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The Effect of Service Authenticity and Service Quality on the Customer
Satisfaction and Customer Loyalty in Financial Investment Company
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Abstract

This study aims to examine effects of service authenticity and service quality on the customer
satisfaction and customer loyalty in mediation of customer trust in financial investment company.
This research model was validated by the statistical tool of SPSS18.0 and AMOS18.0 using
survey data collected from the experienced of financial investment company. The results of this
study are summarized as follows. First, service process authenticity has a significant effect with
customer satisfaction and customer oriented authenticity has a significant effect with customer
satisfaction in mediation of customer trust. Second, service quality(tangibility, reliability,
assurance, empathy, except responsiveness) has a positive effect(empathy is the highest of all)
with customer satisfaction and the importance of service authenticity and service quality can be
confirmed from customer satisfaction and customer loyalty. Third, customer satisfaction and
customer loyalty as well as trust and satisfaction have significant effects between them, but
there have no significance between trust and loyalty. Finally, this study suggests directions of
marketing strategy through build up trust in a strong relationship with the existing loyal
customer in financial investment company.

m keyword : | Financial Investments Company | Service Authenticity | Service Quality | Customer Trust | Customer
Satisfaction | Customer Lovyalty |

MRl : 2016 01 122 AMAttz el 20160 02 02Y
YR 20164 028 01 WAMAMA} : ghed= e-mail : hspark@svu.ac.kr



743

=ofl glx|

|At2] MHIATIEY, MH]

]

Ex=ai

CME

T MW RT W T T T T B WP T T P T B TN R
B R T K g @B A TR G R T T oo oMo U S
Crg g XBopP BT T S el ® doifr_w_y.?
B om0 B L — T . ; = - - A s
s EE TR R EE Y R B o TR
f ~ Ao T a va o} _~
ﬂEi%@wo_@WUoAmﬁmamm{%zmimoﬂ i%mﬁﬁﬂ_ﬂ
T X ERRY OT T xR ol g = q S
MHﬁWﬂiEM%WEW%WWW%W%G %m«%é%7
T - N T B - . R I R
e El e BN B S ER ) BT E T
o X = I Minw_aﬂﬁ,mﬁﬂ._}mvmﬂo]._o SIS
dl;oai ﬂ..ﬂEﬂ%OtMMdlﬂo]ﬂﬁ_MXon,;_z.a 2]@0]@@
R T S R I RO SRR A o LT oo DTS
S LR e T A N U © R Bl e mssls
TR ZXAZTERMTEEE 2 ® Sy Hm#%%@g
Woom o BT S o o= " ° K o= B - ol o <= 2
2¥ R w T PE T L® o gy 0 = o 5 N
< ™ ooy %0 m TRy X o ol = = %)) T &
~ B X W o W 3 Ho O = Hlo W oo =
T T B 2 b ®EME W Doy W = o PR L E R
B X IE st gdmwr s 8= O T
Lﬂ.ﬂﬂeeTﬂo]%LMWEﬁuﬂquuﬂrLﬂArmM,._wn_rm M o_"omﬂﬂmMﬂmﬂmm
TU PR X R WEN T A g oo T g S [fpeeT LT oK
T oo A M TR T TR R N E OB Y T Dl . R of WO W o
TEhE PRLPTFRTETTITATRHREIT R = < B BB No X
TR/ R T TR UM ELINT N WET IR TR BT N R R T T
BES s ~ BNy B L RWEFE N o T g RSB
R T N ol B RN T il B 0 R ol R LR
T T e dr Pl b v e e PPy magd Ax Y dw
P Hog T TN Es @ g T T s B DTy
ooy TR Rw gy B TN CE RN g T Wl ®® SR W T g
Mm%ﬂi{ﬂﬁfﬂﬂfr%ﬂﬂxﬂ%ﬂ%uWzmmiwmﬁﬂ%%9
7¢%%@H%a&@%U%wﬁw@ﬂ%ﬂﬂ%wwHiLWﬁNﬂnw,ﬂm
Ny R T R ~ oy T X TN ® R O = W file o o M N B9
ﬂﬁﬂ%w_o&rmﬂﬁwwyﬁmewﬂrﬂ%zomawzﬁoMﬂ%wW%%MéEM%
%4éﬂm%ﬁ&udﬂ%Tzﬁoﬂawegﬂﬁ%gﬂiwu@ﬂ%ﬁM%%
Py T EENTLIREZN PR &g TR _ R o <D
KRSl chaglgeTIcadger Dt do sXora ™%
Nﬁao»iﬂﬁctwﬂﬁiaﬁ.&o#Mmﬂoiﬂﬂ%E@Mmﬂlﬂ%wﬁaﬂimﬂmﬂﬂ%
oy Hmme™ T Z gy 2N o = g o TEhzET LW
ov%ﬂﬂm%%mﬂﬂ@ﬂxE1@H%MHM%QWQW%m,umww.m%d
myp T srr el P r g My T e o p T2y gwd
mﬂm@rogowgo%iﬁoo»ﬂﬁﬂﬁﬁﬂ7ﬂ.ﬂmﬂﬂﬂaQEWimﬂEﬁmﬂnomuﬂwﬂ
e I IR ol B B S O T SR A S - B B
mo_di@nyﬁﬁmwﬁlzri.mmd.x@ﬂz1@%9x@ﬁx%ﬂ@%7m%$
do o W M o ¢ N9 oo R o T T OR TR oM dool m R OE N W R B op
BT E S OMT R RN R MU R TE RN W TR

=

=

A FHISA)

1
1

] 20163

S

Z
T

1

E
=
7]

37 AH7E AlEHE T

i

ke
el

7}

=

t], 1997

SERER]

9

p

IR
17

s

“‘]—_—11

o] 712 3671l A oF 1.857}A]

5

193 44

2

9/]

-
.

2

L
.
&

R

1 O

APZE el s

217] o] %9

=

3

=

o
1

3}
baebh 4

9
<]

9



16 No. 3

|=gx| '
X 16 Vol

By
Q
].Lot
VNOMEomIEu
Xhi _L_Jloﬂeﬁl
\h..wa\w]&uwﬁAmﬂroLuﬂdjl
@mgwmmazggxﬂﬂ}
.wmﬂo ﬂ‘_w_mﬂﬂmﬂ_fzﬁu%ﬂxﬂlﬂ
eqm;o&m 7ﬂﬁﬂoEo‘ull]iio}o«LMﬂ
8 B ._oc],_oima ﬂoimw ﬂ%m_. T T
m(Mc71}i a.éog_ﬁ A#E#Eﬂmﬁhﬂ
%fah&uuxEtﬁy%glimi?@zaAo
wﬂoﬁ7%a§@,&ggﬁjwo11 %o g 4T
%JPQ —~ T Lr]ax ﬁxzﬂmozToiﬂojl?]xJ
.1“0ﬂﬁ7ﬂ_rﬂb ﬂAoHL.L oﬁjlﬂ_.%o u_.]LA}E Al
maurm_u ﬂlhi%ﬂﬁmﬂ}szzyz é%ogo TR
5 G = 0 o T ISR T T T =y H o= o} o oH i "E | 750
/\‘51r lio& o) o —~ ]PAo iy Xﬁ)MﬂH Ho]]ﬂl]
o%o]_m_ﬁ@gﬂﬂwﬁﬁkﬂowﬂm%iﬁvuﬁ%%ﬂﬂ_:.ﬁlmom7ﬂ|%ﬂoxﬁWAMﬁ -
47smio:mfxﬂbw_ﬁpwmw%Aux@@quzsiamm -
Em]ﬂr%ﬂm&ﬁ%%@@iﬁ ﬁ%“dljuw%a Ho_,%ézouoyl = ATQME
ﬂﬂqémﬁﬂ SR u%ﬂﬂlrm,.w xﬂtgeégﬂgé = 1@”@3
= 2 R o Al — <) O =) L ST il S
aﬂy@ﬂ%mﬂ%%ﬂ@m 1§Mom§§iﬂem€ﬁvﬁ%ﬂ4mﬂr Lﬂmmm
ﬁaﬂmbiwroﬂﬁjﬂoﬁﬁumm.ﬁ@mmou%mcmﬁ%mﬂotttﬁﬁae - 2 £ o
mﬂum,@%@ﬂ@.a,%uﬂoa g ﬂ%mu%.mﬁoﬂoﬁxmw@oa} = =
1):ﬂ4o % A XLJAqoﬁ.Zmﬂ} ro— T g = T R oﬂe]Gﬂ
HLALW@EZU ,»q n 71&“0(&.%.1_# 75]%¢1&%] og_]]i 1 C
&Ko .‘UIAZLﬂﬂNUmIEMﬂLE7DA11| 0 ]l,.mfrv_‘ljlo‘ﬂﬂq;o.x.,‘l_l lo — 2
o N oo o N ny ) o =2 o J.ollr
oC5 7o) ];oL.L|L|1r,|z = o)) = % o .Juj.,A] 052
aDWHgExLﬁTéx7€m wl%%)uﬁﬂﬂoo %ﬂxxoﬂour? Aﬂo[ur
Aﬂoﬂ. ﬂozozoéynaoosa B&d.]q iszgﬁﬁ@ ﬂ.aod.x
nmou._wr&ﬂ._ﬂc,ﬁﬂ_.ﬂdr&MuTMﬂ%]anmme@e‘_o]ﬂ‘_nEdu zto@ﬂ]o
i o = o(o, ]7 r T o) ~— = T
e T gﬁwwzwmﬂoﬁ&@mﬂ%w%wwwmﬂgw& A
Aanmaﬂi 7ﬂlor%ﬂu£_§wuc xﬁwyﬁm,.i%ﬁawwat mﬂﬂo,gm
%H%%%%@NL AQEAﬂuoo%%Hﬂz Mﬁ@yﬁ? @Ha«aﬁﬁ
N <0 PXEYR oﬁJﬂm%éﬂiQMQAﬁlﬂi |ﬂl§4
%W@Hovogzs%};} SEE qmﬁmo% KIl X -
ﬁ < o B WJA < = R [o%ioﬁxodr]i%hg nocovﬁu@
Lﬂ . \mw‘_ JD ey Owe [SE ] Lf ™ X NO ﬂa " " 0 ~ %o o I”_ =l =r Z.o =
AoﬂrJﬂEoPsu ]]H]Allx _,oL];oMJ.o ﬂrw_.omm <] N el
uoHmeEL.ﬁMM:o}zAOE aﬁn_f%u% AT E
Mﬂ]mﬁuﬁoVTﬂLm7mxﬂETMa_’ mﬂouﬁ Zoq_OIJrIuZL,NL w%#_.&ﬂ@bb
\ﬂAodrozo7ﬁo ﬂovéi wﬂsz_ﬂl X o N X = Laé
%ﬂ%@yi oo NI < Q.EUr ) 12um
EATﬂwmio#djumzﬂAnjlﬂﬁs‘_dl. ﬂﬁhﬂh@ﬂrmwﬂ@aﬂ__voi oo.Am_wHﬂluAl
5 .Wu\ux,mﬂlneﬂ_letlh‘l_llflﬂmﬂ‘l ]‘OI‘WE‘UTZO.QT _IOAJ,.%HU‘:W T o
oy EA 7:A7Hq‘|r el ]ﬂ.ﬂl\./ll]Ll = X0 w ‘:L
W s zomwg?ﬁr.ﬂr?o}@réegfﬂ _aw_xo71| Hﬂu%L S
el 2 O i7ﬁomﬂi ﬁ.aéi?%%l 1§%J7ﬂ)
e u:wﬁﬁgao»gol.ﬁvl ﬁ_t .U]]g @qworz&a}urm > =
o:\l%ﬂ 2oy o TG dEE . ﬁ%qwmwmﬁﬂbgoxwzfmmc$ﬂ
zu&uxngﬂﬁﬁ}iillﬁiﬁﬁ ﬂomAﬂ&LuMoﬁtjlmc uminma@%mumomﬂ
@ﬂﬂﬁﬂd% ,oﬁm,riiaﬁ%_a Pu&@ﬂvou%xamns}u@ml(uuu
@ﬂﬂm%&oﬁ%ﬁwomﬂl@ 7m;%1Mzﬂﬁiv_ammgmwmga
i o T = ¥ = T © ﬁlxqu.ml, =
ojw B 2o %o _L.b ],.1,M T Wﬂ:.; ZoZ_/_Jjue -
wwﬁﬁwﬁmﬂrge%mw,wﬁwﬂoﬁﬂ %WNOL%WMHPIWDOﬂamﬁm.ﬂﬂ]ﬂrmwwo"ﬁmﬂw
Qond«ﬂMﬂWVth7d|?§ﬂa ﬂ}ﬂooTﬂVLﬂﬁmﬂﬂlzéﬂmﬂﬁrﬂWVH
oo _oL;_ = X LﬂﬂE@a 7ﬂﬂo H:i 7uqom.wJ1 W [ZXL
afx?p)é 41@%@.5% MOAUrszHhhﬂzl_zhm.eﬂﬂar%,
B E#mﬂedﬁélmﬂﬁ% 4ﬂ}mﬂﬁoaloz%m.aol,xéﬂqkﬂ i
?Evm o .0 e 1016 J|_€mﬂ < B X o o B = A o
ome.%ovo JIAT1o€ﬂH__o |L,A .£104AL o:%;oh_m,muﬂu] ﬂLJmoﬂ,_;o
ﬁjuuﬂmmeéﬁp 5 ﬂm,%%u:g@xﬁmo%wnﬂogqg Evg
,%?4%@@& AM%Hﬂ;ﬂﬁ@MmEa:Lﬁ@oﬂowﬂo
oﬂLﬂLM E=1 iJHﬂﬁE_Eiﬁm}m EELAW@@E@E
TR .AEon_wwuii,muiﬁruxMDm&&mﬂkafmoﬁﬁo
! - .o_l.__] =
21&51&50omeﬁnoWruﬁnﬂvrtﬁﬂwavi
mMumonM I,Ammo ™ oJ[mE‘X]rATnnxL
Ao,NuLOEOA‘NLluEmﬂLom!]P/_Iﬁuoﬂro]h
‘e ﬂorb_go&%ﬁwmam _Eomj_;o
i%hzu ﬁu.xxoék,; !
ngwgwwa%%%g
B o E=o o
;oﬁ_:‘_ u:A XOMW.W
ﬂot%ﬂﬂul
o X
SRR

o}

[e)

(Self_
awarene:
SS) X]—o}_
’ 3,‘% %

012

© 2 zo}ol

]

T
“

[e)

ul 74 A



SEFIEIAS] MU[ATIZY, MulAZHO| 1

AotEn nHEMeo 0jxls "E 745

o2 Aojatal IAEA AL 7oz HokTH22]
Fogli(2006)= AH|~%dS SHst Au)xel A7y
ARl Ao 22 B E Aoslal Ao Au]Ad
S 3l E 94, 979l digk e HEkAl
do 2 A ri23]. wek A aEAe e Al
NS P, MUl T B o]9o]
Bl Edl= ek ATH24].
Zeithaml and Berry(1983)+= AH]A~F2 S ‘54 44|
[e)

2so] 95400 HF 3] AN Pt &
2~
4

)

Mo W oo &

v_.'é‘]_v]__

sfobala, Aulzs EQe] 7k Al 2o
Fleist ARz A @ %94_74 Aolel

Hl
Moo
t
ol
Eé
o

A3 MuA(PS)e] Wt 7|2 AH|aEES A
atat, o] 71 g AH| A7} AR An| ek dA|st
il el B R R R B R s L B e e
Hl 2ol wAA] Frahi =8 BV T Aol Hi= Alo]

RBAZ 4 vk A& A A sHaA
Al o] A AR Aol Kk H]

ZeAqn] 229 4819 F R &t AjtE ofof ol
BFATH26]. Cronin and Taylor(1992)+= SERVQUAL
Bk Q3540 $4S 7= SEVPERF 295
oA 7194 79] k& AH|~FA 2 B OITH27].
%3+ Bahia and Nantel(2000)& Ayth-&8S iako
2 BSQ("“E/HHV\*” ) BEE &8, AgE Aus
FAS A F 7AYo R 584, g,
44, T34, 7HEYE), Asds AX
SERVQUAL Xt} tf Algs 4= 9}E‘ri >3
Gilmore(2003)+= SERVQUALS 117
Zpzpe] gt 71hatol & o] gsto] W73

J

i)
o .
o
6=
X

8
£
[\
o2

E
=
[
o
o m

~
o
o
rie
2o

7} B35, 4-57H4] a1 28k AH|~FH o thgA
€ BF 788 # gl 929l Jain and
Gupta(2004)% FElol M+ SERVPERFS & U
£ o Fpo R Aty E ri30]. Karatepe
et. al(2005) 23] MuaEA SAHA T e
Tl A Mul=EA e 4714 Ao A AAEAE,
23, A4, M| =37 T& A FEH31L &
Aol A e MujagELdE a3 7|dBAE S
Al Fadk 291074 SERVQUAL 3¢ S
g5 1A 7GBAE SR HE 71 9

ot

(o3
i ol r2

e
P

gt

=
S
=

N

E
%
rlr
X
%
£
o%
=2
=
ot
2
4
ox
K%
g
dlo
2,

‘?Hfﬂ o ]‘:} NEE= 9_%& 713l AR
El(Curran et al.199Q)2A] #AIE 433}
FHOR QTEE AAOR[R] 1S
S 7ML e TEYY biste] o &3t
13HeH33]. AlElE AddEY Ta%
Aol Au|2=ATAE AT v 142
Aol et wha S L7t S7bskAl |34l ARl
AzArete] FANA 22 7F A7|A HH S Ay
2AFAE FolsA Ha 24E gs EHAI77] 4
A 2 #AE o A& HE Aotk & 719 1L
Aol gk A= E FF317] A nATHe G714 B

23
30 4
o

rlr
2o g 2 0
lo > e

AN K

o

so 1If

B
rlr
£y

o
H Hr
e
o
fu

X
=
>
lo



]

[

L

=
S

o] FA AL WA Y6
8 A 7H41], Mengi(2009)& ®Hg-

0] @Aoltt. Zaim and Cheng(2010)

A ol 5719

Kumar et.al.(2010

Jamal and Naser(2003)

H427h opueban H.gheH46).

TN AT LS Tolu TAFATE GR|A A &

1t

bt

S

|

16 No. 3
Aol
o o

L

L

3

=0] Aol
k2

A &

| A e g
%

of o W=skA H

S
Eats]

°

x| '16 Vol,
°]

7

EREECEERER

| o |
w
al

°

kel z3) FollA 11 ofnlE 4

7]th ek

Eal

kil
1

9
i

AH]
3

T

s wea Ge

L

S

].

S

& 9]
o]} 3}

=
=

o] AlE

g ide] i eswA 7 T3 A9E5Y

oft}. wheby Aulzabels) o] Ao A

o AH| g o, v, 7, A

oJuf Au| 2 o
HAH oz 717

AT

o]
=

o]

B

o] Auj2Adztel] thEt X2} 7|t & v

st e g oz vt

k21

29

(loyalty) =

0

juzel

Ao

S

Fh
™

2l

B

o] A7) EeH38].

)
=

=

A=

st

&

]

Aol A

o]

=

1

o
gl

AFeFa1[49], Ndubisi(2005),
v gR Tk 5~6u17F 28

g Azl

(needs)7t A& W) @2 1 A= Aleat

[

L

L

1=}
s

Fa
o] 7}

3]
=

tH47]. Oliver(1999)

}
o

ke
el

9

)

L

o]
3}

o

o)

A R EE welFu 1 AR A 2
A7 A
28 §4

7|t

AI>71d

L

gl Oliver(1980)°1

L

t}= Aolt}. Giese and

k<, 4k

] (disconfirmation)

Al

L
L

[39]. ZlthEAAolze A7 sl Aialole] Aol

(discrepancies) 2 X7} A7)

Cote(2000)l I3t
ol2kar FrH40].
49, e e

AFE BPAA T

O
e

A

3

Z.o

B

el

o

L

=]

7] o

S

afjoF

at, TvAIg el el

kS
[

B

3

Akl iR

2AE

ol A Afn|

13



ZEEXIS|ALS] MHIAZIHA

, MH|AZHO| 17

MRED DS E=0f okl B 747

uAe] nkE3 B, Ad 9 vkEhs et 4
& AU zAlFA A BRE AFE ok F ke 9
S Euolug} w0 AEE dEshy] witel |
Fu 523 Aol Levesque and Mcdougall(1996)2
FEFAZA A TAEE SUHAFALZR TAHA
Al zu]go] A7Em, uAe] 845 FEAFIoR
A AR R g A S DS F UL AdE TS

aapgh] 3 5 9l 71815 7HA Al "okar skeleH45).

_l

IS

gl @ 9lo]t}, Garland and Gendall(2004)
oA FEFASNAE o5k L 7
FABAeE ARt 1 38T AR A
S(defection) 754 & A< vt Mg oH53].

oM Adste ZAE FEE 8 AN GE

Hu 71 FHAAE AHH R fA] f1g v

Blrgko 2 Ax) upitelzkar Q5.
Il Sk
1. 972

A, AT PZBE S 571 A
MR R, A4, A4, B, e Aol 1

= | 4o

R
¢ 8 4
z 2z 4
a3 3.1 a8k ‘IN*“’"E} MH|AZI®MO| TZAt=nt 1

% =ofl olxls S

2. 7ol A
2.1 MH|AZXI™EAMDL nziot=E
Au| 22 A AR ] w7l HulAABe AA
ksl 4= glow Au|Axpdste] Al Q ATt FTH4].
] 2~AFAFe] 7 P5o] old XS Fe 3
3@' Aolt), upgha Hgde] AP An|=d
qlﬂﬂ n7le] Hrhrt gad St

EREBEEERPE R

o
0
o
g

u
o
2
ro
o
o2l
=5
r_‘OJ(-l’
=2,
>
=
fuj
i
rir
o
At
=

oﬂéﬁ:oﬁ&iomom_t
)
N
é‘
& o
i
%
rl

B =
=~

Htell ickar 6}‘213}[55]. ARl
SO Z WRlol(2013)= A, W,
AAFEA 7199 2
ﬂa@+4m?w1£
SFATHO6]. &5=(2014)2 4F
2 b 2R
o] IAA , Au| 23k o] 7 X—]}H

OH J_7HE}Z:Q 1:1—3

o N
1k
4>u

>
T
oot
I

LR

2 ol
Lo
1o,

==
e
09:4"

lo,

2

o

o?L offl
L go

o e
oo ¢
o

=)

g_
:I:‘:
>,
oX of

At}

=
X
2

M
Y

O
)
Y

=

>
X
8o e J: R
111
)
Hy o
so o If
Yoo
KR

S
S|

i~
Ry
)

A&

[18]. Ashforth and Humphrey(1993)& *
oA AU~ he] AAA]L uMutEe &
| 7FsAd o] Erhar 3k tHET. DePaulo(1992)% A
V8 ANZAZAZ Qe 1398 A
Ashzupel el 2e) A=
o] mAEtEe|| Jks =
. Rafaeli and Sutton(1987)& Au]2=4
A= AR 7S AL AA Al

o1 d mloaL AT

ofr
-
38
=

to mx

o
05

9;

=
i

R
[>
o
o K

T

ol
m]o
32
o 4
=
o

™o H5oo)d
™
11
o F
N
ol
X0,

o ot

3l

o2 G
&
X
=2,

A
o

=]
=)
O
o,
v
k)
o
2
)

A1 DANEE QAN v

kit FeHB9]. Grandey(2008):= 1787
AR A=A A S
Lo Aul= A A
? kL B0 S-441(2003
A7E A= 7 AL
& o 17%45%01 oo ol& %ﬁH

7W Al

ES)

2 ko
of
ol

o 30

oo

o r(r

o
ox 0 X
ofw mo 1> A oo ofy ME

[e)

=

D)
OHH
ol
=

o]
=

LY

=2
R

>
E
é
ot

off m@ Mo X O
e}
oXx,
2 mi’L‘ >0 h
9

2
ELI
o

A

anﬂm
o
>~
_“ﬂ
L
]I‘._u
X,
ri.ﬂ
R
. =
Z >
T =

é
py
N,
oxl
X,
o
N
)
N
&
ol
ol
r
ol
ol
¥
1o,



& AJH]
Zol2
Parasuraman

FeHe7]1.

2

2 A7ue] 719 v
_T__

9
11;]._7_

s
[e)

o~
-

Tufel et
74 &

16 No. 3

x| '16 Vol,

314 tH63]. Joshep Cronin.

S

1=

gl

Aol A A B )
") %

L

L

Gwinner(2000)
(Authentic connection)

Afole]

ﬂmﬂﬂ%ﬂ_@m%ﬂ%%mﬁﬂﬂfrww5@%@5_ﬂmﬂﬂ%wmﬁmm@
¥ TR - E T X o o HE oo T 7 T %o 0 % ol o MO -
IRl e daers o X248 &% g2 CIIC SN - B A TR
= B An W TN T - N A N H o L N TR H X
FRUTNgogirEE R TR ibep g e
K = o r o ! -y O T = 5 0 = 0 ]
S R R el T T R Sl RN
oMo oy T ol TN g MERTSAHT NS e~ D
FgormidlgwarzidrxdigaedTers xog PN EF
BT T wE R T E gt P PR E TR
S T ot _JAIOJI Njo AR 1._A| = o0 =
G S AT e TEm KT TR Ry LT 2w
I B IE R = N SCI v - I GO - R R~ ST I g
~ O o N o5 LR e > — N < L= o N X
Hmhmmmoﬁzoﬂizof%z#%ﬂﬁﬁmxu.ﬂmto e =d8xhx o
ﬂﬂwrﬂﬂu.E%H%%@Hﬂy&i1%&%%@ o B F T oa % -
B Xz s 2 m N ol Mg B B B
X 7 T R do o LW T E gy °
o 8N < o 0N Mz T bx s 2 M SR
G S HER s B BT T Eme® oy
o 8 - - = gl A ™ — X Wp — o
_i OE = MV ..# - ‘th %u_; = iﬁ ~ ‘Ul X 0 o0 T = ‘:0 .Q ~ X = iru o <X T
%%W%_MW%%Mﬁwmmmurmm?v[rﬂ%?%frﬂﬂé%mwuuﬁ&m%w
prg = H Ooll7;ﬂmﬂ__o._o‘0|0 ]J-U,umo‘l_lﬂ — o — 2 X " Tm 7 ¥
IR NN o A N N R B TRl g
SR A il I S O N (R N RSl T B e ol
= WAm,momﬁﬁo@%%oweXMDTO#HMQ_Mdﬂmuwoﬁm&m%zﬂﬁww
2T BT T H@W AT T op 7 FPRT AP HFTSAERT ER P T T
%%ﬂm1@H%%@Wﬂyﬁ%%ﬂ:ﬁﬂ@ o Y T 700
T o =0 ST Bl - = =5 ® T T I
PRy Sl o a A Rdd TR T
uewﬁm% N s B~ ﬂoiM{&WFoE K K o
TR EXITNART LA Tl TagPT g = = I
AXHEPT NP ROE _EET BN 7 g o ®
W B T oo E R R~ T T BoR g w  ow om =
%E%&%%ﬁ&ﬂiwﬂ%.ﬂn%ﬂﬂﬂﬂﬂg o= = W
FeEoeliteEaTsETdagzal ¢ BB L
= [aye) —_ —_—_ =S
» g ERE JUTE SRR S O LR, NP TRY B
AOE]MMMJ,.EI]ULQAﬁeg_mmoxmﬂiﬂﬁﬂﬂﬁP‘_oodl =) % % =
up To o f = T o= 2o T - S0 ™ o Kir
S TR T B R R N TP T e 4
pREgrEgl Dol ® THlxe e W ®o X . R
T oy e R R IR T G I,
M "o o = o g X" H M B T K A oy T oy KO
~ Yo o E Do KA H o i 0 = Ny N 2 o
] b Wl =) — 0 pe = o HOXT s o X
—~ o o 2 E] S of K o o ) o ,mulrﬂo_z o= X ,mm_,_m N I
2o W g on o o8 S e o 2 W E TR Ay X £ 00 Kl
T = 2 = Iy — NN 2D o BN X I T Hi
T . i I M N A (T - <
)&mﬂ_@m@ofﬁwﬁﬁﬂqﬂLEoﬂLﬂlﬁoﬂlﬂXWrﬂW_IA,mﬂ_moﬂlﬁoﬂldoﬂo#e o
SPFEBRT T g B Erxyg g3 dNERTR 0 0 X
SXP AT g eFPXEErsgp 1 EHEo .~ T 0 F N
s AT gFw I gogrerogor Yyl E 2 0T Z ~
dT HT T ®REVT Eam @ 8w A ww

F FES vA Fojn.

«

k<]

H2 4543 Au 24 nawzd 3
(9)9] ]

A1

[

Parasuraman et.al.(1988)¢} Nguyen Hue Minh

et.al.(2015)



ZEEXIS|ALS] MHIAZIHA

, MH|AZHO0| nMBtZa DA HE0| /Xl &

B2l H94e nARSd (9] 932 12 3
ot}

M2 AZAE nAREe] (0] Fe 1)z A
oI}

H2-3 4 nAwnEe 4] 92 vA A
J

H2-4 398e nARSd (e 92 )4 3
oI}

M5 WA e nAREe] 4(ne) B 1)z A
o}

2.3 nAMz|of oirhEat

Anderson and Narus.(191)& AlF & thE 7]%]9]
I 7199 Ao FAAS JgS F= Y=o 3
®oolel 1 7Ijdel FAA ARE FE oSy
< 5 55 A &= =
[74]. A== AP T2
H| AA| ZALE A FE o) ahe
o v FAHET) -

d Cadogan(2000)->- Zﬂ
Fols A=A TRl A "]QQP “PEO] Al vHEt
Y % 910H[35] Spake and Bishop(2009)& AH] 2~
FAL 7] XA 7%’41 S7M71aL 2 A3 1
AAE, AR JEe FA Arkar sTHTE]L
Gremler et.al.(2000)2] 04?01 oatd AMul~Fg A

<

A i%%*%ﬂr«]
774 € ﬂﬁ@ga o] AA 7H AR5 ATs
91 = 2] 71 hArERS wel el <

A AT 2
P PR

Fahan gk

DA = MU 2 AG T 24 WEZ ) o

7H0=1'8‘]-.Q. 3} 740]\:]_

Ee 2

H3-1: Aulzigle] 443 S Allo A 11
A7 AR @ Rolth

H3-2: Avlzsigel 0443 sS4 1L
AN} A RE & Aolth

HA-1: £33 AEEAto]ol| A 221 2] 7} w7}
9&& & Aot

HA-2: A2)d st mARkEAtolol A a1 71 v 7)
9L & Zoln

HA-3: 2p4ld st mARbAbololl A A&7} v 7)
AT & Aot

HA-4: 531733 aARksaolol| A A7} v 7)
q9&& & Aoint

HA-5: WHg-2d st A RkEAbololl A 217 vl 7)
9L & Zoln

2.4 THAIE, DHPIE, DABENE
3L

Zeithaml et.al(2008)> AR ~F4, 1AM g 149
% AINSAHAEE st E(frame)&ollA 42 dAE
e = g4 Rd= sggde) o] 2l ot
AH)| A~ZEA L ]g]k] H]—_Q_/H Ofﬁ/\g, %"Z:Mcj, alA]
o] ZA3}E(outcome)ol 2t AP HCHT6]. = AN

AMU|2=FAS Sl AL E vt o R o]zt
o]t}. Morgan and Hunt.(1994)+= A1), 7H 4

oM f o lo
S

o] Fae AFolA LA} Au] AT A,
M3} AF 7re] BANA AuA7L AEE TFHE 2
ek 227 FAEE 1A SRR SRk
7} o] FolXithaL St H77]. AL E 9 A F AT
Ao ik McKnight and Chervany(2002)& 41
7t %%?% 2] AAFA = %qu 2o e}



750 gH=Zexs5|=2X| '16 Vol. 16 No. 3

23o] Zulekm[45], Garland et. al.(2004)2 W3t $4) 3.1 MHIARIHN
AL ofe] FEVIE el @ 1 587 %»}(2014, o] F]EHA012), Greenbaum(2000)% 2]
#3}t AFsHA Hlv AgE #-S(defection)”}s4d 0] A 72 mre A AR A A Zapel Au) 2
o gtk AFATHHML E£F Santouridis and z}g_o] A2 H el A Apale] sl owo] olx]s}
Trivellas (20100 AR, AASHE, AMZEL =AE ZA4ahe AulzAgle] 1445 Aol
o FARLE B3 wANEA WAFYRE AFL 4 A2 Bo| FALE Aulangel AN T
HaHAl @3S 71Hokar A AeH79]. wheba 7k 5, Ao PARFUAS o3k Au| 27 EAet A7)
6, 7 the¥} 2ol AA Ik A5 TOUZ s TAK S AAHNEoR A
H5: 2ANFE TARE) A F9% 9F  ojan.
< "3 Aot
H6: 1A e 2AFEEA A(+H)9 F% 9 3.2 MHIAZE
= WA el PZB9SY)E A7k A 2EAS SA9F =

H7: nAR5e a43qwd) A feld T2 SERVQUAL R3S A¢tslsdthSERVQUAL

o= il
F& WA ot 2L MuAEAE 57N A, A E A B AL A
WA, B o2 8 Akl
A
3. Haol XK Ho|
3.3 Az
. _ o1
H 3-1. #Hao| =XH Ho| Kassimet.al(2008)9] 755 EH= T8 FA3]A
=23 o o] 2 ele] HAgalel A ofrold Bl 7] Al
Es R T A A EZ ulgto 7 nAT A9 AFS7ke] wloa)
T "/—\‘EU"I JQE H}'o»—-i —]—‘l‘]’]— S FeAA En
FEEXSIAT BRHT Qs AL, |, )
Sas | ast 2 HEeD| NHo| 2 o 82 38Y| 5 Az Aol
EMgNO| TIZMEST 22 S £y,
HHEI AlZto] :.Tx1a|,zr¢%_r NZHol MHIA
NEIN |2 HZ B MEARBRIZN DH0H US| 5 3.4 DHOE
S = =3 .
= T— o=
ﬂ a0 HESIT OloHIRH Au|A7|e| Oliver(1980)52] 475 EUE At 8574
- );«“l.:l_f 0|_|-X-|‘l|. AlQ_O 7}7‘<_| II°J()| 7(1C'x|)k|': ~ B - .
2| 19 o= 2aol) saziE 2isies w0 2| ° ApAn) 0] A BARA FELESO @ B
= = st s2int o ™ B B B
= TOIOH ST 0. Z7}y 221 A A 3 AFN=C oln|dt
i = A&t MHIAZ HZSH= S2n M2 28 L7139 Muj2d g Ao dist AEeS onst
Sl | usy | s et Ay 2 Dol 270 M43kl 5
o SIS Ie Rp, e
N MHIA7[2i0] 2ol 7[S0l= HEERI of 3.5 1ASEE
LA [2Qt THAlTl 2USI5t OAtAECR TZTAo|| 5 =0 ol .
Si=k=] = I8 7 o
M HAEH= KA. Garland et.al.(2004)5 ] ATE E Hi ] %EH
K@ | MuATIZI0] MHIAZHOIA LEat gelol| e S8 FASIAE FAHSALE A2k BRI A
o 2wy | drlste MHIAE HBsle e R,
U [ABARRY AT ERAK BN 598 5 A5 FHT 5 e Ao w AHoYrth
oL EEN | Ban HES ZENe Bl
| T2X| [ n7o] 2HTNS 95t AMH|ANZAIS 1A
MBS 2t E28 1 Y¥AX0| ElTXsk= M| 5 = — =
M = o= 1F o= T4 BN = M =1 Ho _A-I
i xj;gg H|AK|ZXt| TZHX|SH EfE. 4, E_le = -“i;—l =o
SH HHAlhEbol THE AL IS0l ThE Bl 4.1 BE29| EN
DHME| |5 SSEXIBIARIAC| 40/ U TAA | 5 5 i o
4 £ Sof st Alzlet w2 ARz FEEAEANZEDE o83 HPol
by
E| ooz |SSTABA O3t D24o| Mukxol @yt | UE AFES dido s 2l AEx2A13EHS MAL
2 IR M MH|ABEE D} ZIEMo|| Chst ZE = =a ol 2ol o1 }HU;(] = 600HZ Al
W e |EIOP =3 28 o FoRle e M = &8l ol Sud AuA T 6005F =4
LSS = 3o 5 5 SN . N _ - =
T~ lofT £ SETAeN i o A} 228 AT F 5enE AEHoR B9




SEFAIEIAS] MH|ATIZ

d, MH[AZZHO| DAED DASHE0| 0|xl= Fe 751

AHBSITE SRtel ATEATA 54 o (%
3219 Zh(EAE THH R0l )
B 3-2. X AREAX EM(n=558)
TE =E HIT 2 2(%)
e |08 264 473
< A 294 52.7
20t 46 8.2
ot 30t 116 20.8
< 40tH 155 27.8
50 241 432
13|t 217 38.9
1 MR~ 5Tk 0| gt 187 33.5
EXgH | 5MoHE~1en|et 96 17.2
124 gl~521i0|at 48 8.6
5404 10 1.8
IwEY 61 10.9
Sy ] 424 76.0
o =Y 71 12.7
7|Et 2 4
7| A0 4 21 3.8
HEXISAXL 58 10.4
QULALZE] 292 52.3
ESp] e 54 9.7
Z8 101 18.1
i 10 1.8
7|Et 22 3.9
28| 558 100%
V. AEEN
1. S 59| Etdnt AMZY
2 ARE PO QARA, A 2N B
T AEAHE o Aol Ulgo] A= thEn 2114
1B A3k graE @olEAd) Hls) w9
A, A D EfdAdolA B st AaE T
TH80) FA R = AFREe T BE T4
A 7 54FEe TR gy SYRge 7
AN B ASErGA Y shdEldAdel diste
#5490 B7hE TFeabl etk Wb [E 4-100
Al B0l AMOS 1808 ©]83fo] 917 8IS
Algetant. SHRFY] AJEE: Hriskr] el

CMIN/df 7} 30¢18l, IFI7F .90 o), CFI7F 9017,
RMSEA7LI0 ©]8Ql 75 S-8-8lArH80l w4 2
I 2o} A AnAoR frofshAl deRdthx
*=3498503, df=1125, CMIN/df=3110, ~GFI=767

NFI=.904, TFI=933, CFI=.933 RMR=.06, RMSEA=.062).
H7h A)EA Tha PIAA) RYA, S8 7
& SEolehn Basignk e o R [E 4204 E
AANZH AHEE FPNFEN] IFHYEE

o)
=

s

Ak

i= 1l

grolslaual 7dAE E(Construct Reliability) 9t #Ht
=

o}

E]E

-
ﬁ
=l
N
Al
;

A2 Average Variance Extracted)S & 0}03
X747} AVE gho] BF 07 oo vhehy:

9olao = eEh} AEEY TS 51'35}
1371

]o]bl

ek T 2 P x}ola
4 3

o
el
127
o
ofl
o,
o
N
ft
in
ﬁi
!
F
>J>
S
é
_L4
o T
o b r

k1
¥
N

AVEgke] daAG<] Awaks o}ﬁl ah=

2
o,

N
-~

o
1>
=2
jinA
o ol
il
ik
o

*}ﬁl—rﬂ 74 38
o] 9p530]aL FFA} .
(2x.003)°l H3lAY Wt 10] ol 2 FHHElTA
gryota & 4 ATHI0L

92 GFI gho] thah 75
o 4= HFAh T
AR ow wmule] HIwi= x2=3231216, x¥/df=2.857,
p=0.000, GFI=.785, CFI=.940, RMR=.059, RMESA=.058,
NFI=911, IFI=941 0= Jepylt) weba] AT 7H4 <]

olr rﬂa
m.h

AsATE [ 4-313 2k 3, Aujz=xg 4ol i
Aol fro)gh JaFs w A Floleks HI-S AR ~%
A A (AG=3k:-.315,t8%:-2.225p<. 05)f+ AH) 23144
QB (AG 3k A12,t38:2.544p<.05)2 Frelgl oyt 1y
A 217842 o8] e 3o = L}E}kkv‘r. k=l

G HILS) A9 Algatel So% ve, HI-2%
A E 3, HI-1, HI-32 71290k &4, H2olA &
ANHAEA F S ARALS T ARHCI 2
7L13332p<01) A2 (A1 47k 179,t 3%:2.563,p<.01), &

228 (A1 57%:.363,t3%:2.817,p<.01), 373 (A 534649t
EB0Bp<ODWS I TAjwEe] fold A v
A Ao et & 2508 Aglehi wE 7}
ol AT, A, A 2R A 2

2
=
W@ wANR ) LSS BEE H3% HAe) A%



752 3S=ZEHXSs|=2X| '16 Vol. 16 No. 3

B Sl § - =
[[= NS Q01X | EZslE Q0N EEUL CR. SMC
EIRITIEAN 1.000 890 792
EITIH M2 .930 845 .029 32.355 714
M| R | EERENI .995 .886 .027 37.228 785
ZIITIE M4 1.033 .920 024 42.506 846
] EIREIEN5 1.000 913 .834
R DTN 1.000 .906 821
= DHTIHM2 1.078 .926 .025 42.471 857
x| T | IPTIEES 1.051 .895 .028 37.732 .801
DTN 1.016 .882 .023 43.961 778
b DHEIHMS 1.000 .868 753
X[SEIH M1 1.000 842 .709
4 2R X[SEIHA3 1.136 .899 .039 29.057 .809
I PP P 1.015 861 .038 26.789 742
X[SEIE A5 1.063 876 .038 27.616 767
SEM1 1.000 817 .667
oy | HEYS 912 806 .035 26.143 650
TEC 98N .978 .849 .034 29.105 .720
345 912 .890 792
A2 1.000 859 738
M| pz Al2[43 .955 .846 .032 29.824 715
= NERY 1.019 .880 .031 32.898 774
AEIM5 1.000 857 734
] AN 1.000 .759 575
s |EAIN3 1.097 .892 .033 33.165 .796
Y 1.129 912 .032 35.161 832
- A5 1.000 871 .759
SUA 1.000 .846 715
= IUN2 1.016 852 .032 31.887 726
34y [3E43 1.019 .893 .028 36.326 797
. UM 974 778 .038 25.864 .605
= 3UN5 1.000 .898 807
gtSA1 1.000 .798 .637
HS A2 1.086 .865 .036 30.522 749
oSN |HE2A3 1.186 .889 .036 32.544 790
HSd4 1.093 .851 .037 29.370 724
HIS A5 1.000 .853 .728
InELINE .934 .906 .029 32.718 821
A2 .980 .900 .030 32.223 810
AR |azAE3 .955 877 .031 30.371 .769
InELINE 1.048 893 .033 31.621 797
InELNET] 1.000 .882 779
DHEEA 1.000 .903 .816
DAL= 1.031 .902 .030 34.350 813
TMOEE | DOEE3 1.079 917 .030 36.028 .841
gL 977 .843 .033 29.237 711
IHAES 1.077 .930 .029 37.491 865
IHENET 1.000 .834 695
oz | RABEE3 1.049 913 .037 28.363 .833
R IETE VeV 971 876 .037 26.431 768
IHENES 1.054 .883 .039 26.796 .780

MBE x * =3498.503, df=1125, p=.000, CMIN/df=3.110,GFI=.767

NFI=.904, IFI=.933, CFI=.933, RMR=.06, RMSEA=.062




SEFAEIAS] MU[ATIFY, MU[AZHO| DAEN DAY 0|X|= & 753

TN g 7F A
= o
1 2 3 4 5 6 7 8 9 10 11
EARIEA 1.00
970*
™Y (060) 1.00
*% %
2 | (e | ose | 100
N 600** | .624** | 625"
7o (042) | (043) | roap) | 100
Az 843" | 850" | 836 | 702 [ |
b (.052) | (052) | (051) | (.042) :
SALA 891 | 895" | 889" | 672" | 909" [ .
ee (053) | (053) | (053) | (041) | (.050) :
. 919" | 931 | 903" | 685™ | 894™ | 953" | .
= (.057) | (057) | (056) | (.043) | (.052) | (.053) :
oAl 860" | .867"* | .874* | 737 | 897 [ 919" | 907" | .
—ee (.050) | (050) | (050) | (040) | (047) | (.047) | (.049) :
a2z 926" | 938" | 951" | 628" | .886™ | .924™ | 933" | 885" | .
e (064) | (064) | (064) | (047) | (058) | (059) | (.602) | (.055) :
- 896 | 931* | 921 688 | 843" | .888** | .943* | 876" | .046** 1 00
e (.059) | (.060) | (.059) | (.045) | (.053) | (.054) | (.058) | (.051) | (.066) :
omsM | 8217 | 8537 | .84ar | 622" | 747" | 804" [ 874 | 793" | 869" | 919" [ | o
- (.064) | (.065) | (064) | (049) | (057) | (.058) | (.064) | (.055) | (071) | (.069) :
7HE$5'E .931 .932 913 913 915 .903 .932 921 .929 .945 .929
AVE 731 732 723 724 728 .700 735 701 723 776 .766
*pC01, ()2 £Xlz SRS EERRKstandard error) 7. JHEAIZ|E 40| 0.70|40(H TSEHHO0| JUCHT sHAE. AVEZD(&EA)* = U2
EEl T SIS
H 4-3. 718ESE
- N o | A | amE
o117 1A Z20K) A%% | SE | OR | PR | g At ol
ERATIHA -y THTE(H1-1) -315 | .141 |-2.225 * 7124
H1 MH|AZIEE-) DAOLE | PRI M) nH0EEH1-2) 412 162 2.544 * pE
XIS TIH ) THOLE(H1-3) -015 | .156 | —.095 | .925 712
LMY THIE(H2-1) 122 | 037 | 3.332 ** )
AlZ|A-) TZHOEE(H2-2) 179 | 070 | 2.563 * e
H2 MH|AZE-)YTIZHORE | SHAIN-) IZHORE(H2-3) 353 | .125 | 2.817 * P
SUN-YTHIE(H2-4) 649 | 127 | 5.096 ** e
HES Ay I HOEE(H2-5) 088 | .082 | 1.068 | .286 712
AR T2AIZ) ERATIH M-y THAIZ|(H3-1) -184 | 137 |-1.407 | .159 712t [-111] 113
H3 >?'_Z“Ef§n IHRF A D ZHAZ|(H3-2) 227 158 | 1.551 121 712t | 137 | .135
XISEEIH A THAZ(H3-3) 697 | 112 | 6.200 * M | -377] ¢
QBN THAIZ(H4-1) -060 | .036 |-1.675| .094 71zt | -.029 | .095
- AME|M-) THAIZ(H4-2) 177 | 065 | 2.721 *x e | .093 *
H4 *1”'5_?5]2,?;"@' AN DZHAIR(H4-3) 170 | 118 | 1.437 | .151 71zt | .088 | .127
oo TNy DHAIZ|(HA-4) 142 | 119 [ 1193 | 233 | 71z | o078 | 223
HES M) I AIZ|(H4-5) -074 | .082 | -.904 | .366 712t | -.037 ] .435
H5 THAIZ|-) DHOEE(H5) 573 | 136 | 4.212 * R
H6 THAIZ - DHEME(HE) -049 | .088 | -554 | -554 | 7|2
H7 DHOEY DHEME(H7) 1.023 | .098 |10.420| ** )
RPHR ST x * =3234.216, x ° /di=2.857, p=0.000, GFI=.785, CFI=.940, IFI=.941, RMR=.059, RMSEA=.058, NFI=.911

p¢.05*, p.01** Ii7iE k= RAEY|Z(Bootstraping)2 4+ 7HEE0t0 KolMe AM

Nl =490 AAT Aul 2B AR TN OISR 00p< DS Folal) WA

o} o8 BAIS JERA LA X A A ReEE BAAY D EAE Folstd Ak



go] 7H 2

3

kel
[<]

Ocﬂ) S

stk ®=

16 No. 3
5

]

Ris

=X| '16 Vol.
12)9} frolah A2 vebst
A

2N

7z

of Az el ShAlE B

4 %

S

94

=377, p<.06)
k2721, p<0D ko] 1L

o]

T

T X N A
%ﬂn&um‘_iﬂmoﬂ,ov%i
W%%ﬂﬁ%{ﬁﬂ%y% ﬁﬂ%ﬁn@%%%
— = ~
%%%ﬂ%%wyﬁﬁw@ coraiERiE SIZHEC
upﬁm}#ku w B TR T T oo o Clg <
T =l S = o A — < o
SEITE TR cTEEEiszirIIiiiz
%ﬂ@a_béﬂomiﬂﬁﬁﬂ.ﬂﬂ?%%i%ﬁﬂ%% w
L,Lﬂrmqﬂwﬂﬂmﬂ%ﬂww%&m%aﬂgﬂiy#Mﬂﬂugﬁwol,%fr
< - - < o o )
ﬂ@ﬂ%%ﬂ%%%ETMJ%mﬁéALEmﬁg%%%imM GEMT%
@oao%H@gﬂ%WW?zqw@w@g%wg}%mﬂn%
= — flat ) o = = N No 7
%%M@@%M@%HM%%é,mwahnz%gAamzﬁm.%&MMM&%@
ﬂz%&ﬂcﬂﬂo@mﬂoaﬁ%%?urmﬂm%mﬂémwg.xw_a1%% 0
= i —_ = ) o N R 5 ) s =
;Ltﬂﬂzwmwdﬁ%z‘ormﬂw_ﬂwwOHMMQWW‘H%%&HMQHMEu:w%m _“__mo
X e oF = =m0 T o dp = -~ X = ) T T
wmﬂ%oyu%%ﬂﬂﬂmmw1Vﬁma«%mcﬂwbcmﬂquwﬂwwwm%ﬂ%1 s
wﬂo%%mgﬁﬁ%ammwﬂhﬂﬂoﬂﬂgg&ammgaﬂﬂwﬂwk 5
=g g ﬂr.na4%ur%gﬂﬂpg,ov$ E_ﬁoﬂlETé%%hﬁ oT
— &ﬁu%lluﬁtoz %u@ﬂbém:u ﬂ.oﬂeaﬁE%%lqui of
= K et ™ = 2 j0° o K] 5 | w0 X o ﬂr ) Mo | ° o o i
ﬁ%ﬁﬂ%aﬂﬂﬂ%ﬂ%%,ﬂxﬂﬂiiyﬁxaxﬂzul,égz. b0
?ﬂﬂmﬂ%ﬁﬁﬂ@ﬁ@ﬂ%%wqa%%%@kammm?mm B
oz . = = . o ) !
x1mﬂ%o%xw.lidréi?wm%a'%mﬂ%ﬂ =
== Moo B W ~E = 1a1rq,A =
o = B oF Fo my oz R gy o
X O o M) A R N

N B SN . <

}o#LﬂﬂAﬂlqu] —
M7%%%ﬂ o_lo = 0T T oo
TEE L LEN RS THULT T HE T T
ﬁﬁWV% of M L 1rzol%Aoﬂ_\moovaoyov?Eﬁruﬁ&p
nﬁﬁuﬁﬁ%du]L.ﬂAlemM .ﬁLHUﬂ%u&o Bo ra B O ! ol
N g X w T = R on#L. o X E]@ﬁ =0 o W OB R
ﬂlﬂ,.lH,VEEﬂHM zvimﬁﬁa.ﬂﬂﬂ%u.z_ﬂﬁ.ﬂovuu%mu
@iinu)_lmq_%? yéﬁ?d%ﬁﬂmcmw H R M oe
<.go_o.%ﬂﬂ.};a voho@ﬂ.@ﬂryoﬁaﬂﬂ# &
D14A<_ko. = F S w9 BTl B W g m No w o
,27%6.,.%06% R . s m e W OE A L
%W%m%%@%ﬂﬁ EWEMWW .ubﬂﬂﬂ%frzgmﬂéﬂﬁ
...u.]AWuQ,oomdr‘_t MMLM%H& &ﬁﬂﬁﬂaﬂbﬁroﬂe%ﬁﬂwﬂmﬁi
R MAm,ééu%az%lg@z4mgs
ey TS o odp o R =T e TN T o
W@M%SE..EJﬂlﬂL - X T A :Wﬂ.oﬁﬂr.ﬁ}oL U
ﬁaﬂomﬂﬂmﬂoﬂmgq D__AE_IWW]M;]A_OHA#OLﬂomworﬂ_u&lnunLﬂolrLP
ﬂm%&gl%iﬂiﬁ &r oo wgoﬂaLﬂ@H%moW%A@ow%%
ﬂaﬂ&?@wﬂﬁm - R%EA%HQ%@. T o
zo%%ﬂ%mﬂi; o|__twwﬂ;_%@wwﬁgﬂ@ﬂﬂowq

Tn ~ N — ]JJIJ;
%_%o_nzﬂﬁﬂﬂmu@p& ﬂWMmoﬂwumM%w%ﬂMmﬂHmmﬂw&m
79%0@1*}1%;#%1_% T =) ﬁxan&]rﬂ_.mr S fo T =
T o= RN =T Ny RU ™ ﬁo.]ELViAzoMooﬂmﬂ_/ﬁ
= NF w oo T b [y o AN T o R N ™
ol w O I} Sy ,LI.WA.H 7____ Bl (s oy N ajo —_ MM — < o)~ o
AR R LR HE¥SET D e wbImHERT
=" o V %&Ageﬂ_ﬂ%mﬂdrsom.ﬂ_.u] .@50%0
— %ﬂ]v%%ﬂ@oﬂipﬁw%qﬂ g
X AR OE W B xd.ﬂﬂéh
_6__0E;|r\_ﬂE_l‘l.AJ| . X
o W B W or

FolA &85

0]

AR 7=

Oo]:is_]:

Aol o

=

b o AR = 2

o

[}
9lolom o] 7bg Fo

o~
-



SEFAIEIAS] MH|ATIZ

8, MHAZEO|

MorxEpl pHEME 0kl F8F 755

AsAre] qulxEAe] 2 A3 An)zag el 7
fanE FHow ha, W, 2R B AEe

shaskirks oM @79l oot gk e

a7 BAROR A & 4TS AT Ans

2ol JHAIAE ol

o QI Ylo] o)<x] Rt A

7 9% % 9, ool me

% arke Aol meb) exalalg Bl e A
w Zaket A7 Basith o 2

=
FASARLS] TARE JFE v

m

rir

_>|*l_',

"3

ot

o
ox i [E do

s+ 7o)

AdAe) AU AEAS SAT F ole BRL

B3 34418 B0l wet gk 5 Q) wE
o
=

Z& agste] SgFAEALel At

o =
e = £ do

Lo

Q‘L

b
IR
o
el
ko
]
po)
o
ftl
o
N
N
i,
)
[ rir
ol
ol
ofo
~
1o

fo
ro,
ofN
Lo
)
fo
ro
>
% =
>«
0 o
jin) o
B
p
N a=
O
o
°
=
co ol i
ox oo

-
rr
a

=]
o,
iy
oo
B\
=)
lo
)
A=)
e
ot
X
k)
o
B
to
.
o
N
=

> oo Ko
fo o
o
3 c
N
)

o N oXx
fr
=
[>
1o,

o>
o
el
B )

2 A fo o

o
2R

)
)

ofy
L
N, o
—r
3@
ui
g
2
=
[>
o
i)
rl
N

4z o 2
ui
M
pay
o
i

of —r
E
iy
o,
2l
e
ox
o
_:‘I:I p——y
o
lo,
=2
S
2
fu

[1] K. P. Gwinner, D. D. Gremler, and M. J. Biter,
“Relational Benefits in Services Industries: The
Customer’s Perspective,” J of the Academy of
Marketing Science, Vol.26, No.2, pp.101-114,
1998.

[2]1 M. Greenbaum, “Emotional Intelligence Takes
Customer Loyalty to A Higher Level,” Boardwatch
Magazine, Vol.14, No.7, pp.120-121, 2000.

[3] M. Banwari and M. L. Walfried, “Why Do
Customers Switch? The Dynamics of Satisfaction

Versus Loyalty,” The ] of Services Marketing,
Vol.12, No.3, pp.177-194, 1998.

[4] A73=], “dujde] Ml 7l AQ1712 7
ek ZRA7F? ] AT A e

ggo]l Au|=FAR e WA=

YA A244, A3E, pp.1-33, 2000.

(5] oA, “&aaju] o)A 9] /‘W]f—%ﬁ, LR
S g wak o =3k PAA T TSR
HlaL” 71979, A9, Als, pp.83*106, 2012,

[6] http://fisis.fss.or.kr/fss/fsi/id/fssmain.jsp.

[7] A<, vdar, “AH|=Ed L7430 dig o
MR Zko] Au|2~FA, W AlF] W S 1]
A= 9 AN GATF, AT, ARS, ppl63-181,
2013.

[8] ol@d&, “FHAA ARSA AHEo] FEAH| 2~

ARl

A Fganzr AT v AE FE 1

v g A, Al6H, #3%, pp.4l-65, 2014.

[9] J. H. Gilloner and B. J. PineIl, What Consumer
Really Want:Authenticity, Havard Business
School Press, 2007.

[10] L. L. Price, E. J. Amould, and S. L. Deibler,
“Consumers’ Emotional Responses to Service
Encounters:The Influence of the Service
Provider,” International ] of Service Industry
Management, Vol.6, No.3, pp.34-63, 199%5.

[11] S. Harter, “Authenticity,” Handbook of positive
psychology, C. R. Synder and Shane J.
Lopez(eds.), Oxford, UK:Oxford University
Press, pp.382-394, 2002.

[12] R. J. Erickson, “Our Society, Ourselves: Becoming
Authentic In An Authentic World,” Advanced
Development, Vol.6, pp.27-39, 1994.

[13] S. Zickmund, “Deliberation, Phronesis and
Authenticity: Hedegger’'s Early Conception of
Rhetoric,” Philosophy and Rhetoric, Vol.40, No.4,
pp.406-415, 2007.

[14] G. A. Fine, “Crafting authenticity: The Validation
of Identity in Self-Taught Art,” Theory and



756 $=ZEHXSs|=2X| '16 Vol. 16 No. 3

Society, Vol.32, pp.153-180, 2003.

[15] M. H. Kernis, “Toward A Conceptualization of
Optimal Self-Esteem,” Psychological Inquiry,
Vol.14, pp.1-26, 2003.

[16] K. F. Winsted, “Evaluating Service Encounter:
A Cross—Cultural and Cross-Industry Exploration,” J
of Marketing Theory and Practice, Vol7,
pp.106-123, 1999.

[17] K. D. Neff, K. M. Brabeck, and L. K. Kearney,
“Relationship Styles of Self-Focused Autonomy,
Other-Focused Connection and Mutuality Among
Mexican-American and FEuropean American
College Students,” J of Social Psychology,
Vol.146, No.5, pp.568-590, 2006.

[18] &5, BZB FolA] 719 9] 2174 B AJH] 2~
sFglo] Fujrle] 2JzkE AAFA T AT

01/ lefb I 5—%? AzHE TR 5L

N Mande; Blanded Service Encounters: Sttateglcally
Aligning Employee Behavior with The Brand
Positioning,” J of Marketing, Vol.77, pp.103-123,
2013.

[21] P. A. Dabholkar, C. D. Shepherd and D. I. Thorpe,
“A  Comprehensive Framework for Service
Quality: An Investigation of Critical Conceptual
and Measurement Issues Through A Longitudinal
Study,” J of Retailing, Vol.76, No.2, pp.139-173,
2000.

[2] C. Grinroos, Service Maragement and Marketing:A
Customer Relationship Management Approach,
nd ed West Sussex:John Wiley & Sons, Ltd.,
2000.

[23] L. Fogli, Customer Service Delivery, San

Francisco: Jossey—Bass. 2006.

[24] C. T. Liuy, Y, M. Guo, and C. H. Lee, “The
Effects of Relationship Quality and Switching
Barriers on Customer Loyalty,” International J of
Information Management, Vol.31, pp.71-79, 2001.

[25] A. Parasuraman, V. A. Zeithaml, and L. L.
Barry, “SERVQUAL Muiltiple-Ttem Scale for Measuring
Consumer Perceptions of Service Quality,” J of
Retailing, Vol.64, No.3, pp.12-40, 1988.

[26] J. M. Carman, "Consumer Perceptions of Service
Quality:An Assessment of The SERVQUAL
Dimensions,” J of Retailing, Vol.66, No.1, pp.33-55,
1990.

[27] J. J. Cronin and S, A, Taylor, “Measuring
Service Quality: A Reexamination and Extension,” J
of Marketing, Vol.56, No.3, pp.55-68, 1992.

[28] K. Bahia and J. Nantel, “A Reliable and Valid
Measurement Scale for The Perceived Service
Quality of Banks,” The International J of Bank
Marketing, Vol.18, No.2, p.&4, 2000.

[29] A. Gilmore, Service Marketing and Management,
Ist ed. London: Sage Publication Ltd., 2003.
[30] S. K. Jain and G. Gupta, “Measuring Service
Quality:SERVQUAL vs. SERVPERF Scales,

VIKALPA, Vol.29, No.2, pp.25-37, 2004.

[31] O. M. Karatepe, U. Yavas, and E. Bahakus,
“Measuring Service Quality of Banks Scale
Development and Validation,” J of Retailing and
Consumer Services, Vol.12, pp.373-333, 2005.

[32] J. D. Curran, E. Rosen, and C. Surprenant,
“The Development of Trust:An Alternative
Conceptualization,” in Anderson, P.(Eds), EMAC
Proceedings, Annual Stockholm: European
Marketing Academy, pp.110-130, 1998.

[33] C. Moorman, G. Zaltman, and R. Deshpande,
“Relationship between Providers and Users Market
Research:The Dynamics of Trust Within and
Between Organizations,” ] of Marketing
Research, Vol.29, No.3, pp.314-328, 1992.



SEFAEIAS] MU[ATIFY, MU[AZHO| DAMEN DAY 0|X= & 757

[34] N. M. Kassim and N. A. Abdullah, “Customer
Loyalty in A E-commerce Settings: An
Empirical study,” Electronic Markets, Vol.18,
No.3, pp.275-290, 2008.

[35] B. D. Foster and J. W. Cadogan, “Relationship
Selling and Customer Loyalty: An Empirical
Investgation,” Marketing Intelligence and Planning,
Vol.18, No.4, pp.185-199, 2000.

[36] F. Selnes, “Antecedent Consequences of Trust
and Satisfaction in Buyer-Seller Relationships,”
“Buropean J of Marketing, Vol.32, No.3, pp.306-322,
1998.

[37] R. L. Oliver, “Measurement and Evaluation of
Satisfaction Process in Retail Settings,” J of
Retailing, Vol.57, No.3, pp.25-48, 1981.

[38] R. L. Oliver, “A Cognitive Model of The
Antecedents and Consequences of Satisfaction
Decisions,” J of Marketing Research, Vol.17,
No.4, pp.460-469, 1930.

[39] HYAH, “wANE-aAFAERe] FAolA
HAFAY] wiNETe} BAA)e] FHEH
A" =3, #2044, A3%, pp.65-89, 2012.

[40] L. Giese and J. Cote, “Defining Consumer
Satisfaction,” Academy of Marketing Science
Review. Jan., 2000.

[41] A. Zaim and T. Cheng, “An Empirical Study of
Employee Loyalty, Service Quality and Firm
Performance in The Service Industry,” International J
of Production Economics, Vol.124, No.1, p.109,
2010.

[42] P. Mengi, “Customer Satisfaction with Service
Quality: An Enpirical Study of Public and Private
Sector Banks,” The IUP ] of Management
Research, Vol.8, No.9, pp.7-17, 2009.

[43] S. A. Kumar, B. T. Mani, S. Manhalingan, and
M. Vanjikovan, “Influence of Service Quality on
Attitudinal Loyalty in Private Retail Banking:An
Empirical study,” IPU J of Management

Research, Vol.4, No.4, pp.21-38, 2010.

[44] I. Ahmed, M. Nawaz, A. Usman, M. Shaukat,
and H. Igball, “Impact of Service Quality on
Customers’ Satisfaction: Empirical Evidence
From Telecom Sector of Parkistan,” Interdisciplinary J
of Contemporary Research in Business, Vol.1,
No.12, pp.98-113, 2010.

[45] T. Levesque and G. Mcdougall.“Determinants
of Customer Satisfaction in Retail Banking,”
International J of Bank Marketing, Vol.14, No.7,
pp.12-20, 199%.

[46] A. Jamal and K. Naser, “Factors Influencing
Customer Satisfaction in The Retail Banking
Sector in Pakistan,” International J of Commerce
and Management, Vol.13, No.2, pp29-53, 2003.

[47] D. D. Gremler and S. W. Brown, “Service
Loyalty:Its Nature, Importance and Implications,” in
B. Edvardsson, S. W. Brown, R. Johnston and E.
E. Schuing(eds), Proceedings of The American
Marketing Association, Chicago, pp.171-180,
1996.

[48] R. L. Oliver,”"Whence Consumer Loyalty?,” ] of
Marketing, Vol.63, No.3, pp.33-44, 1999.

[49] J. Singh and D. Sirdeshmukh, “Agency and
Trust Mechanism in Relational Exchanges,” J of
Marketing, Vol.66, No.1, pp.15-37, 2002.

[50] N. Ndubisi, “Customer Loyalty and Antecedent
A Relational Marketing Approach,” Allied
Academies International conference, Academy of
Marketing Studies Proceedings, Vol.10, No.2,
pp.49-54, 2005.

[51] P. Pfeifer, “The Optimal Ratio of Acquisition
and Retention Costs,” J of Targeting, Measurement
and Analysis for Marketing, Vol13, No.2,
pp.178-188, 2005.

[52] R Gee, G Coates, and M Nicholson, “Understanding
and Profitably Managing Customer Loyalty,”
Marketing Intelligence and Planning, Vol.26,



758 $IZEHIXSs|=2X| '16 Vol. 16 No. 3

No.4, pp.359-374, 2008.

[53] R. Garland and P. Gendall, “Testing Dick and
Basu’s Customer Loyalty Model,” Australasia
Marketing Journal, Vol.12, No.3, pp.81-87, 2004.

[544] M. Bruhn and M. A Grund, "Theory,
Development and Implementation of National
Customer Satisfaction Indices:The Swiss Index
of Customer Satisfaction(SWICS),” Total Quality
Management, Vol.11, No.7, pp.1017-1028, 2000.

[55] A. A. Grandey, “Emotion Regulation in Work
Place; A New way to Conceptualized Emotional
Labor,” J of Occupational Health Psychology,
Vol.5, No.1, pp.95-110, 2000.

[56] #iQlo}, 7| ¥ el Xy ekt El9A AT,
ol st ryeh e 7 g8t whabekel =, 2013,

[57] B. E. Ashforth and R. H Humphrey, "Emotional
Labor in Service Roles: The Influence of
Identity,” Academy of Management Review,
Vol.18, No.1, pp.88-115, 1993.

[58] B. M. DePaulo, "Nonverbal Behavior and Self-
Presentation,” Psychological Bulletin, Vol.111,
No.2, pp.203-243, 1992.

[59] A. Rafaeli and R. I .Sutton, "Expression of
Emotion As Part of The Work Role, "Academy
of Management Review, Vol.12, No.1, pp.23-37,
1987.

[60] A. A. Grandey, "When The Show Must Go On:
Surface Acting and Deep Acting As Determinants
of Emotional Exhaustion and Peer-rated Service
Delivery,” Academy of Management Journal,
Vol.46, No.1, pp.86-96, 2003.

[61] @&, £/2gle] [efzd] JAgriny 75
of 3t 17, 77 N8k, BHAREE9] =, 2003.

[62] T. Henning-Thurau, G. M. P. Markus, and D.
G. Dwayne, “Are All Smile Equal? How
Emotional Contagion Emotional Labor Affect
Service Relationships,” ] of Marketing, Vol.70,
pp.58-73, 2006.

[63] D. D. Gremler and K. P. Gwinner, "Customer-
Employee Rapport in Service Relationships,” J of
Service Research, Vol.3, No.1, pp.82-104, 2000.

[64} J. J. Cronin, M. K. Brady, and G. T. M. Hult,
“Assessing The Effects of Quality, Value and
Customer Satisfaction on Consumer on Consumer
Behavioal Intentions in Service Environments,”
J of Retailing, Vol.76, No.2, pp.193-218, 2000.

[65] F. J. Kelly and H. M. Kelly, "What They Really
Teach You At The Harvard Business School,”
Harvard Business School, 1992.

[66] H M. Nguyen, T. H. Nguyen, C. A. Phan, and
M. Yoshiki, “Service Quality and Customer
Satisfaction:A Case Study of Hotel Industry in
Vietnam, “Asian Social Science, Vol.11, No.10,
pp.73-85, 2015.

[67] ol-fAl, A, AAY, “Mujz=aigle] gl
gt AT AHAEAT, AT, A2,
pp.129-157, 199.

[68] o]&S, shiter, “SHUIALY] A&H AR ®

o

AR el Bk A= B uA
xel

A3%, pp.1832-1843, 2015.

[69] ¥ds, &7k “0l45dANAAY,) Hg=F
A=) AlE], 2014,

[70] B. Schneider and D. E. Bowen, “The Service
Organization: Human Resources Management Is
Crucial,” Organizational Dynamics, Vol.21, No4,
pp.39-52, 1993.

[71] 3=, “AAF ARGl A Ful -5 2 A 2
Aol Ad el et A FEAT Al
84, A1%, pp.1-9, 2003.

[72] S. A. Alkhattab and J. S. Aldehayyat, “Perceptions
of Service Quality in Jordanian Hotels,”
International ] of Business and Management,
Vol.6, No.7, pp.226-233, 2011.

[73] M. S. Awwad, “An Application of American
Customer Satisfaction-Index(ACSID) in Jordanian



SBEXIZIALS] MHJATIHA, AfH|A

IIX
=2

o]

Zot IASHE 0jxls ¥ 759

Mobile Phone Sector,” The TQM Journal,
Vol.24, No.6, pp.529-H41, 2012.

[74] J. C. Anderson and J. A. Narus, “A Partnering
As A Focused Market Strategy,” California
Management Review, Vol.33, No.3, pp.95-113,
1991.

[75] D. F. Spake and J. S. Bishop, The Impact of
Perceived Closeness on Differing Roles of
Satisfaction, Trust, Commitment, and Comfort
on Intention to Remain with A Physician,”
Health Marketing Quarterly, Vol.26, No.l,
pp.1-15, 2009.

[76] V. A. Zeithaml, A. Wilsm, and M. J. Bitner,
Services Marketing 4 ed, New Delhi: The
McGraw-Hill Comanies, 2008.

[777 R. M. Morgan and S. D. Hunt, “The
Commitment-Trust Theory of Relationship
Marketing,” J of Marketing, Vol.58, pp.20-28,
1994,

[78] D. H McKnight and N. L. Chervany, What
Trust Means In E-commerce Customer Relationship,”
International ] of Electronic Commerce, Vol6,
No.2, pp.35-59, 2002.

[79] L. Santouridis and P. Trivellas, “Investigating
The Impact of Service Quality and Customer
Satisfaction on Customer Loyalty in Mobile
Telephony in Greece,” TQM Journal, Vol.22,
No.3, pp.330-343, 2010.

[80] &A1&, =gy o] H8 ek SPSS/AMOS &7
2k 723 214714, 2014

»

£ A Y(Je-Beom Yun)

Top:

8t & <(Hyeon-Suk Park)
+ 1998 2¢ : A A g

=]
Run

o XA N
gald
- 1984 29 ¢ MEistar B3 st

K7 G

=2013 98 ~ A : HEWA

gepsh st ot

ApaA

=20139 4¥9 ~ AA - WHFH

HARE, AlRaEE, Al

7

oox
loi
rio

of

sk A shebap)

£2003d 2€ ~ AA : A2WA

detoista §gasistl

o~
T

ob> : vHAH, @4, CSR, 2484l



