au]2 Qg
At} (Boom ¥} Bitner 1981). Al HA=
A At

Asteb= @y Aaky Anrh BeEA @i FAd o] FoZtH(Carman 9}
Langeard 1986). AR AA A7} AH| A Al o]@ A HrleE=x g
As w, = ofE9A W ol Hrpb niEAS Wgoew JFS
nAE=AE AXT F A Ao|tHGronroos 1982). A H2 AM|=E
A= AL w7 Tdge]  d3Ad A EsdteE RS

oln] g ch(Lewis 2F Booms 1983).

©

Parasuraman,Zeitham ¥ Berry(1988)&
Faafjop & wpe] gk A AwhH
Jugto = yehd 54 ARl 7]l 4
Aok EI 1E-2(1985, 1988) ‘MH|~EA AA L2
Wrelt oF 72z $549 A4 15e 4
AL MEAAE S A oA e g =9

Parasuraman, Zeithaml ¥} Berry(1985)+ 4 H] A7bEE 59 H7ks}
dds] AMHlaFde] 2e’s PP o (Brown ¢ Swartz 1989). o] # g

AFLELS AMH]2 A} Mu]2 Tk tigh service encounter 9] el

jus}
N 2o
ot
L
)
X
0,
o,
N
-
fru
o
F 12 1o ox 2
o
s <

M o

¢

g 84 F8AE THTEHN Avudxdt FHES k. 2,
Aspgel UF dubHololr T2 Aulzeh b Mulze] wHd 54
AAES WFs] A ZstAY 1eld 9ol 54 Aglwt 48
7}l &3 oh(Bitner et al. 1995).

2. Au|& F29 FAH8L

AH] 2] Ofﬁ‘ﬂr Aol MH=FAS Frkek=t oA 7Aoo R fAleh
7lEE ARESkL < uFs] % tHParasuraman et al., 1985). Tjf-e
A= %“%‘—E—*é% A gl BEA S 4850 Ashr] el Ak
FARG F45 @kl o oi%‘ﬂ(zathaml 1981). PZB (1988, 1990)+

Mulz Fofo] W@ AFH ATE FIA (BA AN, AN, A9,

rir
2,
o

o

e

_32_



SAb2E A, AHA ()2 el glolAel AR FHA), WA
170l mAE Fa A& AusF ﬂ%ﬂ% 2, A4 (H99

Ada} o], Azeh FAS Aste F

v

B4 (7ol mA S

Parasuraman, Zeithaml ¢} Berry(1990)+= o]#dl AFES 53

4 RYPES oS o] AFAsIATt.  Parasuraman ¥ 19
T2(1988)5< sl Abdel % IAXRIEF AdHFS
gy ARR Y ted 2 oA Y APl Fd AARARSTE
FEoA T

A4 (B2 249 9F)

FE (e 7 da A8 dF9)

734 (5 Tgol &)

24 s

o,
—~

O e 0o e
off M oo rx o

Mo i N o
2
o
ki

B
o,
—
A

1) Al Fde] 24 a9l
PZB (1988, 1990)& AH|~ FAS

01

,

[o
)
lo
i)
2
N
Ll
D)
fo
r o
o
fr
D)
)
o
k]

(1) 37 (tangibles) fradAdeolst &84 AAd, Ay, Av], A9, 2+F
AruAeldxzel ¥4 AR AYdH F Ao AH|z9 =24
EdH AR oA E Uele AoEA HAERY o] a7l
MUl =5 W] e AlES Wtk AAAHI Aol A AxE e Ad el
(2) AIFA (reliability) A Aolgt k&3l Mu|~s Ais A=
sHoR Aod 5 dow MMl AeI Al A oFEHS

O~
ZHtEA| oldstar SAFMRAE FutEA Fdse
(3) ®Wh374d (responsiveness) Whg/dolgh a7ls E&FH = X9}
8] ABA=E Alwstes A2 Aol 2 4 9o
An

A& 9] o
vty AHgsts ulE el a7 S5 Au|AE W UriEe Nds
£3
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A1d AFEY HAA

oo 2¥EE  Kohli¢t Jaworski(1990)e] <75, Narver9}
Slater(1990)2] <17, Sergio Andres Olavarreta Soto(1992)¢] A&
EE sto] A=A

bl A AZE HAATZ B
AoIA A AR (s, A

AF8H7] f18te] <af-6>3 Z& AFEFS AAS

<AH-6> A3

ot

/

ANZEXES

KNHAZSE

~J

H11
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Al 24 A7 4A

2 AT E 7St stuEA FEIL e AR R =
ATAEo] FAT AAH A FEFgFS Frial Mg A4AE F
Kohli®} Jaworski(1990), Naver <} Slater(1990)+=  A]%X] 34 o]

2
I

X
o
5

3
zAWe] JiEH FAEY =93 AdS shue] WEkem yopd
AEE Tl wEel 249 Qb Fokitha skl
HoswA  v=s AR wHA" dY FAAS] AReR
APFA o] =olHr] AR AEA R dEE FHEo dATES
ARG Adakeke]l BEAZER ofyet I AfolE o]o]Fa 3l
W7l AFES] Gt F538ka Qth (Chang and Chen, 1998) whehA]
T Afelel A A zpe] w7l S

i

[ A

]_

O

A sl A&EsHA dieetr] flste A A=
A4¢ FxE Adstar AuEs Aitsted vk A
BAAY 52 #Hdol IAY oE
ojFE& ERFoEx colFod 4 k. i a5 AEe
Az A 259 AAe ApHAS 9422 ¥3S AZ7Ith (Dickson,
1992, 1996; Schnaars, 1994)
Mrlz F4e] dels aAe] sk wPE ofdllstar ofdl] =
gAQl = Boln, FFAOEE 1B

S|
sl AlEsteE AelstE AHolg o)

e
A

o] g3tal %

of WEY F gl Auss

At} (Brown et al., 1991)
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2. NBAZET NBHATH

“AMA A A o] FEe AAFe g FAAFe]  fgRE
dAsk=d F8&3 o, AR ofolrfo]o] A A A9
$-QA3 #AAAY” gar 31Tl (Sanchez®t Elola, 1991, pbl) o=
AAFNLEA A A gk A2 R TS ou|stal = Aolnt
71940l A A ST Au=E AFstr] fsiMe e 7ot
A5 =5 o] ste]oF st} (Slater and Narver,1994b)

A A AEE = AHa7F AHHoR w2 FEe FA8] AdM =
AAbQl =4 7ol Sy flofof &y, o7l 543 wAVIEE
gysta glate] 7eEs TS5 de vE e FHYS ALk
olg 7lEol eAdd F dEF uHAFoEN Jhed = dvh.(o]iA
1999)

AQEAe %3 8 1A AR 1Ee olgatel %l AFL
ANAAS Ame AFS AL ANaE adlet AEE ouan
(Deshpande, Farley, and Webster, 1993) 7|¢je] A|GAFH oz =W
ARSI A doll  dlgk AgHempowerment)o] FolXIth AR ECA|
Ago] FolowH ANTe A UF ARAY 2&57%E A

HE A3E 7 & 4 A Aris, 1991)

4. NBAAGEH Anl= F2

A G S AAMEA, F4, §4 S 7Y ddeEs FEAITIH

A BFAS Ayt A¢ket ti(Narver and Slater, 1994).
Wb AlFA A 0] S 4E Mu|aE o] FolxtHAtuhene-Gima,

o] e IARSS APstr] 93 f71A=A 9

AL ngth(Paul 1994). Morgand}
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quality

2F” (Market-led

strategy)el gt W3}l oh.
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e 7
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{¥a3L ¢ 5Eig%
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[any Ll . 7A
Py mEEE r = Jo T T 1o
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A1d EEAA

st 71 el AAFY, MulaEd B AN S A7) 95kl
e AAS e Slw 3E€ 7199 J9EYR daEAel
B d=e  HAS wEde= slv. 74 vty vHAIR(9 4,
BE)FA O 2t 8 S@AE(key informants)©] Aol SEE =S
ittt Ao BAEE xol7]l fdlMd= 4 VI T SEAe] vt
BE v AsiARt ofg] fAE Eihelr] 98 2 Aol s dAT
59 oz tids A sk 2 Aok #Zo] 719 SAel ek x4
45 719 dALERRE A4 dxrh desteR, =AY
7Ides 749 FE2 5 2 drAse] A4 d97Id dAdEddA
A3tE slo] Ao HANE AWsla RS $Y W T HAEAES $H,
Wi, £2 E-Mails ol&3te] wjEsigivh. &3 7] A #A4 4 AT
dHdE T 2 ATl ARt sk 54 dis) Wy Add
THS @ F e AEEe] SHEEE SRl (dE 50, 39 4§
A = R M R =)

2 dre ddl F= Ae ® FAkd aAd - # Z]
g 2E(d; T.GI, OUTBACK, wtEA], wlUd 2 F)& tidow zt
|92 AEZAE HiEsY. & Aol HFHoR ol8d SHA
oA diFEe SEAEC] I5AF 5 oo mHA Apile] &3 7] 4] ¢
&S o= Ax Aoz vpefstar dvkal Ak

FHE AEFAF AEE SPSS Window  Version 12.05 ©]-83}¢]
F-AHfrequency analysis) B AIE& A (reliability analysis),

h
7 252 (path analysis)S ©]-&3lo] #4133}

N
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A2d wss 2344 Bojsh 24
1. A|ZA3A (Market Orientation)

HoAGo s AFAFANS FSA5H7] 9ske] Kohli, Jaworski &

Kumar(1993)¢} Jaworski ¢} Kohli(1993)7} 7§43t &35 F &%
A9 E(subcontracts)dl]l Dot FEAEF, AHUF, HH sk
WS SAsH] fsiA AR Fd5S A4ds] FA4ste] 7 AFde sl
st HE=E st o]ghy 5(1998)e] wIES Al o] &3St
a8 ZF dEEe 7H HEEX 54 sded dA4 2S5 E
A ZAFA o] =& AS on]gin

2. A2 219 (Knowledge-related Resources)

7}. 2Hrod 2 (Imitation Capability)
7199 EwbedEl Tl A4, Fx, f8A4 a8 AR

FAS 2ste = oA o] tH(Schewe, 1996).

. A1 ZA7R) 9 % (Market —sensing Capability)
AR5, AHAE, RN a8l TR A L G gisk 7199
28 =43} (Huber, 1991; Sinkula, 1994; Day, 1994 b).

b

t}. 719984l (Organization Innovativeness)

71984l £ 9@ A, A 7ss ol&ste] 7ol Almar
AN AAEE Ame AES AL, ANAE 248 AED
oln] gtk (Deshpande, Farley, and Webster, 1993). Browen ¢}
Lawler(1995)9] waw  HFREZ2A3 284 A= E2HUES9]
VAIUE £ ADAZE, ot oA Aulzs EFA SEe

i, ARHow oliHES

A Bak olygl JPAAAES FAA ]
AF =S 7oA A= Aotk
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3. AH]2 EFA(Service Quality)

AREAQl Mu A Be dAFSoA ddddE(Croind Taylor,
1992)o|4} &85 (Powpaka, 1996; Spreng® Mackoy, 1996; Tayloret
Baker, 1994)0.% A, HAubHl Aujxids @d FEHon
SA%E AL ATz olY Fujmel T AT B39 FxA
HAE AYstr]o+= F=F3F do] Qub.(Parasuraman et al., 1994)
Powpaka(1996)=  (1)duk& el Mu|~Edoe]  u]$  FAG v
ZEotth (2)AH] 2ol tigh ARk <

Sk Q)H ol Mul2 o] &5 3§ oA ga Flo]

=
E[_]__
Aolth, 58 TH ZEE o] &3]
B
2l
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AV Age 24 2 7HEAA

A1d ZA} AR duky

J[m

3

e

S

9] s GAsl fstel AAE AExAbe $
55 oW RIFEAH EAS A¥rd tsy #Zth
Ao FAdo] 46H O R 83.6%, o] 9H O R 16.4%% o
749, 307} 34H O % 61.8%, 40th7F 188 o= 32.7%, 50th7}
O R 3.6%, 607 1 o= 1.8% it

shH AP A= | gGA SF4EES HY 549 wwko] 4
10.9%, 5d~10d wmwto] 19Wo® 35%, 10d~159 w|wko] 13
24%, 151 ~20d w|vke] 9 o= 16%, 20:d~25d w|vto] 7H o ® 13%,
25W~304 mgko] 29 o g 4%E AkAStal lom 304 oS 1Ho=
205 AL Y= Ao E <F-7>o] vER} QT

OE. _!1{]
0

ok

2
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N @ oo o
o il mfl T
L o
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o

< E-T7> ZAHAAAL] A5

2 E X
E

o} 1 54
T v 5 WEE (3) | uE @)
e & A 46 83.6

A A 9 16.4
R 30 34 61.8
40 18 32.7
o0 2 3.6
60t 1 1.8
d A 44 59 1wk 1 e
54 - 104 w5t T o=
109 - 15 =9tk 13 o
15¥- 20wk v
20d- 253 w)gk 13
25~ 30 =]k 1
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