BB R

Aul~ g FEC FT HIR WA

- PEHMEE RITES POL2E -

REER & & %

KRR BB
BEBR EETEAK
m B F

1993



Mul & A FFEC 2 BEEMN AR

- WAIR BITEE PLoR -

B & 8 &

o] WS REE WMLEM HoD B
1994% 64 A

P ABE: B8 AP
EEEN £ETE KX

T

R T BER WL HS BT
1994% 6H H
ZAE X B ¥
Z A K E ¥

Z R &5 & ¥




BLE B B 1
18 RIGBRE % WEEM ... 1
B2H ARAE L RIIMR ... 2

B2E  MulA Hol B3I RN OEE ... 4
F1E MNulx Ea2 8% ... 5

LooMul2e] B 5
2. Mulxe] BB 5
B2EH Ay BEME RE ... ... 8
1. Mu]Af3Ee] MEBHE ... 8
2. Mulafo¥ee] ISl EEEste] MG ... ... ... ... 12
3. BT MulA Mg BB .. 16
B3IW  AMuA KH(Qality)d &8 U REER .. 25
S L - e B - 25
2. MulA B BREER ... 27
B 3E AMulA HY et #MES ot ey 31
B1E Mul2 B R 31
1. viebsrebgte] MulA2a B = 31
2, ATFRE MulA B 2 37
3 RRMTAIRE MulA |/ . 38

—i-



B2Em MulA HY RREHE 47

1. REHEY BB ... 48

2. JEFEY BRYE ... 49
4B MuAH FEHEE AT BB/ oW ... .. 51
®1H FBEHE A SOWFE . 51

1. 'Y |MB BERBE ... 51

2. WERS Y FAEHE ... 53

3. ERROEES B U JEHE ... 53
goE MuABEY oW YRR 56

L M ITEE 56

2. BEHOW BREBE ... 56
H|I3IEH AMulA K OEFHY B FE ... 76

1. #17%e] Mula B &%E HE o 76

2. AulA FEESE BRME HE ... 76

3. BEM EBEXY AMul&2BqE 77
oK =3 - 78
B L R 85
ABSTRACT ... . 89
B R B 93

_il'_



* H &

CHE 2- 1> Mulx BB B ... 10
CE2- 2> B177 F. 8YA M2 "B ... 18
CE2-3H 7L o, o 817 Mul& 88 ... 19
(R 2- $ 7h o o BT BECER) B8 ..., 21
<E 2- 5 7 W, o T7UARHS(RHLSEME)HEKE ... 21
(E 2- 6> EABIT AREBT BRG] Akl ek ... .. 22
CE2-7 BES AT EFRE]EHR ... 24
(E 2- 8 AMulA B BEEE I07VX] ... ... 25
<E 3- 1> #8771 PISRTAERS SHBK) ... .. ... 39
CE4- 1> AOBEETRY 95 . 57
(I 4- 2> BXRL] 8178 24 58
CE 4- 3D BFE BEDIW ... 59
CE 4- 4 B8 BRIV ... 59
CE 4- 5 RESE BRIV ... 60
CE 4- 6> BEEME BRIV ... 60
CE4- 7 B BEEROW ... 61
KE 4- 8 BRI . 61
CE4- D 7 817 BRBPT .o 63
<HE 4-100 L 817 BB . 64
CE 4-11> c} 817 =B . T T . 65
(E 4-12> B BRG] KRTM & ... 66
<E 4-13> EEY% BR KoM & ... 67
(& 4-14> REY BES KR ¥ .. 68
(E 4-15) WERHE BERY &M L& ... 69
(E 4-16> B ERS KM ke ... 70
CE 4-17> AOKEHE BE 98 ... .. 71
K 4-18> BRI BER 26 ... 73
<E 4-19 REFGERME SELEM ... 74
(E 4-200 RERGBRRMZ HSRRMY A .. ... ... 74
<E 4-21> SBT3 EERGWRML 2/ ... .. 75

-iii-



3™
(¥
¥
ui-l
¥
18l
<2y
<y
1y
¥
(¥
(1"
qui
<1d
<2d
<
<a¥
<Y
<Y
2d
<3y

2-1>
2-2>
2-3>
2-4>
2-5>
2-6>
2-7
2-8>
3-1>
3-2>
3-3>
3-4>
3-5>
3-6>
3-7
3-8>
3-95
3-10>
3-11>
4-1>
4-2>

BEIN & 9
AUIA Z/T 11

da. AB] A BERe] Ml MERE uvix= @ . 13
B MulA Bl Ktk vl B8 ... ... 14
REHE velnl= 16
PeE Ml B B8&ER ... 28
amE Mula B BEER ... 29
AMulA B miEe] it REER(MBANA FHE). .30
ettty MulA g 2w 36
DEF2 MulAa B =Y 38
— B0 RBRITE ARl BES 40
Bk B RpES) & . 41
H-J SR HE 41
SER MR W& 41
SWMB, SEBER] BB .. 42
N fietEl =0t MEk . 43
& IRWBANAL UNIVERSITY LIBRARY .. ... ..., 44
HRITFIRGL] 58 44
A LEle] ABRB RERRB ... L. 46
HMREHE MEIA B 52
BROMES] AR ... 54

-iv-



B1® F &

18 mEkeE 1 HEAN

Felviel A Smste ciue] Mol BTt £BMOE A} 9
) M2 XS Roh A A2siol U Bl ¥ Utk FI|, ®E of
EAdETIE B E¥va METHOS s Bl ARNOT e
¥ e o] AU BARTS SMMEtI: 2 BRE 47154 ol
of ¥rhe Zlo] RFolucks T REE oFE2 Utk olF HM BTEEE
otz MARTS UECiE BRRS MRS Ut 1 HEE BE
Tha RRIRGC] A 71=l 2 Qe Zlo] ApAleltt,

MBE Matol 2W & oI BARKI HAY 7heu My ARE
= WU U, MRS AJsEc) Fo] MM MEL Yol BLHD o
Ch  REHZ MulAgkMol ABAEC] 19 4d8wgontgalg BHEY ey
53] MM 73144t 2 Mu|ARMACA 48%8 2= WL},

& BR@ETES I 3~495Y¢ BANERE Aol MATENY AHeyd
TEE#lShe M HE 712 ol BA U EAL T BIHERKS 9
T AMIRS MUt AW, JlEAo2 AR Ut KA 223 mEs
Al XYL, EEREE LS AT PN HEY FES UM 23 ARsH
OmEA g9 Tkl wrin BojAc)

A7 RITS MEANL WRE AEE SV ¢ 2 AORADE 204 3
oo, ol <& f2 @7 RRY MulAE Rt 22A @ITRALE
34 RPolM HA 4 ¥l gldon, BABTETNE ®Etsls qulA K
8 Aol2 A2t I @Kol sl gict,



wiebr, WHES £E FENSH: HEAEET okl o8 Hefo] MuAE R
ptots A MulAfEo]l E& A BRI A EEOl 273t Ay
AHE BiEs] Mula B HES S £EHE ML HRE ®HStojor ¥ A
o|th

x R E BT MBla B HEHERS RRst=dl ool A=, Ay
2o U HRM RS T3 AHI2EY Oy MRS Bustd, KT BFE
o] MulA WRES MLEAFIEd oy Z@a@e AAstz, 82, A¢s
Ee W@Esta FMY o 23sts REBR(FBA, A=, U348, HA4,
23, 1A Fax BRE SHUSEA K17 AMrla HE FMSL,
BT Hula B HF HES ZASte @AY HulAE I WARRHE

wY 4 A AVIE nidstaxt g

W2 WRHGE L ARK

E HEE dolMdE ERURC] BA 8178 aMsi= SEEEE o] BN
o7 HMslY) Y BmMe] dBoR EEAMEA MEES HES sty AME
& Azl MulA HS HESt FMsH7] ¢zl A URHR WA ol
122 FRAH BRES BRI XEN o6 F222 #EE] Atk olg ¥
o AR HAS AMEYH, H2ZME MulA B @&t %@l ozt
of AME ¥ MqulA o BEMRE 2ol KBS £EHL] MK ATy
A Bl BBE AESD EEAuL WEESY HES Y AMulx HY #
B Y REBERSS dotii, 3P ol Mulx K REst AME
g8 Mula B 2d smjeieintsd 2Y, 2E8F4 2Y, o Edy
MulA BE ABET olo ulE REFRS MBI FRAGS AAsid, A4z
olMe 3o HRS FHLE Aul2 K BE ¥ FME I 458
Mg AAstgR, EY MulA B ML B AEYE ALEARE BAsgch



opxigto g, AS5PolM= HRE XK L KB 54 AES KENSE
B U BESIGON, okge] Xk PR MARI do2o HRFMEZ Al

ot



B2HE AMux Hol A HR/M K

2Ed AR FEo W= AN HBUL AAE MBinsts Mol
MujA%e ojn] B Hrje] EEoT Al GDPo 26.6%(19924 XM)E
ARG A= jEo] AHUchD ol MulA ERLS Hrl HEMOT KRY
o= FESloof & Zolu}, AMula ERdANE= £E#U KEFEY BEE
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1) AdAY, "Hularigde] 42z, 792} 1993., p.15
2) NFY, UAAEY,, VIAEAGER 19834 84T, p.45
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1. AMd|29o| #4

B2t MulLo glo] MAES WA 19804 Fa@iAlelt, HHM
of alojA BELS HH/BREEA A RYTAX DT BWEE A= dide] A
Hl&of 9lolX FEE T2 ERE AU Yol BrESAR|=] efatc)

MulA Holl cidt AN REBEHC] YA EHYE 4 & ibde, f¥on}
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I AEREES woledodE Y BEL 71NE BYsiAct

mEE EXSIL WEls BHES T2 HE £EHFAM o|Fo )
241 F¥she g4 MEESY mEd, SHS BRE & - NSEYH gul=
A 3teZ"elthk. ZEM|(Croby)e RES "BERWH B2 EHYcL )
Rl(Garvin)2 HEE "MH" REE(T Wl T W] Hol BHHE R
)3 AT REE(HE] AREAA ol$E ¥ Uehds R§)Y 48 e
2 M mEychy

22y HAe] Rol oy Al MulA B EMed E3E3ch Ay
2] FEHA H%Y FPE REE(EE) D23 £E AR JEom

3) A.Parasuraman, Valarie A, Zeitheml, and Leonard L.Berry, "A Conceptual
Model of Service Quality and Its lmplications for Future Research”,
Journal Marketing Vol.49(Fall 1985), pp.41-50.
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Myl 2ol B |MAEES o8] AIREE o3k EUA o 1R Ko
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(1) &¥H(Intangibility)
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o]l it oY HBHE whEol LFolHEe MMESC] MulAF ogA
BASISL oA AMulA BE o%A REsiol st=x1§ AA31771 At

4) Philip Kotler, Principles of Marketing, New Zersey : Prectice-Hall,
1989, p.624

5) R.G. Schroeder, Operation Management, McGraw-Hill Book Company, 1989,
pp.131-144, E.S.Buffa,R.K.Sarin, Modern Production & Operation
Management, 1987, pp.8-11, pp.35-49.
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(4) AWMTTEEE (Perishability)
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6) AUdHAY, “MulATIge HF=2,, ZBFAL 1993, pp.49-52
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7) AAIA, p. 54
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BE o AdIAGA, Mularde 432, A9gAh 1993., p.53

YA, Albrecht®} Zemkeo| MRS MBEW, MulA T2HAF Hitst=o &
BS BASHAUTE  <O¥ 2-2> AHlA =B o] MM MHAE £EI=y)
Ht=al dEo| Aol ¥ 4712 BRI BE, #HER, B, A2=oc)

4714 EZEol ZAHY F%o $ixsla led IR MulA: EHE EE
fEEAYol 2tol & Uehdch #HERS MulA fRe] EEFREoIN, BRI
Mul& SRS EE fES Juistsd &3] Rol: ulHo|L H8S Wekso,
Al ARlo| MEMQ AR MAEE #HiXS 7te)chd

<3¥ 2-2> Myl =A%

/’45&)
A

N

TN //' /./“' N ] A

N T

¥H © Karl Albrecht and Ron Zemke, Sernice America,
Dow-Jones-Irwin, 1985. p.41

8) Karl Albrecht-RonZemke, Service America, Dow-Jones-1rwin, 1985, pp.40-43,
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ol olaitt RELAL HEAS BREMS RHA7ILo BES Acts 2g
salstol ch¥Rel pREol AEHM LS 15 MEEED LT e A
o}.

MMAE o 7 R#ste A AYY A MEUTh 3 2
PIMSS) el ToinelZatol MR K2 v ST Aulse) EEES WHET
YA FMSH=TIE HAFE RoEH 2HTBY 15v3to] KR MABAE
o4 JEBAM AMulLo]T ThEEe] HigolA Al MERECl FUiY &S
ST WS ol AMulat WEMOT AENT O F28 o2 uepich
JeEE AuAE BN F71Y Botohel ol loid FBHS 21889
Q) KMol FTHT HWS vl Alch 10

9) Strategic Planning Institute, m]= njAFA2 A8 g|2]o] Az|sl= )
& 2] &3] Profit Impact of Market Stratigy, WRAMS2] MUANE £+2-
2 Al 2 SPIY dlo|E|Ho]A, F 2500702 Aliwtelzt Z¥E o
dew, z+ Aldol thsted 2007) 35 HBZdEo| 2tz Aaxo] ach

10) Phillip Thompson, Glenn DeSouza, and Bradley T. Gale, "The Strategic
Management of Service Quality”, 1989, p.38
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¥ ¥ : Bradley T.Gale and Richard Klavans, "Formulating a Quality
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o] ERJMeL HEe EMolct

go A EHUI RBES BREEC BMsle Muls &R FRA RER
RES 4% 29 BRY 7i27 Bch. BREI Bl Muls B2 (%
®R5)9] 7|8} KAl @3 glen EY 1 A7ie} HELS tiAlel, oiotAR,
Mujae] #et, E Muls I 2pAo] d2ich

#R 5= f(ER1, #R2 ER3 ER4)

o] WrgAle] MulA #ftE MEANY ERE Mul2 R BEAAN HHY 5+

AAU FHY 4 ke A& FHo ¥l &, Az #RY 7|8t Kl

-34_,



< A& Roll WL & Zoltt. o F Fol(FR3)S A AMuj& #Rte] O
BER(3M) ot 23pdchd AFisicl. £ 32 AMulA BT MEEA] R
st RFsich ¢ EM(ER 5)= RRE7 VMY MulL Ha Mulx @4t
Rppol Uehites 2RSS Alold] MKRE chHfo] Bz} ¥l

ThHEel <R3-S Mula K HRE7 Mg gHel Al B Aelold &4
MY S RHYL MBRS REo|r)

Az, BREE AMulL HY BRS WES= EREAS BBt 3=
LEE} K7} qlch

4, o] Mula R 24 7Y 442 BREY SE BB sHeE (N A
®orE) o] wiPoll A L3t FIY #Ro| BWS Ui Fojrh

M=l BREZ BRI AulA B 228 RERER(ER 1-4)Alolg &
A& AXSted %7 2asich §3] o] REERE Foll oj:=Zo] ohw
oHAFol Aul& Hel tiE ZE Erl ¥lE U nXerkE Ay & £
otch

Uz, AREES AulAs He HitekMe] 73t ELSUOEN HHY B
%7t A2 4 olth. BRE KEMES Mul2 B FMEtoG AR X8
—WEUA VehdAzt O Kol MRRE ARE ANUES 1 XpE] A
th EEED 259 RE iyt #ifked M= cti=ch

THA=, <Od 3-Dolld Yehd glxo] M AMula=(REAMuls He 38
24) Mulx REtEEte] Fay Jel o RBRB FR st ¥ W
& Flohlzl, goiM Yoz MBS AM, AU ok, 123 BEKY
EWaol 23t pEE U=th
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<2 3-1> mielsrelnte] Mulas B 29

RRE

PolM glo= MR A A &R B BB

Wi Mula

[ -

£Rm5 1 |
= Aul A

Ay A

’ptHE

Hul& e | BR4|BREE IR
, (AFH, AHERE) | o |8 b & %

ER3 1

B8RS MulAAR
BME R

BRI

mmmm—————— AR E 7} RifRol] Tl
T mEEL] R

#ZRI1

¥H A Parasuraman, V.A.Zeithaml, & L.L.Berry, “A Conceptual of
Service Quality and its Implication for Future Research”,
Journal of Marketing, Fall, 1985, p.44



2. I8 &8 A (Gronroos)2| MH|2~ B 2E

JEFA(Gronroos) = “HZEo| Hul2 RREE FMY o 25o] MRHT Ay
22} Ogo] ¥ MulAFE KKt 23 BAE AHAstAcH

O] KT MujLo KBS T 22 HHK oY B Bk ER
o HE utd, BAH MulAl Mulasik AMul2ed, Wy, BKe H
Foll o8] 2A EES Wiy B3, E3 £ MulAkE, & HHN E
2} HtEny Bol izl EXEe] ol%A RBASI 7] BRA oln]x| 7} o} F
20% BEE FAYCHY stgch

o714 olmlx|ete AL Mulio] cizir EES WRES BEsi=l ol
EZxo| O HulAF FMEls HME FEsted oA 2% ERo| He A
22 <% -3 A2 RYE ARt

Az, Folo] NulAo HHey H BEEw Hol ¥EE 5o 3 A& K
o] o|RA EZEAA BasE=xE ool 3, &R, ol HEMEE uIFL
2 EZo| Bashe MulA HE BAMLE BEsh= BERE 7A2CE ZR
slof slny, nmix|=to 2 EES HiRe} Bartole] ERIF 4% H £ UEH
EX2 MEEES ®FEMor Yrt ol KEEY WRES HEII MM
YoMz Uy Zo] HulA HE BEdh= BRS dolof grh

a8y, 2EFA7 AAY Mula B RE2 BRES 3 Mula Kol
oy GA FME =20l HY XWaBS Bt Eris ABM I HAK]
Azl HulA R FMsi=o oy A3 ARoly BKE A AISHA
R3ta glths HelM 1 BA#ES AUz ch
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R 3-2) 2EFA0 NulA B 29

MUl A Kt BREE MEE 2E)

| . ]
PiRd AMuja Bay MulA
[ ]
AN
o] m ZA
[ |
Exe H B H
®|#¥ : C.Gronroos, "A Service Quality Model and Its Implication”,

European Journal of Marketing, 18(No.4,1984),p. 40

3. &ATII2E Mul2 A

1) HBTIIER] BB

oLt BN A& Zitiel= BESY KRBT, A3 RAAM FEl&E
Zlttele g 1A FHRTF 52 Aula A £E AAeA 3] &
T ol RIS RRkeltl. o BF AulL KRS sCW KHATIIS &
Exd, AUAA =31& o ER] BHkE&ko] 2L 5 ch

FRITFIER (Queuing theory) 2 HBEHRES KBHOE TIF= BROTA,
1905 efl Ve A37]ab A K Erlange] AR Reolrh.  Erlang? BEME
o} AFaBRFA L BAE HRc BN RBITFIIERE EMIAACh &
BITFICIE2 M Zole HE F5E LA X¥d 2ol ¥ WilsiA HE
3 A&H7 AFsict. ewd KEBTIIERS vk Eholu #
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BE 23l MEE ARMOE ThHES e HiEko 2 Yol o] &5 g} 15)

RBITFIEROI Mu|2E Lo BE FE R MulA Ko Ay
£ BMo] Ti27] dEe] R4St o2, gAle] RMIY FHELE sl
RBITFI0] A71AYU MulA Hakol BKRMo 0127] Sl 2 FHE(EE)
oF Mul& el MRS REXERS NANM #BIT7IZAS 243 BXE
o] FKERBO F HIY 4 AUt #£H UA HRE BENOE RESIAE 3
S8 RBTIIE ol F3 ole WA AtelE EAISHE (R 3-1>3 Yrh

(E 31> BRI Ad(HFRITFIERS ARANK)

RBTIIRS BEE(FEE) AHvls wmR A bl & T % B Al

(Av] ) (input) (servicing) (output) |(queue discipline)
FEER HA EY FURYTY |BRERS | My
ZIAgel R | 223G J1A [JAse R (71 ASe A2tee], $AE9
2« 2 2 i), 2zY (9= A2tes), o etes]
% 7 M e shel, Mula| Ml
A oy a2} aggu - |aw A2hesl, el
FERALGA | HERAFE | RBAAAM HEA A drled, Aked
b B R g zt2) ¥ 7 A A, A A2} 22 2] F AAeg], $Aed
BN ¥ F ZYF 2E2Y x4
< 3 z 7 oA &3 87 |0E. &3 | ey

5 KR, £E NMEEHE =Xi, 1992, p.812

15) @8X AREENERN, WXet, 1980, p.182




2) HBTIIZEY M

EEo) BRI MulA BRS MuAXo] thEul dojuhs HBEM U &
BITFIe] Zol: KERBOIN FHs| d&strle o3 U HFE Aul~ K
®3e] MES RRMWOT AT HWTFIZD ojste] —BRy ERLS &Y
4 gich18)

OR3-S HRTFIANLTL BES RoE otk shie] REBATIAL
o EATDRM, AR, MulAfEre] HEXRS MK Atk KBTI
A ARG EMsHEE o5 MRERS K-S HME LEI Jchl?

<2y 3-3> —BE HFETFIA 2%

[rommmmmmmmmmmmm ey

1
| i

BETRE 008 —
1751 A oAl
I B g |
1

Al A

olaj gt M| AN —Mf BHS UEhUe #BBKS T UZR EXB
M7} qlch

D ¥—#EKs, BB (single channel, single phase)

HEFFIRdlA /MY Tt HAS HEY BEEC U £ AMA H—-
BOojA & wAY] Mu|AS Y el theat Hrh

16) FHEMR, LEEEN, LR, 1992, p.120

17) Frederick S. Hellier and Gerald J. Lieberman, Introduction to Operations
Research, 3rd Edition, Holden-Day, Inc., 1980, p.402
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<IY 3-4 Bl H—pRgol %8

— 0 00
Bxe] 3% HBATS

>

A u] A M &y

@ Mm%, %PF(single channel, multiple phase)

MY EEEo] o7 Boold ¥ B MulAE We #goln i3y
xigad

<Y 3-5 M—Ei, SEREe] %A

— @ @ 00—

— 000 —

—

BEIR R#BTF Mul2m®  SETI MulANR HB

Q@ Zmix, M—EF¥(nultiple channel, single phase)

ARY BMEEC] VE2 MM oA B AMplAE ¥e

#loln g
2l

<OH 3-6> Sk, MR %A

— @0 00

x| % g Trgd] Ay AR HE

@ &Ik, %BEM(multiple channel, multiple phase)
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78 BAY SARA FRY EEEC] CHER MM o4 R MulAE
e H8olW theat rh

¥ 3T SEE, SRS %A

— 000 00

BEEEE RBT5 SLIES. 3:0) id Xegdl MUl AKRE@ HEB

o] Yoz olF B&H TUH HBJ UL 5 Ux o= 7Y 4HY %
B, 17518 TFof slo] Y4B WEF7E ool d& wiPAU LARKEHEE FAY
B 5ol sl= H/olth

3) B W AulARMe] oA

(1) BRI %6

HERIEY] SRES AENOE BAYCE <Y 3-8do0A 2t o] &A3 =
SAA J1A 23] o3} FHFFo] o|FoixctH MHM(a)MH HES T UBY
7ol AZ Zojth. ¥ J|AlAM Usts At FWETL ARE BREAUT
B HFETo] REREo]l o] M{bIt A& Zola diMk(b)et Y2 AL o
Fo1d Zojrt. WEN HWEECl S pol 2HH MMHEZ, 3 24o] RE
e gl thstd AU wies ()8 F2 KIER FM3 Lol FEY o
ch.
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<1y 3-8 HESH
B a

\C
N b
T, SRMMB ©
38531 RS O

(2) AMu]ABsh 5745

T EES AMulAdtsdol 4485 RS AuABRMolet gl MulAR
M2l ol Mulse] FRol Yaide dFHA ol Wy Jdx KEEo o
3f HEBIA E= Zlolth  AMulA Refo] IFAY A I &Py WMEE F
Romz B4y 4 qch

au #RETFleINE <O 3-DolA} LS K2 BB F(negative
exponential distribution)& ©o|$+= Zlo 2 BESI= /WA Uch AulA B
Mol EMAHE olEchs 22 oif-&Y Mujxrt &2 BM e 2uz 3
RHS 40351 s =8 e HWKRUch MEBRERBMS BEIHY
Zolet 7HEsi = €l HEHMH ALt opAVIE HEE Hikol 23t
of A2 MulA Bl A7t oW HBREE 1T AETHE ¥elstoof gt}
Tt FolgirAiLt WA 71o] EVRLEtA] oUg uwle HA L Aol Us
2dg Hobd 2 g3toof Rrh. olmf, YR HMTFIRo] UALHA S
e AR AIEHol A HAS 23] gutsic) 18

18) ¥4¥, HAA, pp. 817-818.

- 43_



2" 3-9 Ko HELH

PHLor T

BEfl t

(4) #HBT7IZDe] RBE

O #BIFIRAL] oK,
oM HRITIIANARS] MEERY BESRE, SB7T5, AulLfagol
TAH o7t S EEIIATE <Y 3-1004 & olet U2 AARKH
& 71ELE 3t HBTFIRAS HE|Y Zojch 19

<3¥ 3-10> #RBTFIZEY 5E

Zolgzy L{ Mg [ H %]
7 5 BB RS
e
£ |- 2 ]
& gl 2R~
| Faeh womn | || AAAT
e EL LA L PPE
& ¥
23

2 ER

19) €4¥, HAA, pp.818-819.



@ HBTFIZAY EH
RBPTFIZAS BB 2i8to] tha} 22 71X & ARSI gl

A = BFE2E(mean arrival rate) : TYA|ZIY BFIY T4

¢ = BFMH|AE(mean service rate) : THAITY HF I Mu|A £
1/p = 317 1909 HFAu] A A ZH mean service time)

M = AuaAd(F=2)Y +

Lo = HFci71274(mean number of customers in the queue)

L. = HAN {174 (mean number of customers in the system)

NFLAS = th7| 2 + qulAFed 2244
W, = 229¢] HFch7] 2] ZHmean time spent waiting in line)
W, = 31792] HFAHFA|ZHmean time spent in the system)
AFAIZE = th7]A1Z + Mu]A 2 A2
P, = 2"l 10| ¢& ¥E
P, = Al&"lUe] ngo] 174o] & ¥E
p = A AEo|RE(system utilization) : AU|AA|AMY V2§
#el o LodlolEiFolM X, 4, MBE AfdolEioln L, olst= WA
olejztil & 4 Urt ol& WA diolE A4 MR T+= FEHKEES U
el ZolBEE KRR E(performance measures)E: MBKH (operating
characteristics)olgl ¥t} AMB]AAAES] FEEL o9 TS WEBKH
st 22 MOE ZIA Hed olFdME 53] L, Wy o 5ol oyt W
Dol & Zoltt
BRITFIZAE FAt Fold MulaAA®E HHstA I AJARY &%
MRMBsteady state)oll o] MEBKHES HBEY + ol KERE €2 4
Hel EEREo] Mol BAgol GBH AME HA32 Ux RBE ®*k

ch.

Yo
&l

>

e
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(I#3-11> HFRTFIA AL BERBA RERR

B R

30
FHRITFIZLFolc FRUBLES /PP 2do] gol sl olF M F
BT ALE= EXMMAIE olch o] BAMAKY A=Y o8 EERES
olstA BHY 4 glrl. ol EAMKS FIWsIE ol Hot

® Ay A2Q FHEZEM (nean number being served)

® A2 FHEEFR(FHREEEN)
A

Le-Lgqs.y =L+ ——
7

® BZES] FHREEEM

®© A APFIHR
A

P
My
RE KB S4E 292 AAR FARo] 18] 2oz REYCL
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A
p = <1 F= Mg > 2
Mu

W24 Jfols M=] ojng
A

o = 1 F= g ) 2
Y7

THA wshd AlARle] HulAxo] BEAFFRECTE It BEsts Aot
$lo] EXMEE UPE o, A3ol Lo e YA HH o3& FHAsto
L. Wq W 33 el BHY + U2 & 4 At}

B2 AHux He NEHE

AUl A BHESEFAN 7hY el RS Qs B4 suolth. =y
Aulas BE BRe Bl 22314 A8Poy Ao pxo KEH
of B@E nAA Hrh o[} o] HulaAL 1 EE#o] MAHID gong
AulL o] WS MulapRke] Zot Be] #io ¥ 4 Atk 1y
MUIAEE BT $4 Mulc B BEY 4 2lojob T,

mtetd 2HME Muls R WEshed 9oy BEHke] MRl tisio
MBS S PRl & ¥, I WEHKl iy HAKES NSl Rz} g}

Mul& BE WEShs Fikole F71x17) Qe IRAELS LRAM HE)
RN Jikolct.

AR, A Jrtkel Slold e Mula EE HulABELEY BRI A=
BAY MM ER el EWI LA, MulAplko] AME Sh= KBS XM
L2 dto] MulABME L] MAECTH PAH RAC] JL AoT WEHAL o
MH¥|& Jo] wTia ML= Zojct,

21, RN Kk Mula RE MK Hul2o @MY MujAe]
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B2l slaAM o] Eo 2RV AL 2oT FEY wl Hul2 Hol 2 e
2 M= 2ot

o] F71z] HikshollA LA HES MulA £Re] RRAM Aoz
AA s HELEA —BL A71717} o1} 7] die], & BRelMe RE Ay
Ap¥old FAY = e £FAMN HES HASIH Mul2 BE WEstaizt
Lig= >

1. REHEe MR

B Ry REM SHEREY SToML HEdAM ASE delqeEit Fol
AR Mula B REBRG/A] #4L24)E NI, HFRTFIRDA At
B BEL st MulA HY sl HES 23 2o, ol2¥ o7l E
o] HM MITERS] 4£EH Mo 2 FRE & 5 U HAlk REE R
3l At gk

1) 1 Bl - AblA Rol oiyt B

MulA R REFRS R ¢ 71y 1A sgsiol & AP AMplA
He E#ste Zolch AUstd Muls BE %A BMst=yol oz} WE
siob & ug3 W Hikel WetAMol 317 migelch  ulelM £ BRE
AMulA B& A, Aula f¥ko] Rtslof Vi MEEC] MRS Muls
o} ko] AAMZ WHtY Mul2of chs] EFol MRYL Mu]2o] #ER EX,
‘W7 AMulA KM QITHolN AAE Jtieln s KBARM EE' 2
STt

2) #82 B Mul2 HE RES = MEERS 9ir ¥ HARKSY XAl

viet4retet e MM (Churchill)ell oj3] REH RE BRBKRE A A
vl ApRke] Mul2KE WESH=U Y2yt 'SERVQUAL'o|2tal sh= 22789 KA
o2 ¥ MEHEE MRANACL Myl B RERA 10712] FolAd F2¢ 4
BEXE R&Fsh= HERE 728 MEEXE o3t Uch



@ HME(Tangibility) : Au|ApKo] RASIT AL W, %M WA
MRS &2 Ay BER
Q@ fEMHE(Reliability) : BEZE MWKH Mu)AF ERSA BETY 4 Q=
Auj 23] gEH
Q DM (Responsiveness) @ BINIQl Mu]Ae] ##tz} BEES ARMOE
=3z 3= BES} TR
@ WA (Assurance) : XA BERS 2o YoJ= HulAnge]
W RE EH BAC LMol ¥ B
© MM (Empathy) : Hu]Af¥o] FEOA 7ol /pdHQ B 2o
T, STFIRG UM @TROL MulA Hel§ AA SEER
FHY FEREFRMS] ERE RPN Rux} SRS MESILCL
3) B3 BEE : SERVALALY] HAE MR
q71M HRECIY Mulx %] RBH KoM HATESES Usi=u,
SERVQUALS] HAH#-S BEF S BIRolA AHAIH HHKES RS st 2 HxYy
X@RAZM tho Bzt 3l

2. WK FHK

87] Brold BARY WEHES MulAnR] BN Kxod HASHA A
&+ gled, 129 HRlA AAY MulA K] BEF B (SERVQUAL)of cf
T HAES ok Yok

Az, BRE RRS 4HE T3 BEFECl HulA RE HNY ool 73
T3 Bzt BEE R do2A MulA RE #EMOE FEY 2+
Aon, £ ERMY Mu]AE BRI ol& HWAIY 4 AUc)

B2, 7E MulApRe] Muls BHE REUOSH Melzte) HNM A
HlA KIS LB SHY 4 e, oy SHRE 22 MR Uy
BPRES] FH2 PR Wizt FEY & Ut



A, B AFEEREA], A6 ACRERE)RM, HScERR 2RE E43)
o MEZEo|l HERRMTY AFshA] YA AMula KRS dAzte A& a3
& 4 qlrh

olgjo] Mulx REMES BEMI FAEL IA MZAZ AA AR
o] o= W HHHol UL 4 Utk uietM $]¢ o] MulA HE WEH
S2H Mula BE mibdted oy U EREHE & 4 A& otk



B4R AMul2 H #E A% AR O

2 Bolde dold BRY MulA B M@l VY HAm ¥He Eujs
MElAR WEFE Y HRES Bl 2z} Yo

A SERVQUALS XME slo] 24¥ BRIES T3 BHS BEsia #at
Bkl ojstel MHE Mgz BEEC &7 Aus B FMY o
Bshe ThHzlA] MRER it MM BEE S @TR01A2 #Mmsae
ol BE AE U ADHEH Kol TE @7 Mula B £ 123 KE
@17e] Muls RE LiRste] MITY HNMA MulA KME K& S8t}
et

B1E AEAX R SWHE

1. FEe BME:} BERPE S—

Auls Roll il o2 BEEoict 234 BRERIL /s sht —i
Mo AROT FE UL MulAol i HAE QREY BR'E F
2 H 5 otk HIRE Aul2 Rel BEe 5= BEXES AN &k, @Bk
o EW, W B8, 0N L BBRBOEAN AR HE TERE MEAM
o) MERTEY EXgolch ol mMY MulA Kol “f¥ko] Kol
A REEY Myl 2o i BMEES] 2Nolel ERY 5 Ao olo] BEE =
= BRo2+ WRY BMt RE HEZX ENER, BX BRZA oL 2
RolM HMITEY BREITH wety ooy Mula R FEIa} 81
WA MR Mula R Eohe AR MulA RE #M HEUYoSN o) 4}
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ol¢] ERE €4 4 v Helth

g1Fol MBsHe A MulAE MMl ot &fTol iRt ZEIL olnlA]
g BRsIA =Hol olay ojulx] ®REE HAstel &iTol AMY Mujx T2
& EBM(LAA RBEPCH stos MulA £BRbY] AR Kol A =R
7b U Qg MuAE #erdvite AREE 2427 cl2A B#stA "k

HulA Be JREo]l Aol @oelet oAy Mul2o] MirEet B Lokt
T L7l mRY AMulA B HE @ITRoIAY HEEER Rl 23 Ay
A0 HKE THE <IR4-DolA ats & 4 lrh

O 41> GRY MulA R

>

I 3
2R e
R B & i AMuAE S AR EITHA T8
" EE
& %

Mol & ol i fik

I |

e

R Mu]29] BT

BRI

EEo| BMY AMula H-Muls KM(FRY V)-2 Huls R RERAY
o) BAE ¥ #5t theat e RRE FEch

(1) fRE% 1 (H1)

Ex 5ol ARy 1T A2 BS BREER(5712] #RER)HUE
170l utel ER7L & ol
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(2) fRER 2 (H2)
BESo] AR |IT Aul2 BS AOHES %ol o} 2R}

o1& Zolch

(3) B3R 3 (H3)
BZEo] MR @17 Aula B @ITA0lM e REE &Hesrizt

BRSk7E o1& Zolch

2. FAEHK I AXHH

X PR AENKRS AR XY HPKTY FRET(AFA )
KHERITY RRET(HT2AE), ME(Z 28)S HASIS BXS 2ol &
RE MM 300932 RABLE stgch

AE2 HELOZE WK AES AAsIden, WHEKS 199449 49 28
dFE 5¥11U7EA] 14de] A RAsIGTt. BAES 25 300058 B}
o 290913 = EMEIAOU o1F URH BMEI ARRY BEERHNS A9
HOo2H 2545-F #EtmEC HASICH

3. BRI MK X WEH®E
1) BFIES] MR

HAE= A 5709 402 MEEo Atk AN REL HhgTI %
BT AMulto] AW —msy AB BMOSAM HHRIT U BEAT A
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vl Ao] oY EEFS MREES WES] KT Jolx, T FES KBE =
BT AMul2o] BY BMOTAN I BT Mulld iRt EES AREE
g WEsty) A% Zoln, MHs] FE22 ®KE HRETAM KITA KFERM
& BESH EEY WEEES EBY Zold, Uil ¥ HE Mm@
BN Mul2kBE RESH] A% Zolx, sl 52 EMEEE FE
317] $1% Estolch

o714 Azl Szl WS 2t 227] RHESE MEE Aded. A
AR R 7hx] MRERE WEstZ] ¢13 ¥rix] ERe] 4~5702] HMHA
Hel @a=o] glth

ole} S MRS Mol BY MRABS A3 BHE ¥ 4-D3} Yt

<Y 4-1> A MK
I. I Mul2of oidt £kt M BRY

1. B : 1,2,3, 44 HE

2. ¥ © 5,6,7,8,9 JHH

— 1. M&HNE @ 223X H
3. K& - 10,11,12,13H HA

— Il ZMBE :° 2 H B

4, T4 : 14,15,16,17H HHE

5. M % : 18,19,20,21,22® HH
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II.

fR17e] Aula £FEEEMo] ciy WAy

B WRES @TRA Y /@R Be+S Kt

2B Ao akH BRI

. 8% EEsich. 2. Motk 3. BFolrh. 4. HHgch

BEE 5% XH

1.
5.

£=m 2. #H 3. B 4. REKMM
EXEE 6. MITHAEMK

c}.

2)

WEHESZE Mu2Re iy 712 AREX Uy BEES) REEES
BESL7) #3}e] FEMER KRB (Senantic Differential Scale)& SA3IACTE.

J2|3 7} HEC oy MEES KEEES NEY & =S $Moes U
SHRES ®AslY MAEEMANE DAY ohdch) 18, @(otur}) 24, @
(ZM2gch) 38, O(2YA sjolgith) 48, G(F 2yA sfolgit}) 5808
55%e® Urodon, AMBMOME MARMI clusix] Wy AMgsid

W7 %

of stoll MM $#kikoll} BAKCES M= Ut}
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2w Myl He o4 R BR

1. SWHE

LM BWHO SH7-S #ats7) A (SPSS-X 3.0 INIX)E MASte] REsIA o
o, Fopdg HRH HIM SHEES ch2t gt

A=, BT Mula B FMEUL s U7 $3l vheeld 227 ¥&5S
5712 MRERE SEst REER 5712 E17Y AMula B ¥AE K
@4 #7 (Multiple Regression Analysis)& AlA]3}o] (Regession Model>& @
t}.

Ex, @7 MujlAKME HEESE7] 93] ONEWAY ANOVAE EASIATY

Asl, ADEEE Kol ThE MulA B ERSH 3 KB 88N o2
AE|A A RES 930 S8 HT(ANOVA © analysis of variance)} #ES ¥

4#7(MCA : multiple classification analysis)& ML)

2. EHLH2 BREAE
1) BEES] ACHE 5%

WEEL AOHEN Sfe th3<KE4-D Pt

Lol 20ti7} 64.5%8 7R Wi, 1 th 30t] 24.7%x24 F2Fo| MEE
o] 89.4%F ApAIBI Qlrh. WR¥E Aol E Bio] I7.4xE MY Wi,
Tl ABR 27.6x3 ANQ 65%F xlx|sta Qlo], MEES] AOHEN 2Hc
A2Zoln Ay ANE o] e Fo2 MmE UL Vehi qlrct

EY EREIMS 3dolAt KK EES MEETL 41,72 AL A=A
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(E 4-1> AOHHNH 2%

Variable + Category | #SBB(4%) B (%) R (%)
1} o] 20 tj 164 64.5 64.5
30 tf 63 24.7 89.4
40 cf 12 4.7 94.1
50 tj 15 5.9 100. 0
- g 130 51.2 51.2
o 124 48.8 100.0
EU LI 95 37.4 37.4
. 13 5.2 42.6
54 70 27.6 70.2
3 At 51 20.2 90. 4
71 E} 25 9.6 100.0
A 2 149 o|gt 57 22.4 22.4
71 2+ [1d~3d njzt 91 35.9 58.3
3d oAt 106 4.7 100.0
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2) MERL |ITH oA

BEEL] 179 oHs (F 4-2>8 Urh
<E 4-2> BEXe 8178 24

+ = 7t & ¥ o2y ot & 3 L1y Al
&2 £ 72 73 109 254
T 4 ¥ (%) 28 29 43 100

I

WEEe QT HAe slot Zon HEA v U BEFXS] MBRTRAA
o] EESA)S MY uh ol WEES ol glo] 7t #fTol 28%, L} @iTo] 29%
2 A MKo] &% =, ctf @70l 43%x2 W2 ¥|F& x|t Qlch

3) 1T Mul& HY #MEY

BEXEol 8178 Aul2 BHS FMY o Aul2 T X 712 MRERG
A oW EXRE MY EESA EMINEAE 27 3l SEERSH
(Multiple Regression Analysis)& £3) EREYS HHsILcT

O RrEEH(BEEXN) HHE BE
& ZERMEER~Xs)
Regression Model ’

Y = 2.313885 + (-0.056185)X; + (-0.056185)X, + (-0.056185)Xs
+ (-0.056185)Xs + (-0.056185)Xs )
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HARGA Y(RITY itz Hula H)e RUBEEAN KXo NIy
BRMITY AMulA AMAFENE)ol, HMBKE CTHVIX] MEEX O X f
B, @ X fEEE O X:RKEE @ X HEHE, O X B olth

olwf 212 ANRAL ME3Y] ¢l MRER 57/1XE Zzol chs) olejel
22 BRG SHEE =& uiglch

* HBEX)
(E 4-3> Bt BERSHF
T+ 2 D.F.| Sum of Mean of F Sig
Squares Squares F
Regression 4 17. 27548 4,31887 | 13.26168 0. 0000
Residual 249 81. 039067 0. 32567

&) Sig F < 0.01

FS, = (0.164648)V; + (0.101410)V; + (0.165646)V3 + (0.317039)V,

* BRE(X:)
(E 4-0 EBRE BHZH
- =2 D.F.| Sum of Mean of F Sig
Squares Squares F
Regression 5 12. 94076 2.58815 7.51371 0. 0000
Residual 248 85. 42538 0. 34446

%) Sig F € 0.01
FS; = (0.047727)Vs + (0.105654)Vs + (0.076189)V; + (0.167539)Vs
+ (0.047727)V,q




s REHE(X)
(E 4-5 R BRI

+

A

D.F.| Sum of Mean of F Sig
Squares Squares F

Regression 4 17.25891 4.31495 | 13.24709 0. 0000

Residual 249 81.10634 0.32573

&) Sig F < 0.01
FS3 = (0.189668)Vio + (0.093686)Vi + (0.158944)V12 + (0.076001 )Via

s WEH)
(X 4-6> HEfEE BARSW
+ ¥ | D.F.| Sumof Mean of F Sig
Squares Squares F

Regression 4 16. 54907 4,13727 | 12.59125 0. 0000

Residual 249 81.81707 0.32858

&) Sig F < 0.01

FSy = (0.040707)Vi4 + (0.045682)Vys + (0.253320)Vis + (0.159249)Vyy
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s B W(Xs)
<E 4-7> B BRI

+

o

D.F.| Sum of Mean of F Sig
Squares Squares F

Regression 5 19. 55583 3.91117 | 12. 30765 0. 0000

Residual 248 78. 81031 0.31778

) Sig F < 0.01

FSs = (0.166652)Vis + (0.013350)Vys + (0.129382)Va + (0.217008)Vy
+ (-0.081163)Vz

flolN Muls T RERE(MEER ch 7Hx)& BIER HHEE Avje
vl R-2]4-F(Sig F)o] 0.018c} Zormg Myutgre yyuticis 8 4 9r}.

+ REER 28 @RS
HAEDE B3 REBER 571AE FYAHo2 AEY A ofef E 4-8>3
2 =g dqdrch

(¥ 4-8)> [EIMH#(Analysis of Variance)

_"'7.

Az

D.F.| Sum of Mean of F Sig
Squares Squares F

Regression 5 22.90448 4,58090 | 15.05483 0. 0000

Residual 248 75. 46166 0.30428

) Sig F < 0.01
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{ Variables in the Equation >

RERR B SE B Beta T Sig T
R © 0.056185 | 0.058141 | 0.068106 0.966 0.3348
ARE 0.092075 | 0.068252 | 0.108222 1.349 0.1786
3,13 0.070614 | 0.064330 | 0.102176 1.098 0.2734
REE 0.061721 | 0.071675 | 0.073671 0.861 0. 3900
& W 0.182462 | 0.056979 | 0.240605 3.202 0.0015"

Constant 2.313885 | 0.065241 35. 467

* Sig T<0.01
9] Ho] 84 2(Sig F)& AMEH Sig F € 0.01 ofld ¥ ciizfe] &
WMEFR ol EEol 1T MulA Kol dlojM 2RE 7|3 qrh

@ ®SITH REER @SR

z} @7 s R AR (5712 MRER)Y HAHEMLS HAY A} ok
(HE 4-9>, <E 4-10), <E 41D L& AUE =&3tddch

o] HoA EAASF(B)= HHA A HFYHSES R4 (Parameter)o]i, BA

+& HAAS4E B2 A Yo 2N ALY F2EE UEM Erh.

® "7} |77 ERSH
"7} 1778 EMSH S Fe o <E 4D} Y
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<R 4-9> "7} |7 ERDH

T = D.F.| Sum of Mean of Sig
Squares Squares F
Regression | 5 3.53446 | 0.70689 | 2.83588 | 0.0222
Residual 66 16.45165 | 0.24927
#) Sig F < 0.05
{ Variables in the Equation >
BREER B SE B Beta
Hipg 0. 020660 0. 099254 0.028843
=113 0.077413 0.119522 0. 085675
ey, ;3 0.049165 0.129932 0. 067492
b 3.1 0.132711 0.117523 0.161552
% ® 0.164627 0.103112 0. 235982
Constant 2.231664 0.112180

deom, A > g > /¥4

..63_

flold =EY HANL BAY K4 & dolwy] AP Hozy Ro4z
Sig F < 0.05004 Roj& Zloje} & 4 glc}.

“7H BTN B 3tel 1R 2 BRI BMEXOIZE EXEo| 1T My
2K& ANE o 7P Fo3tA 4zt EXT BN olzlz € 4 otk
EY FALE vay FasiA AZsix
THE Zuez 3 324 ¢M9 Aol Roja rh




®

U mfrT e mms

“U 8177 ERaETe Aabe oheel (E 4-100% Zth

(E 4-100 U @ITERS

-+ =2 D.F.| Sum of Mean of Sig
Squares Squares F
Regression 5 6. 05983 1.21197 4,58933 0.0012
Residual 67 17. 69359 0. 26408
&) Sig F < 0.01
{ Variables in the Equation >
WERE B SE B Beta
o3 0.195811 0.111059 0. 265349
AR 0.038627 0.112673 0.054743
g, {:d 0.179625 0.108820 0.293968
L £-1:4 0.359543 0.122956 0.506413
% m 0.217285 0.095880 0.329431
Constant 2.446854 0.104768

floiM 4% AN BAA RAPE Yoty HY AOEM RASE
Sig F < 0.010014 ®-&j%t Zojzt & < glrh



U BITTAAM B3kl THE E BRI HAgolZE2 FEEo] MY Mula
e ARY o 713 034 Bzshs BRI Badoleln ¢ 4 ok, =
¢ RBERE vI2W Fashil 4Zstn gon, 1 chgos e > S84
>AEE o8 YriFes 1 F04 €42 Ao]E Hol itk

© “t} 779 @RS
‘ot @77 ERSHTY At thed <E 4-11>8 Y
(E 4-1D "t} RIT"EWSHE

D.F.| Sum of Mean of F Sig j -
Squares Squares F

.?_

M

Regression 5 13. 66442 2.73288 8.55947 0. 0000

Residual 103 32. 88604 0.31928

%) Sig F < 0.01

{ Variables in the Equation )

BREEH B SE B Beta
g 0.067073 0.088226 0.073416
Al 0.134057 0.116383 0.148799
e 0.090676 0.100540 0.118543
413 0.272786 0.123040 0.289912
= m 0.212837 0.089547 0. 258774

Constant 2.307047 0.120297
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glold 2" HANLS FAF f4e Yotry] Y Re=Mq RASE
Sig F < 0.01014 #2J% Zolet & 4 rth

“c} @IFolM Bkl FHR 2 BRI BiAHolnE EEEC] MTH Myl
Be MY o 1R F23bA AAste ERH Bagdolzln ¥ 4 ok E
3 PABERS ul2Y ZeshA AZsln gon, 1 thieg g > U
> §¥del cog 1 Zoxo] HriFog Wi Aol Ho|i dth

olo

4) BT AMulA H ZR SH(BER 19 88)

EXEC) AR KT Ay 2B REERE(S7H2] ARER)IHS
@170l et BRI & Rojch

(1) REEEN RITH 2RI H
B 1& WESH7] A BEEA 94 REBER(5712] MRER)E Analysis
of Variance® M IstdM @79 #R HH & ONE-FAY ANOVAE T3 MESIA
Tl ThRY (E 412004 (B 4-16>= REER OAME, OfME OXE
#, Qmme, OXMol o2 RITM 2RIToITH

DO #HEH®
(R 4-12> B BEY KT LK
SOURCE D.F.| Sum of Mean of F F
Squares Squares Ratio Prob
RITHMe 2R | 2 9,3107 4.6554 13. 6475 0. 0000
MARe] ER | 251 85.6194 0. 3411

) Sig F € 0.01



B o r B mn R 95% 2127t
7t 1T 3.6875 0. 5467 3.5590 ~ 3.8160
U 81T 3.4315 0.5702 3.2985 ~ 3.5645
tt @& 17 3.2248 0. 6161 3.1078 ~ 3.3417
A 3.4154 0.6126 3.3397 ~ 3.4910

# Hold RY, 5L AcdiAS WY A FH WEESL 7 817 > U
|17 > T BT ©ME Ueixton, 95x9] Mg oM MulARY A7}
AYE Eo ofF moy ERI gloy, v} @17t} @ITS W ERI 9l
=& ¢ + gt

@ s
<E 4-13> BB BEE ®ITM LK
SOURCE D.F. Sum of Mean of F F
Squares Squares Ratio Prob
RITHIS] 2R 2 5.3989 2.6995 7.7832 0. 0005
WMAMe] #R | 251 85.6194 0.3468

%) Sig F < 0.01
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B 5 r 3B B 95% 412|132t
7} @17 3.7583 0. 4978 3.6414 ~ 3.8753
L & 1T 3. 5507 0. 6673 3.3950 ~ 3.7064
tt & 17 3. 4055 0. 5884 3.2938 ~ 3.5172
A 3.5472 0. 6045 3.4725 ~ 3.6219

gl oM Bd, @ HEEE opAsAR 58S A+ WEY 2 FHU
o] &AL 7} BT > U BT > T @17 &AHE Ueitont, 95%2 A7t
ol Mulx Ko ¥Ert AAE Hul ofF mloy #RI UL & 4+ Adrh

Q@ KE#
<E 4-100 Xl BRE] K7W LK
SOURCE D.F. Sum of Mean of F F
Squares Squares Ratio Prob
HITRAS] 2R | 2 27.7046 13.8523 30. 3836 0. 0000
BAMe ER | 251 | 14,4302 0. 4559
2) sig F < 0.01
B 2 i m 95% 41273t
7t @817 3.6111 0.6136 3.4669 ~ 3.7553
L 1T 3. 2466 0.7711 3.0667 ~ 3.4265
T} @& 17 2.8211 0. 6447 2.6987 ~ 2.9435
A 3.1673 0.7495 3.0747 ~ 3.2599




#l HolM Hd, 5HE HohA4 MEY F3 FHe] £471 7 &5 > Y
817 >t} @17 WFE Jehstou), 95x9] gl 7ziolq MulAKe Nes)
@ITRCl 22 USE B ol RS YA #RV} UL & & Yot

D g
<E 4-15> FHEAEHE ERH KTM LKk
SOURCE D.F.| Sum of Mean of F F
Squares Squares Ratio Prob
BT 2R | 2 12. 3858 6.1929 20. 6285 0. 0000
WA 2R | 251 75. 3527 0. 3002

) Sig F < 0.01

E % L mm R 95% 21273
7t 1T 3,6771 0. 6201 3.5314 ~ 3.8228
U @17 3.5171 0.5748 3.3830 ~ 3.6512
tl & 17 3.1674 0.4739 3.0775 ~ 3.2574

A 3.4124 0. 5889 3.3396 ~ 3.4852

#l EolM Bh, 53 A4 WED A FHUY AV 7 85 >
817 > Tt M7 £MZ2 YEelgton), 95%8] Mgl 3ol Mu]lARY N}
7HRTZ U BT AL duf o} uleltt AU A1, U BT o} &fF
< W2 BRI AL ¢ 4 Atk
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<E 4-16> B EHS |TM K

SOURCE D.F.| Sum of Mean of F F
Squares Squares Ratio Prob
B|ITHe] ZR 2 9.5417 4,7708 11. 8226 0. 0000

BARe] 2R | 251 101.2873 0. 4035

) Sig F € 0.01

E % Lo I 95% 412|737t
7t & 1T 3.0778 0.6710 2.9201 ~ 3.2354
U & 1T 2.2548 0. 6858 2.6948 ~ 3.0148
tt & 1T 2.6128 0.5730 2.5041 ~ 2.7216
A 2.8142 0.6619 2.7324 ~ 2.8960

$ BoH 2H, 58 iS4 WEY Y FHLS 7 BT > U &7 O
t} @R17e] MRS Ueltoy, 95%8] A FelM Mu|AEe MEIF HAEE
B ofF ut R UL & + Atk

3l 28 FYUsiA 29, 24 REER MRFM EE= JAMYH LK &7
oM HBETOIZIT A AFua e Tt @771 M MulARo] F
3, ERMITOZAML ZY ojulx g AFle U @770, 23 &R
Fx ole] 4 & “tt 770l MY W2 A& & 4 rh
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5) ADMETH Fiol 2 &7 Mul2H 2R SH (AR 29 BR)

EZEo] AW @178 Hu|AHS AOHEE Kol oja} 2RI}
o Zojt

B3R 28 MESH] AT BHEEAH ANOVAES F3 MBEdldon oo SEH
B HHE(Multiple Classigication Analysis)E #MR Y(&E1Te Au|AR),
RUBME= thEel <(E 4-1DolM BRo] Aoty BR Quol, @44, @
B, DEFKM et S5t fERY Zolth

(E 4-17> AO¥Etey BR o

+ & D.F. Sum of Mean of F Sig
Squares Squares F
Main Effects 10 5.772 0.572 1.501 0.140
v o] 3 0.710 0.237 0.621 0.602
A | 1 0.843 0.843 2.212 0.138
SR 4 3.471 0.868 2.276 0.062
Hzf 713 2 0.219 0.110 0. 288 0.750
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{ Multiple Classification Analysis >

|

|

Variable + Category ARNX Unadjusted Dev'n Eta?0) Beta?l)
L} o] 20 cf 164 0.02 0.00
30 of 63 0.09 - 0.05

40 tj 12 0.01 - 0.02

50 cj 15 0.19 0.20

| o 130 0.06 - 0.06
o 124 0.06 0.07

2] o 8 A 95 0.10 0.11
2 n 13 0.03 - 0.04

274 70 0.04 0.03

3 AR 51 0.23 -0.22

7] E} 25 0.02 - 0.01

A | 19 o2 57 0. 04 - 0.06
7] 7t |1 d~3d n|gt 91 0.01 - 0.02
34 o)At 106 0.01 0.03

20) 71e} 2418 FR& FAIst2 AR gt FAu|(L Axte] W] 3T

olA Xz 3h= Wl &)
21) 345848 EEAA YHEHE o Bolxle SHHEFY HAAS
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floll A MulAR Bgol KIS F= BRHOE AOHMEHNY &L Aoy
Fel&(Sig F)71 0.05K Tt 212 ERo| ¢lom Iuint 7}y ZHY R Mk
3 #Etel @E o2 eyl

6) RrmBsR)2} 1T AMBIARS] WA WME(RR 32 Bl)

EZo] MM BT Mu]ARS @ITAIAM L] XBX Arlashi=t
M7 al& Zolrl

R 38 MESH/] 21¥ BMEA ANOVAE B3l MEstdon old $ESy
EHaHrE‘Multiple Classigication Analysis)S #BE Y(&KT Mu|AHE),
RUBY= THE] < 4-18>00AM HRo] @ITROAA Ztlele KMo O
BRATREN], QAU A(RKBE)RM, ORI RBRMOZE Hro SHY
Zolth

<E 4-18> HEEEMN EE o4

s 3 R D.F. Sum of Mean of F Sig
Squares Squares F

Main Effects| 12 14,380 1.198 3.439 0.000

g (. Thd sl 4 5. 885 1.471 4,222 0. 003

Au) A BER 4 3.085 0.771 2.213 0. 068

W5 15 ERE R 4 2.348 0.587 1.684 0.154
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glol MuAE BR KBS T+ BEOE RTROY HERME A2
u} §o]4Z(Sig F)7} 0.058TH e ERS KER&GHMRRMoIEE thie] =B
4-19>0] N s RESBERC it 4He stAR. (E 42004 KERARR
Rzl HAKESIs AFHEIBSR Tabled UESTL

<E 4-19> RERBRMN SEHRIT

Variable + Category U4 Unadjusted Dev'n Eta Beta
x 5 5% n|gt 34 -0.39 -0.35
# | | 5E-10%2ugt 71 - 0.05 - 0.07
B M [10E2-15%0]%t 45 - 0.03 - 0.06
158-20&n|qt 42 0.18 0.16

208 o4t 62 0.18 0.20

CE 4-20> RERABBENZ HMRKSBRM 2%

X\ A% | SEnw | 5E-108[102-158 |158-208|20% ol%| ¥ A
5% o]t 28 6 34(13%)
5102 0| gt 47 24 71(28%)
102-158 05} 24 17 3 1 45(18%)
15%-208 0] 2t 16 19 5 2 42(17%)
202 o|4t 13 35 8 5 1 62(24%)
& A | 128(51%)| 101(40%)| 13(5%) 7(3%) | 2(1%) |254(100%)

9l B AHS ANRE, Xl BIBOA sictel:s ®HME vehde A
oA “WoM= KESMREM, “dTold: MRS RARMOE EA3A
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t}.

FITRAM Y EEC] MUIAE U7 3N KEEE SEuutg 7tk EE2
13% oldl wjs) MulAg ©27] #3jd 5&F = 7itiele 2o AYths WES
Slxo|od, 102 EolAN AMBEOlET KERE 7itisid MulAE ¢ EES
41%0dl vis) EEZEo| KRt RARMO Sfis 9IxE UElHoZA ol
@17e] HBREMo] T2 AMuARS EES #Kokel njAx| Eie o el
strt,

U, WERARRMS KRITHIE AYEE o (F 4-21>¢ o)

(E 4-21> RT3 MBI T3

F H  F (MEAN) FZH 2} (STD DEV)

7} RfT 2.958(10%0]4)) 1.419

L} 81T 3.301(1284 %) 1.401

cl @&f7 3.073(11 83 %) 1.379

+ = 7} 28 by &% tf =3
5& ojgt 11(15%) 15% 7( 9%) 9% 16(15%) 15%
H-108n)gH 24(34%) 49% 18(25%) 34% 29(26%) 41%

102-15% 0] g} 10(14%) | 63% 18(25%) | 59% 17(16%) | 57%

15%--20& 0] gt 11(15%) | 78% 6( 8%) | 67% 25(23%) | 80%
205 o)A} 16(22%) | 100% 24(33%) | 100% 22(20%) | 100%

#el FolM AR KERABIEM w2 179 Fi5 NulARS 7 @fF
> T BT > U BT ¢o2 Yeistoul, 71N #Ets 2 @fTe] M—R
ORbE LY o] ofn, X WK KBRS 572 FEo Ay R
O|lER RMEFMIClM 2] MITMISY BRE njAY RO fAACL
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B3I AMus H B BMY iR

2 A3 Azt Mula BB e Yujet 2o E AR YRE A
Al3Hd Theat et

1. @BTHe Myl B %¥ H|

Aula BE H#ESHY] f3iAs Mulart ofd FA3 BRES o|FA 3l
2§ dotok st E ofH ER olo] 27l @7 Mu]ARol A7t e
2§ Helstoiop grh & AFoME Muls K A RAE thstA 74
BER & £33, A=, 14, ¥AY, A |ITRAA Y BES] #EK
Moz thro]l B2 &7 Mula HE HM3tL 3 Al o3t 2t &
79 Mula &2 AP E AABIGc

NE FHAA AP AUEE o]FolA 9l k] 4oL RE 4%
Mul2 Ko MKE mietsia FAElA BHE AEd stdenz, FME AMula
R BREERS ZAZ vy 29 2dS Ao s M7 Mulx £
& §OlEF 3o} & Zojr}

2. M|~ SEEES BMEY SE

BEZES Mul2E& ZH3R 27 Mol 2y w28 {Asin H2 &78 23
olth AMula FREHEAAE ol& FHAA F+ Aol "asich mepy of
of &3t Muls BR7L s Bfol oA 271 M7 Mu|A olujx|of
33 ¥ U 4 U BMENE o]§H & & Hojth

o] MulA MY & FAEU "KHETLE A Muls €27t 2A H
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= BERA(EDAD 2/ Mula REREES KA HAlste] Fch

XA V7t BEo] dshs £ MulAE AMFsa] Bl REA
< AAE 7IAE FF 2 87 A HulA B 2d3] WA FME A A
oltt.

THALE AW BYRo]l Mula B MREX 3 E%Eol Mu2 B Mo
71 U S B oz 2HR UL JH/AE FAsH: Sy
Y dgold U ez wuiEd ol #RAL] VAU Oy oy, F
T B Fo2 Mul2 BE &Y 4 Ytk

3. Ay BR A2 @ik

@] (7Hd3)e] AF Aol wEd EEES MulA B REERE 2 &8
BERIe] MEREL: @179 Mula BE #Melsu U MES 71Xz g
RO letytch

mtetd @ITolM e AAl dRAe A2 Tag A #RA Hula 'Y
TAHAY) ALEE AT KA BWS A ol dEo| KM EXe
CAElA ET B FAE 7Zok & Holth. EZo] thr): e =)
Sz} WY, FopYA E: wirie Ald, AU 53 L YRS BE
o RBRME A F312] oA st HBE EXCIRE EEES MulA K
2o A HAY 4 9l FAMY £ U28S FEE MulA B HMol uluy
BERE 28Y Zoln2 @fTolMde MulaA B mE3} fxlo] Yol ¢ 7o

cth.
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w5 H * ]

Aqul & Eo] THHA RE BESIAOU AujA pge] BE B3, SEE
Hol AT BELE olaly BB Kol ulsl uj$ $UY FEe KiMolch
MulA e BREBRWLE SES EEH osld 9 BAHY EXAPS
Ao 4 ol WRE KBS LU o Huipgold RES EE WE K
HEZ NAY Bulolz} 1S mE BBENC HEMTN WEZH 1 K
Eeto] BEHUTH, Au]2 Ee HEE A& &Eo| R B KEE ©Rd
nuoEe] REAM HEH ¥l KEETES B L HETOIE FEI
=sjet,

olM7A] ALBE ulel o] MFTES LEEMLE & MBH RES NA
= Aua Ko Hio] RREUE A2V BEYA ST VU, @kol vl
AulA Re) EE#S Zo| BRY BAKTEC USUE Hula He H#e
24 BN RRES Aol =Jg AFeT Aok

BRRITS2cN 28 @5 £ AR RTEC AL s Auls
Re) ¥ HES WA EMSDT AAT IRe WAEA LNl & O M
o] AWM HHE UG dgosM, TR HAE U BPH RE
Y FREE7 th4 B4 Hriw ok |

wletd & BIEL @17 EES0) o%A MulA HE MMSI=xE EMsD
AulA Eol AMMOE ofE QAEE o] Foix =& MEstd Ralrh

RA quse] KA Kol BY XM F AA Au2EE AHulzo
har Aulate] HigEel MMAlolel A etz Melstgdrh el ol A
v 2K B8 EUE sl Hula B FNAES Uotis] 8 1EFA
s} Wereinte] FMELS AAsdon, T Mula Ko WETHES 24
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317] #13te] MEFRS MBRBES AAsly, REAXE 33 2 HAES
wEa Holcl,

I BR K BReA= A=, 71 U, tl &fTolME oyl Jix]e BHE o
W oMK KRS AY Yol U AERF Yl Hoton, Ex), A v}
22| MEEe]l Zt |7 BRI} UeXE ¥Aste RBolu, AMmi, AOE
89 Frdol wiel Mula Kol 2RV UeAE AW Xt agmg, 7}
@170l thstel MulA H HHEo oyt EE&S BRI, Mula B #2
2 FOCER W WEHES RAYoEH Mulx B HRe oy 7123 o))
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An Empirical Study on Evaluation of Service Quality :

A Case Study of Bank in Cheju

Ko, Myoung-ja

Department of Business Administration
Graduate School of Business Administration

Che Ju National University

ABSTRACT

I. Introduction

The search for Quality in the consumer’s most important trend in the
1980s as consumers is now demanding higher quality in product than ever
vefore.

Under the recognition of relative lack of Quality Control efforts in the
service quality sector, this study started to understand service quality
concept,

The purpose of this study is understanding how service quality is
perceived and evaluated by the consumers , and in what way we can measure

service quality of unique firms.

1. Service quality concept
Unlike goods quality, which can be measured objectively by such
indicators as durability and the number of defects, service quality is an

abstract and elusive construct because of three features unique to
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service : intangibility, heterogeneity, and inseparability of production
and consumption.

Because of these features the firm may find it difficult to understand
how the consumers perceive their services and evaluate service quality,

Perceived Quality is the consumer’s judgement about an entity’s
excellence or superiority.

It is different in from objective quality, It is a form of attitude,
related but not equivalant to satisfaction, and resures from a comparison
of expectations with perception of performance,

Service Quality, as perceived by consumers, stems from a comparison of
what they feel service firms should offer with their perceptions of the
performance of firms providing the service.

Perceived service Quality is, therefore, viewd as the degree and
direction of discrepancy between the consumer’s perceptions and

expections,

II1. Evaluating process And measuring of service quality
(Service Quality Model)

It is useful a model of service quiality which describes how the
quality of services is evaluated by consumers. When we know this and the
components of service quality, we will be able to develope service
orinted concetps and models more successfully.

Parasuraman, Zeitham!, and Berry developed a service quality model
indicating that consumers, quality perceptions are influenced by a series

of four distinct gaps.



These gaps on the service provider’s side, which impede delivery of
services that consumers perceive to be of high quality, are :

1) Gap I : Difference between the consumer’s expectations and management
perceptions of the consumer’'s expectations,

2) Gap II : Difference between management perceptions of the consumer's
expectations and service quality specifications.

3) Gap I : Difference between service quality specifications and the
service actually delivered.

4) Gap IV : Difference between service delivered and what is communicated
to the consumers about service.

Perceived service quality is defined in the model as the difference
between the consumer’s expections and perceﬁtions (Gap 5), which in turn
depends on the size and direction of four gaps associated during the
delivery of service quality on the marketer’s side.

Service quality is an abstract and elusive construct because of
features unique to services, But the measuring of service quality is very
important in service quality study and if it cannot be measured, a study
of service quality is of no use,

In the absence of objective measures an appropriate approach for
assessing the quality of a firm's service is to measure the consumer’s
perceptions of quality,

Parasuraman, Zeithaml, and Berry developed a multiple-item scale called
SERVQUAL to measure service qualsity ans perceived by consumers,

This study displays the "service Quality Determenants” difined by the
authors Parasuraman, Zeithaml, and Berry in an article titled, ” A

Conceptual Model of Service Quality and It’'s Implications for Future
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Research, ”

The empirical data were obtained through questionnaires and were
analyzed by means of Multiple Regression Analysis, one-way ANOVA, two-way
ANOVA(analysis of variance).

In this study, the developement of a multiple-item scale for measuring
service quality and the scale’s properties and potential applications in
Cheju City Bank was described.

The results of this study are as follows ;

1. Service quality determinants and a survey aimed at the measurement of
service quality were found to be usful as devices of service quality
measurement of bankings.

2. The degree of importance of service quality determinants was

significantly different according to the five determinants.

v. Conclusion

This study willn be useful jin the fact that it provides the basic
viewpoint for recognizing and controling'thé marketing reality of service
quality,

However, the validity of the model should be examined by continuing
empirical researches on service quality, in order to build a new service

quality model,
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