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7I4EL 1940 nAGRE A a2 Ee)
YAl Eofl H&she Ao A6 284 A
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g FAgke Aol IS 23 AT 3etAl¢A
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Kellogg, Nie(1995)
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ARoola] Mu|AFAY] F84E 7F=sAAM PZBO
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d&3te Mgdez aAwREolgke dolrt AeH
oA gttt nANZL FEI Mu|2e] B 7Y
3 AHg Aol 2AFE AN HriE 2.
AAAQ FAAY WM aANEL F49 &
Zd 9slH ZAP"EYR Ex vh(Anderson,
Fornell, 1994). =& FA& ALg9 gol4a A
g9 F74x Adez FdEh(Juran, 1988).
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A 7t 288 £4& AP R A
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A A AFHYE Foste Mo € F Yt
olgidt drAdte AulA7Igel Ui A A
24 Uy #9E AFse Aude ddF
o2 48 9 AAE Fodte Ao Faside
AL F93n U2 4 & UK Gwiner, et al.,

1998). watx o33 2-& 7M€ dRsAct

H1 : A40] 3E5E EGA|E aARZE
€ 4% 371 Aot

3.2 Taiyn DAeRRel pA|

Ao JEL no] ddhe AlojEY (HYE
22 o)A glo] g4A Y + sde RE U
t}. Novak and Hoffman(2000)9] =&l 2j3}%
3o Ae &z 93] SlE Alad TEL ¢
o]§ 1A F@AQl wFage Fggctn F
et =3, 2891 39 Helde F8 S
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o] YR E2H3 oM daiEe Sle
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o} gty o 2e M-S 438 4 i
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€ 4% 3712 Aol

3.3 BEABY D2REDte] 1A

X9 Aol BAAY BAYY FB AFYol
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Fr e G 718 Aol

3.4 Qe DUETIS] 1)

Qe =718 AA Qe BFo] A HA
FYA|E Mujx ggAeke] F8M40] ZxHn 9
o AZelM g shriA2 el SYEEL 4
8oz #8384 xmeiEn Uth(Reichheld,
Schefter, 2000). 21 oA n4E {2|A
7le WHeg Y BorMe EAL AFe Al
F34 Mujzd g o]&& & FMTe Aoz
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Aelyl FEA|E oA 43284 (Inter-
action) e TAFA Y BEATE 9udd. AF
7 g Mulze At &ul7h FAld EAEt
olgigt Aol sy ;AL Mulxvt e
w Mula wlgEge] FAstA doh(Zeithaml,
1981). AARAM F3age] B ZAF AMH|
2ZA3 aAREAY Fad J¥E FAED
(Bateson, 1985: Zeithaml, 1981). wekA o}
&3 2e /S AFEAd.

H5 : 452440 285E TYAlolE 1A%
Fxe 08 2712 Aol

3.6 nACHED} EF 2Tolol A

E AFd nABEY e Aol el
2 A R 2uAge] FAHAA Y £ {4

= RAAQ Agen PocH(2HY, 4B,
1999: Anderson et., 1995). E2/A<Ql Fzhd
et mpaA 2 2elel Aol THEG nAL A
2L 28 27) 6/HEAR 20 o] &w|E
v Aoz Yelgdth(Reichheld, Schefter,
2000). ol#ig A44L B2B FEAMZ RAMSH
Yehds Aoz zAEAY

ARES 5 Frig b BEF nAe A
FuAE FEeo o FYUAE AT
AFee Bgoz Y FeMe 2zl A9
A (Word of Mouth)®t}h mo}$-2d o3 34
(Word of Mouse)2.8 A%&=rt waA Axd
o 2Rl e ge IAFEo|Y JIETAHAE
A 4848 AlJEE FHsHA At oFA HY

HUSAT H31A M1E 20024 28

olefyl BE Alo|lEo] MujARFHTRO] Bt A7

£l 719Ee F/HAQ Fady deEk s
Agela) gn A9 o g ApALY Abdol
gAste g dedt ot AL 7|E 29
ZAE glole ofFd # atdE e-vlzYx 2F
T 22% 4 e Brown(2000)9 #3833 o
Agdz & 4 v ged o 2 ME
ARE 4 o

H6 : 2AREEr} S48 THAIE ALE
AE ©g 27HE Rold

H7 . aA49E57} F48 TEAIE ERIFH
o Fxe v F7HE Aot

o3 zo| AeiYl F™AlOES] AMulx XY
AL, MulawE elm dAlele] 7HEAY #
Ao vxe 98E AFst7] A & 2L
AFRY S MY & dFRYL T~
NEEEE FUAY MH|2 dA, Muls BEG
A, 2831 &% oxeAz TRl AR
TeMu|A A8z A, Hgd, FE
AFA, 234, 43R Fol THHUR, A
vl A HEGAE ANAEQ] RS T Tyl
TEUG 2T FFgrZe ARE oA, B
4 NEE TEANHAY.

tgse dFREE EdE 7Y ZYEY
< A A RS 2¥(SEM:
Stru- ctural Equation Model)S Al$H o&
# o] vetd 4 o

RV=B,CS
OR= 83,CS
CS= BRE+ BEA + BsIF+ B:EN+ £11A
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o714, RV = ALE 94, OR = &}1FH, CS
=314%E, RE =424, EA=%4, IF=
BEAZY, EN = 284, IN = 4324848
Bt B, = BARCE FPE 245 Ve,

V. ciqtg

4.1 3244

& 4TE A8 XEAIE A7 AHlzd g
%S o] AAM AzE AT o8
A ad EHE AED Aed FH A
AE7H 97 S Fusid A4, Held, FRAF
A, o3, B3ALY, 1ATE, AYE oA, g
AFA 59 89 B¥E 5L ATt

N FEA i A ZALE HEiM 73
3 dRAASE e FAY APRAE 4
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el ZE AOIE Y MBlAEATR| upt A7

Hoe AygdTFoa AAE Aol A Ao
Aol BT FEL MJIFEES, FHE A
A, aATe] & FAH), BAbe 4o F oo
322 Mes]H(Anderson, Fornell, 1994:
Gabarino & Johnson, 1999:7A4, 1999).
Helgo BHAMe TYAIEY U] #4, 3
Bol g4 Loli, Alo|ES AH F A/HA I
o]} (Novak, Hoffman, 2000:33%-, 2000).
HHAFA deide 88 FE AF JRde
AR AF, Y R AF, HEHA FR A
T, TR FEY AT F W Y5 A™aiig
(Evan, Wurster, 1999). 284& &A%, Ay,
+3, ¥ F A ¥EoIAKReichheld,
Schefter, 2000; Maigman, Lukas, 1997). 4%
e e A oalhg, g% dist, 39, w
4, 249 &7 ukgd B 5744 5E Adaigit
(Zeithaml, 1981: Bateson, 1985: Zeithaml,
1981). mAVEL AR wEd sl &d &
Zo]AtHAnderson et., 1995: ZA%, 1999). A
W2gl gl A ool tigld & gEE o] 83
AHcH(Reichheld, Schefter, 2000: A%, 1999).

£ Aoy ARE, AE, BRIFH oF
o Wi Jde 23 dd FEE A&

(£ 6) 221% ARl o daly Al

dutdo g A7 SAEE Fol7] HaM A=
A AR o, ol el g 48X
AR NN FE G5 AAE AT AR
o oA wdH AHZAIRA AN dHYo] M
Hojd ¥5E gliss & ¢ e d& naid
At Hair et al., 1995).

4.3 Eigya 21y 24

TRE A5E EUE 3o, A, AN, F
BEAFY, 284, d3a84, aANE, AE
A, BAFE F Alold BAZ BH3IU.
€ H8A +3d Az @84R dHAYE HE
e 2 7Y A F4EY b 9
AX FA2QEHE dAEs

SAENY WY F BAHI SUAEHE A
A7zt fol A @ Bfol AAEe B B
grh. SR ad¥Me HAEF A4YA
e HEFEY RoF AYHARE dY)
A . 283 4 89 diste] AP AL
sttt teel (E T 24AA 8AEMI A
YQAEHY 2HE dehd Zolth Az AMHx

T, AYE, BAFAYELS 9 £z 74

.

4 4 0.6214
Held 3 3 3 0.7636
YA Y HH|2 PELEY: 5 5 5 0.8054
oy 4 4 4 0.8911
45384 5 5 5 0.8232
A 2 B Inkilies 1 - - -
ALE A% 1 - . -
&]
Bel= SREe ] - - -
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(B 7) ZEXH Muj2 7ol CHgh &HolR0lEA

I

4 4 0.97110.853 | 0.047 {0.908]6.750| 2 | 0.034
Rk 3 3 1 - - 1 0 0 0.00 | 232y
AEAFA 5 5 0.975]0.926 | 0.030 |0.95917.579| &5 | 0.181
224 4 4 0.995|0.973] 0.009 [0.995|1.238| 2 0.539
R 5 5 0.901]0.703 | 0.062 [0.875[27.510{ 5 0.000

2o} glo] EAdA A=At

Zk 8Qlel tiste] HAadRAE s At
A AAG d3, =g a<le] Aol 0.3 o4
ojllen FEdd dig AW (the variance
extracted)2 0.5°13& EAH(Hair et al.,
1995). 281 AAE o] dstq N=Ad 4
< AN 74 8914 di@ A4 A5t 0.6
o4& Holm flof Al dn HIHIUT
(Nunnally, 1978).

Y BNE vRF SHYEA dist a4
¢ A 89 2 BAAY FRE A8 Ele
AEME AAEGTE ERIAQNEHE A Amos
405712 & AHgstsTh 2t a9 FAde 3
A E =23P7] HalM, GFI(Goodness-of-Fit:
0.9 o}/do| ulg3}), AGFI(Adjusted Goodness-
of-Fit: 0.9°]¢ d3A%), RMSR(Root Mean
Square Residual: 0.050]3to]® u}gtagh), x*
(AL4E uigEE), %) B FE3(0.0501%
old ulFAE)TE o &3

0NN AH, A B384 AGFI
U pgte] 71EA]e] vigsty, GFIY RMSRY g
2 o= A= WE2YPA vept o 28n He
deRle ¥sirgoe ZAgo] AAEA %t
BEAZE, 289 82l& GFI, AGFI, RMSR
& aEn yPl Y HEgho] 71EXE WEA)
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Zt a]loll g Had BAare] Aldbo] shsdi
Zt aqldf oid $EL deBdd ¢ AL 38
H % (Summated Scale)gtx ot FFATYY
ol EAL thiF BAd ol g8]lel o
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1995},

2 a7 B 7 g QIFAFAE delsp] 9
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(& 89 d#Ase A7E BY, 8UENY
BBBAE EF R4 o2 Ut oRe
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AF7Hdel AMAE 8QQEY BAY IAFE
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At

tEog g A 249 478 Eds
€ A7EFEY 894 AFABA TetE fE
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(Z 8) 20Rte| Mpls, Hr, EFUX
4

1 2 3 5 6 7 8
1. 284 1
2. B4 0.444 1
3. JEAEA 0.526 0.593 1
4, 984 0.378 0.393 0.459 1
5. 444 0.348 0.350 0.287 0.487 1
6. 2R 0.414 0.563 0.510 0.598 0.456 1
7. AR 0.260 0.277 0.332 0.482 0.122 0.645 1
8. BIFA 0.415 0.409 0.481 0.470 0.333 0.598 0.588 1
B 3.02 3.10 3.21 3.28 2.89 3.28 3.54 3.04
REUA 0.60 0.79 0.64 0.70 0.73 0.82 0.89 1.06

(F) ZE 892 p=0.055FAN #d¥.

Qo ANE BFEHE uR, d4, Ao
§, ANAZH, o4 BEAEHT TPE
Qyadel $AAZ WAL T4V
g0z ALE 94, HAFA
Adel g old Aclekn s o €
7239 WA Y9 AP BAE AT 7}
479 984, AmosE olfdld ARPHE
Ax g,

& An

AR AFRYL Amd A st
AF7H: TR L g HFsA ¥

NAn, 299 AYPT AFE B, FlolAF
£ 21.670(ArE=8, p=0.006), GF1=0.954,
AGFI=0.794,CF1=0.902, 121 RMSR=0.034%
Uelgth. FlolAlFel BEFe WEAYA ¥t AF
7ol 71Z4soln ol ARRFE K| EF A
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eidch. 239 AYEE Fol7] MM FHAFE
4312 Bt FEATE ATR3Y HP=E =
4 F Y 7HeEE vehlie Aol A
FHAFY 4oV & Rele TEARIE AEE o
2ol EjQlddel ZA2E sl JAATE AEE
F ARNE AAsiach. a2 23, FRlAERe 6.942
(RH=E=7, p=0435), GF1=0.99, AGFI=0.923,
CF1=0.99, 28]z RMSR=0.0172 23 A3
Aoz Jeiyth mepy £ drdMe FF 23
A7) 2 k.

TYAlo|EQ] AU MulzdM HY, oY,
BEAEAE AATZ KA 9F2 vl
Aoz Jeygeh £% aATEL FF gxd A
23 Eole] g FAd F¥ 9L "AE
Aoz vebyth ARECFE BAFHA AP
g niX e Aoz veEd. (& 9 7H3
Aol Z2#E Felste] vl RAejtt

g2 (289 2)0lAM = nANER FF x4
oleld feld A2E BAL & AU 1ARF
& ERIFAC AP AT FEHR APES FY
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Hi Ay ) 3RS 0.071 1.030 71z
H2 Held —) aAq¢E 0.266 3.209 e
H3 ABAZY - nAnE 0.200 1.849 71z
H4 A ) aAUE 0.354 3.919 e
H5 BEAgg---) aAnE 0.175 2.137 A
H6 IS ) AR R 0.700 8.894 A
H7 DATE ) g} 0.751 4.849 A
F7H81 714 AYE ) BRIFA 0.430 4.016 A
(F) 02 25l fo3g vehy.
HHERY 87 UdeE ¢ F i o AHGY Alole] AAAHQ AFPog AHans
10)& nAwE ‘%‘-’1"——45 Atol €] ?Jﬂr’—‘iid—}i R EAe] FE o
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0.751
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3 AH 2R AFE 5 4TS HEo] F8
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HAHAT H313 M1E 20024 28

A4, AgRE T ¥ Aoz AYA(E
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A Study Service Quality Strategy on the Internet Portal Site

Gye-Soo, Kim
Abstract

This study examined the Service Quality Strategy on the Internet Portal Site. A portal
is a web site or other service providing an initial point of entry to the web. Portals
typically offer a broad array of resource or services such as e-mail, on-line shopping,
discussion forums, and tools for locating information. ,

This research is the first to empirical test the causal relationships in portal site. The
model of service quality strategies for portal site is tested here using data from 120
samples. Result of confirmatory structural equation modeling show that many of
hypothesized relationships are significant. In examing the Relationships of the factors in
the study, Customer Satisfaction is significantly by convenience, entertainment,
interaction, and Portal site retention and referral are significantly influenced by customer
satisfaction. In addition, portal site retention shows indirect effect beteween customer
satisfaction and referral.

Key words : Empirical Resarch, Portal, Confirmatory structual equation, Service quality
strategy.
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