100

MO

imensions

Analyzing the Causal Relationship between Service Quality D

and Customer Satisfaction: a Public Intermediary Customer Perspective

J (Rha, June-Young)"

O
[¢]

.
ot =

TF(Rhee, Seung-Kyu)”™

2=
o

°|

o

=N

A Aol

Rl Ll ESRil=e

1
R

SER R
FHaAe oo AnsEAs 2

gl

M

s

71[11:!

el
q_mo
go
or
"
TR

NI

A A

;él

],

N

o}
W

ol

=

(E-mail: jyrha@business.kaist.ac.kr)

2]

.?.

] 3% (E-mail: skrhee@business.kaist.ac.kr)

[e]
2
RS

1
of

Bl =27 G

2]

el



1. ME
TeAHI ] Fdo] Bk VE A WUy

SERVQUAL %3S wdahA]

2003). ¥& SERVQUAL = &2 thel Au]=7}
Z 83k W3 Aol A A u]2 347 3% A (process
quality)S S43st7] 98l /e FARIY otk
(Powpaka, 1996; Dabholkar and Overby, 2005). Rhee
and Rha(2007)7} 48] Aol A ¥l upe} ko]

FEAu 2 FQ AR

RS S

Apl g
31797 X (human encounter)o]| = 3+E X ko,
AMH| 9] Ygo] ARE = FANT B

718 HA I} FFAN s AGHA e

AT P FH B FARQ FaA
BAEART ¢5e AAEAT A
wd& U Ak Aoz YEFsith(Rhee and

Rha, 2007). <1 153} o] @elvlake] ¢4

o

1o
o,
o

e

ST FEAu 2] THE T A o)
HAAARZA EEHoRE AH| 20| ALE
(service profit chain)’2] ‘&% (employee)’ &
‘U 5-32 7 (internal customer)’ol] 3] &} (Heskett
etal,1994). 12t} ol 52 A xA ] A
o] oty ARMH2E P sk= EAe]7]
ol 22 Y Rra E=
customer) .2 7@ 3}sl= o] EFFEITH(Rhee
and Rha, 2007). F7Faiz)o] FAsl= AAEA

5
= AN B MuAAA AN s

%ZFa 7Y (intermediary

9 AusTh Qe AR gHEe A A
a7l g Fdelnh v BAE A
Mu|zdg =R~ PAE e THEA
FoBAe] ZHolek E97]el gk FHolth
(Johnson, 1999).

(Rhee and Rha, 2007). A H] 2 7FX]A}&S 31700
A AFHE Mrj2 M7 718, A7), A

= 4o HxEE
2 g2 U, e aEAReE ol
Ab& ol 715 S} CH(Heskett et

Muls 7R S GAME

7}7d (value creation process)

al., 1994). w}a}A]

A% Agete g FAGAL Aulz A
Sl EAGE ARBAZ Iz 42 s
gol Erh B AFeldE FEAuL A

2
274317 124317
Z7FA A = 77 70 A %]
S =] 1TH A
QR > " A
[e] 7] L4
=2k A

<Y 1> FFHEE AMHlx A2A A9 7] (Rhee and Rha, 2007)



3 ol & TH2007)e] o] £

S Aom falsha, Auls

ol

o
S ES !
A o] lﬂr(Gronroos 2000). 74
LRA|Z] AL
A AR 27E AEHE
AFREFAL “qu|x Z2A AT}
77l
g SERVQUAL®| 7|Exts

SEENEEE

Az} 2

o

IR
[e) O ‘]%

A

—_

1]

rl

7Fel]
@3k £ o] tH(Grénroos,
& AMH]~
B} G
&} A TH(Parasuraman et al.,
1985), SERVQUAL &l ¢l 7=
Ao utZo] $Iti(e.g., Dabholkar and
Overby, 2005). 712 & A7} Mu)2 3 o

A AWz AlEAsh nA AEAe 94e

3L (e}
F24&

sobm

A

=

s
pu

L

FAS SAHsIooF drhes TAg A
53171 wolth BE AR AFelA
SERVQUAL®] Aol AxEde] 7hga

(Brady and Cronin, 2001; Hui ef al., 2004), Z}4 3%

A 549 weA Ao 9¥ FEe w2
Ao gt Ave] Fie] mEsthz A7

2 tH(Llosa et al., 1998). 1|1} ¢F&2] o]
e A AE Szl o)
QA4elegr] wol ol 3
Aolo] vzo] ww A o

Al Az el A ol m
=7kreh B

SERVQUALZ| 57}#] *+=4
b=, S, SRS
AL 3 AW DG FAT
3 JHE AT

%] % (human encounter)] A H]| =32 o] FA] 5

] E=vd g i

YA
BA A A2

7
™

L

Z Au]zolt}, A% SERVQUAL

TAE Y 3k th. SERVQUALY]

uls
=

Al
H| 2} A (business
consumer)E T2 UhFO] gkrh o] 45
FTAH02  AF(trust), 9]
o WaE wAEEY AN
Wo g AL83}3tHe.g., Wong and Sohal, 2006).
3 T wAFAY

ol gk Alo] W) ek e Az
TAE A 9

Aol ulaLA

=9} (commitment),

rH

(benevolence)

roh

AE, 29

O

o] W Ag=zd

WE Ao e



gol woAle FH dgolth
Al ulgel A, 249

ol

TH(2007)= A A A

VAEE Aol s

2

o

(cooperation), Z*(coordination),

(e

(devolution), %] ”7](atmosphere) 2] A=
AAEAS AT §
A1l & e 4 (behavioral) =,

TFZA(structural) SH, 97+

3
rlo

ol

W
o

—_

ro

ki
a2

=

o

)
rot
o

m
o,
)

Y
2
o

[

Gummeson (1993)2]
A H] 2=mk A | €]

Al AEH

Aelstar= A
] B!
o glty. = Mulx 3F

Fol AA ARt P Ee] het =olw

1

S ¥o]tH(Zeithamal, 2006). ©]= AZPH T} A
Aok AiraAe] AV R g ARl 5
d2d Fdst Aol t(Slack et al., 2004). F S H.
o AAELe Fe Wy AUAERH
(service-specific)o| 1L 7|4 & o]ojA  AHF3}E] 7]
o] 7] wFo]7] % 3}rh(Rhee and Rha, 2007). 71
ey Muj Aol A= o] AuH|xa Aikakd
of A3 Feolste] AHIAE AT wEol

aLzyol mja] A7
FAS AEE 7317 5  Uth(Zeithamal,
2006). Zt=@H o] TH2007)= LERF A H]=
AR o] Aduk o] Zol A vhEA Fd AAE

=<
e Aelsta A 5495

23

%

Aulzs 1A o] A%

el =Y BE
AFHoR AWF v gk TAHOE ww
AAEAS A AQe 2A AR WEA
W B 3M9 BARYYI A
24, FUd Z9e mdsts AAFUFAA,
494 Zue mds: edadel 4714
£yom THFAT

A o] t}(e.g., Roberts et al., 2003). LA <

Wb o 2 7HA A (affective), 4] 4 (emotional),

(Oliver, 1997). AH| =% o] uARESo] Mz
Aolgtes A An|2=E AP & A ke

$He AZstn GAR Folok W, By



o) A e W W oF
— ! O
o A ﬂmuﬂo%uuﬁwm o ® Mg T X T o T W :
N S AR raEMegRRE AT ERSDRT GRS
R I fg RO Am® ol ~ N S SN S S
o = = S .= = r o = > _ oR
) ﬂ%ﬂ%ﬁ@%mﬁcm .m%_omﬂmmwﬁb%%ﬂlﬂ}w%z&_nmo%ﬂﬂ
LT EgEzwE s EE Moo oo ow 8 oxE R o = N T -
% T dﬁ oﬂT R s R B i %u 2 oo o W % oy W e o= o % i
o B BT o A3 E) R ¥ % = Mg W R = X H oW
o X 0 Jl 0 N = 0 - —~ = Mm X o) £ r zT :.L ~ %o 0
o= b op N muc A g = Rl o wm g N oo B %, — w-a G A o 4T mm ° N
= & oY Yoo EXF g = L R - S T X
0 R T ° 3 T - 2 = - - H oo - Aoz o I
S S R e A 1 T N % o B oo ©° XN <o v o R’ HE N
S B AR S m_wrg;ﬁm&:f%bbﬁﬂﬂ%?zww1%M%
%ygﬂo%%xbawﬁ I - S arﬂﬁﬁwmﬂmwﬁiﬂaz?
T a — o — T — = 0 I
T o = Lz%iziﬂﬂrx___iézgyﬁro%uﬂz%;ﬂ.éDogé&ﬂ%
R o e o ~ I — = s M N e i o A
C I G o . o T3 T o o TT P o2 TN E T
A PEw T dE T 2 oE o Rt BT S BT R B ] o
o R O s 3T e o I ﬂuf%ﬂouou&momgmoaf%.mwwﬂo1@%@
i ) — — 1 [
o om oy Mg g o R o X ROW oy N SR S s _ o X
drpu@oaléaﬂub o AL pE e T TR B B o e g ¥
—~ o 1ﬁ 0 X0 o T o . ol JL e S X NF o © wc o s ok W N B
Frobmanamizer SV e EET COCIE S R L
Aﬁ72<iﬂﬁﬂugwﬂmﬁﬂr.imwﬂwamr_mw T oo
f T T o M RO
C G R R i S =
&rﬁ S 0 W Wn o] mm mﬂﬁ A+ R o TR T _
R R T I - L T oy EE T W N Lo N A Mok oer &
=) 2E R 0w GPNRRONE -l R w4l P
Tew Tl g ® S T - A
W= =2 o R o Mo = T o o4 T W T oA W B = 2 oA
To 1.A_| — N Oﬁ T LC X T et T &ﬁ s = . v
X > B2 el d e TN ®e g% 5 X A W O E
B O o — W ~ e . R - A - oy [ i N
o}igo%wm%&%ﬁ% ﬂr%ﬁﬂ@&ﬂﬂn@ﬁ%ﬁwﬁq 2 E e
= T E W &m Jow oS oAy oy W Ao ™YW A W e L % o L N
™ T oz o=~ % & T Ho— % EY O %o o N o~ X & AR [N
) A S g = o T oW i oo g R = Mo 8 - S -
ﬂrmﬁ%ozﬁvmxméﬁﬁzﬁbfw&q&ﬁ_fﬂrﬁgim.wii ST
w = 2 X0y © gl B o= 2 o I - 29 20 R
o T owp M OE o o ﬁ B = o ° B % T ¥ S & N o 8 o
% e S N I . S N e x5 BT 2
w0 = A T = =~ & = H el M N = o W omr r 5 7 X 2 H o
o = 17r Lf ,m_nWL = ‘M_Mﬁ ~X ‘A# :.L AT 1r.ﬂ U‘.ﬁ = 1 0 O,.ﬁ T \mW % = = H.f o Lf ﬂor sl
PuS X ) e . — = —
ﬂﬂﬁﬁo7ﬂy%%M@ﬂﬂrg%wﬁﬂﬂ@o.LTﬂMCm17 TE b om
T Q= B E N X 5 T~ N K = N v o K X . B . < o T
ISR - o= o= ° = F M < —m N ® o g Py % N
N0 o o e I~ T - B X g LA X9 S e 22 T o N
o o %o 5 __@ N TR ? ol ! m o M= W.] . < g <R & = = X o RO ™ =
S R A m@ﬁﬁwﬂgﬁmdnmmw%m%ﬂ@
éﬁ%%@ﬁ#%ﬂ%%ﬂwwmﬁwgoéﬂg7mummmmﬂg"Daﬂ o}
L N BOE OO K W g = oL ) - % Ho
K B W M O W ox om TR S .uMuo

(e.g., Bennet and Barkesjo, 2005).

=
T

A7F A& v

%

2]
il

],*7

u

|

o
RS

bk A 2E A3



<E 1> AR A AHEFEE, FAFE, 3A4RE, PFE

A7 <37

Storbacka(1994) MU 2F > UANSESAAFA > P59 =
Hennig-Thurau and Klee(1997) ARSI AFASAAFES>P Y=
Shemwell(1998) AP 2= EF A SN TSS>AAEFA

Shamdasani and Balakrishan (2000) AU 2EF A S>AAFA > 5=

Roberts ef al.(2003) AU 2F A S>AAFA > 5=

Lin and Ding(2005) APl 2= EAS>HAEFE>Y T

Bennet and Barkesjo(2005) IANESAAFA S 2 F A > P59 =

Z3u|~F doly  SERVQUALS
12|} Bennet and Barkesjo(2005)= A} THA]
Mo E AR <14 FHI Frr
o 7 7
A s, AE s Al g Al

5o BAEA

[e]

.
gk a7 T

5

48] 2~

o MulAEE A

Aol Maste]
th ol Au2E
eh o] 24,

oly

El__zjl

o=

SHAAFAS>YF =2 21737 (Bennet and
Barkesjo, 2005) Tt AH|AEFAS>TAZTA (A

Z O
M5

A7k
A e
Fow FAFEdH

YA

LA

of XZ3FhH>Y-Fro
2 THRoberts et al., 2003). 7]
= TR aAFAAE} 8

A e HE

4 5
]

=)
(o]

ol

R

H

w4

R

(relational outcome) ' 5~¢| tH(Hennig-Thurau et al.,

2002). 7 9]

=
-J—U R

Aol LARE G Al

BE e

ox,
o
i
>
>
P
a2
e
)

ATHe.g.,
Smith(1998)%=

Bennet and Barkesjo, 2005).

o =

5=, F+A) & AH(relational

CRESS 4, wAF

investment),
(relationalism) & ¥7) 2]
o, ®E SO AR-A dAREA m A
AE
al.(2004)+=

I

Al =
=270

=

o7 . Ouwersloot et

X]‘%]_:



R

1

9
yal

A H]

1

a7 9

Hmaol A AH2E

i
]

R

tol FAn=Ed A
o

[e;

S

9]
=y

=

=

2=
RUS

AEAE 7HA

Aoltt. it o]
2 AuA

LN

AEA, MulaEd,
=]

%

2]
il

-

%

2]
1l

-

=

=

Woo and Ennew(2004)°] <A+
EREC PRSI

(harmonization)
Aoty 252

3

A

el

Ho

4

uze]

>

=

A&

27

=

O~
— =

A

P AEAE 1

9
yal

w3} §5

Aol 7

3ok,

©

o] A

TR
fraal
ﬁo

-

jant

=

SERVQUAL¥ #2 Au]|~FAA7] 7192 78

ol
)

+
i
i

of Al

fLe

7] w2

o

Zoltt. 1%

1

R

w7} ol

)
it

A7)

I

= et

—_
N
NE

o]
!
ol
=
g
™

A 2] =

a&k

=

o

x];g'

3

AAEAA

1T}, Rhee and Rha(2007)2] 1o wp=w

oarl K] s P I |

)
=N

P BEED

o

=

A
1]

o)

%

2]
1l

-

BEE!

H71 &

S

1

R

A H]

1

T AHE AlgATE SA,

sk 7|E AT

o] W 4=o]t}. Woo and Ennew(2004)

7
=i

+

xy

el
,_._mo
Bo

—_—

0
X
KE

NI
IH

Hn

E)
ol

!
Hin

W
0

R

)

8l

=]
=

Aol

%

2]
il

]—*7

L

AA A A

|

o
R

)
=

ojtt. et A

o

7%
=

17 A

ofe]l Aol A

(e

An) e

1=}

1

R

w4

iz

°]
97 ggone AAERe

At

A H] A~

=
T

5> 8

leh:r

wA>a
ol A A Aqu] 3

e ] B I

p

Ea

ojFo] g AMn|~EA

@x%

°

1
S|

A4
.

SE
=3

Aol w7l o
Al A 7))

[oi3

3L
[¢)
]

A

2 A3 JPE A~

i
e



o

=
H =

=

1

o W
ARt Az A Aulz 3

.
2

w3t} A

D59 Au|2o o

#3819

RS

<l

=]
ST T

=

=

HH, o=
s}

©

1

R

AAZE ofdel F= Muls e&s A4s

=T < AT e W g
W, m KK g © X EoH X
< Jo Mw ,mu mﬁ TR R % m% LT
g TRER 22 © oo E g
T TN R T2 2 h S
wm MO g oy MR X Mo X
T s o N Loy kR
W R = oMo ® e
oo T g g < oy o oW o
o e Bl = 0 ° esel N T i
U -~ T @ 8T i i
umzﬁﬁiﬂw%ﬁﬂrzqﬂ.moﬂ
1@2%W}.@ﬂﬂ1r,xﬁwrﬂrmﬂ%n
T Mg IR ] SO
gE ¥y 2T wwm® P 3E
go ° o H g % = : 3 =
T — T = ol Hin iy o %
. £ S ﬂ_Dl g " Lt AL _— XE Q R
moa‘éﬁ%q%%ﬂ,}oloﬂ%vw
o i a m = N wm oo JAliag-
m_sﬂoﬁhﬂouizﬂa_@buw@
) G- 7 Mo #”ﬁ o)) @\ ‘W = 5 22| el nn_wl 0 T =3
\ J N
B om o U A aﬂ%ﬂ#%%%qu
N T T N T ! g [ o o
e N TR 5 B A o~ B %
Mo = T oHp T X IS B o
T P M B R R - °
S N =~ N R I R
No =y = W RO
= _ RO
w S5 TERESEETRE
T — o| o A
T %2 SRR - cE
R KO B o
- o o ﬂr o) W ~ = M . e T T
2w = o 2w o og N -+ S
S T @ﬂﬂﬂ%ﬁ
PEX mbdgiymTrew
o &R wm 23Nk G o R
B R g HE CR WOR g
o XM oy MO ut o
‘aﬂ o5 _AO ~1 ~o Of E..ﬂ
R .r;ﬂyéa_Wﬂ%?,
Mﬂ%? H oW o5 o B w R
T —_ o KO o o _
AN zurmw,ﬁﬁ%ﬂmﬁ%urmz%
cE BFIo . we L L )
T A= o N T oa W w T
g 4 Jﬂo Hiz o e T T " o= CREC R X
T P LB T
Iy o Iy T oW = o Ty o =
G G "oy T oo B "
T o w R AR Taglesgn
A M MI = X i Mﬂ ol Mpﬂ
o] X T :
XM BK Ho WX X %u




St

b abol o]

1l

(2007)2]

pu

27

k2|
=
and Rha

e}

g

%
Rhee

SEEER
29hdl

A % A
AR

Agel vzl FuA.

1

9
yal

delel] o

T

3l lth(Jamal and Naser, 2002; Roberts et al.,
=]

]

[e]

CIT(critical incident technique) Z2¥}& 3123},

™

N

i

XV
n

H
"

=N

R

i

el
;00
@-O
o
N

0

Mo

ol

a7

W
0

HE olo]d F7tn7o]

7b &

=
T

o]
o o

s
R

[e]

!

Al
24

sEAEE AA A

eEE

=]
AE A

FAjH] 229

ol o

4
Al
=

7R Bl

43

1

],

o) Q14o] Egso] AW A

Aol vF= A

&

el

=N

ik

*

Apalel 7t

=
=

P50 Yt

¥ =7

%

4r

7_|1—

NI

;él

SE
=3

Ao AEsEA A7

SE
=3

7l

)

EREERE

el @

e

el
;00
\mﬂo
o
X

0

Mo

—

XV
n

H
"

&l

Ea

A H]

o

R

RS

3

A A

SE
=3

AA]

AL FolAA A

T

& AT H] 2

RETARETA

)
= ©
o] e a Aol A



al

]'U:] /\11:]]'/_\‘%_@0]

°©

=]

i = W
0 I 4
Gl & U w« o ONMT T 8
K X 0 Bo® % Jo o m
x - TR MoS - WOW T
E o OT.C vV 72 Oﬁ ﬂq W;.U 7 ~ . —
e o o =~ o L o o <
ol mlr_. oy AT — mlr_. Sy i) o <A Ho v 1 s B
M=o I x X s o 7 OE I 3 o = 03 AR e
C R ToF T woR N o °T poex = N = B TN
On* r . - Nr X ~ i N ST oy 0 i < ~o ) T il ~ o
< M ] H Ar = B K B o Mo N 2 H_ﬂ i mﬁ S 2 ol
o Mo D 5 F ar + o & ™ G oMo oy N R & &M & o @
R J % o O | w o e v : :
i op oo R oz o S dy H = iy _ = - —o e N S TR & o
orwaoxﬁﬁi.cmo.rﬂ}%u? < R = S 2
%O 5 T =, o T T Nd %o = oW 3B
B gp N pow T 0 i L oo % - A o S Y
M oo TN oo g e - < =K A o T " o N X X an & o B O§ -
> = = w2 o T s W R . N N = X°
— = T N L B - B =~ A a3 RN { £ o
J 5 R o3 i I R i TE oGS
ar..xm@ﬂmmﬁ_%ﬁ@#m Iy ﬂﬁﬁb%ﬂhw E7Hm@%
- B 3 o X KB ~ % K = 0 L= = 5 !
o 2 %ﬂ:%ﬂ%u&%? oﬂAAﬁHx ok Vz.}aw@mﬂg
22 E él.xxﬁzid%ﬂiJw T o A i R LE T .
o X T TN H ol = © ° o N o -y A = ) o o X
o oA i sw TR o | N o= - T 5 8 X
NU o w . S < N ~ kX ™ ~ L
M e ol J?Q%WH S B ol T4 ﬁ;ﬂﬂﬁo o
¥ TR RS 4%%&4%¢A§ Eoﬁﬁ o o E)
zd}7oﬂrL © B N = 7o T (=
N < K CRl N g X X o
T = O o ® - = = )
AL EE EXE ©h ¢ e PR T2
= __ﬂ%l [n70) v, — ;oo —_ 0 mE \uu —
5 = H i = W0 o XY o0 % o ol oS Mo
No & X "o U N i B Exw o R A
— o - S 0 — 03 —
- w TR W L i z v ) T AP
Of < me Ot ‘Ur T = E ‘_ﬁw._ 1_Mo T o WM N HI ~ 5 E.u | Oﬁa
EN mﬁgmu? R o oy o X T L ﬁ_diﬁ%@
S = ,,IAU & Xy R o 3 V_l Mo ‘_.wrv_ =0 - N @ s oo o Hox H]I
T Y = H%ﬂ%l] X N rio B ﬂuﬁﬁ.zo
%aﬂi%ﬂ%éﬂmﬁ@ . P wwwﬁsar%g
W 5§ F o R N = N - 2 = ) A I BE W ORT
G+ o= 8 W X PTN ﬂm noar N = cx X o E 9 L =
Mﬂm1_xﬁﬂ11zz o ¥ NP = 3 B +OH%CH%§Q
B2 % = 1 ®F & = te fo e oo T 5 T -
ftd@ﬁ.mg.ﬂ.m TR opE mﬂnﬂ.m?ﬁ;m
e S X =r Y ) o N S No L X Kl S = S T Hr = <
row 3 RSN z 9 R o T S = X g1 M 8 B 2 B T o
oL 8 o7 — = 8K wu W = ,Dr o T <t - R fors e w - Nm 0 o
A N N O A y@ﬂuolﬁam}i@ag
T e %oﬁyva}yz W oH b gwmﬁdu%%
Lf = ﬂmﬁ N 50 m _ 7L _7\_ [l —_ &ﬁ _l_l A_I 0 ‘HD plv ,E.E 7
° 7%mvw&14} .m,ﬂﬂ%
. . jewouwowmﬁﬂéwn
® - R N g " ~
<+ < WS SR
B ik
Ho

-10-



2=
T

29

A

=

=

pao] =27 3o

oS

< 2> FAA AH|=FZ

A
ﬂmo
Alr mﬁ
o

o

X
(L

!

15

oA 1

=

S|

AH] 2 74

H w=#dstd = 5

o

i

gk

2 (Zeithaml et al., 2006)

¢}

R

u

1

o
RS

22
11

%A H (maximum

g
bl

A

©

[e]
o
T

9] o] ook, X]’E

R

2

+3 THGerbing et al., 1994; Tanriverdi

EREEREE]

, A

©

o
p2s

-

o %
and Venkatraman, 2005). LISREL 8.51%

likelihood estimation)S ©]-&

of Al Wik 2 A A B] ~E Al FskH =
218 A A

)
9] A| (Zeithaml et al., 2006)

Zh

al

o] A
o= ﬂf& o] ooki ﬂ_‘?}, 7]

R

-

T

3~
1o

-

S}5-e)

o] (Zeithaml et al., 2006)

H%7)

s
a

5171

RLN

A=}

} o] 7F(2007)7F 7N

=
Bo
NR

}_

(Joreskog and Soérbom, 1993).

- 11 -

fL

1=}

I %5 (second-order structural equation model)

4



606
716

124(33%)
382(29%)
166(65%)

373

REERE!

<E 3> 4R $A 2%

1320
256

]

A
™

s
Mo

1439
2761

672

1949

<E 4+ AHEFY FEAS

¢
on
N
mo
N

+

ol

R
Njo

+

ol
®

XM

R2
0.73

PNFI
0.87

PGFI
0.81

=
7Hd 1 e
7 2 2

[FI NNFI
0.96
t =A%
*21.75

CFI
093 097 0.97

0.85

RMSEA  GFI
0.041
B 2AT

72
2570

684

<E 5> AAEP] F=As 7HEAA

0.50

*21.64

0.71

—

XV
Hn
=
!

Hn

j—

=N

0.61

7Hd 3-2 A
71 3-3 A=

74 3-1 7)1z
1: 2: 3_2: 3_3, 3_47}' E}:—,:‘ iHFCHQ 9}11 7}-/2

0.52
*5.08
*16.05

=

S|

0.03
0.26
0.57

*p<0.001014 2]

Ml
!

T

(o)

0.02,

T

8 2ol

N

file)

—_—

il
+

0.28)7}

]

£

SE
=3

]

8

Z(0.71)°ll

SE
=3

and Rha(2007)2] <= 3}

7l
-12-

stolnh. whebA A

S

27 FelgE p<0.001

oA BAAHOR {9



=N

el

el

o}l A58k Woo and Ennew(2005)<]

<!

el

AMu|2=AA A

=i
=N

A7

=7] o

;o,..ﬁ
e

NI
o
ol

A7

A

45 3H

LRES

of o

8] 2~

=i
=N

ARy Z
TEAHA

|

Rhee and Rha(2007)2]

EERE

A

doleke

b

b A

2 7]

SE
=3

=N
_

1
R

],

S

M

hy

Kl

o aju]

F

0.37
0.32
0.35
0.36

0.44
0.29
0.34

045
0.35
0.33
0.26

0.36
0.28
0.20
0.33
0.28
0.42
0.26

rell
rel2
rel3
rel4
rel5
rel6
rel7
rel8
rel9
rell0
relll

desll |«0.31

des4
desb
des6
des9
des10

.7

0.7
0.7

06o¥__des3 035

79—%
071/#
76—%

On\ﬁ des7 |+033

3

= 0.7% desl
‘75:j des2 |<—

0.87

0.39

satis1

satis2

) X SN
o S =) o
T
o
olo
)
N 1&/,3 = VO
NN KRN % N ®®
Ofl [ eN] [ ||
ﬂ_ﬁ_ _M__bmm_ﬁ_ww_.nw_ﬂﬂﬂ =l ==
01 | R
2l 2l el gtiel gl el el el el el e
o a a Al & all gl af| & 8 &
88 ESER33 833 5333 888
o O O O O O O oo o o o o o o o

0.23
0.21

2=
T

o 29 AZF F=2A

-13-



SE
=3

ki3

ERERE
A 22

)
=N

g 9 A
)
Py

4

4
A7

1

R

3

©

N7 2ol o)
st

o =]

o= A

)
=N

==

A7
2]

43

1

AN e w4 AE

Al zel W ge A%
A

9/]

]

=

SE
=3

Ea

A H]

%

R ies]
1o] A 7Y

I
R

3}

©

5

=]
Fojul 2R R

p

71E el A

CEL

el

Al
=

Bhar

(attenuation of correlation) A =&

XV
ol
=
el

B
N

o

Al o]

1

2]
1l

-

wEolth. v

HESZ AHA AhEdHE, 1999)

1:101—

NR

XV
i

H
"

tot. Z1efjof

p

A olof ¥

Al

7p = A

2ol
Heskett et al.(1994)2] AH]

1

R

sict. o] Az

=
T

;él

5L
=3

gk opyel, A7)
AAel AAer 27

—_
0
HH

el
ol

I

of

by

2]
1l

g ol A

ofell A A7

o]

b ol Aol

p S

°

At

=
T

FEL ol o

d o]

FAE A2

Ea

o A

(

A A ¥] 2= (franchise business)<]

= Aol

- 14 -

R
[e)

2l
we

]

=

Aol o
z

HA)

1

R

=

bt

SEENEELRE
Aot A 2]

FoAE] 2~ 9]

9
yal

Q3
T

R

=

1)
o o
s

1
°

Aolt.

7]

1

R

=
=

oleh
RUE IR
4

R

_]

Q184

1

=9
ps

]

[e)

TH(Woo and Ennew, 2005).
AH o ol

=
9]
o
b
=5



FAW ohizt /WY w WS WA
/\%él(mternal service quality)®= S3+al7) W
o] Fagh JEgHgoltt opg AH AH|
~EA SE0l B0 R 9 w7
o] yEAMH A el 3E 5 Utk 7
MU =EA S A HIe] EAlolt. &EAH]

zo) FrlgelE del BA HAY >
wredste] Auls 7hR|A
AH) 2 EA>F A
o) Qs ofeh Aol AuAEA>

A 0] 20 S5 Rk e
A

Z:__Q “‘—-E]

b

—Z
=

B osey 97E & AR S

34 ATolt). AuAEAe)

o
)
1l
o
ofo
rot
o
N
o

AR w=ed AFRARE BAEL] HEE
Ao ABWEe glo] BHsAN FeHow
R 9 R w4548 wiol
PAFAT HAEQAS] BAS o 5U 37
B, W Bl BAEA Pl AgHAe
2 rAHE 297 5o wAFA A F
nAe) QAE QA S gl i e,
%4 5o wAFA AN=EW wgy Fol

4= $549 5+ v

ol 24T 5 gtk Mg F0H AT
PHED deld 348 Fol 4EAEH

of gk AF4 A7t FUH e R Fasit
28

Z & (1999), LISRELO] 23+ FZHg 2 d
A A

2=, o]|5TF(2007), “&EHEol AnAaEd
SHAEE I IE Interfaces, A|207, A|3%,

200713 99 AlA A

Bennet, R. and A. Barkensjo (2005), “Relationship
quality, relationship marketing, and client perceptions
of the levels of service quality of charitable
organizations,” [International Journal of Service
Industry Management, Vol. 16, No. 1, pp.81-106

Bigné E., M.A. Moliner, and J. Sanchez (2003),
“Perceived quality and satisfaction in multiservice
organizations: the case of Spanish public services,”
The Journal of Service Marketing, Vol.17, No.4, pp.
420-442

Crosby, L.A., K.R. Evans, and D. Cowles (1990),
“Relationship quality in services selling: an
interpersonal influence perspective,” Journal of
Marketing, Vol. 54, No. 3, pp.68-81

Dabholkar, P.A., and J.W. Overby (2005), “Linking
process and outcome to service quality and customer
satisfaction evaluations: an investigation of real estate
agent service,” International Journal of Service
Industry Management, Vol. 16, No. 1, pp. 10-27

Gerbing, D.W., J.G. Hamilton, and E.B. Freeman
(1994), “A large-scale second-order structural
equation model of the influence of management
participation on organizational planning benefits,”
Journal of Management, Vol. 20, No.4, pp. 859-885

Gronroos, C. (2000), Service Management and
Marketing: a Customer Relationship Management
Approach, 2nd Edition, Chichester: John Wiley and
Sons

Gummesson, E. (1987) “The new marketing:
developing long-term interactive relationships,” Long
Range Planning, Vol. 24, No. 4, pp. 10-20

Gummesson, E. (1993), Quality Management in
Service Organization, New York: IQSA

Hennig-Thurau, T., K.P. Gwinner, and D.D. Gremler
(2002), “Understanding relationship marketing
outcomes: an integration of relational benefits and

relationship quality,” Journal of Service Research,
Vol. 4, No.3, pp.230-247

Heskett, J.L., T.O. Jones, G.W. Lovenman, W.E.

-15-



Sasser, Jr., and L. Schlesinger (1994), “Putting the
service profit chain to work,” Harvard Business
Review, Vol. 72, No. 2, pp. 164-174

Hui, K. H., X. Zhao, X. Fan, and K. Au (2004),
“When does the service process matter? A test of two

competing theories,” Journal of Consumer Research,
Vol. 31, No. 2, pp.465-475

Jamal, A. and K. Naser (2002), “Customer
satisfaction and retail banking: an assessment of
some of the key antecendnts of customer satisfaction
in retail banking,” The International Journal of Bank
Retailing, Vol. 20, No. 4/5, pp. 146-160

Johnson, J.L. (1999), “Strategic integration in
industrial ~distribution channels: managing the
interfirm relationship as a strategic asset,” Journal of
Academy of Marketing Science, Vol. 27, No. 1, pp.
4-18

Joreskog, K.G. and D. Sorbom (1993), Structural
Equation Modeling with the SIMPLIS Command
Language, Chicago: Scientific Software International
Inc.

Lin, C.P. and C.G. Ding (2005), “Opening the black
box: assessing the mediating mechanism of
relationship quality and the moderating effects of
prior experience in ISP service,” International
Journal of Service Industry Management, Vol. 16,
No.1, pp. 55-80

Llosa, S., J.L Chandon, and C. Orsingher (1998),
“An empirical study of SERVQUAL
dimensionality,” The Service Industries Journal, Vol.
18, No. 2, pp. 16-44

Oliver, R.L. (1981), “Measurement and evaluation

model of satisfaction process in retail setting,”
Journal of Retailing, Vol. 57, No. 3, pp. 25-48

Oliver, R.L. (1997), Satisfaction: A Behavioral
Perspective on the Consumer, New York: McGraw
Hill

Ouwersloot, H., J. Lemmink, and K. de Ruyter
(2005), “Moving beyond institution-managing
allocation decisions in relationship marketing in

business to business markets,” Industrial Marketing
Management, Vol. 22, No. 8, pp. 701-710

Parasuraman, A., V.A. Zeithaml, and L.L. Berry
(1985), “A conceptual model of service quality and
its implications for future research,” Journal of
Marketing, Vol. 49, No. 4, pp. 41-50

Parasuraman, A., V.A. Zeithaml, and L.L. Berry
(1988), “SERVQUAL: a multiple item scale for
measuring consumer perceptions of service quality,”
Journal of Retailing, Vol. 64, No. 1, pp. 12-40

Powpaka, S. (1996), “The role of outcome quality as

a determinant of overall service quality in different
categories of services industries: an empirical
investigation,” The Journal of Services Marketing,
Vol.10, No.2, pp. 5-25

Rhee, S. and J. Rha (2007), “Public service quality
and customer satisfaction: exploring the attributes of
service quality in the public sector,” The Service
Industries Journal, Vol. 28, No. 8, forthcoming in
November, 2009

Roberts, K., S. Varki, and R. Brodie (2003),
“Measuring the quality of relationships in consumer
services: an empirical study,” European Journal of
Marketing, Vol. 38, No.1/2, pp.169-196

Shamdasani, P.N. and A.A. Balakrishan (2000),
“Determinants of relationship quality and loyalty in

personalized services,” Asia Pacific Journal of
Management, Vol. 17, No. 3, pp.399-422

Shemwell, D., U. Yavas, and Z. Bilgin (1998),
“Customer -service provider relationships: an
empirical test of a model of service quality,
satisfaction and relationship-oriented outcomes,”

International ~ Journal  of  Service  Industry
Management, Vol. 9, No. 2, pp. 155-168

Slack, N., S. Chambers, and J. Roberts (2004),
Operations Management, 4th Edition, Harlow:
Pearson Education Ltd.

Smith, J.B (1998), “Buyer-seller relationships: bonds,
relationship management and sex-type,” Canadian
Journal of Administrative Sciences, Vol. 18, No. 1,
pp. 79-62

Storbacka, K., T., Starandvik, and C. Gronroos
(1994) “Managing customer relationships for profit:
the dynamics of relationship quality,” International

Journal of Service Industry management, Vol. 5, No.
5, pp- 21-38

Tanriverdi, H. and N. Venkartraman (2005),
“Knowledge relatedness and the performance of

multibusiness firms,” Strategic Management Journal,
Vol. 26, No. 2 pp. 97-119

Wong, A. and A. Sohal (2006), “Understanding the
quality of relationships in consumer services,”
International Journal of Quality and Reliability
Management, Vol. 23, No. 3, pp. 244-264

Woo, K. and C.T. Ennew (2004), “Business to
business relationship quality: an IMP
interaction-based conceptualization and
measurement,” European Journal of Marketing, Vol.
38, No. 9, pp. 1252-1271

Zeithaml, V.A., M.J. Bitner, and D.D Gremler (2006),
Service Marketing: Integrating Customer Focus
across the Firm, 4th Edition, New York:
McGraw-Hill

-16 -



