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2 45 Ed g3 2.

(1) 384 (Intangibility)
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FolaiA Beh 223 AW e) LU Felshl ol mek Mu) o) ARk} Avlabe
AYHY WAL Bl 437 F¥e F2A ¥4,

(4) 234 (Perishability)
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249 we} zt7] G2A AE, AZtd 5 U
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A, Ao} e A4 ey F4, Ak QAT 2L AEE § $99H 24, 17
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Bl F24E 716 FA3 7154 FA2 YR, o8 7Y oluAE FIA 149 2
Azt FFE v Ak

AA-REHZWYPL FAEA Berry $[29]2 MUIAEHE &9 107HA & AASHAT.

D A=A AdAge] R DA, & ofd, A FHL Au|29 AF

2) Wb AuIEAIF Y AT E8)4, ML HAA

3) 58 : AuaAFd 2 7HE $EF A9 BHG

4) J24  HIH AF &ol4

5) dld : EAF AFY, LAA T g AF, ARE R,
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6) SIALRE : ZAGA oS & A AR AL, TALZRE FH, 2 25,
) AE B, A8
8) YA : 9, JHozRE Y oY
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o A% TUshe HF B9 FJNU UL FL AY A ARele 29 e AR
g 4 Ao,

24 MEe| MH|~ FE 32

& od(28]0] ANG A& ENZE Mo MH|& EFAAE 93 92T APz FF9
TH], FAIYY] B, FAHEY A dF A2, W A, FFS] 7, FEATY M7t
A& € F AUtk o1& 73] 4P e Ao

AR, FF FHle Lol 873k AEol glod BE Zo] At HA vk Aot

53 =Ae diAdEFC] fle 54 Wi 8o ArEE 243U 7P TjEol BES #
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A, 2499 BEE B F Ao] kR FPF FEAYS 22T YjgE 7ALE
olu} 8o thalA VA3 STsl FA FOW £go] 94 ¥t Aol Pk,

AR, FAAY FE R AN B AR YFoIA & W FE D@ A4 o]
god AUE ZALUIL JFL oA Bk Rel4Hoz 4L et JFE Hon
2 WhE AL SRR FE @ A4 Frel AYL galA Ao BHE 7N
gol Q=S sfof g},

YA, BelAAe Anx ZeolA B AHsl BelAldel et olm A7t $2 RO A
4e BA g Rolth vie] BaW AAAWAAE B AUE FasA 42sE o
FE e golB GEXuete 2AY oA & MFe Fethe ot

SAA, 4ES BRE 2A0] 9ste 4EY FHAL 2ETE U2 AHG J Rl AT
gl skt £AE duterze] ALE FANUA Aeolu 2YHA YEE BATE

A
el BAE 438 71&HA EAolth T HEL 140] 7] =S 2R Adste



20 SR EREHR

AE olg ¢ dolt}, a3 ug nAY JAA ool T & F UEF se =MEF
o A7t Yadty T§ PFEE SHEES A8t AR =49 AIAANE &
Fe MUl e Y43 BFE AFE F AL Aot

XA, ARAZTE Aol YA E3] T8 AAHE ° ofFe FL o] MY
H g o] s o] o] & | H3A FLAE R JRAFEF] TR

3.1 g7 pde| MF

B dFdMe & gd[28le] MAE AL EAE & FFY 7, FFY R S
B, AEY A4, AA 9 B 232 AHEA Tl MF Muls FHE AA ke 6 F
L2AAE HHEE FA A Aulzd tg vk ZAVFET} 4 6784 &
JEZ e ME Mulx FAd) o8] 438 F AeAE B4t . E=d A4
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A 53 39.0

T34 30 22.1

EARE A8 < g 16.9

Z.34 4 6.6

A4 7 3.1

oS4 o] 4 14 103




Mo 2N E A FHaqdd AF GYH A7 123

&7} 6.6%, 21-25M|7F 26. 5%, 26-30M1 7} 44.1%, 31-35417F 11%, 36-40417} 5.9%, 404 ©)
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2 N3 AP, TALe] VAT, BANE FalFol 44 U7, 23 201E i F2
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6oll= A&a Wi g s|F, FH2E MY di7|Azke] ol S8 Utk A B3l vl 57
(89 1914 =He o] A2 w33 F, 89 2014 o] &xAe JFS AHE, 29 304 27
o £d& e v 249 AFE A8 F, 29 694 FFAL Wi AL F
ol & 24709 o] 29 Fel o] &HAY ((F 33> F=).
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(23 2)

A A1t
(821 6)

H o] 943 ol

0.55038

AstEod ARY

0.71935

ENYEE dE

0.75493

deFES A3 A

0.65143

FARd ol A%

0.62859

FYUEANE g FE

0.64632

el B2vt g

0.79020

3 - g Aol & Hol Slg

0.68865

P

0.56712

A SUYHE A E

0.53005

Shi ol b5

0.50301

Mol @ YL & F AL

0.66933

UrIYLS el

0.63538

A R AT g

0.50663

19 3717t 4%

0.74413

He| $577} By

0.54707

e z=gol ge

0.56845

R EAIFo] BRI H AL

0.57225

39| o] 43

0.74099

39 F57} st

0.73517

WEEAY F/7F B

0.53365

9E MA de Hol 3l

(0.51803

A& wes JF

0.51113

FHe BN M 2] 7 A Zho] B

0.72648

4%

7.985677

2.141492

1.835991

1.662222

1.322755

1.282598

FHN4E

0.2754

0.3492

0.4125

0.4698

0.5155

0.5597

Cronbach

0.77315

0.84051

0.72389

0.75276

0.80103

0.78924
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T3 Age AZAL HAES] 95t 7t 9919 #ld F3E9] g8 Cronbach « #& +
&k 2 A3 (HE 3-3)o] AAE upel Zro] HA 0.7238990 4 A 0.84051% A 4 3l
FFEolAn.Y
MQe) Fro wel P MulA FZo| g 7 99 Foxst €3 Aojge 7
71 1€ AAE7] gt FlolAF AAL AAEA FlolAFE AN dAde (B 34
o} 2. 7IME SHo] AL AZA e E5E FEEFY Lol4d 3t £4& AA
&t

CH 3-4) J0MISHEE 4

e i B T I e ]
LR 16 8 10 8 13 df =8
FYAA 11 5 7 6 9 pak = 0.997
2¥AMA 11 6 9 7 10

de) B mEo] AW Aul2 o) U@ A 229 F8EE AP FR w2}
o7t ee T & Ak F AW FRol BAG] FAAY BEst AUl FAE AR
£ 718 229 2902 Goz Ee) pulo FuATe] Aul2 EAS AYSE £2Y
2d9e ¢ % AUtk

N@e) Aulze) i@ A DREEE HAY Au2E ARse 2 23 F(+) B4
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F2 223 AP AulAg AReke 7 A0S SUESE o HAENS AX ST,
2 A3 (E 3558 P

(E 3-5) BB ot BUSNE

£9 AHE A Ay Fw) Prob ) F
54 6 1.09575 0.18263 1.823 0.0447
22 129 12.92322 0.10018

Al 135 14.01897

o] AARYL FoFF 0.05904 FAHCRE F23t Ao ey, B3 du¥g S Yy
e AR8AT R 0.078172 A9 AMul: $3& vele 7H 820e] w2 o
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T AAG FEFe] vt 2ARE oM TR 4 4 vk

(E 3-6) 3|7ATe FHA

i FHAAF gzea | T Prob > IT| |
3r 3.286765 0.04574951 N 7L ai:”_:“_—o@o." 4{
Akl H= 0.096363 0.01591897".““ s ] —(7.0;3;33 o
o] A g 297 0.064607 0.0269115% L mu 0.1618
BRAZ 0.011727 i L “%“_n—mss —
BEERE gl 0.038932 oosiizr | HA:H B : 03981 o
g 2] ) 0086617 | omezess | 1o | ]
A ARk 0.016033 0.03501937 | W”u 449 0,797
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ol BA L T vaH 22 FAAE 4L F AU

A, M) Mul= FHE FAME Bz 3 29, e Ad 2 B4V 2% 2
A, BRAF B 29, FEEF ol B 22, FF] Frld FE 2 2
@A ko]l #E 8002 HA Yol B £ AU

X, Ao AulE FHo diF 7 809 FoEE XY R FAQCl FAHLY H)
E7F AH A FA S AR MY Fa% 2o Jdeinty, AFY FHI HRAIF] o
T2 T8 202 vest

o2 M Muls g vehlle 67H] alo] Ao A ] Mu|zd] thd iEE
g B (+)9 BA de Ao Yeiddtt o F 53] FALLY gt FFe] FrIg e
8L 5% FAFEAME 2 FFo] TAHCE Fofd Aoz YeEnth ole M9 3P
of lejM FArdl e A&d AHu g} WA 2AHE B HA” FFS o 1Y
Bl QlolA T8 vl AeE & £ Yt

2 A7 A eRE A7 A9 fle Adolshe AP EYF5E dEste] of Ao M
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B Q7g FyYste d oA o3 22 FAH AU
M AZATRALY EES UF - BB Je A FRAPoE2A AQ AR AP S
WEE 4 A=vhsls ZAE 4248 . AA2 AF FE0] gobAd A7 d&ste
87 AHAE Fobd AolnE tF - AEAY By ohe} g A MY = 2P
2H Mg BEAL AE £ UAe Ayl wekg AA Y 5 9lE Aoloh
A o] B guh} 243 A =Uste 2AE 44T F A oA H
HAEQe HER 748 FEF 28 AU F FH4T WS 2422 REH

FF ApHFgo s IS A4HE F A4

RAA, NH Au2 E4¢ dehle ¥4E & o 43 ez dYsto d3edd ¢4
22X & AFslgtozn JARYY 4YY L o A7 Ag FHNE AL AlolH

EA, BES AFoz Huste o} ubdoly Austd JHE xS HES] BAS
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1992.
2. AR, A 2N FA e, BB, 1989

3., “AMulx AR e EAAE 24547, YHFAZ Y, 1983. 5.
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A Study on the Satisfaction Factors of Customer Service
—Focused on Bookstores in Taegu-Kyungbuk Area—

Kwangtae Park* - Ryong Dae Ahn**

ABSTRACT

The service industries assume an increasing importance in the economy. While the
service industries continue to expand, the research on improving quality in those in-
dustries has been limited.

The main purpose of this paper is to find the satisfaction factors of customer ser-
vice regarding service industry such as bookstores.

This thesis is organized into four chapters, the first of which is introduction. Chap-
ter 2 provides the related literature review for finding possibility of applying tra-
ditional quality control concept used in manufacturing industry to service industry
such as bookstores, Chapter 3 deals with empirical study which uses questionnaires
answered by about two hundred clients visiting bookstores. The surveys were conduc-
ted from Sep. 1 of 1995 to Sep. 30 of 1995. Chapter 3 also presents results derived
from analyzing the questionnaires. We conclude in chapter 4 with a summary of
findings and conclusions, as well as opportunities for future research.

We have found by factor analysis that the satisfaction tactors of customer service
regarding bookstores are the attitude of employees, internal tacility and
environments, offering of information, easiness of item classification, equipment of

items, and processing time.

*  Assistant Professor, College of Business Administration, Korea University
*k Harvard Bookstore



