ASIA
MARKETING
\J O U R N A I_ ASIA MARKETING JOURNAL

Volume 1 | Issue 3 Article 3

6-1-1999

HEE DM AH|K BHEO| O|RIE MM Q01 U AT

o
Bt 013

0

0] &

1l
P
>

=
02
O

Follow this and additional works at: https://amj.kma.re.kr/journal

b Part of the Marketing Commons

Recommended Citation

SLEE; S, Y, and &, 214 (1999) "MEEH Do AH| A S0 0|A= M 2 S A
942" Asia Marketing Journal: Vol. 1 : Iss. 3, Article 3.

Available at: https://doi.org/10.53728/2765-6500.1017

1
od
of
=
g
rot

This Article is brought to you for free and open access by Asia Marketing Journal. It has been accepted for
inclusion in Asia Marketing Journal by an authorized editor of Asia Marketing Journal.


https://amj.kma.re.kr/journal/
https://amj.kma.re.kr/journal/
https://amj.kma.re.kr/journal/vol1
https://amj.kma.re.kr/journal/vol1/iss3
https://amj.kma.re.kr/journal/vol1/iss3/3
https://amj.kma.re.kr/journal?utm_source=amj.kma.re.kr%2Fjournal%2Fvol1%2Fiss3%2F3&utm_medium=PDF&utm_campaign=PDFCoverPages
http://network.bepress.com/hgg/discipline/638?utm_source=amj.kma.re.kr%2Fjournal%2Fvol1%2Fiss3%2F3&utm_medium=PDF&utm_campaign=PDFCoverPages
https://doi.org/10.53728/2765-6500.1017

(

chshin@hanara.kmaritime.ac.kr )

LISREL

1999. 6




1.
25%
1996 1 1
1980 20%
1996 19.1% 0
: ! 2
50% ,
D @ 12 ), @ 8 )

1999. 6 35



(green marketing),

(Service Quality)

2) Parasuraman, Zeithaml and Berry (1985)

(responsiveness), (assurance)

(Parasuraman, Zeithaml and Berry 1988)

1999. 6

€0
SERVQUAL
(empathy) 5

2

10

(tangibility),

(reliability),

SERVQUAL

36



2-1.

6 (Schiffman, Dash and Dillon 1977; Hirschman, Greenberg
and Robertson 1978; James, Durand and Dreves 1976; Swinyard 1977; Louviere and Johnson 1990;
Steenkamp and Wedd 1991; Zimmer and Golden 1988). Y 00, Park and Macinnig(1995)

: , (1997)
(hedonic) (utilitarian)

1999. 6 37



2-2.

Mason(1993)

Thomas(1997)

2-3.

1999. 6

(Drumwright 1994; Kirkpatrick 1990; Mason 1993).

. Ajay and Anil(1997)

38



(responsiveness),

SERVQUAL

SERVQUAL

1999. 6

(Parasuraman, Zeithaml and Berry 1985).
Parasuraman, Zeithaml and Berry(1988)

(would)
(should)
SERVQUAL
, (tangihility), (reliability),
(assurance) (empathy) 5
SERVQUAL
, (1996) SERVQUAL

: (199)

39



SERVQUAL (tangibles), (reliability),

(responsiveness), (assurance), (empathy) ,

1-1: ,
1-2:

: (1996)

3 Oliver(1980)

(Bearden & Ted 1983; Labarberaand Mazursky 1983).

1999. 6 40



( o : (199))

(1996)

1999. 6 41



(Yoo, Pak
and Maclnnis 1995), ) ,
14
SERVQUAL 5 22
, Parasuraman, Zeithaml and Berry(1988)
(tangibility), (relidbility), (responsiveness), (assurance)
(empathy) 5 22

38

1999. 6 42



215
192
_1]
[ -1
() ()

60 313
132 638
20 99 516
30 62 323
40 22 115
50 9 47
192 100

1999. 6

43




14
[ -2 3
Cronbach's dpha Nunnally(1978)
0.7
[ 2
0.74
0.77
063
[ 3]
{"’"9‘ b'&)‘ QL Q2,Q3, Q4 077
F;diabi'igy Q5, 06, Q7, Q8, Q9 082
Ra(pongve;% Q10, Q11, Q12, Q13 083
A(S”mc)e Q14, Q15, Q16, Q17 082
Empathy Q18, Q19, Q20, 09
( ) Q21,Q22 :
*Q SERVQUAL
SERVQUAL 22
(tangibles), (rediahility), (responsiveness),
(assurance), (empathy) 5 [ -3
1999. 6 a4



0.7
(confirmatory factor
anaysis) LISREL 8 (Joreskog and Sorbom 1993) GFl = 0.778, NFI = 0.752
RMR = 0.08
100
0.30 (Hair et d. 1995)
[ -4] LISREL
LISREL
T
(ML)
I n - 1.000 - 77
Iy 21 - 573 7.217 442
|\ a1 N 884 7.503 682
| 4o - 1.000 - 1.000
| o - 473 7412 473
| e - 1.000 - 719
Iy 73 N 972 7.404 699
|\ e N 523 3711 376
| v S 908  8.009 653
108 - 617 4541 443
a1 1.000 - 635
Iy 2 1069 5.316 679
Iy s 1138 7.742 722
Iy 22 1.000 - 1.000
'y 53 1.000 - 1.000
by - 865 5.351 544
bay - 872 6.101 553
[ > 141 1.8249 141
o - 225 17499 273
Chs 5 277 27059 431
b - 1220 27079 121

*a p<l b p<05c p<0l d: p<.001
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