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Abstract : Marketing strategists believe that the best way to satisfy customers is through satisfied employees. In fashion
retail businesses, salespersons play a pivotal role for the success of business, since fashion products have emotional prop-
erties and customers' emotion is largely affected by personal selling at the point of purchases. The present study aims
to examine relationships among internal service quality, job satisfaction, and organizational performance in fashion retail
businesses. Specifically, the study will test the validity of applying service quality concept to the internal service targeting
the sales person of fashion retailers and identify dimensions of internal service quality. Data were collected from sales-
persons of women’s wear and imported brand stores at four major department stores. 205 survey responses were used
for the final analysis. The factor analysis extracted empathy/tangibility, assurance, responsiveness and reliability factors.
The structural path analysis and effect analysis indicated that the importance of assurance and responsiveness of internal
service quality had significant direct effects on job satisfaction and significant indirect effects on organizational per-
formance. Reliability dimension of internal service quality had a significant direct effect on job satisfaction. The impor-
tance of empathy/tangibility dimension, however, was relatively weak in the model.
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Zglo} Aol Sa AgE= A F PA5S EdE AR
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tht elsdAle 28 SRS mAolA ke Anlze] &
A3k A, 19 AAH O WA LERS] FHE Bt
9lom, BEH WAN2EQS) Felg Fol nAES) A
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B G 53 /)2 ARRAL o SaE Al
F4 Zgwgel WP YN toEs 489 4
NEAE TotslnA dey. Ea, FuE FUNES dare
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(Grénroos, 1981). THARAIR Q] &HZ 9] S QF 7o
F= Aol ollgl UlF 22 FAH F= Fo] UlFuAE

o]CH(Marshall, et al., 1998). WS-wAR ol IAHES sle
AL Y 25 E0] AT AAE TS FH
T7IHAE sl ZoE RuAR R AF2Q] wiA"e] 7}
SRR AU A o|a I FAR] PFe T &
T e FHae] Wt George, 1990). 53] 2R12S o)
Fo 2 g IAmAREL] AFA FA] THLEAA T

£ &l vHIE, QARE] B 3 ol8F Ve B 93 T
£ S8 EN Hrp AUl X)L IR FAR] FHA
< gHsp =, ol& S8 aANEH 1 3 58
& 4 JA BrhJoseph, 1996). FE3F AR A9} BAQlO] B
F7F AR e BN PFET F UAESE 719 AME, HE
AE|2AE, AR 5 EFFo T wauke FAYPES
St gk wiEe =7y A4S 2 | i(Gronroos,
1991).

ojopke W FuiAR ] el wEH el A FHe
AM2E AlFeEe 719 BieA] ZI9uRe] A, & F
HENA Fdo AMHEE AlFstodof sith & WA AL
HEANA AF== WA 2=FZ (internal  service quality)
QR NA A FEE FAHIEELS] A 2ol & F
ATHLing, 1999; Varey, 1995). ol2]gh #ollA] 719 i
IAEANA AFEHE WA HE FHo 82 Hes] & 2
27} JtK(Cronin - Taylor, 1992).

Ylaju) 2E ol tisle] Zeithaml et al.(1990)S WA w)
2FAE JH g, v AE, Ah 249 1w, T
el olal, 2=|aL AEgo] AHE Tl AlFsof sal st
St} Berry & Parasuraman(1991)2 J3z-52] AA, FAY
A HEA, Al tiek g3 B, "ol 7=, U9
A AL, e Ae] Fo] AH|aFEASES Fal T
v 54 @AdsioR kol skl ¥ Hallowell et al.
1996y =84 &4, 5319 3, 243 94, =7, AwY
AelA, ©e, A=A Y, A d3p 55 UFAREF
o] zpo 2 Hkth.

WA AEEDS gaer FxIs dr=ss A
HH 9o} e WA H|=FAe] 8 4E Parasuraman et
al.(1985)°] AH|=EA o] P == ARKe SERVQUAL®| A}

S & 4 2AATE SERVQUALS AXEH Al A72ae 34
Tolx olE WRrHAI"M ] MUIAEFAATE 285t
A 55 Foll A5HeRE o ol Ade] EARE W
3 o (Zeithaml et al,, 1988), TETFE: 4917204 SERVQUAL
o] 7194e] B FHHEES SR & MU|2FH] T2
XS AFEIATH(Zeithaml et al,, 1990). o] Tre] F&A7
oA WlFmA|gel SERVQUALS &85kl 919 oAl xjele]
ASHoz EAES YR tH(Chaston, 1994;
al., 1997; Kang et al, 2002; Young * Varbie, 1997). $+H
Reynoso & Moores(1995)= UlF-AH]| 222 0] S =)k
91§k AollA SERVQUALS] AH1E &-8ailovt HA5daA+
e 1EA, AEA, AFUACIA, £, A2, A=A,
7194, §A4, A, A5 Tl Akle] AFHoR EA)
& Wel7IE st olfe® o] o] FEHAFA
SERVQUAL®] 7127=21 ol 2kglo] AFHo&2e tha T2
A =" A77F UtkBrooks et al., 1999; Lings - Brooks,

Edvardsson et



1995).

SERVQUALS] thsl 2H& % Al 2%dol] 2 831e] 1
o e JUAES AN 98 FASA BEs
A dJee Adele wyon FeA ¥R U 2§, WA

Asshe A S8 ovlshy, HdAdold THUES] A% =
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52 09 AHgEE RAgsRs ZHo|t) Chaston(1994)
2 AH|EFAA ] R AR ARFe] FA|AATRE LotrT]
3] SERVQUALS o]&alx Wishds A58 os At
L AFAT 7190 WSS &7E 84 O HsS
FoL, WA S £45 olsfslE s =8 71801 7] o
2ol Au2FAel Azt SAlgTE ARS B, W
#] FAE ANZE AT F de FFE AN =g
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43 3 S 2 == AS Z(Brown - Peterson,
1993), AF2le] JApt AR A, 571713 5 AeriAe &
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Fee I AlFEe Muse] F24E& ZAgsk=t 9
vl ARl 9Qlo R =L FAe YUEEE AH|AE A
e A HY 2 o E AgEn, 3k a83<
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QR Azt A IFAC] MHIAE A4E S 3
= 4%E 23 + Avke Aoltk(Edvardsson et al., 1997).
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oko]l o] Al A= 2HEE Z 24 I organizational
performance)3t ot 3E Z2o] o] 7] SFHLAE S F
ol H3gel digk &4 A== & ¢ A7l Chung &
Megginson(1981)> Z# ] HA3} of&, AL, 499 &
T, ABIA A, A K Bl igh 229] sEa
g Hslels 3o A-&ske He 2AAE Byt oF
FAE dPFe= 3 A gk ATE 717 (2002)]
Aol s At R |UES] AFTE gk Aol 23
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e ik A2 & F o JAFRAI= oo
gk 24e] A= E 5 A

924 A7E A5 A4E ATRAE Tes) 2o
ATEA 1. SFulgel RAH2E A Ae Johuct,
ATRA 2, A2 E o] AR PR J3e &
Nk

ATEA 3. APRSe] 2NN} 2730 1]
A e dohrh,

ATRA, A2 F o] ARt 9132
of v HHA, A GRS Johict,

32 SHET

%4 A7E 8 YRR ol ST BEAE R
AuzEde 190 B, WRAARS V) 29, 25495 5
A B, e A7EAR 54 Bom THEUT. AR

4
P WrE 248 B 51 PAE A=



1 I Aod LS, 2007

U eAES 243 22+ Parasuraman et al.(1985)]
A% SERVQUALE yRepA eel] 883 AFAte] H=
£ vlge R FPEYS AT ol 7K A EE 7
7} 3oz Ao £ Ave 5983 oRyiANIS

WEoE Sr) ] AR Bae FYEAT. FIHE 3
A AFE EEH A4 e, 4787, Fd Ang
AE AN o slon Nsye 24 v Yok 5
£ 447 ol e 39 ofs) o) #4, Fuge A
Aol e AAs 24, 04 BA, SPA AL
Qo A Fo) Bgow weae Aot fld ol
A, 7hgsolel, ARG B Bgow P

17_1]131—_7-;2 Z]}A o) x]z]— u}7~
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2 A7 w711 W
5 Z435h= dAROZ 3162 Hallowell et al.(1996)°]
235_301_% &3kt w3k 2 lﬂ-ru]'ﬂ]E]—J AIHrE F
S o=z 3 A3
M é\_H]X}—g EH’E}—E g AR st
Ak HR2AS te R g ReAE Aake 2AEYLS
Zi= Jaworski & Kohli(1993)7} AAgE TALES] A4+
Hlo]Zoxt2 ZA3ISITE. FA S o R gF AR
a2 T 2= FHAES] GFed tigk AAF H
7F 3EFAIES oS, AT T, AAE A= 2
OI'M‘:]'-
%Lz]__,] o]:,LE;“;G E/Hoﬂ‘— 7]&.7(4_&
SEAR AF, 8, AT, 2FAY, 9 F, A9, B4

3.3. I|-E_'_Il'l|. u_.‘ung
B ApoE RgAI S 15T AHHes A
Z31= ujR TS o A=A As Agsiact 2

Ol Fuf el 2F-skE WANIE B2 AAENeH, B4
*E‘EP SEHE AT HF HEA 205571 B4 o]&H ALt
Toll & SERR] 31%7} 2000, 47%7F 302 55.1%
%%, 27k mEelTt. B2 494 tE 12%, HEG 2
S 2 18%F, IE0| N%E JPE werow, 2RAZEL |
Qg 12.9%, 19 ol 34 PRk 18.4%, 39 o4 7d w|
T 28.6%2 YERSTE FA¥ElE 9FA 57.3%, 84 184
%, FFE 10.9%, 72| 83% wow Yeigen, 9 F
£ 1009H1~2005H10] 55.8%= 71g B3kt
Age] EAS SPSSWIN Version 11.0¢} LISREL 12.0 %
ANZIAE ARESITE 712AQ ATEAIY B #4S 9
stdrs o FFAAR 2 7|2EAEA 0] AMEEU
WM 2EA ] 2198 Yol y] 9ldtols QAEAS A
sldch Aol A BES 48] $l8le= LISRELS
o] 83k FAF FZRE (Structural Equation Modeling)yS ©]-&

sl

4.1, HFMH|AEE X2ie] 201N

APATe] Jgd TS VISR FAE WA ER
o] ZgEe] P8RS gRlelr] 9 Varimaxell €&
WS o83 aRlEMS AAMF Ad IRA 1 ol
A 68.6%= AWshke Wl 7K 810 vehgth
(Table 1).

HYAT FRE A 7P 89
2450 & oA EFol 189108 FE5o]
o2 gyEglon, AlZA, s, ukeA

KN
72t =98 8Ql0% FEHe] ofF Al 29l

B Aol &Alsks 41 WsbEe] Ao Fuldst SHE URAEE 24 AEYS & AUJTh ] 8919 A
Table 1. 9] F ] AL oz 3 YRAu|2ZERe] 9ok Az
89 Rk Q91751 oto)zzk
29 1 TR e AFUACIA ARk 83
1‘4«‘3 Ao gk 2 ol 1
%_%L?_ 7‘]#‘471]"] 151:11:‘] X] O']ﬁE 76 615
st S84 Al 4 ag &4 57
A3 2534 50
fold ARE ATshs g AR Al A 40
29 2: 344 *éﬂrou gk HAe 293 B 84
AR AR ®vA 81 1.60
FTHY gAs g /A= 58
89l 3:¥k2A] MNe1e] AEA A S Fo 87
R oM 94 A3 Tl 86 141
BA7F o) A& 91A .62
23 4: A=A JFA S| i FR-3 AT 84
w33} ok} BlA ] A A 78 L15
Ewol HiE wSFA I WU A Sl

(N=205)
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A 7 Wl 2EESYT A EG T HRE W
2§ 4=2 (endogenous variable)Z Sh= FEAMZ ¥ A
StTh WA 2 FA9 7F A2 Zbzh Al Z3e] 2
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RorZ T FATE, WA} R A
3] SAWTE SHRYS A
To| Z7|BFPM = WA H|EFZ o] AFRSe n]x|
&, 22]al ARl QAT vRe AHIT
5]-8st 9t LISRELS o83 Ftibtx R
A= (modification index)E &3+ A3} A/
[elo] YA wX= A4 9 7l
22

Ueht o2 wge £4E 23 3

ZEMIlo| ZEMPE I

1= e
2R

S

of

ni\i
1%
oX, offt

o oo B

ne

7zt

)
I\ ?’1&

ot

=]
AT

o, re
td
ofls

ofN o

(W FATH) 25 4)

A4

Fig. 1 WA NI 2E 2, 4905, 27439

SfFE N AT ]

Shaiai 45

Hpei) 22970 Al S

(Fig. 1.
FAE AFRYL Flolrls gholl 248.82(dF-115, p<.001)°]
o 7] 23X %= (GFI: Goodness-of-Fit Index’} .910]H =4
A= (AGFI: Adjusted Goodness-of-Fit Index)7} .88= L}E}
v AAIEe] siAel a7t gle AR BRIthHair et al,
1983). RMSEA(Root Mean Square Error of Approximation)<
039%2 yEht vlolE7F o] 29kekByme, 1998) A=
YeRsth
FAE oM AlS(structural paths)S B UEAH]2 3+
F AE, S a3 WS B AR HHRl
&S FE= Ao 7 YebtHGammay,=. 36, =2.7; Gammays
30, #3.3; Gamma, =34, F2.0). H FAAEA 290
[Pl folg A JFE BolA BT Gammay,=.
05, =38). = °JF719e] v ARIEClAl F= Aol thet
FEAA), AL FAEHE), el B 4y
AEAIFE ARIEe] AT A dFe
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FEA T BF frofdh A IS F= A= YEhT
(beta;=61, =5.1; betay=49, =5.3). &|F7]1QA AFIE2]
T2 Ui o o ATl AR dES Fol At
AEo] 3Atel] thek Agqlo] mOFAIAL o] F oAbyt vtold
opet AAEE 913 AP HE EoK|E Floltt

T BYox ke oA, wil, WASE ke 7h
Hade 1) 95 SHETS TASIATHTable 2).

FARAA YR 2EE 22l T FI3AE 89
Fig. 19] #2274 243 w7 vzl 25
=5 79 HHade foleA Bk Hxiadnte] {9
oz UEREO™ (425, 1=3.82), AT F R TA T
T g ZHHEAE HolA Fkrh(.022, ~=57). WHAHIA
4 T FHELe AR T AU E dagan et
Al BF wiy s Bk folgh HaRs vAe
Ao 2 UERHTH 188, £2.58; .126; =2.52).

WiARlE F4 5 B8 9A 2AE99 9 A
2ol BT wiFE el fold thgads vxE 2o
2 UERITH209, £2.94; 141 £2.93). 3 WREAME| 2~ F2
T A0 A 2AH F 29T 9 dagauz
B FoleA] o A HATh(228, +1.92; .153; =
1.91). 22y} o] 7 2] feldS AdsiA = A ¢
W2 B ATl Ed £2.00 olERs oS (Byrme, 1998)
o wl$- ZHI FAE Holng M| Haze] {4
2 FEATNA TG S Eoof & FReR Wt w
2hA 2)f7719do] shte] A owH Tk 3 2AEAE =
o]7] SIEIME AMIES tde R o Mu2Ed F AR
74, A, e wkgdel Al 7K SRS ook sk A
o2 Bt oF FHAAA 28209 g 53 3
=, 3Alell gk 2kl o Z|ejatel] w9 gk
& FI3Sle Zo® vepth B3 S v
A5 AFNSE RS R Sle] 21 F 7] S
b=
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2 At E FFHEANN WRIZANA AlF== WA
122329 7id 2 SIalE Telstar yiRaelAl Alg=
UAu|2~Edoe] Y RaA S| BEs 53 FFH0=
IS gz g el RIANES AR S Aux
g 5 AT oud 4TS FE= 715 Dokt
SERVQUALS 7Hko g2 AZAT Az} oFHEA M F
LE e g & A 2EEe IR, AFA, gl
A, 282 WreAe) sgixile s FRES & S Ak &
A FEAe el 2zt JFe] 284S A

2, A21AR1 s oz o|Rul g ARIES A8 ARUA
At HAE AR3EE dde Qo) YR~ FhE X
ZFslal e Alo& HRlth WRARIAEA 2kl F A0
2 o|F7Ide] v ARIECNA T Al digh Ridoln i
3ol daMAFolM o] AP FAE oJw]sla, 123l
ket PR WL NS ofneitt.

WAz F2 d 8918 WAHSE ARNES wizd
=2 123 233 F H8e 25D dlaan g7
e JANFE she TEATER By B4 oF71Y0]
shtel oM 7ol & 2AHAE Eol7] AsiMe A
AES oz g Au=Ed P, g, 2

= %‘ o
9 el Ak EHe
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Table 2. TEAEYANM F a3, HHaH, AHaz B4
A=)

IR T A) AT AR GEA ) BRI AR AREH)

EER I BT 041 (38) 041 (38)
Zx=9] 457(3.78) 032 (37) 425 (3.82)
o AT 7} 022 (57) 022 (57)

51409 ) 249(2.89) 249(2.89)
%729 188(2.58) 188(2.58)
o) AT 7 126(2.52) 126(2.52)

e SRR 276(3.41) 276(3.41)
248 209(2.94) 209(2.94)
o) AT 7} 141(2.93) 141(2.93)

A=) 2 2.89(2.00) 289(2.00)
2729 228(1.92) 228(1.92)
o) AT 7} 153(1.91) 153(1.91)

R %423) 789(5.0)
el .529(5.24)
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