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Abstract

The importance of service quality in any service industry cannot be disputed.
Recently political, economic, and technological changes affecting shipping industry
have made service quality a major concern for carrier and shipper.

Shippers have increased expectations concerning the quality of shipping service they
receive and carriers are struggling to meet these expectations.

This struggle between shippers and carriers would suggest that there is room for
improvement in carrier’s understanding of how shipper define shipping service quality.

This is an empirical investigation and study on the measurement of customer
response and service quality as perceived by customer in the international
transportation logistics system.

The aims of this study are to explore the concept of shipping service quality, to find
out how the shipping firms and freight forwarders perceive the shipping service
quality, and to evaluate a perceived competitor comparison-based measure of service
quality.

" R A ALY
" oparele AFRARE Sk A wS

—103—



2 HEREHERE 19984 % 6 %

The aim of this study is to clarify factors of shipping service quality on the basis of
service marketing concept.

For the purpose of this study, this paper combined research tools representing both
empirical study and documentary research. Data was gathered from 206 freight
forwarders by the use of questionnaire and interviews.

In this study, the established hypotheses were generated on the basis of the service
quality model(SERVQUAL) and the consumer satisfaction model(expectation-
disconfirmation paradigm).

The major research findings from the study are as follow:

1. The dimensions of shipping service quality consist of five factors: communication,

conformability, tangibles, stability, and reliability.

2. There are significant differentiations in cognition of shipping service quality

between forwarder’s perception and expectation.

3. It was found that the above 5 dimensions of shipping service quality had positive

affection to forwarder’s purchase behavior(re-order for shipping). But most
important factors are communication, conformability, and tangibles.
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8) D. D. Wyckoff, New Tools for Achieving Service Quality, in Managing Service Marketing,
Operations and Human Research, Englewood Cliffs, New Jersey: Prentice-Hall. 1988,
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AR oA A9 =, 71€4 A4 (technical quality)® 71574 #49 (functional quality)
o] &A1&tz ot

Aul A EAe] 7led AQe ARHo 2 JAL T ol gdaldl, wAe] 71z AEA
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Perceptions.” Journal of Marketing Management, Vol. 7, 1991. p. 49.

10) L. Randall and M. Senior, “Managing and Improving Service Quality and Delivery,” Technical
Communication, 1992.

11) G. A. Churchill, Jr. and C. Surpernant. “An Investigation into the Determinants of Customer
Satisfaction.” Journal of Marketing Research. November 1982, pp. 491-504.

12) R. N. Bolton and J. H. Drew, “A Multistage Model of Customers’ Assessment of Service Quality
and Value.” Journal of Consumer Research, Vol. 17. March, 1991, pp. 375-384.

13) Christian Gronroos, Strategic Management and Marketing in the Service Sector. Cambridge. MC.:
Marketing Service Institute, 1983.

14) A. Parasuraman, Valarie Zeithaml, and Leonard Berry, “A Conceptual Model of Service Quality
and Its Implications for Future Research.” Journal of Marketing, Vol. 49, Fall 1985, pp. 41-50.

15) Sangit Chatterjee and Mustafa Yilmaz, “Quality Confusion: Too Many Gurus, Not Enough
Disciples.” Business Horizon, May-Jun 1993, p. 16.

16) Christian Gronroos. Ibid.

17) A. Parasuraman. Valarie Zeithaml, and Leonard Berry. op. cit., pp. 41-50.

18) A. Parasuraman, Valarie Zeithaml, and Leonard Berry, “SERVQUAL © A Multiple-Item Scale for
Measuring Consumer Perceptions of Service Quality.” Journal of Retailing, Vol. 64, Spring 1988,
pp. 12-40.

19) Christian Grénroos, “A Service Quality Model and It's Marketing Implications”, European Journal
of Marketing. Vol. 18. No. 4, 1984.
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280 A, Parasuraman, Valarie Zeithaml, and Leonard Berry, “SERVQUAL : A Multiple-Item Scale for
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20) A. Parasuraman A., Valarie Zeithaml, and Leonard Berry, “A Conceptual Model of Service
Quality and Its Implications for Future Research,” Journal of Marketing, Vol. 49, Fall 1985, pp.

41-50.

21) A. Parasuraman, Valarie Zeithaml, and Leonard Berry, “SERVQUAL : A Multiple-Item Scale for
Measuring Consumer Perceptions of Service Quality,” Journal of Retailing. Vol. 64. Spring 1988,

pp. 12-40.

22) A. Parasuraman, Valarie A. Zeithaml, and Leonard L. Berry, “A Conceptual Model of Service
Quality and Its Implications for Future Research.” Journal of Marketing, Vol. 49, Fall 1985 pD.
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o] Z2ArTE= z2dx ©ldel(Cronin and Taylor, 1992)247} 7Wdsigedl, oA
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Extension,” Journal of Marketing, Vol. 56, July, 1990, pp. 55-68.
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Journal of Marketing, Vol. 58, January 1994, pp. 125-131.

26) A. Parasuraman. Valarie Zeithaml, and Leonard Berry, “Reassessment of Expectations as a
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of Marketing, Vol. 58, January 1994, pp. 111-124.
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Assessment of a Reassessment,” Journal of Marketing, Vol. 58, January 1994, pp. 132-139.
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E408 2222 (Gronroos, 1984) 39 #g) 1=} #e)Wl(Lehtlnen and Lehtinen, 1982) 3D
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on A&3lTE I AujAs dubde g KA R LA, o] vlele] xH g
5t A7 Y olrt 36)
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2 AdEz gl AR 59 YJAYL sEA Hieh3D

29) Richard L. Oliver, “A Cognitive Model of the Antecedents and Consequences of Satisfaction
Decisions, Journal of Marketing Research, Vol. 17, 1980, pp. 460-469.

30) Christian Grénroos, op. cit., pp. 38-40.

31) Uolevi Lehtinen and Jarmo R. L. Lehtinen, Service Qualify: A Study of Qualify Dimensions,
Research report. Helsinki, Finland: Service Management Institute, 1982.

32) Earl W. Sasser. “Match Supply and Demand in Service Industries,” Harvard Business Review,
Vol. 54, November-December 1976, pp. 133-140.

33) R. N. Bolton and J. H. Drew. “A Multistage Model of Customers’ Assessments of Service Quality
and Value,” Journal of Consumer Research, Vol. 17, March, 1991, pp. 375-384.

34) A. Parasuraman, Valarie Zeithaml, and Leonard Berry, “SERVQUAL : A Multiple-Item Scale for
Measuring Consumer Perceptions of Service Quality.” Journal of Retailing, Vol. 64, Spring 1988,
pp. 12-40.

35) A. Parasuraman, Valarie Zeithaml, and Leonard Berry. “Reassessment of Expectations as a
Comparison Standard in Measuring Service Quality : Implications for Future Research.” Journal
of Marketing. Vol. 58, January 1994, p. 116.

36) Allen E. Branch, Economics of Shipping Practice and Management, 2nd ed., London: Chapman
and Hall, 1988, pp. 127-128.
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37) Mary R. Brooks, “An Altentative Theoretical Approach to The Evaluation of Liner Shipping: Part
1. Choice Criteria,” Maritime Policy & Management, Vol. 11, No. 1. 1984, p. 38.

38) ZAMEE, "HWAREROBEE Y —t 212 2>0 " TEEEEHRNH, . No. 331, 1994, p. 7.

39) Allen E. Branch. op. cit., pp. 127-128.

40) Valarie A. Zeithaml. “Consumer Perception of Price, Quality. and Value: A Means-End Model and
Synthesis of Evidence.” Journal of Marketing, April 1988, pp. 35-48.

41) William B. Dodds. Kent B. Nonroe. “The Effect of Brand and Price Information on subjective
Product Evaluations.” Advances in Consumer Research, Vol. 12. 1985, pp. 85-90.
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York: Macmillan Publishing, 1981, pp. 55-58.
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1991, pp. 49-59.
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KB, 1995.
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46) Shirley A Hopkins, Sandra Strasser, Willie E. Hopkins, and Jerry R. Foster, “Service Quality
Gaps in The Transportation Industry: An Empirical Investigation,” Journal of Business Logistics,
Vol. 14, No. 1, 1993, p. 145.

47) A. Parasuraman, Valarie A. Zeithaml, and Leonard L. Berry. “A Conceptual Model of Service
Quality and Its Implications for Future Research,” Journal of Marketing, Vol. 49, Fall 1985, pp.
33-46.
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A7 seauls FA9) FohAFel B AT 11

o SlolA B FloE FAEA s Aol R

A AR Gape AElzel Qlmsh Auls B4 FASR ool $ueA e W 2 4
Qo] e}, o] Aulag A= w3 Gap 23 4 Saa) 2ol A, 719 A 2AA
s s $AZATHE Gepdeh, PZBY @Fol olahdl oA B4 (teamwork)®] ¥3 19) %
w43 YA TERES FT o 94 3z3h w27 EA9 olele Soz 4%
2 oleh Auls mael W] WA Gapd $4UT 37 AA gAjaEs ALH A
27ke) Aololet, el G2 o] A¥lA G 2 f1le e YipaEd 7
3 ok 73] 7]}

A WA Gape Aulx EAe) sEvldel 330 ATRE Aula FAZ] K2 Aol
7+ Qs e ot

bl

74 259 28 A%

| |

Z1dE Ajn) =

Gap 5

Gap 4

=449 Gap 3

Gap 2

(2% 2) 599 AMulx F4 29

2% Shirley A Hopkins, Sandra Strasser, Willie E. Hopkins, and Jerry R. Foster, “Service Quality
Gaps in The Transportation Industry: An Empirical Investigation” Journal of Business
Logistics, Vol. 14, No. 1, 1993, p. 145.

39 Aol AHE wle} o] mAe] Fastth o)
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= d =
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‘2191 & & of] ‘H?} FFHTE FAslr] M= Bl A3 A7) wHo] I
. 3-& olAlz} g]4]u}<l (Ajzen and Fishbein, 1970)48)¢)] 2]}
ey, 152 ]7}-4 P P59 oxoln, YFolrr FEFPol WF hxe}
A AFellA ALEA el +$slele 5719 At st

s ofd (AL, AFE, Alehell dis) Aol QA 594/ visdA, TAA/ BA
A o2 uhg& Jetlie = ¥ Sk (learned predisposition)o]2t A& 4= 9]0 49)
av|ztY FAd o Auja FAATFNN T8¢ 9TE Axslz ot &, e 240 &
oAF ARl Tl ES IEE AF3le S 92 I EHE-— .1—7"°] Aol 54
dolut AFell ARA S Al s A3dE vl T, e PES o) YA
Ho] oy Aulx A= aA gxe} oyl mAe] FujaFe] ¢S vlxE Ao o
A glend vf9 F83 /et

ole} & As)2 LW (Oliver, 1980)50& Bl=E 71he] golx, Fujexi= A Eo]i}
Aujzel g HAAQ BEe] g2 PFElHeh £ ZAUE AFox PEFL o]
9 HE9) o]Fo &Y e FAHSAE HIA e s g8 . & 5
A B =9} oro A= UF— AIFEHE- ALFIE A A 22 Hh 5D

gy AMula FAL AR dxolm mARFL B AulA QIHEE(service
encounter)ollA A== JAAHQ #Adog FEIc}52) w3 7Y mAME|A e 2
Aol & 1 7idol] sl HE elel] FE vA, TAXEA A3 F Au]x %‘—é% z
Aol gxel] ZF FAH FAL sl Aoz g 63)

old At s ul2e 1A HEE AFolY dd4a, FA o Ui A 2<% FAA
A G 2A AR EA A A BA == Aujxed A AAH Frkz B 5 Qo)

aeja sEAulA 24 AFuor By iyl 7} wlekslng vad o3y} i
T Au|2Ab]Y] Aerg seobd Bt it 3HA]Y Muja T4 pAFuxe) A
A5 ¥ Y9} wlA (Taylor and Baker, 1994)549) % Au]A FA 3 mA=tEe] Fujolx
PAARYS BT} o]E A7 /R W 1ARE A4F Mu)x FA agly &

48) Icek Ajzen and Martin Fishbein, “The Prediction of Behavior from Attitudinal and Normative
Variables,” Journal of Experimental Social Psychology, Vol. 6, 1970, pp. 466-467.

49) AF8 - AL - FAAH - oA, TAawAl S, Me St 1994, p. 191

50) Richard L. Oliver. op. cit., pp. 460-469.

51) Richard L. Oliver, op. cit., p. 466.

52) Joseph J. Cronin, Jr. and Steven A. Taylor, op. cit., p. 126.

53) Daniel E. Innis and Bernard J. La Londe, “Customer Service: The Key to Customs Satisfaction,
Customer Loyalty, and Market Share,” Journal of Business Logistics, 1994, Vol. 15. No. 1, 1994,
p. 13.

54) Steven A. Taylor and Thomas L. Baker, “An Assessment of the Relationship Between Service
Quality and Customer Satisfaction in the Formation of Consumers’ Purchase Intentions,” Journal
of Retailing, Vol. 70, Summer 1994, pp. 163-178.
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°]—‘«4 FAel wpEw HH]Z—‘- FAL mAe] Az Aula A FAHY
, SAA A G 2 FAY APHF2A (SAAHA A
gl '7‘1 & ol B 74 5’}934.
)E A EA o upet mAe] 7= UF
2 JA), pEA A2 rE L
ER B3l 71919 Akl 1A | z}el| < FE 7] A
3

bt A} shsie.

% 4 1o

2L 9

¢

o oy

RO
o
)
> 2
jﬂ

=
N
flo
N
rZ
X,

et
4
¥,
£

¢

lo
o
ﬁr&i
ro"U
— N
@
©
o
>
‘57;

2
o
e
)
he)
ue N\“' 23
= '&‘ r
=
ket
a3

A o

o

3.8
42

3. siAMB|A0AM 2| X|1Zt 23

279k (consumer satisfaction)®] 73S olA €A A E (marketing concept)2] #4414 &
A2A wiAE AdFaiet ARzl BRoA mle F23 FAAZ zlejsted gied, lEx
(Cardozo, 1965)58)8] oA ojdl2 L JFSo] wAuEe] Bag mlebstuzl 435 ¢]
L5 U3 AFGHES AAEIA o). o]’ 2ARE dFEL T2 EY o2y FA
Sl (theoretical determinants) 8ol A& L3 WhAdse] gh=d], =Zo] APuis I
ofel] AF ohiie] AFES AAUSFE FE JIdet BUX ] TR JHASe ey
(Oliver, 1980)59¢] 7]dl-8<x] sfj2fc}4] (expectation-disconfirmation paradigm)& W23
aem, 7HA B A JAR T gl

gz 3RS v 3ellA B]317]F (comparison standard) 22 ¥ (norm)& AH&-afoliict
v 5L e AF5dA ArsEe] gk aR3E Lu)AtEe] wEwte] =3 s 7))
(expectation)Eatopret &3] cjefd b & vlwr|EES o] &k el 7|28t x QU

Elu}-9-2} Az} (Thibaut and Kelly, 1959)60)2] u]Z4F0]2 (comparison level theory)< A
43 21299 7 E(LaTour and Peat, 1979)61)= 7o)y} g o] An]x}e] tEdcte] o3-S

5) &K, FiRE. pp. 114-120.
56) R. N. Bolton and J. H. Drew. op. cit.. pp. 375-384.

57) A. Parasuraman, Valarie Zeithaml, and Leonard Berry. “Reassessment of Expectations as a
Comparison Standard in Measuring Service Quality : Implications for Future Research,” Journal
of Marketing, Vol. 58. January 1994, p. 122.

58) Richard N. Cardozo. "An Experimental Study of Consumer Effort. Expectation and Satisfaction,”
Journal of Marketing Research. Vol. 2. August, 1965. pp. 244-249.

59) Richard L. Oliver. op. cit.. pp. 460-469.

60) John W. Thibaut and Harold K. Kelly, The Social Psychology of Groups. New York: John Wiley
and Sons, 1959.

61) Stephen A. LaTour and Nancy C. Peat. “Conceptual and Methodological Issues in Consumer
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ol Acka get whebd vl agdo) 20 448 Ea AESA 6 i nARES A 2T
o] o] 7hssttla FASAT 15 aAREe] F o A Q0 249 sl Az}
ZXE = B YA 2 e AEH =4 7] o) (predictive expectation) o]l %, An]
A HAARY, FAAFl N3 o} 2 Anlate] Aq So2HE slelste 7= QS 5 oz
FA8kg] o} 62)

53] s EAu| 2ol 3 2RSS AFE 7|EY 1
B A$7E wold AAIdze] v]mr) §o)3F Absto

BTl A &A1Y A n A

A= o] o] AbdA el
1o, webr] E7AE] 20 7 A Y
|7 83 MET 28T Aol

- -Au] 2o glelM mAukS 82 I rEv)et 2] (Pisharodi
and Langley, 1990)63)7} (28 3)3} o] A Alslsich. 24473 ¥ (past-experience)S X33}
= a3 FFAe] XA gl o] NuEo) it H1E Ea Jdo

g s A
HEE T3 AFEHE & 5 3ol B4l s sk & 4 Qv webx o] m¥e] AA
FHel 712 2AAEH2 Helel HIG aANE myolety B}
FA A
Abele] 5t
YA 2EH
A Ee
Hl@4Fd | < > BlagEel
g FFA g A
o AT < > aza=
l !
v v
) A
7pdEla > 37151; e _—17_7_111%(;1]374:1?_% WE > | zawe
A A
| I
w2k < > g
AA Au) 2 A A=
At ¢ | < >[A% =

(23 3) A Aulze] Bi@ A% 2.3

A& R. Mohan Pisharodi and C. John Langley, Jr., “ A Perceptual Process Model of Customer
Service based on Cybernetic / Control Theory,” Journal of Business Logistics, Vol. 11, No. 2,
1990, pp. 26-46.

Satisfaction Research,” Advances in Consumer Research, Vol. 6, 1979, pp. 431-437.

62) Stephen A. LaTour and Nancy C. Peat, op. cit., pp. 431-437.

63) R. Mohan Pisharodi and C. John Langley, Jr., “ A Perceptual Process Model of Customer Service
based on Cybernetic / Control Theory,” Journal of Business Logistics, Vol. 11, No. 2, 1990, pp.

26-46.
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2 FFAE AR A ZAeloll 7] 2% (28 319 =¥ sk e} Abo]ol(Carver and
Scheier, 1982)64)7} A| A1k Alo]H U e o] & = ] o] &65)e) 1 7|25 T3 9jc} o] o]
£ 712A 9 AAHQ e d4due s AT gled, o] dFzElE Aliw Axg
7b BAx71e] wistel] ¥-gsluxl S5 & B I BBEES Tl A Axzs)

zAshe H9E A9d F2 ook EA7MIE $44 FHE 27eE A2 SA6l4 of
Fojaie}.

53], ZA2gz0 eld] AR 2ot 2 AEA A2ge) e Eoletd, nAREL 7|
dol BAE was nE FHLEEE B el Aol WA vl Aulz BLe

2t oidel i FAZRKE ZASA EA AAHA oz A}
Aell dFE F 4 AUTh66) AR AE A7 2Ejg)s} v E(Sterling and Lambert,
5 f8 AN 2E AT Aol 7Bt L Sdolgty FAgh] gl
old A% FFAuIze FE Hvjal Foiat, A3z A9 Aol 2AZ 5’_7“““
< ¥ 7hsAel =
ol AL ARk ML 285 TIddolM LAl 24017 wEeln, A Foly Mulaz

ofd WAloz Qabsta, dete] stAC R AFele | FrelA AFgslerte 2E FAA A
A 878 e ek wetd 719e 2AY FHE 353 Hbﬂ*i 7447142 o

< AFE AL st o U2 Auag AT oz, ERANAE JgA S
Ao 2 FEste] AAH 915 H5stna) ddd $AHeR 737371%3‘4] 3 A& <14
o] L3t

1. A7 EXNQ 7D

B ATE BheAule FoAYRE & ou RS s Y eEFAUe] A A
Bl FAL ogA FAE] slon o] EAL et mAQ $HFMLle] olgA A7
st deskE weln =8 Aol B2d 1 ok AN Arbhdel sheAul s zAw
Zol YA e FertE Fstust shech

A% 2 ATlE 27 e ey AeAuls EUE 454 S Aol
ofs) Ssta BAstual Wek o84 DA we} e 2s B VE U, FohE

64) C. S. Carver and M. F. Scheier, “Control Theory: A useful Conceptual Framework for
Personality-Social, Clinical. and Health Psychology,” Psychological Bulletin, 1982, Vol. 92, No. 1,
pp. 111-135.

65) el Z1Ae EAl AEst AFAS, 2REYA GF 5 (deciphering), #elt A ¢w
(cryptography). 5714 Sl o] 45z chddt S48} 7123 Q1S

66) Jay U. Sterling and Douglas M. Lambert, “Establishing Customer Service Strategies Within the
Marketing Mix," Journal of Business Logistics, Vol. 8, No. 1, 1987, pp. 1-30.
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9 eula A7 Be BAAS Ashe (1Y 49 2e ATRYL AASH

2 ATE deAuze A3 /jEdTE BEHE fEAnla FALAE HEXQ A SH
239l SERVQUAL Z3ol ojz}ed ztolle], 7leh-2Ux] Hejctadol A3t 244 7|vi¢}
Azt Bl g3 Mula FAE S, o] Ju-2dA (A4 Mulx FA)Y A=
7} 2AuRSo] FEgE vxe Aod dFRYS AANG.
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A oMu) A AL slotslr] 8 FHATE Sl 3370 ARFES T e, e
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(Chronbach’s @)3t& AAMst L, AHd Az RE AT 7o A5 Jetlle A5 s
2 o3}t ¥ Chronbach’'s @9 42 5709 =Fdelix] 028610014 0.87999] WF
Chronbach’s a #tel -z—ﬂilii 7} 27 ABATE TR o] B, YA
29 2AE AEE o (& el ekt ok
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ofze|7l = 43 | 20.1% | 6 vl 65 44.7%

otAlo} gz 132 | 64.1% | 63-11:d vl 69 33.5%
| S Alol e} g2 63 | 30.6% | 11d-16"d v 27 13.1%

i g2 79 | 383% | 164d-21 v)gt 10 4.8%

dE 3= 153 | 88.8% | 21 |4 8 3.9%

AFd gz 38 | 18.4% | @A 206 | 100.0%

el g2 45 | 21.8%

TE YR 41 | 19.9%

5v] g2 140 | 67.9%

A3 Y (Pattern matrix)-& oS (E 5)¢} 7o)

HFRAF2E 4T o) 2 299 o] L Rols] gz SA Mol 2917ke) ARAS
2 ATEEe F2RATYE L ALty dEdSE slokels] o AAAs Je2 A2
= AAAATYPE L o) g5l

HAAT YDA Yehd EHSE vlekoz 2xASP ) 571x] ol

1o
Alale AFYA 1A (commumcatlon)i stk dEwge A4 e Ay e)
B]‘.’—li’J SEFAAE AT JdFPY Lo], 4E YuAT A1 el FHA, & WHE

o A4 I 5o PR ot Y29 AdaAd] o3 HEAEE wd 2824 (Cr
sNr00S, 1982 )¢l A FA (functional quality)ol] EH“'*Q‘:}

H28.91& A A (conformability) &2 = mstsic), ohmma AEg 29, tekg £
2oy, SeAduiad A2 FAAdE, A A8 BDI *]"é" ), A2 A9 Q
A TR FAF Yt o] 29 AWYE 95 Mulx A Tar} 233 gleof st W42
T4 =] gl

A38le %4 (tangibles) o2 #Hesidrl tjEMSs Aujag AFer] 4% 5%
A, EAGE Ao 28 A9 7. 9549 U okzoly As7Hs & "W g
TAEh o] 2918 Mulx A Fo] A ow Uiy How TAE Qleh. dFe] it
4 Ao 7144 F4 (technical quality)el sigksich

M489l A (stability) &2 Hesiedct, gjmdss Sukdo) Atz A5y EEE

A (PSC, Port State Control)e] o]aje= BIFf%2 & (ISM, International Safety
Management)®] AAjoi% 5o W42 gimgic} o] a8 = 23] ABFA I} S}
2] AAHEA (production quality) 24419 Q9lojc},

—119—



18 iARHEAEHE 1998%F % 6 %

o s o = o shegA) | FEALA | . | FEAA | &AL
- ¢ e O Alpha —e A3 Alpha
Q09 A3l 0.7067 08580 | NO1 | 0.7336 | 0.8547
Q18 EAL T 0.6270 08672 | N02 | 0.6472 | 0.8680
Q17 | F [Heyes 0.7228 08548 | N03 | 0.7331 0.8538
Q27 | ¥ [wews 0.7540 08507 | N04 | 07299 | 0.8545
Q2 | 4 A4 0.6689 08620 | NO5 | 0.6292 | 0.8708
Q25 S ENE] 0.6852 08607 | N06 | 0.6840 | 0.8631
Q12 AT 0.4959 0.8815 | A9
Alpha = 0.8799 Alpha = 0.8815
Q29 2 334 0.7153 08342 | NO7 | 0.7153 | 0.8342
Q30 chokaegl Al 0.6047 0.8581 NO8 | 0.6047 0.8581
Q06 | A [EAuz 0.6608 0.8431 NO9 | 0.6608 | 0.8431
Q2 | ¥ [BAd= 0.7461 08333 | N10 | 0.7461 0.8333
Q08 | x MFAE 0.7501 08318 | Ni1 | 0.7501 0.8318
Q20 EDI 0.5484 08593 | N12 | 05484 | 0.8593
Q10 Q1A 0.5330 08594 | N13 | 05330 | 0.8594
Alpha = 0.8648 Alpha = 0.8648
Q23 IR 0.7512 07329 | N14 | 0.7818 | 0.8415
Q21 ~AZ 0.6934 07484 | N15 | 0.7123 | 0.8542
Q31 | A [Baey 0.6675 0.7552 | N16 | 0.6577 0.8633
Q28 | = [Axm< 0.6443 07594 | N17 | 0.6478 | 0.8648
Q26 | x4 (AA=A 0.6185 07639 | N18 | 0.6284 | 0.8678
Q24 AZdggol 0.6223 07612 | N19 | 06962 | 0.8572
Q19 REEE -0.1542 0.8793 | A9l
Alpha =  0.8035 Alpha =  0.8793
Q13 A FAA] 0.6803 08206 | N20 | 0.7198 | 0.8294
Q4 | 7 ez 0.6847 08208 | N21 | 0.7092 | 0.8320
Q16 g EEESY 0.7136 08149 | N22 | 0.7071 0.8348
Qo3| i [d¥a 0.6475 08278 | N23 | 0.6625 | 0.8418
QL | 5 [BRAZ 0.5675 08358 | N24 | 05705 | 0.8543
Q05| 4 (M=12H 0.6754 08194 | N25 | 0.6394 | 0.8429
Qls | " |[eydEaw 0.3772 08625 | A8
Alpha =  0.8503 Alpha = 0.8625
Q32 PSC 0.2461 01534 | N26 | 0.6342 | 0.4427
Q33 | & [ETAnHA 0.2955 00869 | N27 | 04452 | 0.6679
Q04 | A [I1SM 0.1250 09515 | N28 | 0.4482 | 0.6705
QU7 | A [EnAAsA 0.0473 0.3406 | A9
Qll P ERG 0.0060 0.3477 | A9
Alpha = 0.2861 Alpha = 0.6876
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(E 1) TEAT 49T 224
54 AR 224

al | .. |s 27) m43t 23 Age Aag | AEY

S ECRE S b A At
A | wed | A | e | wer | e | aA

N01]0.709, 06351 1 | 10.138 | 36.208 | 36.208 | 9.755|34.838 | 34.838 7.155

N02| 06190536 2 | 3.434 | 12.264 | 48.472 | 3.069|10.961 |45.798 5.049

NO03|[0.747| 0.693 | 3 2.154 7.094 56.167 | 1.743 | 6.225 | 52.024 5.201

NO4|0.747| 0.763 | 4 1.914 6.835 63.001 | 1.512| 5.400 | 57.423 1.639

NO05|0.633| 0.576 | 5 1.224 4.371 67.372 10.852 | 3.045 | 60.468 0.632

N0610.699| 0.615] 6 | 0.945 3.374 70.746

NO7{0.748 1 0679 7 | 0.834 2979 | 73.726

NO08|0.735| 0.641| 8 | 0.826 2.950 76.676

N0910.686| 0.660 | 9 0.744 2.658 79.334

N10/0.7891 0.7551 10| 0.584 2.085 81.419

N11|0.735]1 0.677 111 | 0.544 1.941 83.360

N12]10.498 | 0.361 | 12| 0.485 1.733 | 85.093

N13[0.696| 05411 13| 0.474 1.692 86.785

N1410.7201 0.728 | 14 | 0.463 1.652 88.437

N15[0.738 | 0.614 | 15| 0.409 1.459 89.896

N16] 0.659| 0.5361 16 | 0.398 1.420 91.316

N17]0.672 1 0.555 1 17 | 0.357 1.275 92.591

N18|0.649| 0.575| 18 | 0.317 1.132 93.723

N19|0.711 1 0651} 19| 0.269 0.962 94.685

N20{0.734]1 0.7331 20| 0.239 0.855 95.540

N21|0.6151 0.561 | 21 | 0.225 0.803 96.343

N2210.687 1] 0.5591 22| 0.195 0.698 97.041

N23|10.6501 05391231 0.184 0.656 97.697

N24|0.653| 0547 24| 0.156 0.557 98.254

N25| 0.688 | 0.600 | 25 | 0.137 0.489 98.743

N26|0.609| 0.574| 26 | 0.128 0.456 99.199

N2710.596 | 0.602] 27| 0.119 0.427 99 .625

N281 0.553 1 0.426 1 28 | 0.105 0.375 100.00

3% 04 52955
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(& 5) AHA3| A 23t HF 2QAS #d (NHxE AF)

24l (Structure Matrix) 229l (Pattern matrix)

1 2 3 4 5 1 2 3 4 5

N20| 8330776 | 3446245 | -.1316610 | -.0604519| 5010318 N20 | .8251875| .0041011| .1977822| -.0389506| .1363443

N21| 7162408 | 3702076 | -.3073689 |  .1330370| 4834291 N2 5953633 | 1003483 | -.0499692| 1494278 | 1284906

—

N22| T128832| 3858507 -.2706814 | -1129657|  5172922{N23 | 5857034 0084071 | -2115636| -.0465180| 0696682

N23| 6993921 | 2829152 -4364687| -.0654723|  4530407)(N24 |  5631647| -.0821959 | -.3410106| 0291163 | 0242735

N25| 6921060 .5846726| -.2175357{ 0498898 |  4176950|N22 | 5467354 | .12592091 0049301 | -.1018354 | 2132847

N24| 6570677 1886793 | -.5319764 | 0087997  4306237||N25 | 5008376 | .3659766| 0258889 | 0654328 | 0987995

NI8| 6361601 | 3864166 -2538859|  .1588452| 6296928 i N0 | -.2138156| .8311698| -.1481474| .1745484| -.0870411

NI3| 6088693 | .5341499| -4428072| -.0436037| .3973381||NO7 | .1743510| .7439923| .0313659; -.1770428| - 2235981

NOT| 3568142 | .T161633{ -0281860 | -.1966945| -.0258120NO9 | .0881574| 7379977 3360627 | -.0128602| .0749718

NIO| 5149578 | 7746440 | -4204248| -1219967| 3832321 N10 |  .0542606 .6983171| -.2757574| -.1191316| .1448923

NI1| 5278851| 7637091 -2720728| -.1345202| 3389324 || N1l | 1516893 .6702366| -.1082994| -.1285037| .1137662

NOI| 316794T[ 7512082| 2013558 -.0154416| 1242021 (|N12 | 0290936 .5768556| .0625828 | -.0066523 | .074385

NOB| 1254317 7434557 | -.1311291 717297 | -.0019806 | N13 | 33533901 3570317 -.2671909| -.0303668 | .0668542

NI12| 2839611 | 5943989 | -.0347743| -.0081462| ~ .1632261[|NO1 | 0523077 | -.0496826 | -.7783451| -.0560763 | .0046579

NO1| 3006092 | 0551868 | -.7929249| -.0630602| 2988091 ||N02 | -.0276217| .0399317| -.7290069| .0559173] 0147240

NO4| 3620300 | 0635063 | -.7517061| -.1398686|  .6456777( NO3 | 0154147 | .1608016| -.6132646] 0969096 | 3084352

NO3 | 4492366 | 2826333 | -7445610|  .1030223|  .5654702||NO4 | -.0909960 | -.0464345 | -.6119786] -.1582403{ 4899512

NO2| 2421563 | 1077207 -7286780|  .0518322| 2684483} NO5 | 3801445 | .1032197| -.5668344 | -.0284959 | -.1321567

NO5 | 5461164 | 2072397 | -.6599993| -.0516410 |  .2864599|(NO6 | 3626258 | 0208782 | -.4675073| 0007314 | 1595062

NO6 | 6141760 | 2455734 | -.6496091| -.0089649 |  5209679||N26 | -.1117699| -.0998518| -.0176929| .73369% | .0688143

N26 | -1355622| -1373328| 0117029  .7408101| 0285258 ||N27 | .1708040| -.0560295| -.2152731| .7031025| .0568588

N2T| 2268206 | .0414898| -.2824285| 6982928 |  .2422526|(N28 | 0144256 | .0763234| 2000269 | 6065192 | -.1002882

N28| -0959934| .0403019| 2272032 .6029992 | -.1271069||N14 | .0405148| .0549969 0599916 | .0831939 | 8322034

Ni4| 47949267 2032568 | -2551481|  .1148609|  .8447119|[N19 |  .0573801| -.0760750 | .0769180 | -.0990027{ 8082198

NI9 | 4304325| 0745528 | -.2228960| -.0678548|  .7945687| N15 | .0503639 | -.0592167 | -.0800151| 00920941 7316404

N5 | 4304478 0916380 | -.3511801 0362973 | TTT2311|(N16 | (1199059 | 2103375 | -.1202218| 0812600 | 5209417

N6 | 5194207| 3584009 -.3679727| 0954899 |  .6653117| N1 8012441 0248794 | -.3102645 | 030462 | 4383935

-3

NIT| 3312358 | 2063791 -5315545| 0390354 |  6519648|IN18 | 3627276 | .1731793| 0342236 | 1557574 4152427
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ko

gole 4124 (reliability) 2 Hahdch HERGE GELY AT, 2AFY A8,
Wasgel A AST £ Az AT AAzge A8, Al B A2 due
go] ke FalA) A% we Sel WeE dEWc

g

L W1, egzAele] Zlahe Aulz E43 A4 Aeatelede Aelrt dl& Zelrt.

SoriAbel Aoz B4 A% AAT $5FAAL Al 2 AT Aelel Aol ol
A QA o3 B AAH1S AEATA FJY vl xR $EFALY A, 257

exorr

Qo) skl B} Gap $A1& ANt
Aule £4 2ggEEg earacl] sueke Aest AW A4 ke b Aus

Quz WEghe Fahm el Nzel t-test® A ¥
o] vhehde}.

Q
L

L

n

(£ 6) $434 719/ Azt 3t Atelel t-test

A BIEY . 5
714 ks
£90 1 A 4.0388 3.2362 14.078 0.000***
29l 2 AP 3.8471 3.1345 10.673 0.000***
29l 3 £3A 3.9814 3.1028 13.992 0.000"**
29 4 ¥R 3.2832 3.0502 3.080 0.002"
29l 5 A=A 3.9369 3.4490 7.614 | 0.000*"

* p< 0.05. **: p¢0.01. ***: p€0.001

AZAT $5FAR] FHey
<0.0504 §9ALE F & ek F EEFA 2

A @A Holsb glesd Aulz B4 2dlel BAge] LE FFo] f2lH A7t ok
S

7\ ek Adzke} Aol 71th-&3
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A2 mAo] o)A s1e Fal AP Azek Auls EAT WA Aux A5l
ol AT VL A EMAE Fo) DR ool nd] JHE P R n el ke
Al g9l )

.60 714 204 ojw ¢ A zto] gFo] Tl of 2 gk v)H Hex 2

Hotola, B LHFAAY FARFL AFE 5 U2l Fahd HAEAL Bo) HE2eh)

T, 27 Ak FAALE 2E ARE £5F4c0] oA Bdd o
A AT sk A kAol o] $e1A (lee} A\ zkafele] BB 2Hete AT SpRcle]
AAT Ao A2 Saesks £ b o] ok Aol Anwe] A o3 Ay
2 FL FARAe] A71H Aulx B4 S YN B wdels Ao weiich o

=3 FFANI2TL AASNE BHoz slm 9o, ypu) ows} o AR el e
22 gL Hrlshr)es 223 wlo] g},

Ak7t Gape] #A-elA o 4 9l=o] A} "“”*?5] ZAE EFstn 4A0ke)] o]
A& & o, D3] A" A3 o) YellE 2 o] glos FEE F Ut} ol %}Xé"ﬂ
A Ed siAk2del 23] (Pisharodi and C. John Langley, 1990)697} E5F-4{n] 204 <]
Al 23E =9ighnl gl 7oA vlmsze O AP =3telr] w el &
ATelde A A vlw9-907t 24 HES A o oo etgalelel ggic

7HARFA AHSR Auls FA 2R RE $47499 Aus Fas ¥ 23 A = vl
THHPEE 0183712 i), o)o wel thEs|H 2Ale) AlastA = ST E 554
le] A Al A ZAFEobe) o) Y SS 5704 22e] Al FA o e Pg
TR 3, FEETE 257U AP 5 sjefsld) o] Ao IAE 54 He
2 FA e}

HEHAEA A AL 28s) BA BN AYY 2rUAE A=y 1 L7} Qled, ¢4
HAEAE 7] 3 7187y o 24 ol R re] S mix) ) of fo} tFgAA
AE7} Hedic) AHA Azl 2xs) SAALE AFEE(F o] 0, EFHA} 1)e o] F &=
AE st Bk (F DI o] RES] A3} HFo] 0 TRAAE 0.98824 A9 1|
ol M)A = AFEEE o]F 2 9lee ¢ 4 gl)

(B 7) Aa-gA%

Ha | Ad3 | 3 #F | 539 N
| &3t (*PRED) 2.1944 5.3604 3.4709 0.5799 206
£33 A& (*RESID) -2.201 3.259 0.000 1.000 206
ZH2H(*ZPRED) -1.4937 1.2545 |-9.7656510 0.5605 206
EF3 AAH(*ZRESID) -2.632 2.211 0.000 0.988 206

67) Richard L. Oliver, op. cit.. pp. 460-469.

68) Ruth N. Bolton and James H. Drew, op. cit., pp. 375-384: Joseph J. Cronin, Jr. and Steven A.
Taylor, "Measuring Service Quality: A Reexamination and Extension.” Journal of Marketing, Vol.

56, July 1992, pp. 55-68.
69) R. Mohan Pisharodi and C. John Langley, Jr.. op. cit.. pp. 26-46.
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A} AFRINS RN FHAFELEG AFLE) TAGFRIE FFoT A
£% EAse] $U% 4 Yok (2 HelA] BE uish o] A=W AT UM S we
He A4e) HeE wolFT QlonE A} AFEEE o]F7 Y8e ¢ 4 ok,

2 dAFeMe oEIAd Akl -°1 o453 Sle VIF(FE#INA|4, variance
inflation factor)®} FAHA| (F-L tha343] 4], tolerance) & o]4-3ly] thFFAAdS &9
stodck. VIFY 3to] 29 E43F dFd4Xe 4%‘3] ol sl24 = (Marquardt, 1970)70)
ol & VIFY el 102t} 2 A% dFsalde]l &4 98] i}, d4x+E 1/VIFd 94
& Yo= gtoldth upelbr] FARAE o] 8 AS- 3ol AL4E opEFAAe] =4 Het (
& & 75 VIFE-E 25 100)3t24 o344 £47} ¢, ZA3AE kssict

_g
l'

1.00

75

.50

.25
pe)
Q
9
(8]
o
[o N
>
i o.00

0.00 .25 .50 75 1.00
Observed
(28 5) 2F3HE zkzke] A9 P-PEXR

70) Donald Marquardt, “Generalized Inverse, Ridge Regression, Biased Linear

Estimation and
Nonlinear Estimation,” Techonometric. Vol. 12, 1970, pp. 591-612.
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(% 8 3AEH 23

v EE3 As 253 A ; o055 FAA SAF
B EZeA | HE TR T3 | VIF
constant 0.408 0.424 0.962 | 0.337
| 1.044 0.174 0.556 6.009 | 0.000*** 0.282 3.547
24912 0.522 0.138 0.345 3.775 | 0.000*** 0.288 3.468
2913 0.308 0.143 0.229 2.156 | 0.032* 0.214 4.671
8314 0.0097272 0.073 0.008 0.134 | 0.893 0.751 1.332
24915 0.0550176 0.159 0.032 0.347 | 0.729 0.288 3.474
F = 42.81387, Sig. F=0.000"*"
*: p< 0.05, **: p€0.01, ***: p<0.001
AARHY AAHL AZEAHL Fa geld Anjx T4 29 25E S5z FA 4
A 4]ste A T2 (ENTER) WAS Algslgdct =3 4585 dig 24 53 F
SEE AP gl HAASLE TF3Y Ao2A IAATY AdAHL FLES e

W WEh(BETA) 2 o83t
P (& 89 A LAATE F=4281387(p<0.00D)9] I3} 449 & 9len, o] 23
& B3 42 g ke 2

[ y= a  + biXi + bXo + biXs + baXs + bsXs |

Y= 0.408 1.044821 05228212 03088213  0.0097272814  0.05501768.315

xEex (0.424) (0174 (0.138) (0.143) (0.073) (0.159)
tgr  (0.962)  (6.009) (3.775) (2.156) (0.134) (0.347)
p#t  (0.337)  (0.000) (0.000) (0.032) (0.893) (0.729)
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3 t}E=ARA A4 (coefficient of Multiple determination) R?&] Zte] 0.516989°19, 4%
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