. . * e TRTHATFT TFER TR
- X T ) 0 T T —_ fgsg
U TEEEUE OBREE TEEET g Ap® @
EINE DRI IR N = 9l o] &t b Ao =YW oy oF
= @H%&%ﬂ ﬂ%@o 4 RO W o o o] X W odr w T
4 or e S CHN ey = T A T _- M of o) B ) A o B
o o TR NS o) o] TR — — o <0 !
o = mmm OB Pragear Sxw E A
— 3 T X2 m =X w2 LUNCIRNG S = T W =
ol = <L ol = | U o 296 Ko by 1 =
. U 0 o) Np - Wo = ER - — R ‘UA|O#E o i CE
i ol R0 o o %o e T Njo T . BN =0 X o o )
S = K B e o T /o K5 o/ dr = o Howe m L
z = Zezwrr Lo T o MY O HERN W ogowx
LH 5o TETewz Zo% o R A L R
20 o HedEE . om®ag cEEwmE . T g™ wolay
My H = I =R I Nl o T T T T Sy
Kl0 oz FED e _® o TEXTEWE oo B
(1] £ X NG A R e E AN folE  w T
S 5 o SouElE o oy Mo i = AR
HE 5 52355 *nid T es ETTZLITE
— 9 R —
Klo g R T wEe L e Twdwnlbr g
= - KU = oar Mot$ o o %70Mvm_.£omq Jlmi ﬂ113_./||ﬂuA
) ™ W & Vﬂmﬁwmﬂo% UE T A uiﬂfﬂ7a%@@amﬂﬂuﬁm
: m @ Priess SE0T AP EE S S
S o . X m _, 5% BN J0 B o ol = % T T — o of
& x._ﬁ =0 ol Miu@i,wm mmﬂ%m% Jvo‘_mwy.e@mro%;ﬂ;uruﬁ%@aoﬂm«.
= - < o % NE gy o o 1 B o} &~ W o To o OF =
~ Dhl atﬂamﬁﬂrmoov oo O Jﬂu ixzﬁﬂsww,%ﬂ%%ma waﬂlM
= xr m TOT I ENTET OB oy BEa Ao RE oA Ew o
> N » B N B A)Eﬁur_i 7o T % H@m O w B oo L CION
“ 1 x*h On_ o ™ E.W %o _:M ~ M.ﬂl ‘Ml i E.o
N Z*O#OJI b\ — B N =
N O] ) <A N N
- B o= Xg A ww
g — ol %%H%%_g o BT 1, & o G R Ry S AR o1 o
© RF o Te e T ey O O B I S
2 OL V.Ed%wﬂﬂroﬂlﬂ TMﬂumv% = Lmu_uxo z#ooLIrL‘Q\oI,DIZo 5 B
§ 0 S Do m of Lo N oo o T X
5 0 4 WS Mﬂaoo_ w ﬂwpm 7mn@ﬁrpummimm F K
S M o 7N - T zo WY - o) O %O I~
- 00 BB EEmeALTE Y k. LedZTh X
N wr i iy CE | o) N Mo or o ™A o =5
~ o Ol Bs ] ™ — o T Ha Jo e B oy = ol
S — .&o,oL11mr,ﬂy4ﬁﬂMnﬁU| S onﬁﬁﬁd.,r,_ﬂ_u_s 7‘A|# JleT
N H ﬂﬁﬂav;%oﬁoﬁAﬂuFL%} A]# =~ ‘.m.om.o;_ull.lﬁﬂ,HlA#uu o
%0 —— i\ldl‘_._‘_mo]HT_EO#7Lo ey N — o ,._lﬁvAo] - B
o £ < h_._ A G L TR <32 o R T m n
of £ ~ x o I © W g ® = ~ AJm A= ool = & o
3 £ ™3 _@ﬁ%d%ﬂ%o_aﬁ%ﬂww or TR = Mn.aﬁﬁAALAE o ol
oS ol K I S IO -3 ST, BNCUR = ., BEN  Zda 0 0T
o .. =1 TEeEoE T O om < BT T T Murmwrﬂmmxﬂy m &
g E HT o m B e e id o S X e LR X
o 3 dr R T SomenA®Y @
= 3 I} PExyT TP O HE E I BCH ) ol K
= S N ﬁmq%m%ﬁ&yﬂﬂ ® - x“%aﬂw%%ﬂif =+ T
= — o N0 Fo gy B RN = Gl # £ B oy
S orl PR e R N A AT I R
z £ ET X PEIoIRah m ST A e S ol
Rk 3 Awlﬁmﬂﬂﬁoﬂvﬂﬂﬂw W of X wher e ot ﬂﬂib%
> WOMHT]Hﬁ]xnﬁﬂ]ﬁ% . oly o u@ﬂhﬂmﬁﬂlﬂﬂa&mwﬂL
I Troarozoass oz W e IS ERRwaE LT
g Ieldoleen®RT <| T B wEwm_ o wodd
z0 < HoNe R0 S T e MR N < Bl i) 2 50 C =
AS g TR oE L S R 9 W@O#Wﬂ%mﬁﬂuo_az?ﬂi
K2 Gl LR R e = . W Qe oo 2 o
7 < o i M om) M %o Mo R B _ o) B R oo BT o N LN of o &u
o] X H AR & oo N AT Tor

- AAEFL: 2019-08-05

B v

- Y 2019-07-13

=

=

B lpds

A o)
1w

14

A
=

~ ol g9]
- 7Y: 2019-06-19

akl

(o]

=

* AARE, S sk WA g st v, isaystyle@naver.com
s WAL, FAY S WA e W, telekan@naver.com

- F19: 2019-05-08




Holow TRET 8o FEE 2 AN 2 T, 2
o £ A} 2e B, o A7)

A Seuiel AN/ E Qe AE 7)7]
2 289 ALY AAEGe Lekel BB, Aoyl
N vkt Bl v Qo

HeAwAe s} el AL} olA Gl A o
A Leelow wg gS Ageb] 919 e}
AU A o8 AR B 0k Aug o

=3

%%Fﬂ(zom)oﬂ o5l AW EAL 33 o] 7
g 4= Qlth

AR, e A7E Fhol|l whux] ok shEuAlE Faho]
HAEG AFUAIA &
A4, TINARE, dEv o], A=,
= 6‘¢1}7} =9 X*OJ *J%OM o]Foixl

A

LMH E}-r«l

<
] ]’ RERE=
% S P S FUOR wgo] ool
L

A, 24F Lk AL SEAY e 9 sy 8
Ae oxelel eIt 9 Lohdl A A ditE
S| §A7} AARE, HAAREO R Folahs SEHED o] Fol
A},

AAuge AYHoR Wel Wolg Y= wEAs) St
e BATE )8 P2 wei2, 2

_(
, > o
ﬁwd
)
k)
(5,
©
o 3y o
30
-2
>
]—o
_L
;&

4 A%g ﬂ@sm At 2t He s
3% + Aok

N FQ A9 § FeAsl Fe o]
Hulz ehAg ool d ARAEE b 2 AT o

L oAuA FA) oItk Al B
Hla FAL oj@A &
A Urherh ek Zlolth olelat Al A A

N
of
{
>
N
L
2
ol
ol
ol
rlr
R

o] WESHE Je] Hu
2004).

i%@o] BAAH o7 zto|7}t

R —

egto] @ HTh Auls

U Rk ¢ fle FEA0l

o= HF A, F4o] "o“oL

WA Sk ANAL A

ATHEZEH, 2004). %7 1Hl

HES BT ANAEAS T
SEL]
HYAT B2 AT

71999 A7t ArkHEAS,

%S R-SERVQUALS 7|%&

1:111_
EolFth R-SERVQUALE E]4 B4, AFA, dazg, &

Asd, 43 5o 5749 Ao

2005).

R A A ey 5
shpatdos wRat. 99

A 2ol i g

WA} feke B1S 371

it *WOM(ZM%, 2006).

o1Fol A SIthHEH,

F o A ABAS 2] obgolae] ek of

224413} xgz@ AA% §7,
A

daol A7 %*33}11 ?%E%
H
[e]

B CEE s

=A% e 59 e

B 0}0% AATSE A7l 870 ‘%L FEog AT
A 3Hlth&E ), 2004). R-SERVQUALS X2}l ko] Aln]
2 FA SHAETOIER o|ZE 2RI Ao 1R A%

mE =
sk dells @A7F AT EAS, 2004). 1 P2 A5
A0 2RIl Sede Fd BrIEe] dtgshs =Y
ol dattdl, 1 WorA 53] AlagM Y FrAl, T
AL, AR, A Toll it FEEs A & d8vt 9

Abst 7H“‘ oF HH]*UMIFJ %%MW 7HH‘% 719 Bk,
Z R-SERVQUALATAI S <% 1> Zoh(o]&F, 2002).

<# 1> R-SERVQUAL 7= 7N

7 . .
35* el s
RSER | oy FMAAOZ Ao|E E97|Lt
VQUAL | = sjpo| =P} & (o] RUct

102 Asia-Pacific Journal of Business Venturing and Entrepreneurship Vol.14 No.4



YHDS MHAR0IO] IUMZ] IUFYES| ONE FF: Y EHYS FNOE

Alo|= sigiolAf 2w, 1210] BiC
-l[EIol /\Lzl()“A-L‘_
TS sligt AlO|ES Alzgt 4 gick
AgAISe| FHolRET} olstshil E5=lD Sick
ANBAI9| ozt = S
[emi=TyIPS]
TS Al S stk
2ol JHolol chet 2 AMblAgt & =T ek
(Eleligl, 2 $UNY 5)
A O|&( [Svele
—_ Aol :|OO| et
(22 2 F2 SMal BiZo| 2By,
staTiEoIN T3t FAISO| 2SI
el S1E @ BeleEu 2ich
ofol8 AR ZiolLhgol
=000| 7| Hzl 24n} 2 Aol} gict,
— ABAIS| BIEHZO] T2 Tl Bl 2
= BEX2E FZBIC)
Sk 20KE0| Yl 2 olof chet
- sHZo|Lt 2Ao| 80
j— a0l kol Bolaic
SISTIEOIA LiElt=
H20|L} 2TARl Thlo] X2l7t BEBICE

ARSIt AFE W MulA FARS] Yt w2l x)z
o] A7ZA Yehts 73 whgolth 7)ol uAuks
o] g, S99, A9e9l 9 2l el g Mgl
75 1EsA gk

AFARA gnjeA 9] uAL 7]9jo] THE AES Anlsta

2 3R 71999 %ol e nAS BERTEFE, 2004). 2L
kg 340 @9} 7ge] §-g3te] I AWNEA AFE
W AuIA] A7} o] o)A u AL A F|Fto] ALE=
ZEEka oSt vhERE S, 2007).

Oliver(1981) TATES AR5 7))o} 2H|27} 44l
o AHdel distol AR o ZRA I QIlE Aol &
gtx o7 Aol WAsk %:ELX_] A2 Aottt =
‘%‘HOﬂ/\H UARSE AYAFE wtFoR, HYEugel
W5 Aul el Hiske] vigls g FrhE XUEH?}
714 Areld s uARSe] g owA Anae &

TEARY 543 A 5408 g A9t 9}
theld ™, 2011). °]5 &to A =5
QAR s wdEeta w, o, 7k A9 A5d=
I 3

stk A ¢ 4 ol Ee
W o5 09 WA 7 Ao e @

HAHGA SE AR G o]

(O], 2000).

i

=

MNPAAT M143 M4ZT (5H642)

ANES Egas WHot A BAAssL AT
B9l VAL o] Bek ART FAsHs Poo] UrkE
Aat, 2000). ©) W BBYS} AT B9k wATE}
HE WA on, mud 9 2ol AHS WA go
o, WA oA Ak AN Fed g 2t a9
whof oA mastel weldsthEFE, 2004y A
= ARE olgos /190 HAWE, FES 92 F o

Oliver(1981)° $13td LAZHAEE A0|A7F F738H= A4
AU AES A7IZE FuElER wiEE Fd Au) A AE
of tigh 4o A== Aot

IAFAEE A 7ol Au| el i a17e]

o g o] gAY AEd Thsd s wEith

A

e 719599 giy-2o] g7 A
317] wifo|th(F5Y, 2005) 0|23 uAES ¢
2 59 7199 =1 258 29FhF

RIOR
o ¥ ¥ =

Ze1tham1(l985)°ﬂ oJstd AAFAEE AREARS] T A
THIE olozittal Folth F919] A5, S AAAES] vt
AR dd, 959 4 ol et v 7199 AFel
U AH AR Ol%}o}Xl 2 AEHoE B4 HAEY A

25 v By FullstE s A0S dAl(commitment)©]
Ue A eIl FH, AT Fol wEA Fvh Unky
o AHIAEE AEE Tkl ARES F ke ddY)
=

upg} gkEolu BEniSS A HA, F3% 54
AF P APAE T AJAANE ZAAsHA @

2000).

Oliver(1981)9] AT-ollA] TAWEL An X8
mA I A 9 AT ]
AA =Gk, o] YA Au|AEA, 17%“3&%— IANFAEI]
AH AAS 010}84” o] A5H =3
THEAE 7t S kel verd Qe AN A B
T 7bsetteE A l*l Skal QITHE A, 2009).

Z2EA 9(2016)8] AellA FHRS AR AFEL AR
3 Ao 4TS vAE AoE Yugith ol
olg] Aol AR e F EEERE ofh e
Lo e vxIvhE ARl LAFUTHETR], 1998).

103



uys -y

= AgelAe] IAFA s ARS Auae] dig HY AANES AR AFA Y] AR B st ol #HE

THAEY AT, A%, Ao ee A58 Frjole o A5 By MRAEAS uANSHY AR He

2 gofst AANS AlEe] thdt anjAEe] FA Ee Zlo] Epget Z10= Helth(o]st2] 9], 1999).

AEoAL Fo 7 Aotk A, IS aAFALERS B g AgATE
NRES I Rk

2.4. 319 EH|M =
%3 1A ATHG FsAel wrks APl gl

oubd o 2 AA )27 HOECD)L} A4 %7 TILOYE C}.(Lababera & Mazursky, 1983). whebr| LAGHSL ARE-R}7}

= 1]

A9 Ao gAS 152443 Folsta 9ot Fuje = i AHIAE Aol g Tl FTFE A= wFE <
15297442 B ok (@il SE st gabd, 2015). ©] A Sl
L oA 1EAFO) 80% o|Ato] tjdke] A sk B o A, Cronin & Taylor(1992)= AHIAEA Y 1ARESo] 11
gh TEY A7 HaiA] wEell 24478 dolkE tfgte] AFAAE MAE Y dehlls A7RES dAdt, of
At 29l 797} W) wEo|tho] 4, 2015). & AT ATl AnagAe] uAwkSel ov] 9=
wpeh] B ool 2ol Fu|Aojd AAA O TAIHE P VA, WANHLS AAFAH L 9A v Sl 9
o i Qe FUZ(15-29) AYAE Eale] ofgt Zgo] T2 A= AE TAATHEFH, 2004)
g st So] 27l ohd FABES Zuety 31 9= A} uehA 2 ATelxs fgh go] AYATE niFe s vy
= gto sk I ol 7HE e
. 91?27“ 7 1. 840 IAFAEY uAE AHY FF> 17

BEEd g3 WA Aol

3.1. A7 =¥ 7 2, %ﬂlaﬂ@ﬂ IAFAE A= AHY JFE T
AnEzel o8 g Fold.

B M s 4ERgdel nAFAE wAE Ame 9T
L 2ARSES o8 wshg Holch

I} o] =23kttt 7HE 4. BEAFAYC] AFAHE] PAE FHY FFS
1ARF=0] o3 vj7iE Zlolnh

7Ha 5 BEAo] AAFHE HAE AHe FFS 17

D=5 98 AR Rl
6 BEES TAZNED FH) JFE vA ol

. U o=

|

FREER 7Hd 7. Aul2gRle] RAZFAT HXE Y] oA

BEEE AEHHEE T Rolch

5
- 33. HEST ¥ BMuy
<18 1> AR B ATe e A7aste] Aee kol 93 Y =)
3.2, S1TI}M B gto AATS AHlA AY R sl & g
ZH)4 2707 Ao AREZAE AxElY. SuAt
AR A7 7|k i os AEZALE A E

=
AR 20199 39 1095 E 4930470 oF 504 <t
AABAT & 27075 Fgeta BAASHA SEst 1271
5 A3 2587 AEAE HF B8z ARSI

104 Asia-Pacific Journal of Business Venturing and Entrepreneurship Vol.14 No.4



~

ol
00
o
1]

]
\Y

Cronbach's Alpha %t

K

e
=
%

Ik te] 0.6 o)delH AlF=7h

M2 A E| % Cronbach's Alpha #k°] B 0.6

=

_]

A

SEE]
oo 29

I
oy

A7t Qe Ao FAEY

RU

=
=

v Al

o

<1 0.87

0.92% BF AFEE 06004

2 ZAHE .

A=
T

J

No
=

7

N

v

g

Pl

ZFH= 7

H

|

Ka

ZHE 7

|

Ka

27{= 7

9|

KM
Ra

|

27{= 7

|

Pl

27 7

|

K0

2H=E 7

5

5

6

74
=

i[5l

=
_"n_

HEMSN

iy

b

=

=1
k=1

f

BEx] A

4

|

Ma2 2R A

o

=

TACHAAL

2424

o]

BN

=5

Ao
i

o]

K0
0
zl

=)
%l
I
Klo

Ir
H
U

<

5]
\"

0.92
0.90
0.88
0.88
0.87
0.88

0.92

258
258
258
258
258
258
258
258

ol C.L?_
SHESY)

A
o=
2

ole] o

ofolAll gkol 101

THAIE(%)
60.9
39.1
27
767
17.4
31
543
322
1.2
23

HI=(n)
157
101
198
140

kel 258
G2t 60.9%9F A7} 39.1%= ALY

a7} 76.7%% 7HE A ZAHE G

[e)

o

S

t
t

5|
5|

L

= 3041 ©]
o
20A| 0|
30M| O]
31~39A|
40~49M
1~2
2~3:A
34 o]

.

4 Az

L

1=]
42 ygEy

o, AR elA

)
A
)

9/1

¥

<0

ul 37§ o]

&

o

tact 1Ela 1789

9|

af

5

5
A 300 A
A2 4]

b
gl

=4
o

o

1S

o

AErelM 97l @cle] FEEN o,

2ol 6709 2]l deagd e

5719 ]l AHAF
TAELRE ARTAA 4749

]’

291e ARsA 6719 291, BEEE A

[e)

17} 543%% 71 =2
1-29(32.2%), 2-39(11.2%), 3 ©]4H2.3%)

°

o]

L

i

W I HE
2 ZAE AL

o

[¢]
o~
pu

=K

105

gl iAo

L

T

3

HAZAAT M143 R42 (3H642)



1z
ol
J
e
3
40

<E 5> 202X
s=ug L
1283|4567
> Ng:;fcﬁg“zo' T2E B 507 140 |- 006 151 | 105 | 188 | 065
* tioa'f fimraot Ak 774|131 | 206 | 090 | 120 | 092 | 043
2.;@: :'i?:'ﬁlégi‘;i 771|126 | 223 |-002 .246 |-.006 | .045
aggli?,z%‘% TTHAEA | 730 | 115 153 | 025 | 201 |-136] 013
" ;@%Oﬂ HNETHSSOT SV 715 | 123 | 117 | 306 | 06 | 121 | 204
6 ;ﬂﬁj—ij@g' ZEHE | 670|188 | 027 | 363 |-015] 233 085
Sfﬂ?&lr SIEEEE B OB | 610 105 | 186 | 208 | 038 | 080 | 301
4 Agf,gﬁ”ﬁgm W= FRIE | o03 | 165|150 | 130 | 122 | 111 ] 346
og}_ SSEEE TA RS T o | 20g | 137 | 014 | 243 | 206 | 432
6 éi:;io':” D EoTES 232|838 | .084 | 163 | .138 | .166 | .090
';H;LPA:TUP oW BES=TH | 140 | 23 | 107 | 067 | 210 | 116 ] 177
73?;;;;@“15 ; et AOIS | oo | 701 | 125 | 120 | 200 | 145 | 064
4;1.?';7;}%[}2 e HeE 081 |.780 | .066 | 215 |.169 |.190 | 175
I =
3§§ZPSE;Q|ZHZ'$+ 228 | 671 |.376 | .161 | .053 | .064 |-.035
2 ;zféaﬁﬁgﬁﬁ% ot PR 120 | e62 307 |-007] 182 | 170 |- 042
== L
s'ggljjf;;&%;ﬂ 146 | 080 | .834 |.120 | 083 |-039 | 148
Bffﬁtii’ita;—iig 2 146|123 | a2 146 165 | 108 100
7,;4%@;::;;:;;;5 =17 | 13| 190|780 | 201 |-013] 054 | 138
S %":ggﬂ;ﬂ% 133 | 214 |.704 | 296 | 048 | 298 |-.060
> gfzgfﬁg SHEXSFH [ 196|141 | 700 | 138 |-007| 385 | 100
SIE slAN oL
jéié@%i%g%%} 250 | 157 | 230 |.730 | .170 | 150 | .194
2010 =) ol Al 211|106 | .306 | 707 | 227 | 123 | 183
2 Yol ISAR= S5 156 | 153 | 203 | 642 | 391 |-102| 126
3. 29| NSX=RS2 YEiCh 155 | 214 | 416 | 614 |.199 |-.094 | .282
1. AIE 3iH J2! 2M7} oiQICE |.286 |.173 |.030 |.579 | 277 | .393 |-.144
s Aﬁ'fg: Eg's@? e 184 | 228 |-050 | 222 | 695 | 317 | .184
> %,;',;T(A)j;f;a!l{ =y | 259|131 | 291 316 606 | 205 |-068
2 Eoll; 7;;7 2l 8IS AR 2 169 | 273130 | 322 | 500 | 204 | 102
B ;@;%t@'ﬁﬁ? CRt | 06| 230|248 | 205 | 575 | 103 | 133
4 éﬁﬁ:fféﬁ%g F2S) | 573 454 | 00 | 163 | 575 |-056 105
SIALI=0] BE0Eg] o/= AS
§'|mT?HﬁLﬂ?%iL€|“§T+ ;| 251|253 |.154 | 309 | 405 | 363 | -068
K '%jx'_loffiﬁ RIS 07 | 245 | 021 [ 012|004 | 812 | 147
& Llj 12%1@'1[}_, O'E%i['} 152 | 161 |.020 | .241 | 199 | 782 | .253
5’55)\?;;@“‘1?40 YR ] 063 | 104 | 054 183 | 270 | 800 | 006
6 Ei@é;ﬁs)'r;m”gc: RO 004 196 | .007 [ 151 | 01 | 701 | 383
OPEL ?SJF E:OT Nfoﬂ SE31 | 000 | 000 | 233|098 | 204 | 719 | 420
S :';Etﬁ@im oy | 048|087 | 210 | 072 | 038 | 277 | 897
10. é],'i_ﬂizuﬁfﬂi”oh acy, | 017|038 |.281 | 219 | 201 | 047 | 907
. ;isfliﬂ?fﬂr SAS | 277|100 | 265 | 211 | 208 | 032 | 752
12;';%‘0;1???&'? 22 EAZ ) 90| 108 | 018 | 024 ] 030 | 007 | 830

AANSE MujA~QQl0] fET H uAZFA T vX= o
ol QoA dHATA= T o] ZAEHI:

AR, FBHAI FRATAY AT AAAA = 6142
2 Ao, A eclate] e 603, e84
of AT 577, TASAQRJNT dHS 546, WEHEe}e
AHE 488, AMTAEY AAHE 4502 ZAMHSITH
(©<0.05). A, FRAFTA LA} AP 2A7e] FHHA=
698C % FAE GO, Ao AEA T e 622, TAIE
AQA7e] e 536, TR AT 592, AAFAE

e

(p<0.03).

A, e

*Ji&% 5882
TR, LA
Aol A

AXNA|, TtEEele] uAFAH T el AAAAE 18308 %
AL 9 TH(p<0.05)
mebr] el uAFAHELE] o] TP A AL
of FE gRlo] Fow UAFAHE F2 0% ARG
th olo] 84207 IAFAHEE olF 7P WAl 2AMY
o 84 QQlo] =ru st IAFTYLEI} molAE A
ohd Ao R ZAHST
<IE 6> AEEA EMZT}
N FHY |SHsiE | MSAE | FEAE| HelY | BEx SNe
=T 290l | 20l | Aol | Meel | e | ¢l
FEL ISR | e | agem | soom | sooe | adge | o5
01 [AlF ’ ’ ’ ’ ’ ’
2A|
Sz || B1 | 1 | 484 | 514~ | 629 | 481 | 463+
0 | A%
N5
A | AR 446 | 484 | 1 | 559% | 447+ | 689 | 630+
01 [AlF
N
HMaEA | S5 | 590 | 514 | 559 | 1 | 709+ | 573+ | 504+
20 A=
B SB | s | oo | aaz | 700m | 1 504+ | 528
0l |[AF | ' ’ ’ ’ ’
Az
o= | S| a4 | 481 | 689™ | 573 | Boam | 1 | 796"
A=
TIZH=
T | AT 425v | 463 | 639+ | 504" | 528 | 796™ | 1
A
x
4.3 JI18HS
431 AFEHE| M

B A7 A77bIE A SAstel AFIARA

i



UHDS MHALQI0| TURIST DUFYES| ONE Y AY FHYS FuoZ
< o]&sto] MEE ARSI 3 4] (regression analysis) <E 8> 2CHA|: Mu|A0Int THENZZ} s|7EM AT}
olgt THWY SN E K #EYS HE F e " HIESSAS | BRSPS A -
et mgo] fslo] SAE W gozRE A4S B | mZex | HE
F48h= BA WHolth ol JIFIAL e T WS (&) 1.353 240 5628 | .000
SFAE B4 gfor gt olye #AE FHeE 2 RNl 437 058 425 7504 | 000
AT baron & kenny®] WIANE I E-A AR}l whel 97 Sxrsizeel | 462 055 463 8364 | .000
A5 Au|agRle] IS W aAFY Lo wXE FFS ABRRMROl| 671 051 639 | 13283 | .000
A8tk HMuAEMe0l | 511 055 504 9343 | 000

AWK Mu)Ae9le] YARFZT| wXE JTFS B4 HolM @0l 545 055 528 9944 | 000
éﬂr R: 735, RA|E: 541 %22k 698, A3l 144.926, R: 695 HZ8: 167.866

50362, BAF; 289857 2ARE GO, SA, FEA L R BT Sa573
% flet| thm 8010, f2¥& 000°.% FFS A=
AL A QMWOOS) GANE MH|AQQlo] IMEA Lo ux|= &JTko]| 9)ojA
Z5), LA OOLS WETo| X7} 8781, 912 000 e
o2 oJFs uA= A0 ZA]THE0.0) W0 wihE A% A9 o) Erh

o
AR, FT 242 0L WEEo 37} 15225, F8E
00005 FEE mAE F0E A G THp<0.05).

A, ARAFPNS EEe] 727} 11197, Fo]8E
00002 JFE HA &= Aoz ZAE I THp<0.05).

XA, A 29l WELof =37} 9.347, 2 EE 000
O YL A= AoR FAFE ATHp<0.05).

<HE 7> 1EH4: Mu|Aolnt SREZl 3|7{EAM ATt

H|EZS[AI%= EFS
Rl - t [elEE
B BEQX H|E}

(&4 1.353 .240 5628 .000
FEMQ0l 405 051 448 8010 .000
2xfsizee! 422 048 481 8.781 .000
ASERMOO| | 636 042 689 15.225 .000
HEN3AM0 | 510 046 573 11.197 .000
Holyeol 458 049 504 9.347 .000

R: 735 MSEA: 144,926
RAZ: 541 TS, 28.985
HEZEQX| 698 F: 59.362
AAmE Aulzgglo] 17 %@ o vAE gL BAG

A3} R: 695, RA: 483 EF2ak 843, AFIA: 167.866
F: 47.148, 3tA1; 33.573 Ao, A, 392902
WEZ (A7) 7.504, FF2EE 00022 JTS
o7 ZAE S THp<0.05).
=4, FAEA Qe B 747} 8364, F-2]EHE 000
o7 JEgE A= FoE A UTHP>0.05).
AR, AL QR1E WL 27} 13283, F9%E
07 A G Th(p<0.05).

A, JRAFTAYAL wEEo] (=7} 9343, F%HE
Ae Ao E ZAE U THp<0.05).

WET o] (527} 9.944, 5-2)EE 000
© 7 A G THp<0.05).

WAFRALT H144 M4Z (5H642)

A

= =
Hlr2 sfal MERE iR s
A

oA

AHE- WEF gk vt 2 ¥ 1=425>532=085
A gl 4 ik webA] WEL wisigsE wlaYs)
Acka A3 4= gl
<E 9> 3t REYelo] nAESHTo 0|X=
el UM BHEE Q| DiriEnt AT}
e
og smseie | St som
B |EXeoxt| HlEt =
1 FaNeol 437 058 425 7.504 | .000
eyl 088 | .043 085 | 2031 | .043
? OEEE Q0| .863 048 758 |18.019 | .000
a ZHHS: DHENME
EAEA RS SYHSE st MEEE TR
o] FEHFE YATHER 3 "W FARHNA F 2
o) ARE-Er ERWSG HlEl e vwshd 'R 1=463>52F
2=105 95 ERIF F vk wEbA wEE wsiRgE v
MEA7} Qlckar dded 5= glek
<E 10> 3¢H: 2xlsiZLelo] SN 0|x|=
FEkof| UM HEEo| oiyisnt EM A D}
HEZSAS | oo oo
=] — A$ t ;"%
B |EZQx| HE =
1 =g Ekeasl] 462 .055 463 8.364 | .000
ExsiZ 0l 104 .043 105 2445 | .015
? OEEZ Q0| .849 .049 746 | 17.446 | .000
a Buis: DASHE
BEALPeRlE SHESR Sl MERE wusR
ato] FEHWFE UAFAER 3 vl TR N F R
oA At SHHS WEl & vlwstd B =635
=172 9& AT 5 9t

107



oF
Zl

Hr
o

or

0.0
0.0
0.0
0.0
0.0

0.0
0.0
0.0
0.0
0.0

6.94896979
7.55856559
9.35709897
7.49696019

Sobel test statistic One-tailed probablity[Two-tailed probablity
8.54211937

bl

Ml

P

L

T

ol b
ol 9
HE1ETE 1
= = .
o o -
g85|8
Bl
2R REIELE:
"
a5
J_
KIr
g d

<E 11> 3CHA|

EER I DEES

ek

x|
=

Al A}

s
=it

-

=
504 >
123

.000

Aol A
kR
9.343
1548

A
16.397

L

H

3

}
F gk wep WEE s
Az
Hi[E}
lorgl

.755

EESAT
055
047
052

=
511
072
.860

ol

F ook webd wER s

M|

oy
HEA|
HEMSH!

12> 3CHA:

<i

1

)

o
5
gl

¢

=

7
B

A AR TP 2

Sy
o
5 )
%o 0
oo
=B
i
ol

N e
= ™
S
M R
ol X
o R
] el
T o
X o
odr 7o
=T
T o
ot, M
=
® o

YeRl Aol

S o
=

7t 9

o

F

.000

.000

9.944

3.978

16.678

EXEf
A%
HIE}

528

169

710

R}

=
T

.055

H|EZsA
=2

B

13> 3CHA:

<HE

oy

AFHEA golAA A o

=

HAeAES A

3o

Fok kAol A

st Aulag

5

[

el
9

o)

&
o
o
ot

FaL 29HA o) A

vhgo . vl

q
b A% e

[e]

R
=

b= Ao 7 ZA QT

9

=

32

=

w1l A
AES AA%

K ujj 7Y

= 9

F7h WA nEst i)

o

9y
1

o
=]

o

L

AN A3

=2
=

gé:

7}

T

s

]

3l Sobel test

[



AWM NHAQQIO| MUBRL IUFYTO| N FF: Y FHMS FHOE
20 Ash= Z194elA oA A eadta & ¢ 9l AR T tdoR sk vl BAo] B g Zojth
th MBAEAS FEATIE Zlo] 719 7P gl vt AR, 2 Aol dAuse] dist AAE ddow
AW Aoz QIAH 1 vk uFd Au2e] Ay 719 AEZRARIGAN A EHId Foll 940 FHehA o2
o vhAY AR AeATIE S 220t 93 9 P FE FAIA] A F U olgAE el EF
S AEFA EdehEA BENI ICTIREAY]  ARoRA o)F T Aw 7o Adms AusEA A8
=)7F FREIL ol5El A (EduTech) 71959 i3t Aol 1Y 2ol S dopr= Ak oJn]7t & Zlolth
FEHAIL Stk ellyE A wE A7 AR|aEd el EFow oy dANS Mulaeql A4S d4u% AH|
of IAWET FHEA AL WAAQ ATH FozA 2 B e AYF FR BE A 2 A9 A
w5719 A G4 vHAE sl oM Fdrtet FAGAHA Ao FjaA drtel & F ool gk
HAY JeAbselAl 7199 AuaEde] uARkSI u stk
T TS VAT e = E 8 ST
Andow AnAEAe 94 229 vad % 1 REFERENCE
3 W7hE HAug e 9o Bl ohe e Jeldw o
AEE F7E AL deshlnt AARS olgAT BdL s gn1998). AES BEF AHuKI] A7) A
478 vgo R urt pEstE Auag Az a5 F30] AHARAR A5G WAL Gl Be AT,
WSS F3 Aolg @ FAYLE Aus s Zo] vy TGIGAT 27(1), 165-178. )
799l AAY A5 LN i Feskda @ ¢ Q. T EHDHEIQ0I0), HENS Aelad A Felo] G
meb AAmE AN AR A E0AS o ur gedelR goel vix Gl Ha AT, W
o e A o= e FIT, 11(4), 37-48.
o2 3t YANS Au|AFde tst AT AgAdsitta AAAQ012). ZALE0] B2 AHAFEH T mAwE7E) B
& 4 gk HgF 72 AARSSIER, NSt Tk
UA4Q006). A% FH 2T ST B9 97 AR,
of=to| Byl T SE ofciuFat EREER L)
5.2 A7l Al X 2% A7EE SEEQ007). SRINHAFLO] AHATJASE 2] A
8] 719 917 ISR, A ohoel

B o= 99l 2o AZAl 997} glont & 74H 9] & $d3K2000). AH/AEE 2R AT EeY Y EA))

: B 917 SRR, AT T,

;(%_%7;(—70]3 o‘ig?—}x{‘% _%_—Ly 71-. (=i 1 s> 17 = i, = —-11_‘
ATEE T SLe, AT @RS T et SO0, § HJE ofrI5E Ao oJ] U} HHlE
A, 2 A AREE HIE e Aldem o] of R Eo) mF)i= ojgk) Fek o7 ARSI EE oluir)sk
@ ARE FAgeIA AY FoY mAwe 5Ye 32 L)
A ukedskx] Bateivk= Aotk ma 7]9e] AATS Al FEHQ004). AfH[AFE] w2l A B 7 A
HAEAS ogHow HLs HRO yAntEy uAEA LAolie] mlAfs FE HAwGATE FHOE HARY
. =, gt diske.
sk 7} o EQO =83 glols >
Lo st 7 dFnS AulA 7199 5AE Sws] getst 0]—?0‘1(2015). F0)Zn) o] o] HAEH Ao nzE= o
A R S e gln gro) #5 o17% NS, WA el
A, & d7e FES 1ATE EeR A7t o]Fo o4 3(2015), THAF FAT 240 A7t uARST 0
A B3 AT H FHAS fArom MEzAb} Tl MAE Gl wgh A7, WARLAT, 1006),
] 37-46.
= 10 o = A= F J = - - - - -
AT N UL AT S ANEIE S o0, e e g #8 pad a9 o7 &
S 944 o R s gAuS AMu|AEde oidt 1 HehAT, 11(2), 139-166.
Akl S Ws|A EE A ek O|1H2002). e-SERVQUAL: QIE/ AlH|~#E9] 2n]3} B}
AR, A8 A6 QoA AgAe Aman 719 58 By A9 A7 PARAT, 17(1), 724,
o FAAE THIOR @ AREAe] whE Ao ggg IS0, AAEAE A, @
12), 77-99.

A, olARQOIN). WY ER S A=rAEe] e s 2 A
9o} 2 Al AR olglele MulAQlt uAFAY Fejelo] ek o7 A7|fska fEhg, AALek] =R
kel BEAL uely] 93 &% Awrers AAE B A #45(1999). ekl d9 AWK a3 99l ¥4, 7

o
e ﬂﬂ“(;&;&? 32;;;6/23;; PR, AJH[ATJR] Ao §-A
- . “ o & T - Rl . —]az Sy i ! = ly
dVH, o] %] ?i:[Loﬂ/dT: AANE MU|AFA gt AT of mjz= oIgko) rjjsh 77521:144’ 11']_}\]_@[__?_]%%’ Axo)erw
AR BRAE W me BgEe AuaEAe AR Harel
sfeto] o) W@ BAs: AT B ol HRH0005). 222 A= AHAEL] Bl o7 At
A, 2 AT A4ns Anad ds 9 ) R, A slseiishin tlerd
2= 7] E =
Bom BANNANL, UAmSG AMAFAL A guly, o) BEL ST NY maus i S

HAZAAT M143 R42 (3H642)

B H 97 AR, et tist,

109



=
o
Jfu
ot
2
40

ETN997). ABjAFE 22JeEo] A Es) S a )
njAf= Gk e H5E o7, MARERSIEE, STt
st

Choi M. C.(2005). A Study on Service Quality of Online
Game Site, Master Thesis, Graduate School of Hankuk
University of Foreign Studies.

Choi S. 1(2003). A Study on the Relationship between
Characteristics of Internet Shopping Mall, Customer
Satisfaction, Brand Assets, Ph.D. Thesis, Graduate
School of Kyungnam University.

Choi, G. S.(2000). Structural Analysis of the Effect of Health
Care Quality on Patient Satisfaction, Service Value,
and Re-use Doctor, Doctoral Dissertation, Yonsei
University Graduate School

Cronin, J. J., & Taylor, S. A.(1992). A Mewsuring Service
Quality A Reexamination and Extension, Journal of
Marketing, 56(july), 56-68.

Hong, J. B.(1997). An Empirical Study on the Effect of

Service  Quality and  Customer  Satisfaction on
Repurchase Intention and Word of Mouth Effect,
Doctoral Dissertation, Graduate School, Dongguk
University.

Jung, I. S., & Choi, S. H.(1999). Analysis of Effectiveness
Factors of Online Distance Education, Educational
Research, 5(2), 369-388.

Kang, M. H., & Jang, S.(1998). A Study on the Effect of
Self-Regulated Learning Types on Learner-Data
Interaction in Distance Education Using the Internet,
Educational Science Research, 27(1), 165-178.

Kim, J. W.(2006). 4 Study on Service Quality Measuring
Tools, Master Thesis, Graduate School of Kyung Hee
University.

Kim, Y. J.(2012). A Study on the Relationship between
Service Quality and Customer Satisfaction According to
Customer Types, Master Thesis, Seoul National
University Graduate School.

Kwak, D. S., Jung, H. Y., & Kim, M. S.(2016). A Study on
the Influence of the University's Start-up Education
Service Quality on Educational Satisfaction and
Start-up Competency, Venture Start-up Study, 11(4),
37-48.

Lababera, P. A., & Mazursky, D.(1983). A Longgitudinal
Assessment of Consumer Satisfaction/Dissatisfaction:
The Dynamic Aspect of the Cognnitive Process,
Journal of Marketing Research, 20(Nov.), 588-592.

Lee, H. S, & Kim, Y.(1999). Service Quality and Service
Value, Korean Marketing Association, 1(2), 77-99.

Lee, H. R.(2011). A Study onm Satisfaction and Repurchase
Intention of Family Restaurant in Kids Restaurant,
Master Thesis. Graduate School of Kyonggi University,

Lee, M. K.(2002). e-SERVQUAL: A Study on the
Measurement Tool for Consumer Evaluation of Internet
Service Quality, Marketing Research, 17(1), 7-24.

Lee, S. Y.(2015). 4 Study on the Influence of Perfectionism
of Job-Ready Students on Job Stress, Master's Thesis,
Myongji University Graduate School.

Lee, S. H.(2015). A Study on the Effect of Green Product
Quality and Green Consumption on Customer

Satisfaction ~ and  Customer  Loyalty, Venture
Entrepreneurship Research, 10(6), 37-46.

Lee, W. J.(2000). A Comprehensive Review of Customer

Satisfaction Studies, Consumer Studies, 11(2), 139-166.

R.  L.(1981).

Satisfaction Process in Retail Setting, Journal of

Retailing, 57(Fall), 25-48.

Park, J. W.(2007). 4 Study on the Effect of Wine Service
Quality on Service Value and Customer Satisfaction,
Master's Thesis, Graduate School of Kyung Hee
University.

Song, J. W.(2004). 4 Study on the Effect of Website Image
and Self Image Matching on Website Grievance,

Thesis, Graduate  School,  Yeungnam

Oliver, Measurement and Evalution of

Master's
University.

Song, J. T.(2004). The Influence of Service Quality on the
Customer Satisfaction, Repurchase and Word-of-Mouuth
ommunication: Online In-service Teacher Training,
Doctoral Dissertation, Wonkwang University.

Song, S. H.(2000). 4 Study on the Relationship between
Service Quality, Customer Satisfaction and Repurchase
Intention, Doctoral Dissertation, Graduate School of
Cheju National University.

Zeithaml, V. A.(1985). Aconceptual Model of Service Quality
and Its Implications for Future Research, Journal of
Marketing, 49, 41-50.



Effect of Service Factors in Distance Education on Customer
Satisfaction and Customer Loyalty Impacts: Focusing on
Employment Opportunities

Kwang Rok Park®
Chul Moo Heo™

Abstract

In distance learning, quality of service is an important part of improving customer satisfaction and customer loyalty. However, in
verifying the effectiveness of remote education service quality, it has been researched based on fragmentary effects on remote education
service quality, and the effect study on the specific target is insufficient.

In this study, the effects of remote education service factors on customer satisfaction and customer loyalty were analyzed in the
previous study and among job seckers. The survey was conducted from March 2019 and 258 samples of job seekers who experienced
remote education were used for empirical analysis.

As a result of the analysis, typology, problem solving, interaction, information serviceability, and convenience had a positive effect on
customer satisfaction, and satisfaction had a significant influence on customer loyalty. In addition, it was analyzed that characterization,
problem-solving, interaction, information serviceability, convenience and customer loyalty were affected in the verification of the mediated
effects of satisfaction.

In response, the implications of this study were derived from practical research on customer satisfaction and loyalty of educational
companies related to eduTech, where education and ICT (Information Communication Technology) were integrated during the 4th
Industrial Revolution, which suggested that the quality of a company's remote education service affected customer satisfaction and
customer loyalty to entrepreneurs and marketers in the education company's start-up and marketing process. Further, further research will
be needed in other areas as well as in the areas of employment education to verify the importance of service quality and assess the

various effects.

KeyWords: Employment Opportunities, distance education services, customer satisfaction, customer loyalty Impacts
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