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(Varimax) <& AH&aFiTh. 78 &3 el A €] 4.3.2 914 Q%A

89 & AH S AL e Foo A Iy oz Q1

Ha JE 7159 23k (eigen Value)©o] 10]49l WALdHAL A AlF % (composite reliability)

QRINE FE9h (£ 6)2 QRIEAMe] 235 U4 o HddAt5Z(average varianceextracted) &

Eflla it} 7F aQIdE 37kA] 4 SAEC] & & ARt k1 4 it (Nunnally 1978)

Faem, 7 43 e $459 2% AAATE 29 gl a9 4 A= (), (F 8),
7ol U lo] FEEEAe] FRE (F 9 44 A= o] et FHErS 03_ QEO}

—

internal consistency method: Cronbach'a)< o) a 7]
AHE3FATE Cronbach’s a AlgE 3h4e 7d o 4(AVE) & ‘/}EHH.TL AT,

HN m
nTm
=
Iy
_O|L
fr
[
o -3
o
oy
aQ
=

thsto] ofe] 7He] o R FAHE HEE o] &3 ) oA FAsAtoldA, 4

Ao dF EdE /& F JE /e RE FE TE fAROl flu, AEAe] dlexE #d
BHE AFEE petal oe] HFAR e, B g Bt BHEGAS FHENY AVE
5 0.7 ool A wrt vt B ¢ vk 24 Fol A4 el 3t AuASY AlF S AFATY #®
AU~ ol A v] W] Cronbach’s a AlgGE & Hop 22 & digo =z gId s 45T + v
T 0.7013 02 A TS 7= 2 o0& YEgT (Hulland 1999). 7t7te] B3el A4 WEg2E
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®
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,
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o
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o
i)
4
30
£

(E 6) 2 Me|A 2BE 2024 H A=

Aulz 94F 2 A=

A (gf‘ﬂju%}ié) Cronbach’ a A‘}E(gg)%é Cronbach’ a %ﬂ(ifg)%g Cronbach’ a
27441 0.734 0.873 0.744
AFHEFA2 0.735 0.911 0.768 0.77 0.858 0.789
A34E43 0.73 0.784 0.726
43341 0.655 0.876 0.889
23382 0.684 0.815 0.888 0.77 0.748 0.772
33343 0.731 0.783 0.859
294841 0.72 0.754 0.877
E 4% 2 0.807 0.88 0.823 0.87 0.765 0.881
E2 4873 0.815 0.645 0.758
DAgE] 0.786 0.772 0.678
2ATE 0.844 0.784 0.883 0.884 0.789 0.789
DATE3 0.862 0.799 0.784
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(B 7) H¥0lE B=(Z1

CR AVE 1 2 3 4
A3E4 0.6892 0.6686 0.7*
352 8EE 0.7745 0.5423 0.276 0.602*
E97 874 &4 0.8394 0.7296 0.424 0.526 0.528*
aARE 0.7386 0.50 0.458 0.702 0.485 0.703*
E 8) 2¥MH|x E=(UEAEEE SR ¥€5)
CR AVE 1 2 3 4
AHEd 0.7 0.7 0.668*
33A&ER 0.819 0.602 0.01392 0.542*
97 #4E2 0.528 0.528 0.03724 0.0064 0.729*
a4 HE 0.876 0.703 0.06812 0.269361 0.419904 0.5"
(2 9 74& Z=(22y 22 3RYD)
CR AVE 1 2 3 4
AF}EA 0.6892 0.6686 0.7*
33A4&EA 0.7745 0.5423 0.276 0.602"
g3 $4E42 0.8394 0.7296 0.424 0.526 0.528*
aANE 0.7386 0.50 0.458 0.702 0.485 0.703*
4.3.3 2@ AP €4 staitt, A7Rge AdEs (& 100 A &

: Absolutw Fit Measure),
Increment Fit Measure),
Parsimonious Fit Measure

A A% 23 A
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3 telo] ATHE Z240) B2 B Feh 7Ro] AHA ojojo| Bat i

CMIN | DF | P |CMIN/DF(Q)| GFI | AGFI| RMR | NFI | RMSEA
A7Ed 29 | 76417 48 |0.006 1.592 0.938 | 0.9 | 0.056]0.939| 0.058
J5aeEA8Y | 103.01| 45 | 0 2.289 0.878 | 0.866 | 0.061 | 0.922 | 0.056
2ad §4EA 29[ 103.01 | 45 | © 2.289 0.878 | 0.866 | 0.061 | 0.922 | 0.056
2 2P ¥ntE MulzdA 23 F4ol e 2 T F, SPAH 2N Az Ar| F4 A}
FAALEY nARZ gk dgeo] ¥ Atte o] LRSS nX| = J g FAE = (R
AL ATstn vt AZAFTY F94¢] ASH 12)el AAIEo] ok, FeA&FA7 ZEdol
T g 43 F437 AoE F49 A2A 5 T nX| = e frofet Ao m ZATH =
715 Hwg A Az Fdo] 43¢ FAR  0.598 p<0.00, £=0.269 p(0.00 ). 12} &
o B tiet FaEe] o 2 ZeR 2AEAY A EFAL (6=0.057 p(0.524)2 FAH
(0.624)0.324). 183l A 2AG2] Aol7t BAA ° 2 fosA| ¥e AR ZAEUTH M 29 A
o7 FAE HH] Y& F ARAFE free  AlH 50 B BN AFAI AAHLE &
T RS AFRYoR st F ARAGTI & PAH 2N e e FEALEY F5AEEE
dsittn AR E ARy o] Fho| 27 o] Aol A wAREEe| gk Qe o] Atke AL HAEdte A
T AAEGY AelAdSAY AREAY ez ot} iz AlgE T d3E e AFs]
SEAY FFHY Aole ot AR Ueytt g AT vl 2, daAE Fdo] A3
(x*d(1)= 12.06, p(.001). (& 11)< d3dvlE FHAEYG uARZ ggt JFgHo] A As &
oAl BAIE Aelet o]t T Qs FEEA=0.598 ) 294F4=0.269).
oA EEA] FUA R Fash ERE AH] BREATY Ao|7t FAALE A E A 8171
(Z 11) HHOIE AMd|A EAZ4T}
Estimate | C.R. P | 94 AF | 9% vlm | Fto]2H o] Aol
ARz |« | AREA 0.748 | 6.308 | *** A
aARE | [ 2PABAED | 0.168 | 1.502 | 0.123 717t 0.624)0.324 de(lz =01021'06'
aAuE | — | A5A4ED | 0324 | 3.168 | 0.013 EE] o
(E 12) 28 Md|a 2AZn;
Estimate | C.R. P |94 AR | 98" vlm | Flo| & o] Ao
AANE | — | AsFEER | 0.598 5.957 o A9 , B
SARE | | 2UABAEA| 0057 | 0638 | 0524 | A4 |0.598)0.269 |F d(1<) "0091'14'
wARE | —| ARER 0.269 | 3.747 | ** A o
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p(0.00, p=0178. p<0012) 2 Ry AT
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A Study on the Differentiated meaning of Classification in
Satisfaction Groups to the Relative Importance of the
Dimensions of Service Quality

Munshik Suh* - Seungbum Ha™* - Hyungyu Moon***

Abstract

The purpose of this study was to apply the existing studies, which are related to the need for
segmentation of customer satisfaction, to various service sectors.

The importance segmentation of customer satisfaction differs in service sector, that is, some
sectors require more precise segmentation of customer satisfaction. The primary objective of
this study is to classify the service sectors based on the meaningful classification standards.
The satisfaction of customers with service relates to the evaluation of service quality. Based on
the existing studies, the service quality dimension is divided into the outcome quality, interaction
quality, and physical environmental quality. The qualitative investigation was conducted to
classify the service sectors where the specific quality dimension had a relatively important
influence on the satisfaction. In addition, it was verified whether the classification based on
qualitative investigation was actually reliable from quantitative standpoint. Through this process,
it was found that the service sector with relatively important impact of physical environment
quality was the ‘coffee shop’, and service sector with relatively important influence of interaction
quality was the ‘bank’. Meanwhile, the service sector with relatively important effect of outcome
quality was large marts’. The differentiation of satisfaction groups was defined as moderator
variable in order to verify whether it was meaningful to classify the satisfaction groups of

respective service sectors into true satisfaction group and spurious satisfaction group. This

Professor of Business Administration, Pusan National University
** Doctoral of Business Administration, Pusan National University
*** Master of Business Administration, Pusan National University
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study is meaningful in that it validated the moderating role based on the classification of
satisfaction groups within the framework of existing studies that focused on the mediating role

between the service quality dimension and loyalty in relation to the satisfaction.

Key words: Classification of satisfaction group, service quality dimension, classification of

service groups, true satisfaction, spurious satisfaction

366 HAASAT H4a4H M12 2015W 22



	서비스 품질 차원의 상대적 중요성에 따른 만족 집단 구분의 차별적 의미에 관한 연구
	Ⅰ. 서론
	Ⅱ. 이론적 배경
	Ⅲ. Study 1
	Ⅳ. Study 2
	Ⅴ. Study 3
	Ⅵ. 결론
	참고문헌
	Abstract


