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9\1 T 2 e S | Bt R B
A3 MHA 7I9E] & BHFo] SSTE =
5ol FAH(Bitner et. al., 2002:
Dabholkar & Bagozzi, 2002).

QEY SSTY Ed 7 7]
o] ATMAH2~E 352, 3
Kiosk, #3419 25 A
= ooy, Lol 4% 2wy ;
=A3]A] HTS(Home Tradmg System),
WS57|#] e-Learning 59 FEZ 3ein 7
7Y o]jo] WAsky] FE AH| 2 FololA]
S&F Fito] A&HL it o] Zo] SSTE

Mu) A, =

HwA F 2o 54 A2 A2 Fejo]7] wfF
of Fejo] thHHEMu] ~(face-to-face service)
o} Hlwd o AgjFoz JPA7F BA &

SST &3 71E AFAFE2 A, SST AR
Aol QT SAH 54, =4, SSTe| 543 vF
[T 80l Al SSTAl e =9t AR
A, Aol SSTE F&3Au Afets &

o= T Utk o]F SST &899
& A o7 7p% g2, Walker &
Johnson(2006)€ 71E d7Es Tt SST

FEo G A= 245 W /R Fs

‘ﬂr OAJNA AF(SSTE Aoeg A F
dth= A7), Z o1 (
FA

A,

L9l

i
sz f
\-4

&}
=2

ol
M

=
-
¥

e e
AN)

=

/g_g_zq
= @xu SST7F Gept
AEE  dom A st Xlﬂg T
A=A, @A E& (SST7F ZF9e divd
Myl 29t Hlwate] dehv o Agjstn whEA]),
@HHHZ de s (V] FHET A7
FeAEE Msste JE) Foldh

Parasuraman(2000)& 7|&

2l
HE
a

L.

-IN

ol U@ el 34
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o
A

A/58A 2l 71%FH)=(TRI: Technology
Readiness Index)eh= 7doz 243, AR
nith ©hE V)eFHl b SST 8o 932 vl
O FAskATh. Hsg =A2 Meuter et al.
(2005)& (customer readiness)”} SST
Tl dFgE nFYa it Curren &
Meuter(2005)= 22 SST W3 W &3k Al
7HA I slo] ~(ATM, E97, <2<l ¥7) el of
8 Hwatsl=d,
4, 99 s
Hﬂﬂ*ﬂ
222078

2

4 ? % SST°ﬂ g Hze) BAR =7t A%
Hol &< & F itk o= SST7H A
&l UrEM AHg Aux Fege 49 Fae]
781"%_57\ 7l FA3% = A

A0l E3A A (cultural lag) S

Al 71 wel e

3]
=79 <

o]

TJrXﬂ% OI%O]

mreba ssTel 0 o
ol gl

Tt olel @ B AereEehE,
24 959 43 58S

SST7} AH| 2

FooHA| Xo
o

N

< SSTE FFHo= o=t AT IAE
74 bl qiok webd SSTUF Ze afE &
A3t 2 Fga0ld thE B AAS ARG,

SSTell glofM A4 Az Aol Aol g2 =t

AASHATE H40A AM52 20114 109



a4

H|AB|TEZX|0A DA ES| 7L MH|AZHD D47 of o]X|

g

AR

:rL

ﬂ
AR

ul

A

—
1o

HAZEH(Ho & Ko, 2008).

=
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"o

oju

Parasuraman(2000)2 7]

H 25
25

(2000)7}

= Meuter et al.

ATl A

&

o

s,

= A9

—_—

<0

ol
HH

0

A

]

A
-

71$FHEE 934 (optimism),

o,

(innovativeness),

gi

ofy

SST¢]

=

ZH(discomfort),

A

D2

hS)
=

(insecurity)®] ¥l 7IA] Q9o 34

b 7% A997E wgos ssTe 489

ah

o

AN AZH = SST

3o,

=

e

o
=

229l (inhibitors)©]t}.

ot

< A

g

o|J

1 H 12}
Erj& SST

Jts

@

2 71eAd ATt HeEe %

% 2z

=
=

=
=

2z 2 47 2%

o

bt

B

1

e wgod Lin &

A

e
4

Y&

A

il
oy

o

1
HlA 2

@ AR A A B,

&

mhol] 9lojA f

s,

1
T

H| =7} SST

N
<

TFAA 7]

B!
ol

W

o

0IEH A

ol9} FHE = /HFdSZ Meuter et al.(2005)

ol
0

o

2.1 SST

o FH7F H

2.3}

7NEd AFoE AL

A 7L

=)
[€]

Adt,

[ez]
3

%7] (motivation),

Z(ability) &2 /Wdsl & 4 9}

X4 (role clarity),

tH(Lin & Hsieh, 2006:

2] FH7} A e

Parasuraman, 2000).
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o (coproduction) & L= v, A2 AJAk
oA Aol sfjof & Ao dieix] HEs] o]a)
o= Zlo] Feasith Aol FolE sfof A &
A Bal= Algho] SST /\}B-—% A
g7 “Hfoﬂ =k

Tn
ol
Ir
X,

ASS /\g

N
r,>L

|
=
=
|
49
)
n
;%
°1>4
o
2,
o

i
o
=g
T
—o
o
oy
=
1—«0
S
oX,
ol

i
ox,
ol
rr
=
e,
fo
(g0
N,
)
)
>
>

olr

2 (skills) &, YA 2227} Qs
FHA AN A7) Es 7 (self-efficacy) <

EI

LE AgAFel A E RAAH
AZH RS 7| SEHER o] ATE g} 5
ARk, 719 (AFAN o] H] e gRo] 32 HH
Zled 2e4, a3 9 I W Aol doee
gt nael AgsEo
F oot meq B avelqs
‘A /\}Z%—rﬂ] = B A
ﬁ”ﬂi}ﬂﬂ‘i}t

f!

—
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Bl 42 A4le] Al o3 AZE 7Es 71
o gFe goEM ARE 7|%o] Agd U
S AL oNAow AlgEm Ao F= 2L 7
Al 2 otk

T} 2}A] &= Ha 719 (A

A4S 7§

A = (customer readiness in advance) 2 4

RS

2.2 SST &2

AH| 2409 Fofd Al e AH|AFA S S35
Y3t 2 PZB(Parasuraman, Zeithaml,
Berry)ell olaf 1988\del /e Au|~Fd 3%
H&=9 SERVQUALZ 7|Eo2 Mul=gds &

el stk (Parasuraman et al., 1988). v}
AEYl Ao AEA71 SERVQUALS A=) %}
B oA B AAg opgton HAZAT
ok B9 4 Zqolr/} ol & (2002) & =<l
A 2~E g er Jed SERVQUALS X5
A3 Atk }]7} EAste 2l AH ~EA
= 345k d B2 AVt dde AEE 9l
o, SERVQUAL® 7§#AQl Parasuraman 94|

SERVQUALS®] 5744 #4ad 5ol 270 7l
I AsAgste A F8E et U
a9tk (Parasuraman & Grewal, 2000
©]A] Parasuraman et al.(2005)& HETHL
(contact personnel)e] HURO|E(web site)Z
tAle 2291 A4 (online encounter)e] 4
BHSEWEA gRo|ES] FS SH 5] e

re

).

e o
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M= M| AT Z2X(0M DA EL| 7t Mu[AZED

(efficiency), A12=8l 7H8-4 (system availability),

o] &4 (fulfillment), ZEzte|H]A| (privacy) & 74
E—D])*}\Tj{-.

S A2 AH| 2 S g F e Bt
HAeZ NEA 24 w1 = Aol Gronroos
(1984)9 ZH#E4 (outcome quality)S Hred gl
2o|t}. Gronroos(1984)= 4ol F 7HA At
dor FAH g Hsit. shite 71eA
#74 (technical quahty) A aHEo] AR
TE de 7“4*1‘ é, S(what) o i@t

154 4 (functional
quality) i’ﬂ "’7“501 M2~ g Oé" #4
4 &, oJ9A (how) ol 3lTst=
ol MH|AEAE AFA (reliability),
(responsiveness), &4/ (empathy),
(assurance), %74 (tangibles)®] 5714
7 7Y fder B SEVQUALI ¥ E}

47 AgATasE, SERVQUALY 57
AAE 75 ER (HEEFR) T AHAE) 27
472 FES|Z dtH(Powpaka, 1996 Brady
& Cronin, 2001 Hui et al., 2004 Dabholkar
& Overby, 2005 Kang, 2006).

Rust & Oliver(1994)& Gronroos(1984)¢]
2o HZ 5o I F8AJ0 AL Ue AH|

F7keto], Mu|2dE

ll«l

i
iy
o
g
oo
i
E
rr
N

u{u
i
= 2

oo > oo

_,
==
ofr

N J&‘OL
oX, oX

O

rhu

o og e
i m&

S2A 0] L

Z(servicescape) &
(service product), AB]A~AZ (service delivery),
AMH]~ 84 (service environment)] 3¢ =
= AT A7IA MR 2E Mul g
& 71 43 7154 F44 47 dsdr
Brady & Cronin Jr.(2001)2 Rust & Oliver
(1994)¢] 32+ 233} Dabholkar et al.(1996)
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DZ7x|of oAl A - 220l LTS FH2E -

o] Mul2~FA ARG S W

e AE| = JATEREE S 7H‘?=_f5}°ﬂ‘ﬂr 131

7 A G A4-EF4 (interaction  quality),
A3EA (outcome quality), B218%743E4 (physical
environment quality) 2 Wt Aukz 9l
Mu|2FA L o 37FA]9] 124 FAAkel 93
JoFe won, o] 37kA A A7 AH|2~EA
< 274 opejakede AMu|aFgHeglor "

Wé%@ﬂr 1*7} xﬂ*% Tof| mAe] A7
og) Q= AFHFA e AYdrtn &
°‘E} A M| 2AlE Fo] AREe AHFE
& Aul29] S| wel mAo] Az H =t
20 E;do]

Wé”‘ﬂr 7]3
opg H 0:1:|-L
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4 e A4d vedgor AHEFAL A
Zte Abg-golI Az FrHog TRl
SST #4AYLE SHstarl stk

Il Sk &

3.1 w4e| ZAH Hol

£ 2] §471%¢ e 27 A, A
83 7ls4ol i Y, BEIAE dla )
4 Q%L J19A Je A BYL o,

5 7 WA E S 29 e

o] @qﬁ-ﬁaﬂ @QMH

R

o] 4714 8

Azbe §-848 71e587238(TAM: Technology
Acceptance Model)9 4 oz ou Ed

F 1S 2R ol 8she Aol def A
FANZA Zolgta B YEE Foj= e,
HQlel S471eE ARt ARl

=K

L
.

ol
9

rot
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o fF&sta WS F Aolghe Ad gig 4l
o] AEE st Aolth, &, A4E 84 Al
7]so] 249 i A 7odte RS A
A SHskA %L, ol it AHEARe] FHA H
EE Uole ZolBE RS 71w EFA o
g ALY AZE Hrigta 2d $x gz
olgigt A|7E 84 71EY oy A FA]
1 8ol T $t=H, Curran & Meuter
(2005)= A4 fr8&4ol SSTol tigh eof ¢

kS mxE g9lolgt FAEY 1, Pikkarainen
et al. (2004)& 22}l W7 F&a%ld #et ¢
TFAA Al 22l BALZ ol &ste MY F

83 o7t F84 wiolgta A& UHT Lu
et al. (2003)& %7 zutd QlEYlY

=
=
i
L)

TEAE Age e
Hol 5tk AR S gt
Gronroos(1984)¢ w2
BEFAL Mulz BAFH o] FaES
o] aAA FAXRENE <fnldtia
?i"_vLOﬂ’ﬂb el At 7]%
3, AHl AIEo] Ted)
2 ZE7NA 46}%‘3} A
SST ZA¥3Z4d 24= A% s1, Berger
Curran & Meuter(2005), Ho & Ko
AEE Bzt ) £dez FAs)

2=

o))
&)
H
|

rE,

2
o

ol
i, fwoob i »e M

o

ofo ofk

e

A7t AHggol L o B A 2EE ol &
obe dlol §A14, FA4 o] d S0z Zo
ga e Fez Foqd F glon, sl £4
7Es AHEetE Hl Slo] B =Y E 71EolA ¥
ol Hrtie Ao did 4lde] =g Tt o



MZMB|AEISZX0M DA EE T MH|AZE 0 DA7ER(of 0|xls o7 - 2242

ro
>
0]
njo
o
0=
|0
Hu
I

Bk o0 2 gk Alzglo] AREEl] Hhd AREALE o] g tiEl FEAS /I vk
A 875 g9 AEE FoE Zlon, 3o vty FHA Wgo] AAR FEAL R a
2 FE% AR 7Fe/del $7HE Aolth Yen A q7g Fesita sigl. A A
(2005)& SST ZAol&AE0] SST AHES A= AL 7 A 2xgo HEo gk dalo]
& o 71 FasH nEshe SAR AMEEolA Zof| SST &-gofl & o AZFAo|tH(Bobbit

Dabholkar, 2001). Yen & Gwinner(2003)
SRl £gE FAEC #HG AFoA 1A
< FEAL YAt dva =2 @ 7]
o el E& FE AFE Bt siien,
& ?1?4 -‘/qul 5’—7”01] Al 7%] Ae 1 25 A Marzocchi & Zammit(2006)& A 27|
g 4= gitka ®9kt}. Dabholkar(1996)¢] wew g AFE T FEH] Az WS 7]A=
/4 (complexity) # 1= ﬁ(effort) 2AA dFE THHAY. Lee & Allaway
A (2002)° w2 FEEL =52 (predictability),
£  %AE (controllability), #F&Ae Az (outcome
g3 Az faiAeld, Exdle ARA A9 desirability) 2 #A%™, AZ4" 7}x] 2 SST
il
al

< E%2H, Bitner(2001)+ 2% tyxAld o
B SSTE A7 _.J(ZUL_% 2z Rolg} 59

EQ&‘EFWQO?&}-H X0 ox X
e

Zo|7] fellMoltt. ¥ SST ZA o] oY FEoATe} A3 RS Adua gtk SST7F
< AHEA @ FEMoE gt ole oA
ote EgFo] vtEAY BHHA F 7] ot A
Dabholkar(1996)& ek Alg-golio] Yropr 11 waw d258e At dept SST
Aol SST AHgel Akl f@Fgs AT, & A4S ot 3T F deAE drlsta, &
Aol M= e H7E WiE Zelgta it 2 O E AFE AH|2E Wolso]7]|H
o] =g HiEeRE B AFdMe A4E AL O 2ARE Y AHAE YA e vt
8ol SST HHEH 24R dHska, Berger % 71 SJAel met SSTel| tigh #o F=
(2009), Curran & Meuter(2005), Dabholkar & ZF/¥W3AZ 4 e FAPYCZ o] FojHT

i \-ﬂ tlo

& Bagozzi(2002), Dabholkar(1996)% Zmsl  wlghad A= vhef SSTE AMESHA W 49
o 47 B3ow FAs YT} 3] WFL HACR Eolg Aolgluy UE A&
(instrumentality belief)®} ARglo] AFA o=z
(3) Nzd F=4 FAA 7168 A48 58S Beslan Qo= o
AZtE FEAUL Auja HAHY Mu]a B oy S (efficacy belief) o2 AR
AMulza Aibzdd diste] mAo] Hfsta gtk 2 =dlM e oy A d+4E ZA=R A7
wile BAEY &2 9vldtHDabholkar, 1996). d FEAS SOTY B EE 840 XA =
Dabholkar(1996)= FEdo] SSTl tgh F2  dotlem, Lee & Allaway(2002)& 3rxatod
Bt g vAE T8 g]lolga Fshd N oz A
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2L
>
=R W < )

=
2o e
1o

o
-

N
ol
rir

[e]

T

i

A7tat A7ke] Aoks SSTe] ds 891e

2 Bkt Ding et al.(2007)9] wa®, SST7}
FTefo] A EA ] A0 vlme Hoh WE2n &
EAolghe AoA, Azke] AofolopdE  SSTO|
g H=s 2¥4e vl 7P T8¢ eadgn
g}, Beatson et al.(2007)2 W& A2 5
I wE A Sez Qg AR ¥
SSTE o] &3 2x d&
atith. 7H4 (Price) &
o (give)® Ndo=
7IA| AR, WA

o
=

N
2,
2,
o
=
=)

-

=
o

rS o o o

o ol

o

332 AT (Ho & Ko, 2008).

B w=RdAE ole HY d7ES Jwew
471— SST«] gJ,}le Qoloz /\47§

. Ding et al.(2007)2 Ho & Ko(2008)

+o}°4 4N FEez 8.

L
Z_l
(o= ]
AA—

" 2

3.1.3 2471

x]ﬁ:x% og
A o
1oz AA7A
lsen 2011).
j 2]

2 AL
=

ox

(R
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AvkA 71 Fdo)th(Zeithaml, 1988). Gronroos

(2008)& AT E AA M)A T A A
2 HAFelA o] BgS B O]f,ioﬂ 2ol

e 0] ¥ ebEA

croleh gofsta girt.

e}

:rL“H Te /‘}3 gl A
HH]Z: AFAERE e A
H7tE 9ndc(McDougall &
Lovesque, 2000). 2o 74, A7t =8 &2
FHelA Au2=E Bl 2 He dAYe
A zvshi=iel] wheh 74A)7F AR E =],
wghzAd] gk nAe] FA At
1997).
A7 FEE 7199+ FES A9 M
71 84<l /‘}ﬂoi BT Al AT 9o
2| #o]th(Parasuraman & Grewal,
). Heskett et al.(1997)¢] A|¢tgt Au]x
9l (service profit chain)e @Al 7jdel
712 W2 (customer value equation)ol u}
A etE 7K 1A o] AH|2~E T
2 A3EI Mu| a7 AgE s
d, aela nAe] olgjg Ass 4
7] HOM 9]"§0F—E 7HA g A 2~ g 5H] &9 9
8 28 €k A7IA M~ AFe2 MEl A AlF
of 27 A He F34 AERT
2 g, AA W 5

e}, 73
asics
g ﬂ@ﬂ wb.ﬁ

o|AL AMu|~

a | A7l GFE

The A& 04 AFEANAE AH| =
EENGERGLIES 7H 9 GEFS 1R

g o

%ﬂ%
HtH Heskett et al.,

[e]

b
%

e
o o

_a
Y oI

rll (e]
o

SN
&
k)

o
I

10]

m

2R
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MZMB| 2B IS ZX0M DA EE T MH|AZE 0 D4R n|xls A - 22te 282 SHe= -

Oe A% 29Fn doh(Walker et al, 2006; < vtz ch(ARE & 44, 2002; 5
McDougall & Levesque, 2000). ©]gd A+1E g & 9%3, 2009). &, 9 L ol& &
< TH BA uAe ©ee] Mula FAE T o AF 2 AMujzd gidk FAEIF 2ol 4 %l
ofel 1o FuteE HlE 5o FAA 245 wEbd Ao] oot FHEHE T F

= @ zesle] nANAE ‘l‘?_r??}‘:‘r(Daniels, DAREE A JHukgoln uze 7S
2000). ¥ =ToAE o] M AFES v FEHdke AS uis] el SHEAEC] A
oF A AFE ABE, Mulx BFEFA, dd dEl FRE guE AR dE Afde
o] A& 7H4, MU AE d56b7] A HE Y F¥eE o= EAZE §lvke Carman
= B9t AV dig dEe 3] dEe (1990)9 AFE FHaste, nARES @A £
= st o7 AAsistt. w=g A ]*g“/l =9 FHEI

e dEs 44 20 dEer s

M| 2FAo] obFE] fFdid gt uo] A&
gk Hlgol YR 5 7ZF AL vEA ¥ £ AFodMe wdo] Al7]&d dd deid &
T UtH(Zeithaml, 1988). &, xdo] Adste  HEol Jex9 A" wAAAFHE AdS
Mulzols WEA] AUt 2 Adugo] EAg  SST 89 #Hd WFZ =gsirh. SST
the oA ndo] g55t= A AuAFAR 9 F&AR AAE Jhedte aAAREH EE,
o] uATrLo| uMFEel JgS Frha Byl SSTAH| 2ol tigh Hrf o] dof aejsojof & ¥

olgl$H, H&& 1S uATIAZF wEoly 1 ga AeEo] SSTHAS dawszE AA st

NFAE G35 vAe Ao2 Be o] gY A 8ol glojop FA dig Hrt S,

sith(elha] & A9, 1999; 7A8d & 49 o] 9lE F it A2 AAdez & F 4

2002) = Aot webA B AFA s aHARIEH]
uAEs aAEAEe] FAE 4d ABHQ =9 SSTEAIS BAGM g3 e /e

A RAT E Abole A= Y A AT AT

T, AR MEYAY 35 oF Fo ugt F=

7} @Itk (Oliver, 1999). %38 Anderson & D AAAAFH =9} SSTEA 7He] #A

Srinivasan(2003) AIHF (B, A + H1.1: a2AAEH e A28 F84d 4

71, ol &HIE) %} g (N, A4E THA]) (+)9] daFs A Aol

o wet & Atele] #AVE A2 FE Y3 o) H1.2: 224AEH Ze A48 ARS8l

2 7 g st ofd g Tue] H A o Z(+)9 = A Aot

Foll et A FF AH| 20 gk nAe] T/ H1.3: 22A s = Az4E Fedd 4
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The influence of customer readiness in advance on service

quality and customer value in self-service technology:
The case of online shopping

Byung Don Choe* - Joon Kyo Lee™*

Abstract

The advance of information technology means that conventional face-to-face services are
being replaced with innovative self-service technology (SST) such as airline ticket machines,
automated teller machines, and online shopping services. SST allows customers to help produce
their own service encounters via machine interaction rather than by interacting with service
personnel.

The current study aims to investigate the influence of customer readiness in advance on
service quality and customer value in SST. Specifically, the aim is to propose that high
customer readiness in advance will have positive influence on service quality and hence
increase perceptions of customer value associated with SST. In addition, the current study
aims to propose that the customer value is key mediator between service quality and customer
satisfaction which is positively related to customer loyalty such as reuse intention and word-
of-mouth.

A set of hypotheses is tested based on a survey data collected from 245 experienced users of
online shopping. Data were analyzed by path analysis using SPPS 18.0 and AMOS 18.0. As
reliability was tested based on Cronbach’s alpha values, all of the coefficients for the constructs
exceeded the threshold value of 0.70 for exploratory constructs. To test validity, factor loading
of every item measured was more than 0.5 by measurement analysis, which means there is no

problem with the validity of items measured.

* Professor of Service Management, School of Business, Hallym University / Corresponding author
** Graduate student, Graduate School of Business, Hallym University / Researcher, Hallym Business Research
Institute
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As a result of hypothesis test using structural equation modeling, one of the findings of this
study is that customer readiness in advance can improve SST service quality (perceived
usefulness, perceived ease of use, perceived initiative, and perceived cost reduction). One of
results indicates that customer value has significant relationship with customer satisfaction
and performance as reuse intention and word-of-mouth.

This study is based on a survey of experienced users of online shopping in South Korea.
Thus, the results are based on snap shot perceptions of users of online shopping. Also, we
assumed that systems used in online shopping sites are generally the same. Consequently,
generalizability of the study results is limited. Future research of the authors will focus on

cross—cultural and longitudinal studies.
Key words: self-service technology (SST), customer readiness in advance, service quality,

customer value, customer satisfaction, customer loyalty, reuse intention,

word-of-mouth
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