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SERVQUALS AMu]|2 FA%710) 71 de] ARSE T e F43co|c}, Agd+aHE2S SERVQUAL Mu|AFd &
Aol lojA 2v|a}l Beer} G n)A = ASE AAHG D olo B} A7t DoFE T oy, 2uja) Fox
7} o P& F& o]%A SERVQUALSY Au|AFd #Hrte] 43S nRerle] A MAHQ d+e $FAct
2 A7e A 2EA gl glojM 4n)a Halxe] 3ol AT o] 2H wjHoZ Au|zte] Au|A Hrlol FH3H ujo]x|
o dloje] E33} W@ (bayesian data integration and updating process) Z#U¥-E AAIstR, ool 7|utele
SERVQUAL M¥l2 FAH7}e Slor Tojxe] el tig 7M3E =&3dch Ate Zag el g2, Foqxr}
¥25% SERVQUALCIA Z3€ Mulx Axte 7ldie F44EE A A, =3 )2 3ot g2 45
o] 59| ao](]Zg Mulx Az-rdlg Myl $F)2 FH=E ANA Au2F3A AR id 533 o A
A7 B, AZENdME ) MElA FHEneE gdeZ SERVQUALE MM AEAL Z3dn, 249 /MsES
AFdged 25 AgEHE Aoz eyt of2§ d3l= SERVQUALS Mu|AFo] vo|z|gh AxdAje] g7t
< B8 o=, wolxet A Hrlay e oo FES won o Hore] Yoz Qi Z3H
SERVQUALS MY|2FAo] thd + &2 AlAksta gt

FAol: o, wlojA|t, MulAFA, Au| 287t SERVQUAL

..........................................................................................

a7 & 72 A AAH D UGz o F
A - olBd 2014). EF dANME 2AREFA ¢
(KCSI, KS-SQI %)& #8&3tdq 25322 Ay

A ZolA ZAe] AatEldA A AFA (service
quality) #ele Ay 7|H 59 2488 AnE 9
g 718 AgTe] gFo dAsm Qg A
HlA FARLE JaME ZAA e AAte MuE|A
FES AEH o2 RUEFY dof 3}7] uf Foll Ay
24 P57 AL g5Holgn & 3
t}. ojol) m} Mu|AFA FHo| HF B AT 2
Bgo] BEeo] Aot U FAX <97t ohof
A AMHAFA #A AF50] AYEAT, "
AT, F27 43 A, AHAEGAT, oAE R

A FABYE £Ystn Ao Muj2Fde ‘A8
F2 048 784 32 g eg FEEHDodds
and Monroe 1985). %7 F2& Mu|A9] 7)&
A $94& Briste Adolxn, F84 e &
v 2Ee] F#3 whgo] EFE hdoldt. ol
TEE MU 2FF Hrtol glojA av|A} Q14 F
848 Bxshe Ao2, Gronroos(1984) Azt
Myl ~Fd (perceived service quality)olzhe
MadS AMAg v glch, ¥HA | Parasuraman et
al.(1985) Oliver(1980)9] 7lti-Ad3 £93
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24 (disconfirmation model)Z 7]4¥sla], AjH|
A2FAL A4 e A A Vg e s
9 2ol 2 g v} g},

Parasuraman et al.(1985, 1988)2 107}2¢]
ME|2EF FEAEE F84 (tangibility), 413
A (reliability), &%4 (responsiveness), &3
(competence), “1& (courtesy), A1&(credibility),
QPd 4 (security), A% (communication), 2
d(access), 1749] o] (understanding/knowing
the customer) 2 AA3}A 1, ThAl 1070 24E 570
AgoR gt F 227 £E A=, ol @
H- = SERVQUALeJgt 3t &, SERVQUAL
< 570 Muj2F2 2942 F34 (tangibility), A1
24 (reliability). 594 (responsiveness), 414
(assurance), 374 (empathy) & &3 3st= 227
3o Mu|2Fd F3 2 %(measurement scale)
gx & 5 o

SERVQUAL®| A|gHe o] F, Au|2FA FH ko
g B2 =4o] 3lo] frh(Buttle 1996: Carman
1990: Cronin and Taylor 1992, 1994:
Parasuraman et al. 1993, 1994: Teas 1993).
Buttle(1996)# Carman(1990)2 SERVQUAL
570 el tidt EA1AH 5 AR ¥ 913, Cronin
and Taylor(1992)¢} Teas(1993)& A|ztg A
oFe} 71 E 4z te](gap)ell 71wHg Mu|~F
A Z3 W] AA A diF 7 AAEA
t}. 53], Cronin and Taylor(1992)2 A3 7]
o] qu|2F2 34 2= SERVPERFE A48t
I SERVQUALETH 43 My~ FAAEUS
F48dct. 1 ¥ Parasuraman et al. (1994)
3} Cronin and Talyor(1992, 1994)2] Au| A%
2 Ao B =3o] AU, 2P x BFeta
SERVQUALE A7z 744 de] Ald5x gle

2
il
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AH|2FA A xolg}

Cronin and Taylor(1992)+ SERVQUAL ¥
AZA oA 9= (involvement)o F84E
AAatn dodzrt QE2FE Q1Y) ojujdt Y
< nReAd #g A9 YA FASA
£ Buttle(1996)8] Ao E Lol o
SERVQUAL AM¥|2F2 H7te)] dig d79 F8
A& AR, 28y Boxe] o] Y
ATEo] Mu|AFE Hrle|AM o] Hajxe] 3
AR 9] deA T 2PENE JEYER
Aghe FEd HEy AP (BARr} QU AFA
o nAe APAA 9 FAT dt(e.g., °lv]
¢ 2003: A& 2004: ZE4 2006 5)< T
%o ZHAHE FMT AdF(e.g., o14E 2002:
o] £%1 2006 ¥)). SERVQUALS| Mu|AE4 #
7t M Bedel &S MARZ FAs] 8l
M SERVQUALS MH|AEA ZH 9| 23to] &
A 2ol the Z|dieE, AulAa] AZdd 4
. 223 Mu2EE Hx9 7)Eo] He 4
2 7l 5Fe] Aol (gap)el i Bdxel o
TAE gl o]8F T/ Fhd A3
ggesjd, a3og SERVQUALZE 34" A
40 B} oujt A S FA AGA 4
vl x| E7tol #ate] AAHCcE nAF AFE
3| ¥Fsidkn & & gl

Boulding et al.(1999)2 #jo]#|¢H(bayesian)
uha o] A2 FAQ4 2 T dHS AAIG vt
Aded, & A7 SERVQUALE E3€ AMu|A
F20 dojM Hoxel AFE a1F0] AAIF L
S ojgsled ¥MsHA €t Boulding et al.
(1999)¢] ZgdYe 2A 37N F22 + <
o AR, AZE F43 710E A Al I3

N E

=

—

.
o Ax

13

o%%

o]

i

4

= o [—)-'

B2 o

A

A2 ZA (cumulative quality) 71d 2
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2H|% 2}0157} SERVQUAL Z3#7}0) o)z)= 39

2 Aodtt, ol FAH FA /G ojd 4+
S (Parasuraman et al. 1985: Boulding et al.
1993: Bolton and Drew 1991: Rust et al.
1998)dM = st Adth. EA, ZAH gk
Fo| 718 dicke] FAA4 0 42 v|Fde B
A At F23U H3F2E Z2 e 4y
At #gzgte g AH| A dighe] dig el
me} 53 Mul 2o dig F32 A2jo] 22k + 9l
gz £t} o3¢ #4-2 Boulding et al.(1993)
3 Inman et al.(1997)] Sl = Adstn gl
o, AR, Adaks F2%7HA] Fe) 28 (heuristic)
< AHEE F de #HE Adsin o, ¥
€ #A9 3L Tl FAHE 7digk A2E M)
2 ZEE 3 Aulx 2L FrkHA Hed o
o A5 wete Zdd Ko B2 ¥FE Fu
H7Hg = g B A8 A5 (Alloy and
Tabachnik 1984: Broniarczyk and Alba 1994:
Darley and Gross 1983: Herr et al. 1983:
Hoch and Ha 1986: Taylor and Brown 1988)
< ol Felago] 2E FE(doH)7t 2T
FHambiguous) 54°] BSFF ¢ Bo] AHEEY
L =

2 AF7dME 1) AY2FE Hrbd oM
Boulding et al.(1999)°] A& #e]A|et Hlo]H
E%3} W33 (bayesian data integration and
updating processes)] ¥4 € Z#d4Z A|gts}
1, 2) Ajke Y UYL B8 SERVQUALE &
AE A 2FA glojA Lvjzte] T i 7]
of, AZE Mula Az, Aeby AMulx FA(ZL
A GE) o] R xr} o FEF-L v]X| o A
AF7HE AAEha, 3) AAlE 7S SERVQUAL
AN E B3l A5 2.
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Il. OI2H id ¥ A7I1d

2.1 dYei

TulejAFA R oA Au]R}e] Pk Azt A
Foll dig F¥ &9 FrAe] ¥ 42 vl
A A fcH(Zaichowsky 1985). A¥|zte] FufojA}
AR3RRG NN B} Frhe AL BN =t ¢
1, ofFo] ez, FojejAtAA ol TR A
< oujsin, By} Yo AL W] Aot B
1, of#o] s, FujejalAYe] AR F
830 grhe A2 ou|gcH Rossiter et al. 1991).
Kardes(1986) @7} wow Faxol gy
o] AF Fufoll FFE vjA& ol BRI} ¥
o AF{Ho|; AMEA Hko] A|F Fofo] JE¢E
o)y FEgc Avjale] FsE 34 71
4ol 482 wedl, AAe MUY 54 (personal
characteristics), ¥4 &84 54 (physical
characteristics), 12|32 vlA|9e 484 £4
(situational characteristics)©]tH(Zaichowsky
1986). ¥dE(2014) Zaichowsky(1986)9
ok 54 £/l wet, /AQ8<0e0 o3 At
€ BAE MdsQBdER, AFLA o3
YAste BEE AFLAVAEZ A3He |
o3 WAste VAEE AFQATFAE'2 AR
dte] Pojo] wE At AE A b Qi

AMzL o] Mg vzt FojoAlAAE & AH
Aote o] &L A F 7HA| o] &0l EAF.
£ B2 2249 (dual-process models)e]i t}&
gz ARgl o] £ (social judgement theory)©]
. 5574 2r92 Pushls4 249 (Elaboration
Likelihood Model: Petty and Cacioppo 1979a.,
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1979b, 1986)% #el28-AA4 2d(Heuristic-
Systematic Model: Chaiken et al. 1989)%} %
& FEAE o]&g 9uit}, EFFzrddAe
209 B2E o83t ARA/ S /M.
shuke &A/AAA 73 2(central/systematic route)
olx, gt shvte F¥/Frel2¥ 7 = (peripheral
/heuristic route)o|tt, #AE} & A4 FE
7t BA/AAR B2E B3 AeldA Ha Boxe
7t e A Aot F/Fel2E A2E F A
2ap gt 7Pt 4, A3l &(Sherif
and Hovland 1961: Sherif et al. 1965: Granberg
1982)dA & A¥|A7E FA He FRIE Luzt
o g 49 ofcio] fAstertel ntel A H A
urao] getl g dushed, A¥A g 99
& F499d)(latitude of acceptance), A89Y
i (latitude of rejection), 22jx HZHYG
(latitude of noncommitment)2 37}A 44oz
TR FR7 #8990 g2HE 452 s
o) 3, ARt ARYYd) A 459 7}
$4L& dolzitia A,

o] 8}2)(1997)2 ARjuicto| el 2A3led SERVQUAL
o] FAgslol] FAEI} A= Gl AT M S
A u} sl AR Rdo] go e BTt ¥
T2 F£4990) Fo FE4E 78990 ¥
oAtk AWstn, SRAMu A0 i Vqdxr}
2442 AZd Ae 7ldAd e dx2 7Hs4
o] ¥ou} #Frr}t ¥ETE FIE /M0l ®
o' F4sie}. o] (1997)9 d+te #Axrt
SERVQUAL £2%7ld 98 v|d + e $8
g W5y A& gde o 9% d8rt
olct. 4, Boulding et al.(1999)°] &A1& ¥ o]
2|¢t BB A 2] (bayesian information processing)

B2l MU 2FA A3y Ty Y e Muj2FE
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Yz

of had FR7t FAg| mhet LH|AFSo] AH|2F
Ao| ogA uiHo] 7heAd A9 g1 Utk 15
o T w2y, AMASE AIE0] 1
A 7189 Mulx FA digk AR AF(Z]dh) el
MYl A Z8E B3 9A He AMu2E3 FEE
F7kM Au 252 S B7sH g

£ A7 olgg vlo]xQt Wale] FAAA Y &
ol Ao GaS $Asle B =rt SERVQUAL
Ac2 Z3E AHlA FAAY 6 %A 92 0l
AeA gotied 1 ZA3S Fu . FHHL
2 2 dFoMe auase] Mulx 3PS B3
AA = FAYEG AR AG (1)) ¥sE
olZ|qt AR Az WAooz w3 Boulding et
al.(1999)9] A7& ulgtog Mulx AU (ZL &
A) 714t wolx|qt A Al WAE AgtatA €.
Boulding et al.(1999)¢] d7& A4 FAU4
o] wjojA gt w02 Wzt 2¥ssm e
Aol £ AFe M Mul2 S (Ee Hu2 F2
499 F2 Ao wiojxqt WAooz WEE
23 galn grhe FWelA JojHo| AUt ol &
AFME 50 Mujx FA 39S AAZ sta o)
£ SERVQUAL =2 FH€ Au|A FHUA
T E7t oW JEE vjR =2 E457) Ageltt

F#9l(dynamic) AHIAEE H7} WS o]
At AR AP o2 23 Boulding et al.
(1999) A+ HHolA £rhd, SERVQUALL ¥t
EAQ My 297} do|go 7]whete] qujAFA e
Z3dhs 282 o}, 12y SERVQUAL Al
71 e (e~ 3PS 53 A He 2%
Hol JE W AZE AMu|x ) E o] &3td
MU AF RS FAste B2o]7] dlie AR Al
(Zld) 2 FAR RS s Mu2E2 S £ 7}
i}, 2822 SERVQUALS 271 (A9 &)

AASAT 5433 H6Z 20144 124



2H|X} Uo{TI SERVQUAL EZHo| olxl= o8

o] wolxgt FEAHNY RYo 2 HHE + 3l
t}. &, Boulding et al.(1999)¢ R¥o 2¥E
=%d 24 382 SERVQUAL FA%7Mdx
244 F 9dd.

Boulding et al.(1999)9] Ao e 27179
ZIdE n&dtn Aok dhte Az g a2
Aotz HEHE o F7d(Will Expectation:
WE)olz, o shte ‘2ejoptt e FdsH =
2471t (Should Expectation: SE)¢|t}, WEE
A 71d¢} SEx Hul 71dSEd 7178 delet
1 ¥ 4 g, 22y SERVQUALYIAM = WEE &
218tA] ¥ SERHE :eistn 23, SERVQUAL
oM Mu|AFAL Aztd Au| 29 FA7|d(SE)
o] A}o](gap) 2.2 Foldc}

2.2 ALY

Boulding et al.(1999)¢] wo|x|¢t F4 4=}
A 2ol 719 AvRte] AH|2FA A4 FHA LS
e 2 AElA A FAe) ojF] AH|AsE A
vl 2 (3L £4) k9] A FARZE(DS,)E
AAZ AZE e A F2(Q)F M~ A2
el A B e Mu| 2 A FH9] 257 (¢,) 9
2 R¥H D, LRe AHEEE BEdn /M
Feh(4] 1),

DSy = Q+ey, 4714 ¢ ~ M0.7). (1)

AH| & 8L &3l 2H|A7L Azbehe Mula A
HU(EL £4) ko MY FAPR(PST,)E MM
2 AZA o8 Hu| 25 FARR(DS,)H &
Hzk FA A4 FH9] 95 (k) T2 BRH
¥, 2§ AEEE ez 7P acH(4 2).

AL 51433 x6E 20144 129

PSTy, = DSy +my, 71N e ~ M0,73).  (2)
A3 4(2)E Festd d&3 2ol 4(3)2
2 A9 7 A4 F, A2 FP 2§ 28A
7h @A sle Mula AU(Z2 §4) k9 ANY F
AR RE M2 AgIFN BYdte efie A
Aol A s 7ol 9 A dot

PST = Qut ety = Qe vy,
A71M v, ~ MO,? =7 +73). (3)

g QA 2 (3 £4)9 Az2tE oA A
B2 JIHRQ)E A FAFE ook &
v A7E ZE3 Qle Alu] 2o dig AR A (7]dh) el
o3 FL et} o] wf AMzle] T F7< 7luiz}
RQ.% 9%Z VA, shde AH|2d oig 18
ZAoltt 2 F@EH = o F7]th(Will Expectation:
WE)olx t2 dhve ‘aefoptt dot's HEEH
£ 297]d (Should Expectation: SE)°|t}. 2
qdoz Azd ddA Aqu2Fd Ao 7diA

(0SQ,, = HRQ,,): Boulding et al.(1999) ¥4
F719 DAA717] el o] F Az A Mula
Ate] 7ldAE 0SQE #71gH € A719 dl371d)
(WE,_,). 4719 3A71U(SE,-,). 221 A2Z¢

A2 FAR R th§ 71Nk (PST,, = K PST,,))
o g2 FHUETH(2] 4).
08Q, = (l O‘r) WE

+0,PST— (1—w)SE,_,. (4)

@, Boulding et al.(1999)9 R3dAE A7|
o] gAIt(SE, )9 7FFAE 4, =(l-w)2 &
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ek & dFoN e BARY AT e B
AdM 1 S A (1A dy] FARR 4
A ke 27717 e A $ete] ARgEta
Aot o2 g Ago] APAT] A dME FF
< vAA] gt

3719] dE&7IN(WE, ) 2719 d37I(WE,_,)
o 2u|A7F AZbehe Mula FAP R 7YX
(PST,)9| 342 Eddr)

WE, =(1-a,) WEM—I"“aemm- (5)

azlx B719] A7 (SE,) € 2719 3a71d
(SEy-y) S AEl 2 AZA7} A ZHE A& F2
AR 7|hA(DS,,) ¢ 2 FHET o714 S5,
£ DS, 7} SB,_ BT} %% A SE, & kA
SE, BTk & Aol #asA Gn 5K, 7t
g2 FAEE 7t F 2A7de Mula
BA8<S B4 Y55 FRRLY Ihete 52
Hol=7] af ol aid A2 FA dig Hd| 7|
A2 N gict

SE., = SE, _, +ﬁ¢(LkzD_Sn) .

A7 L, = [l, where DS,,= SE,,_,

e (6)

21(4), 4(5), 28]m 4(6)< Boudling et
al.(1999)9] wiolAgt FEAeHAe| 7| =Y
(baseline model)©] ©t}. SERVQUALCIM & A
H|AEA S 2 2hE Mu| A FAAT 9 7dE A
2'9] 2}o|(gap)o2 FA= e od7]1M Az A
v 2 ZAYNE 05Q, 0 HFH 7ltd Aux
£ SE. d2ect. 2322 SERVQUALYA &
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e Mulx FAL 05Q, —SE, (for k=12,
K2 394 5 i,

Boulding et al.(1999)¢] #je]x|<t B ¥ 32|z}
A 2YE Mulx (L £4) 74 2Fo] oy
7] wj el N MulA 2R (3L £4)3 Auky
FA(Z e aANE)o] WA RYL AAHA &
okth, zejme B Aoy ozt Aol
Al A AL (Ze $4)9 AZ4E FANH0SQ,)
9 FA7IH (SE,) 2l Aol(gap) & B ol=E AH| A
EA3} Aukd ZA(£E nANE) (DR, B
A A(7)3} o] A},

J— K
DP, =§,+(1—6) EXT, +a,§}lpk( 0SQ., — SE,).

(7)

AT e Aty FF(Ex aA9E)o] A7}
FA439 29719 (gap) 2ejm Au|x
AL 719 elv|A & ARGM(EXT,)o 9%
€ 9% Tt /I, 47N g MH2 &
A(EE £4) ko MU 2FAY 7H5AE el
1, 5, & YAHEA iy Mu|2FARIL FH5EF
of nxle Yo A& vebdY. &, FTA
iy qul2Ed AQ(FL £4)9 7153 s B
A% FFd g} g & JSS HE e

2.3 97

Boulding et al.(1999)& Au|xd] dig] 2 &
2 e A5-A 394 A7t AL BE) AMulad
g B344S HA A Ha, 71E A90]
o) djy] FAPE FFL Fidte AR Y
st ook FAAE} A% £24"l gt M2

AU 43 MEE 20144 128



£6|x} goj£7t SERVQUAL E3EH7lof olxl= 28

ARzt 7A€ A E 20084 €& 9vigd
a3y 598 59 AR F3 S /Msidete #
Ao wel FAFEI} e A} ' F
917] @&, Boudling et al.(1999) 2&3} th=
A & A7 WolARt wale] Fr A A 7]
E Q0N FERFEY A 7HFA 4|
9] B wet detd & Sivke #HE Re
. #ozrt R 7o vlmsld 2 FF PR
Hel7b gAstEA H1, ol FAP R 715A Y
F7IE olojZgda & F ok &, BRI} E2
A9 vndte] ¥ A5 FAREY AFANE Y
e q,, 0, 283 w7} 3t & 5 9o
soksl, Byl 2S5E Ao FAF
u A7t g43isa, o|FA M| FAFEIL
AE|AEF Hrlo o 2 98E njAde & + 3
o B3 #ATrt 2355 Aed F2AREY 9
go] AR BZ 2(7)olA oH T o &3] B
g Aeld F2AR R & JHeAo] wohlch
282 Boert 5255 e AU 7 3
o}, o]y 82 Autat 242 (Anchoring and
Adjustment Process)oll #dg Hadre] F74
7% 423} van Exel et al.(2006)& vz
%4 (ambiguity)°l %3, 54 (familiarity)©] %
4%, 1211 #9d%(involvement)7t R&55
¥ &3} (anchoring effect) 7} 27tttk A3}
Ak, MulAFAe gt o] x|k 74l 2 ol A
71&9] A (7ld)e 71Fd (anchor) o2 A&
T 471 W2, Futat 23 34 (Anchoring and
Adjustment Process) #olA i, dejxrt
FS5E FAREEOE VU 982 AAA €
o ¥ Bmrt 2E5E 79 dFEe
EF4489 42 AA dd. F, 7Id) djy] T2

AYSAT 1433 xeZ 20144 128

Aue] 715 & JeE o, 6, ., 6, 2814,
& AAGL & 4 Qi)

aa, B, aw,

W) 0, —3[V> 0, ——3]V> 0,

a0
aglx 5—1—]’;>0_ (8)

SERVQUALAA & A7 (WE)e F3 A
%1 FAZIH(SE)T FA ek, Myl 29 A ztd
FAARN(0SQ)IE 434, 7Ide 47} A
(SE-08Q)& Mu|2~FAZ A4 € £ o
Tl A& Boulding et al.(1999)9] wje]A|t H X
ey 2YdjA HFoze] 42 BEHE /M5
A g9 9% A SERVQUALS AMY|AF
A g7 Bejmol] AAGA S BA HeAE
A48 €t

oA Lrt R 5ol g ¥ 745l
SERVQUALZ 3 € Auj29] 7jdig
FA(3A7IU: SE)& & Zolt.

7K 1:

Alokel wlolAleh A RN, Il
2A71H(SE) & A719 SEY FAR LY 71585
2 g¥ded, A79 SERY W FEFHE
SE9 9% vAA %&n, SEEY £ F2F
Hyto] SEo 932 w2}, F, SE+ wlo|Agt 3
e Bl FAP LY FHd @& 7ol
o, ol FARE FoA MY IHAY FRRL
7t SE 8A4elA 71E0] H7] wjEd] 2L F2%
Bt ojd FAREEG FA] 4L 7 $ole SEVL
g fAHR, A2 FEPE} o)A F2F
HEch S48 SEZ} vty A €2 gvlgid, o]
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A3 HPelM NZE FAYRY 9% e
Uo7t ¥& A5 o k(4 8 #=x). 23ER
SERVQUALS| SEx #oqxrt £& 2971 ¥e
745l vlwste] o AZ Aojgx 5 4 U},
o] 402 AWEY ugH 2t} FARSFE
2 IVE 23S 1, Vo= £F9 sl e
SES] ®izhe th&3} o] E@AT A (6)0A,

aSE, _ 3SE, a8, _ — b,
alv — ap, Ly DSy arv: (9)

oIV

H(9)IA, L, DB, > 0|5 %wo]zg

ISE;,
a1V

>0,

aeE st g B47H R Apl v
54 Myl AU(ZL £4)9] F7IU(SE)7E =
ola Aojgtn 2% + 3ot

M 2 DA} BE Aol Hla BeIES} ¥
& 739 SERVQUALE 34 A
2 A2k A2 437t £ Aol

At o)At FRA Y RYPAM, xztd
AMu) 2 A3te) 71dA (05Q, ) e A48 FAF K
7|HA ( PST,,= HPST,,) )% F 71dje] o] (2
€ 2ANU(SE, -, )% A3 (WE,_,)9] ol
SEA_ — WE,_,)9 #52 ¥89 4 Utk 4(4)
2 A8 (1002 23 + .

0SQy, =, PST,,— (1- o) [SEA_, — WE,_,].
(10)

2074

UAZ

1—w,
oA714 SE;-, = l_jSEkt—l-
t

ZRE T 7ld Aolg AHEY, SE, v %
A7INZ M2 dfF Hd 7[hR]oln WE,_,
£ d&Z7de|Bg, SE, v WA, 2t 4933
e £AE 24 9. 2328 w7} o BT G
Hog Az @& ¢, SEL_, > WE,_, < B
. old @ 7Hgel mwet 4 (10)oA #qxe] &
Pe g9 4(11)2 ¥d€ + Ao

205Q,, 90SQ, aa,
alV.—  ba, oIV

day,

= [PST+ (B4~ WE ) 5. (1D

A(11)9A,

S, o003
SES | > Wh,_,, PST,>0, 181 7;,>0

a0SQ,,
alv

ojmg >0, (12)

7ltle] ZFAFE AHESHA] ¥n, VAR FE
42}t w9 a9 WHE FAlC mT 2](12)%
TLE 2948 =28 7 U A Q)4 VA%
FE B2 w9 o W3E nFAA 2(13)
o2 ¥4 4 .

8OSQ“ _ 3QS'Q“ 6(‘1, + 605'Qk, Bw,

alvV. .~ da, oIV  ow, oIV’ (13)

208Q,, o, — \ 9,
A —_—— —
o714 oa, oIV ( wc—1+PSch)8n/
008Q,, aw, w,
2 = e By

HABAT 143 H62 20144 128



24X Zo{T7} SERVQUAL ZZE7t0| ojile g8

aeg 4(13)% g,

%#WM - lva,_,)%+ssz,_,%.
(14)

a3 Bg PST,, > WE,_, 2 4%,

SE,_, >0, PST,— Wk,_, >0, &>0,

alv

aglx %>0 ojlmg a—?#i> 0. (15)

EF PST, < Wh,-, A 3%

e (WE,‘SE‘—W) EXER

%> 0. (16)

A(16)9M SE,_ & WE,_,— PST, Bt} 4%
8 xe #4082 feg —U} lug Fu
205Q,,

alv
mkt < WEM—l OL] 73“1)‘ m:—l—m‘kt“f 1‘]'/3
200 235k Frehe 32 9% Ut A

aeg, #qmr) golA|, Avzt A4
M e 2 2L £4)9 F3 A3 7dA
(0SQ.)7t 3718 RAolgtn F&8 4 Ut} o
Dol 57l we A9 vlal gL A9l 54 A
2 A(FL £4)9 Az MulAFAe] 5T
ojn| ghe},

Aog Az grpd

>0& W& 9o

AT M43 HeE 20144 128

7Hd 3. Bejxrt R A5l v A=} 3
& 7o SERVQUALZ Z4€ M|
249 ANA FA43 2AUZ| o
gy e o & Ao

7Hd 3-1: BAE7t e Afol Hg) Boq=
7t ¥& 73¢9 SERVQUALE %
AE Aulx F2o| Ankd FAd
g dgge o 2 2o,

7Hd 3-2: A&7t FE Ffol v B
7} ¥& 73%°] SERVQUALZ %
A9 Mula FHe nAEd o
¢ Ad9gL o € Ao,

2 (7)ol SERVQUALE &3 € AMu2FH
(08Q,,—SE,. for k=12, K)1% 59
st Ak MulAZFoly nAREE F
(DP)E A%ste A4S nalde o), 5Y
o] F&UT g o FA] 9 A FHAF 4
AEE A(17)3 o] EdE 4 9t} ojdf 4
%t SERVQUALZE ZA® AMu|2FHo| AWy
ol Mu|AFAo uAgHEe] tig dHe 7]
E vepdich

o
[
- 4>

6]

— k
Corr| DF, gpk(wak.—-sﬁ,) g,

- 39,
-l m>0. (17)

A(17)0] 9fujste Re o33t o] Hed +
ok, FEHAF(ANA Au| 2 FAo) aAE)
o g SERVQUAL 23 9| 493 7154
ol vl AARIt £34F 671 7R 9]
€ dq2rt ¥ 735 v Bxrt 52 B¢

2075



o] SERVQUALZ #7349 AMu|AF23 A A
o235 (EE 2AWS) e JadAst o ade
AE oujgtt, §, BAEr} R 7359 v wdje]
¥ Atde 2HA Aol BrIE Mu|2FA
A 2SS AA =74 Hxn, A9 B
Foll chgt &4do] AA €. ole mz} Hejx=r}
& 7ol vlmste ¥ 7359 SERVQUALE
539 M AFA9 Ay Au| 23 (£ 22
B i 49 (453)o] AAA dctn F&
&+ .

l. 4524

3.1 Xzay

SERVQUALS 4354 & A8 4379 Aulx
Ftelze] (ojAze, e H2EY, HAEFE
JE| EY A st E ARSIt vo|ANAEA
o 3% 7b¢ dFH o2 Bo| o] &&= 227 4l
Aoz Aj g2AA Ue volARHEY 27 A
Aaigct HAEFSARY L 8RS AFsided,
AAAEH 4322 PHAHEE 42E AP,
ztzte] Fhe| ] ol A & 22A de 227 A

Yz

Aoz AA A de 2% Y. H2e
Y2rEZY] 3 & 23 de 227 YRz
4 d2fA A ¥ 2R F 41 E AU 2
L Ao g JE|EYX P 42 AP
4 g B & wolAe 30670, AL~
E 27370, AEFE 5847), BE|ZH g3
242 F 141070 E&o] ¥4 A A
HAEFEAZHY 74 & My~ Fle e B
0 B2 8ME ARF ol H2EFE HEHS
YHAA T AxAAEH o2 FHetn Z2 43
A F 8RE A7 WEolct. (E )& My~
Ftelze]8 B¢ 4% RS 9ot

X

=o

3.2 s

3.2.1 2|2t Bejx

A2 B == Mittal(1989)8) FojejAdH
oz 47l FE(HE HE AFF B, JXE
2ol ztold, AXAde F874, HELNY Ao
84)2 FHAHTHe YAE &), JIx
TS 3 HES 9 Aol FYE Adsn 3
N 5o JEAE LuA Bk A2 AHESIY
. HZF A9€ 370 359 Cronbach’s agh-& o]
Aelel 7% .832, sz H2rEZ] 5 859,

(B 1) B2 §4

Au| 2 he e g a g

w|o] 7} 2] 165 141 306

R E PN, 184 89 273

WrEFE 336 248 584

HE| ZY 29313 147 100 247
A 832 578 1.410

2076
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28[Z} Bo{T7} SERVQUAL S| olxle ¥

JAEFE 79 835 HE|ZFYX Q] 7
£ 7888 AlZeEo] 2 Ao Yeht Azt
Hox W2 Agsted ARl e Aer u
Ebdch, Mulx Fheneld dox W] JFH%
& oA e A9 4.703, HUjyrEHe]
£ 5.2563, HAEFES 7 $ 4453, HEEFYA
gd3ate] 79 4.6800.2 Vbt

Bl FFE(nded AHA) 23S A3, 7
AMulx e ned 2 JAgE FHCE B}
o Ady ge Adoz FEEYT ol o
dk g FRAME MY 2 Fe| ] e B %
7b B2 @go] FAEHY] o] Hodx FF o
£ 2|2 #A K 3jo| & Uepdicin & 4 Qi #
A% #go AT FAXE (R 2)o A=A o
I, #x Wge] HFARES 7Fo2 FEE A
2 Fieneld Ado 9 a3 Jdo FE &
(& 3)°ll AA= o At

3.2.2 MH2Ed FHER

A 2F4 24L& SERVQUAL 3= (Mu] 20 df
g 7]dieh Azt M) 2F4) 7F AHEE ATH Cronin
and Taylor 1992 %% #x). B<d7|tl(SE)°l &
de 227 (749 HAAE Ax), AztE Ay
2 A3H0SQ) 2270 (739 HAE Hx)d
BAE A Fo] AREHUD: FA7Idle "000L
~8of e} T2 "000L&~3 Folof g} R
z3sg9en, 49 F2L 000 ~8 4"
3L 0002~ "2 FAHAYG. £ A
£ Auby MUl AEA 1) B aA9nE 14 £
g, azjz AFEA 5 o] EHHAG. A
A Aulx F43 aAREe] F3 & Cronin and
Taylor(1992) el A AHS-€ #3-& Wso ALg3}
ach.

(E 2) Md|& stE[D2]E ojx piso| Hagint MalT

A 2 7| g e Cronbach’s a
B #EH2}
o] # 2 4.703 1.265 .832
ey EY 5.253 1.165 .859
WAEFC 4.453 1.346 835
g Fal ~od )t 4.680 1.248 788

(& 3) AMblA 2ie|a2ld Muol/Duo Htel B2 5

Au)| 2 7}l mel A ¥ 3189 A
wjo] 72} 162 144 306
e Y 114 159 273
WAEFE 284 300 584
el E 2 P 126 121 247
AR 686 724 1.410

AT M43 M6 20144 128
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V. 242

AZEAe B4 fodro mpz} SERVQUAL
2 Z3 9 My 2Z3 A0 i e JFo| F2
2oz o34 uie} dA|sher| Eshew gl
SERVQUALS 57 Mul~ F3 Ad(#34, 4
24, $94, B, 3R es QuAFAe &
A7) wEel,

SERVQUAL®| #3343 %42 St 574 A
ol FAALE 7Mgsta 570 2ol ZldiE Ay
2 F4(2d71d, SE), A1z Aul= 42H0SQ),
A (0SQ-SE) 9| Al3x ¥AS 4AlEAd. (R 4)
of A|Al€ wuke} o] B Cronbach’s agto] A%
FEE e Ao Jeyd,

5749 M~ AUEE Box ezt 7]diE A

yyz

B 2=(FA7Id, SE)S Azkd A¥l2 A2H0SQ)
9 o) & - & T3 FHAAY. (R 5). (E 6).
(E 7)., 223 (& 8)2 47 A2 7t el ¢-
A% 235 Bd F1 U Ao L3t 3D
t(SE) zte] #AZF}e b33t 2o, wo)Az,
el 2%, dEjEY 29wl 3 57 2
BT 2@ Jdo] Ao JdHo o 2 A
Zldshe Aoz yetgoh(p (.01). o, o
=9 734 A7 §RAEL v F Ao
¥ ndo] Fdo] o & MH|2E Jdste
oz yepgou 1 o7t §AHCE foldiA
e & @3tk (p ) .05). 8Fahd, 470 Au]x
T 25 718 M2 glojA nae] e
Add FaEng @2 @2 237 2HAG. o
4 dae /M 12 AAste Aoz JHE 5
A},

Im

SRS
~H

(% 4) Mu|2 FHED2]E MBja &t 28| AZ|E

wa Al Cronbach’s a
v o] 7 2] el e HYrEFE e FY 2 sj
384 .666 .803 657 788
234 791 185 .628 .805
71ch SH4 806 77 761 187
gl .824 .(35 732 .839
3+ .830 735 .784 741
84 .916 .880 .895 913
21814 878 911 856 914
%33} S84 .891 .885 .839 .888
A 874 857 .856 .886
37 911 .904 877 909
+384 .880 713 165 .857
I .814 .822 767 .834
7 24 .866 .826 .809 813
324 .809 729 179 .840
RAK .886 815 .805 .816

2078
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2d|A} o2} SERVQUAL S2U2jo| ojkle A8

(£ 5) Hoiz Fekt

7IcH(SE) 2t 42HOSQ) 2 xto| HH(dol7zl)

il A A 2o 134 Aol L gk p &
384 5.375 5.747 -.372 -3.781 .000
QEE 5.347 5.885 -.538 -5.067 .000

71 94 4.904 5.569 -.665 -6.105 .000
#4944 5.606 6.078 -.472 -4.972 .000
a4 4.762 5.531 -.769 -6.805 .000
34 4.739 5.163 -.424 -3.285 .001
Az 4.530 4.755 -.226 -1.802 073

CE +44 4.140 4.304 -.163 =1.194 .233
$44 4.440 4.512 -.072 -.552 .582
24 4.062 4.122 -.060 -.428 .669
(E 6) HoiT X2} 7|cH(SE) 2 H2HO0SQ) 9 to] AH (| AES)

i ke A g 13 o] t & p &
384 5.594 6.134 -.539 -5.228 .000
AE4 5.630 6.250 -.620 -6.726 .000

71 94 5.572 5.923 -.351 -3.494 .001
#44 5.809 6.201 -.392 -4.177 .000
T4 4.975 5.725 -.749 -7.760 .000
384 4.993 5.514 -.521 -4.582 .000
Az 4.900 5.319 -419 -3.407 .001

3} 94 4.787 5.160 -.373 -2.936 .004
#4143 4.949 5.346 -.398 -3.442 .001
T4 4.668 5.033 -.364 -2.928 .004

(B 7) Bo{z Tckt 7Ici(SE)24 42H0SQ) 2| &lo| A (WAEFE)

s A A #ef 3 Aol t & p &
#34 5.546 5.895 -.349 -5.549 .000
A4 5.729 5.795 -.066 -1.081 .280

71 94 5.243 5.546 -.303 -1.082 .280
g4 5.514 5.725 -.211 -3.864 .000
R 4.559 5.155 -.596 -3.085 .002
384 4.890 5.078 -.189 -7.187 .000
s 4.626 4.890 -.264 -2.174 .030

33t +94 4.452 4.625 -.173 -3.264 .001
#$44 4.574 4.800 -.226 -1.995 .046
T4 4.199 4.427 =229 -2.754 .006

AASAT M43 M6Z 20144 12¥
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YyE

(& 8) ol HER 7Ici(SE)< 42H0SQ)2| Ato] HY(LE|Z A

A A A 2o ! ol t & p &
84 5.766 6.215 -.449 -4.518 .000
Mg 5.968 6.243 -.275 -2.678 .008
71dl +H4 5.337 5.895 -.557 -4.853 .000
Lk 5.661 6.157 -.496 -4.506 .000
> 5.095 5.536 -.440 -3.801 .000
84 4.921] 5.124 -.203 -1.495 136
A=A 4.714 5.061 -.347 -2.560 011
cE 74 4.510 4.767 -.257 -1.838 067
&34 4.573 4.934 -.360 -2.736 .007
3728 4.445 4.617 =171 -1.216 .225

o2 fox Tt A2k A2 43H0SQ)
Aol 77 Aste o 2o Hde H2EF
7 j2EFso] 74 5 A BF 2o e
Aol Fuc ME|2E o ¥/ Adste AR
Uebtth(p (.05). WlolA 2l st BE| T8 A3t
AS 4% Mul2 e O W] dFHE bt
o AR AN FAH R Felsh vhebgteut(p (
.05), A4 Mulx Adle] 34 2 WYL dF2
upe} AP ot 1 Aoj7} FAHLE foldtA &
A vepdct: welAe] B 384, B4, ¥
oA, BElEYag e A5 734, 94,
FAACA BAE DT Zfo7t FAHLE F9
32 eskth(p ) .05). 8okatd, 4/ Hujxag 2
Follq Azbg Mulz F2 slojd nue] Fd
Ada ot @2 gL Ayt 225U
eg Az M 28 AAdte Aok 4T
At

7Hd BelMe BAEst W st vimee
oA =7} £ 7ol SERVQUALE ZA € Aul2
Z39 AvkA Mu| 22 T AN Fd Ui A

geo] 55 Aoz dFan . /M 38 43

2080

FEHYE, FEHUFE AWH Mu|2FH oY 1A
wZo 2 dn EYW4E SERVQUALE 3F3€
MU AFEE AN S g8 o, BAdxr}t Fe
Ao Hlg) £ Ad9 ALY AR wode
AL 9uigd, 13es eyl ¥& Jd @
< AGE FEstn, AvA Mu|AFAn aAUnE
of thgt 57) Aul A A FEG7E] dFHd Aol
7b deA AARN LS B3 AT, SHEFR
£ SERVQUAL®| 2 7/dE a2 Wolsd 5
A Mula 9o 2A(0SQ-SE) W7t AHEEA
TEUFEE AH AH|AFAD 2 DFo]
AHEEIQIT (E 9), (E 10), (E 11), 2&]n (X
12)€ 470 A2 FlelneldA Bdx It &
Y Au2FAe FH5UF i AFYH(AFH)
ko] g B F1 gl

o= Fe7 SERVQUALE S48 Myl ~F
Ao ANA Mu|2ZAd] g A 2ol i
AR O3 2o a0 Mulx e ae) B F
oM ] Fcke] 7Rt noo o] 757t
Z39 Ml 2FAe] A e AFAd dig A
w2o] Eotth: wol A2 (A A Fete] Adj-R*=

a,

AASAT 5434 *M6Z 20144 129



24|} HoiE2} SERVQUAL E3HE7tol UI*I§ *Y

(£ 9) oz HEkZ} Mu|AZHe| 4HY Aol v|m(sijo|zl)

i i Al EEHA t & p & A3
44 045 502 616 _
RER] ~005 ~049 961 f (140'8‘1‘?
2 gho 44 -.348 -2.447 015 : RIo
A 382 2.751 007 dj-R"=
A E3TY 471 4.195 000 288
ER 534 348 5.010 1000 -
REL) ~066 ~692 490 *; - (2903?)7
k! 224 203 1.794 075 : e
A 378 3.744 000 d-R"=
224 008 092 927 -502
$9 089 1,040 300 _
HEA ~041 ~397 692 }: ‘2%312;2
A} el 4 -.101 -.741 460 :dj-'R'i—
CRE] 388 2.923 004 i
J—— 224 321 2.991 003 :
$4 304 4,455 000 ——
REE] 072 773 44] e
e} 294 179 1.611 109 pi -RP=
A 352 3,542 001 =
234 ~012 -136 892 519
(F 10) OIS FEZH Mu|AZEe] A Xjo| H|D(HY2|YAE)
T T A4 EZ AT t @ o & Au=
$94 104 1.040 300 Bt B
REL] 438 3.505 001 iy
7 2o 94 -.066 -.565 573 hc e
ERE =049 - 469 640 AdiR*=
Ak T4 122 1111 269 221
z2 ECR 149 2.128 035 -
REL) 304 3.086 002 };‘—(2663??
el <94 414 3.708 .000 :d.i-.Rz-
ERE ~.004 -.045 964 >
224 ~.059 - 592 555 448
F3A 105 1.074 285 -
WEA 360 2.937 004 <F_<867;>512)
A The ] -159 -1.387 168 o T
sy 135 1.317 191 AdiR*=
I 24 179 1671 098 255
o 284 .065 907 .366 F=23 768
REL] 311 3.082 002 Ay
3ol 94 249 2.175 031 g
R 023 234 815 Adi-R"=
a4 123 1.201 232 R

AT 2432 MpZ 20144 129
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uyE

(E 11) Bojx iz Mu|AZE e 4B Xj0| H|R(HAEFE)

A kvhi gax a4 EE3HA s t & p & A=
#84 379 6.517 000 _
REL] 136 1.753 081 il
A el 94 -.031 -412 681 P
CRE - 051 -.754 451 )
Ak 244 202 2.983 1003 :
33 +34 217 3.899 000 _
RED 207 2.628 009 ey
RS 94 240 2.809 005 S
ERE -116 -1.424 156 e
224 152 2.013 045 ;
#3234 089 1.503 134 .
REL] 273 3.468 001 PR
Aol D] 065 850 396 AR~
a4 -.022 -.323 747 A
— 2 214 3.112 002 :
e +34 199 3.543 1000 S
RED] 242 3.054 002 ol SO0
R DEr) 142 1.646 101 A=
CRE -.010 -.121 904 ¥
24 127 1.669 096 :
(E 12) BT FESRF MB|AZEe] MY o] B|D(YEBA Yojah)
FEus ol Al EEoA T t & p & R
#34 169 1.539 127 _
RED] 086 713 441 F(p<1‘(’)b216)1
A 2o $94 035 308 759 AR
CRE -.188 -1.640 104 v
A 274 535 4.807 .000 :
4 +34 473 4466 1000 _
REL] -.018 -.140 889 I‘(‘ fgdgf;
23] SA 115 918 361 :di_'Rg=
CRE 220 1.927 056 o
A 278 2.791 006 :
34 113 945 347 -
REL] 060 495 621 o
Ao 24 -.035 -.284 71 it
gy -.012 -.094 925 A
— 24 429 3.556 001 :
S 384 423 3.716 .000 F=23.043
REL] 041 306 760 et T
k! 344 -.025 -.182 856 : =
CRE 130 1.060 291 e
224 229 2.140 034 :
2082 ZASAT M43 ML 201411 128



2H|% Vo{E7} SERVQUAL EAEI olxls ¥

288 vs. n¥a] kel Adj-R*=.402), 2l
2EZH (Ao Ao Adj-R*=.277 vs. 239
A9 Adj-R*=.448), H2EF= (AT e
Adj-R%=.268 vs. 18 Fde] Adj-R*=.341),
de| YA (Aad  gee  Adi-R*=.347
vs. 3o ool Adj-R*=.547). ol #Hajxr}
¥ S Mul2FA9) A Myl FA) o
Argo] & Aojge 7M 3-12 AXse 27
gtn & F ot

B et SERVQUALE 239 AMu| 2%
29 nAZo) o3t AFY Aol thF A
T o 2ok Ado Fde 7 folA B o
o Fte] 971 47 Mol 2 7HE| e BRoA &
e MulAFAe] AvkA pARZo) g A
o] ¥skt}: WlojA (A B e Adj-R*=.351
vs. ¥} Aekel Adj-R*=.519), #UeY2ES
(&) Hetel Adj-R*=.255 vs. n¥9 Je9
Adj-R?*= 419) S| 2EF= (A3 Fdte] Ad-R?
=247 vs. 299} Fhe] Adj-R*=.332), HE|Z
28 (A B Fee Adi-R*=.231 vs. 2T
of Fdte] Adj-R?=.479). ol& Bofr} & 7
¥l SERVQUALE Z3d Mu|AFde aAul

(B 13) FYEZED MHIADHS

Zo d9go] ¢ & A Aolgke 7 3-28 AA
e Ayetn & & 9.

FHH g fHoxe Fa o w2} AwkEQ
A2 FA3} ME| 2 BFof Aol7t deA] t-HA
S AN TS(E 13) =), BHZYNAE 47)
Al A e ] BF BoE 3 we} Aty
FAF AQu|2ttEd) zto)7t gle Aoz el
(p).1). olg EAdne FoAx 3o g &
]2k} 7))@ Au| A (FA ), SE) 9 A2 Ay
2 J7H08SQ) = ol F B A2 #7F (bayesian
information processing process)l <& o]z}
AAN T A FAD nAVNE O AAole FEgL
0] %)7] &S ovgt.

V. 838

5.1 2% & AJAHY

Cronin and Taylor(1992)7} AMu|2&4 24
o 2lojA #d =7t SERVQUAL MulA2FA #7}

o Woix Fekt xjo| HY

W4 gl 7| el 3kl ato| t & p &
Wl Ak EA 4.667 4.569 097 660 510
Au] A5hE 4.574 4.563 012 076 939

32e ARAEL 4.921 5.126 -.205 -1.554 121
AT ] 2uhE 4.965 5.126 -.161 -1.200 231
I A EY 4.831 4.821 .004 048 962
REIPRE 4.761 4.813 -.053 -.548 584

EIET PN AuAE2 4.841 4.950 -.109 -.712 AT7
3t AJH] AHE 4.714 4.843 -.129 -.806 421

AU 143 MeE 20144 128
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of ojujg JgS vjx Ao B Ao Yo FS
3% o]%, Buttle(1996)9 HolA % THaixo
& SERVQUAL MU AF2 H7lel i d+9
832 AR} 22} B =7t SERVQUAL
Au|2FA Q2o ojujdt A S F3 AGAH 2
£ ulx) 7t el AAH o G AT #
oldy] P&}, £ ApoMe AuAFA H7lo
2ol SERVQUALS AH| 2~ FHd tfg 3d7]
th(Should Expectation)st A1ZH8 Ayl A FHo]
Hoizo] ofaf ojRA AL weA, a2z AH
2 FA 393 Akl Qujx F4(Fe 24TF)
o] BAlC] BAET}t ofH JEE v|X A golRn
A+ 39k, Boulding et al.(1999)°] A|AIgH wje]
AQt WAl Mulx FA QAR LY e Ao
Tof] ;2 Aula FAA4 A3E AYPH o oF
7FedtA & Frh 258 AuA HAdA e A
2 YL B8 A He FAFRY AR A
th)o} o9 A uiHo} ZheAd) oigh g A
A bt otk 259 T YY) mEw AHAE
& Au g0l ztm e MH|2FH g 7l
N2g 48€ 58 A de Au2Fd JUE
F7HAM AEA Ml 2FAE Hrshl 9. &
Ao AE Mula HA(Es AHl2 F2 &
d)e] EAQ2 0] oAt WA o7 WIHE &
Yatsta, 570 Mul2FA AL AAZ st 3
£ SERVQUAL A& £48 Ay~ F4044
B o7t ojd FFL vA A FAAL
AZEMME SERVQUAL HEo|AM AHEH =
ZIHE AHul 2o BAE 227 £, Az MM~
4 22/ #¥o] o] &= ZIhE AMu|2FA
& My e neldA ZidEe e aFES &
Aetsdm, Az Ay A Au) 2~ A8
W2 25k, £3 R A Mula F

3L (e}
2E5AL

2084

Gz

A VN 2%, n4uE 1) £3, 28z 754
A4 F3o] XAt A& A2 FHH nelE 4
F(olAz], el rEy, HAEFE U
ZY 293l 2 Fu)" SERVQUAL A EAME o]
&3t dF AHl2 FheineleAe] HE7IdEe
M| 2F A4S A E2AE

ENA 3= 4l QH 27 250 ndd Yoo
7l MulA(Fd7ldl, SE)<F 2zt Mulx 4
}7t Add Jerg ¥de AE B4Fa g,
3 Aoho] ko] vla] o] FdelrM HwHH
AE| 2F3 (Z2 nARE)d] dig 574 Mulx F
Aagle dFo] ¥ Aoz et ol
A3ATe g3 22 F A9 &3 A
< AF8 £ AA, Boulding et al.(1999)¢]
Aol AAE oAt Hiolg F3 R WA
4 (bayesian data integration and updating
processes)°| B13E HaFtn & & o} &
A, ARk Myl 2 FHoto] lojA e v
oAt ArA el o] Av|ate] Bofkol wet F
g F Ade FE BAFn U}, A=} &
A% Mol ZAEE Bl R FAR R T
Myl o] Aqujx Hrte) njlals 9 ARAA |/
o}, v foxy ¥ A FAPR| JFg 4
A og ol A dot. ol MulA NS F
Av|ze] M| 2o thg QW sl= AnAte] o
E 7o e 2233 F AT gni,

E3 ol AFATE AT BHY AR
Az ok AHl 2 AN E B8l 2L AHa
YAXNE grsluz she Ao, & A7 2
e AR M 2o dig Zgo] AulA Qe
olojA|7] Y& AH|AFe] Tk Alm iete]
7 BAslojof & XAt gk & AT AF
A9 diido] =AW 47 Myl Fhe ae] (wo]A

ZAAUBIo 5432 H6Z 20144 128



28|%} ZoiT7} SERVQUAL EXEolof ofxls ¥8

g, U2 EY, H2EFSHY, HeFY2Ys}
#)2 ddiAeg AU A5 e Mul2 JFL
2 & 4 3. ageg 45849 Z2de e
el YFANE 71Y0] BAEE 2oldE =9
% 712Uk Mu|2FAd did 7ldy F7bt &
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The Effects of Consumer Involvement
on the Service Qualities Measured by SERVQUAL

Sang-June Park*

Abstract

Previous research has studied service quality because the delivery of higher service quality is
the strategy that may posit service providers more effectively in the competitive market place.
To manage service quality it is essential to use a proper measurement model for service quality
even though service quality is difficult to define and measure. The SERVQUAL, which is the
most popular measure of service quality, defines service quality as the perceptions-expectations
gap conceptualization. In other words, this measure is conceptualized as a gap between what
the customer expect from a class of service providers and their evaluations on performance of a
particular service provider. Parasuraman et al. (1985) identifies the ten components of service
quality (reliability, responsiveness, competence, access, courtesy, communication: credibility,
security: understanding/knowing the customer, and tangibles) and Parasuraman et al. (1988)
again classify the ten components into five dimensions (reliability, assurance, tangibles, empathy,
and responsiveness). However, the SERVQUAL's five dimensions may not be permanent and
universal: the number of dimensions is contextualized: there is a high degree of inter-correlation
between the five dimensions (see Buttle (1996) and Cronin & Taylor (1992) for more details).

Cronin and Talyor (1992) and Buttle (1996) point out that consumers’ evaluations on service
quality may be affected by consumers involvement. However, it is not easy to find a study
devoted to systematically investigate the role of consumers involvement on consumers evaluations
of service quality. How does consumers involvement Influence consumers evaluation of service
quality? This paper designs to answer the question. It briefly reviews previous studies on service
quality. Next it investigates the role of involvement in consumers’ evaluations on service quality
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based on Boulding et al.’s (1999) bayesian data integration and updating processes framework
for consumers assessing service quality. Then. it proposes three hypotheses on consumers’
evaluations on service quality. To validate the hypotheses, this paper designs and conducts
empirical studies for four different service categories. This paper ends with the conclusions,
limitations, and extensions.

Data was gathered from personal interviews conducted in a city in South Korea. A total of
1.140 usable questionnaires (all questions answered) were gathered by trained interviewers
during a three-week period in the summer of 2014. Responses were gathered on service quality
offered in each of four industries: four firms for Bakery, four firms for Family Restaurant, eight
firms for Fast Food (four for Hamburger and four for Pizza), and four firms for Movie Theater.
The sample size for each industry was 306 for Bakery, 273 for Family Restaurant, 584 for Fast
Food, and 247 for Movie Theater. The firms and industries were chosen because the service
industries are familiar to the respondents. The firms chosen with each industry were a half with
the largest sales and the other half with the smallest sales. Respondents were screened to determine
whether they had used one of the service providers included in the study within the last 60
days. The measures needed for the study were expectations (‘Should Expectations) and perceptions
of performance to construct the SERVQUAL measures of service quality. The 22 expectation
and the 22 performance items were taken directly from the SERVQUAL (Parasuraman et al.
1988). The measures of service quality were based on responses to 7-point semantic differential
questions. In addition, self-report measures of overall service quality and consumer satisfaction
were constructed with 7-point semantic differential questions.

T-tests and regression analyses were used to test the three hypotheses on service quality
which were developed based on the proposed bayesian data integration and updating framework.
The T-tests showed that the respondents of higher involvement group expected and perceived
the service qualities of five service quality dimensions highly than those of lower involvement
group for the four service categories. In addition. the regression analyses revealed that predictions
of the five dimensions of service quality on overall service quality (or customer satisfaction) in
the higher involvement group higher than in the lower involvement group for the four service
categories. The results support that consumers assess service quality based on a bayesian data
integration and updating processes, and imply that the bayesian updating processes are affected
by consumer involvement.

Key words: service quality, bayesian updating, involvement, service evaluation
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