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<Abstract>

The purpose of this study was to find out which factors can affect customer satisfaction in the life insurance industry.

Specifically, it was designed to investigate whether there were significant differences in the perceived service quality according

to demographic characteristics to investigate whether there was a significant relationship between each service quality type and

consumer satisfaction and to investigate whether the location in demographic characteristics serves to moderate the links

between the perceived service quality and customer satisfaction. Data were collected from insurance subscribers living in Seoul

and the Gyeonggi-do area and 364 questionnaires were taken into account in the analysis. Major findings of this study were as

follows:

First, there were significant differences in the perceived service quality according to demographic characteristics.

Second, there were significant differences in customer satisfaction according toeach service quality type.

Finally, the location in demographic characteristics did serve to moderate the links between the perception of service quality

and customer satisfaction.
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A F ¢ Ae7t BAZL 7199 AE 2 Mg AR
o2 9L vAA FhAFZ, 2000).

a4 Ze 2uANEHGolge To] o] Ho| o
A1, B 7IdEel AuAREHE AHsy] A3 71E&
AH|Ae] dig HEE v Qi &, 71de 4R
5o FEFozH aHAY WEHFE ALAIL o)E
B3 S3HA A 9 gAY 7o) 7HeAE ATAFL
24 A7 o2 71y HdE o YortME 7199 A
Eo] %<& uAA dode Ae AT YH@FA -
271%, 1999).

AuZRE G0l M QFHBA, ol AuATNEH
of X aAEo] FAUA dotrE Rol F2Y ol
2 REAed, 3o 97248 29 AHx FHS
A F8 99lo7 Bydn S ¢ F Ut
(Cronin & Taylor, 1992; Oliver, 1997; ©]&4 %, 1999
MEZ, 2000, AEZ, 2002). FAE T A7 E o
4, #Faqd T AulaRord IAFHAUL APEY
FopollAe AnAwEy #dag FEFH HIe s A
okt AA ol U

olg @ A TAZ £ dTFoMe AvATZ
nAe F2 2AE FEstazt sted $4 g 2ok
A% olAAAZ QulAaFEdo] AHANFAN FAF o
&S FYsteA AHED. oA Teid, B dFeME
APEY 7MY ATFFATH S gt Au2Fd
Azto] zpol7t dohd oW ztolzh Qe AHEID, A
HAZFAR AHATEe] AAE EY3taA ok 1
I upA ez AHRLY ATFAEEH E4o] MuaFH
of £H|ATZ e v JF& FAF=AE FHF}LA
ot ol AEFE wAY AR - BHAY 2HATL
Aul2EAe § U7 AAST BEEC o B 3
& g 7hsAol Sl7] felrh

B d7Ee YR IASA HUYEFH MHl2E
AFer] Boks ABEY 7MY AuAE EA4d %=
AEAHQ wEAHI A Mg FaAHS EHE Fo2A

APEY 71 &HAe) BEEE FAANI=H 719 F
AE Aold, Mul2FHo] LuxTFo oy FF
PAE7HE AHELEN, AHEHEAE] Au2Ed
9 ZAY I AHE FYsk=H =80l He 7
AeE ATE ALE J|d@c

e do to

o A9dT 22

1. MulaFA

MgE - A8 - AAZE s A9 A D 233
Al FUEY IJAe 28 JFEYIAE A4S
o T ozt & FFIBAE AABE A ¢
ok "k ol @ XNEF AAA g REIHAIF A&H
02 && 2R SHAE BRI} 2uIRA A
£Hoz REL F& o] FARO: Fazirh il
H BEAYBAANA AvlAY AL BT EYo] B
g3jatol] @ & ojuxE FA Hol HYEES FUA
2 2o ozt AAHYU uAGAE Y& YFE FA
Hol A98EEUAME B2 ARE F7] gEoth ¥
A BYE T AAHY F29 23e 1AL BEAA
A B3 Atet 1A fFAAAE Fus T ohy
g A4H 1ANAE FREHA FRaAAE FA Ho| I
AEFS FANZL €8 U+ FUE AL +
Az, 19%).

=¥ XPFFS GUAESE 2E 2@l sty
£ol3t7] HEol FAH BIFF 1 2R} U
1 digte 28 AES AL - whsks PEeE AR
go & FRrRa7F s ay BYIATL &
F-Ada 2 A F9 A FHeA AR Zdd T
£& T U FAHY FAHYL B AL &
olgtA =wd 4 ot Wby FAZ YL ZAYE Az
et Fa% sdo] Hrh(Z3AZ, 19%).

gy ol @ MulAFEAY F/AE B781, A
Hl2E f3AYU AFH 22 1 F4¢€ 4% + SlE
FHHA A7 Ao EASA gech R Al
oI Mul2FA F3H GAE AMulx AFAY
gAY FHoly AFHasel FFHEG, ol Auxy
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