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2 dFE I{AY 849 Wt FAH 3Gl A disty 29REE AAET) A
A F2 g AuaddA Mulz F2 FA0 A45o] 2 SERVPERFE 7122 W&
Aule FAE BFstd R, =¥ digtagAns vARREY THe FALUE
DAz A, GRS, AYgd= ¢ FAES T8 B3 oF B9 T2A AN
Ag $HH22 ¥Y AEY2ZA digdA Fdge a58F0 sFH2E et 4
A8 e PR & Au2E AFTE F JAE WRIFAN L oAY 2P F I
o 2 A FAch £492@3% SERVPERFY] i@ 7|ER2 o] 23 Fol F714 2678 35
o @& Mul2 FF FEFFRYo] 540 YFHo] B A7l A€ SERVPERFS] #
F AErE dub el A9 #u ot 24 Muls FA8 SHolE AMgol Thedtth
e YFaent o] dae Ho FoAE FUsAC. BF AWA g Avl= F
Aol GRS % APHARY} FHES o] ARAAE FHH2 FHE A, AW
TEAE 2 FAL Ad ohAYS AFEL PUHY APAEFE A FPWEH, AL
=, FAaHd APHA 999 L VA FAVHLE AYFYE R IAHY FAEA
AL 9%E OAY, Aol x 2@ FHagd FHAY IS Wlde IABA
g 89 & F U

* E=REASL L0211 AANEA : 03, 02

Lfstws Mu[AFE 200 SHUoHE, xjgistels W FHEMN 0jXls S8 51




1.4 &

1.1 9723

AAZ, ARzt EEE g2 AT A 57 U FEEALRL dguLy 4%
A= 97t oty AT Tl e FF27 839 =9, 28 Al Ay, o
gade s, Agded 44 e A4S REde 28YFe AYNE F F
A wEEAY Wite] wel gHES AFFY gAY a o) AEAHL Aot 8t
= ol#HE Ao A3 Ut

webx e Ede] tahe HAY digtE FAPe FFAUAA Fd FH JAo] ohig
A7 714, AEFNE nBo2 QA& A w&AulA F£o3F FA9 £9L 4F
Wy ook, ety F9 UlE u8(internal customer)$! WAL AAE mSEAI AMuA
tRI=ZE wEo g AFHE Hestn FejAd ey € Jd9 afMuj2g B3 2
Fatn Ao, old¥ &FE 2FN7T ALY AAH ¥G FEL 4NN UL 4re
AdozMel AnA FAel viAY 71d (marketing concept)g& HAFHo g T &t 23
o} #tt}, ‘

25Y dEe AE2E AdiAE A 278 BAY A ITF MuAE AFEn 2
Fau2e §7& FFHAA F7) A8A, B aSAua B4 FAA digd 2fanat,
gl AYats] 9 FHAFRE A E 2&auA FAY g Mz SaAEe
B3 A9 A3t s 3",

824 FH9 dERZAHYg £4& A dazge Mujx F2, GEF, G
Stolx f FHEHY] FE MulaoiAg e 4 P Ec] s T{AMu)9 AFAA &
a9k AnAd A9 g Hulx oAY Aol asidn A, gy 2
TFoME et Fa Uy A dFAEC] AZsE Z{MuA EF £Fo] @4
tEs} O AR2AY AYeedr ¥ FHRER FAH GFL vAdE AL sty Z
dato] AR 4G FES AP A FH9 TAS AFstnA . B A7 m8Ay|
£ HAYRYE FHE7] 4 AREHL e 2o

A, Aul2 EA @Bl 1985 Parasuraman $o] A2tE MulA EAEL 2457 ¢
& F%H 2924 SERVQUALE 7adt olel2 4t AMulx Ajld) digh e Azte A
2 Ag FA3n AAEY] 48 dFE 2% Bl o]FoA g, a=iy & AMux
EobollA BE&EGH Astel] wet 82 FHY n&ol U aTHE 4o A ¢
o= EFE 2] AHj2 FF19 R0l 4L AT dFE g vFF 2F ol
53 AS7A Y Hulz FH FHel gloiA PZB(1988)7F AAE 5/ A3 A9 #¥
A, AElg, A, $EA BA4, 334 59 579 Aoz FEEY 243590, 1
By A2 &9 Groonroos(1990), Richard and Allaway(1993), Powpaka(1996) £ d-Fo)A
Ao g F518 Nul2 F4 2y $5A4E AFA0R RAFT I, &, ASAA
ATFEHAL Anjx FEE S 712 AFEL Mul29 3 o 23 ¢F32 o
AMuls 2 Mulx 2 Ad g gofstan grlgied @40 ide Relg. adEE B
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ATAME 2& AMHs F2 2YE 359 s gd2e2 7Y Nulx FH4 A3}
o A& FHE MUY BEMEE FE9 HIHEE NEe AR

A, dd= olAe AT A4 dedd o8 viAR Aide dAg F FL& 2EA]
2§ Agstodor dtm, 2vAA FAANA &M 29 BHE AT, olo} Yy F&
e P PYE AHAA PSR 513 dighd, AHud Fo m&A FAg
= FEFI HAAA 3T 7 A ASHA wRe FTHer & Aolnt. oI A
A R EMEA vtARRY FH) AP FSMus FZ, FPNFH, AP
dx & FREN 59 g ¥} o 748U 23 #AE 1A ¥,

AA, B8 MulaFde] F4¢ 5 dagAus opEe] EYE Adgess o
e dgtusg @43 A dEtagAnae] HA g A3 BAE AAFa gt

2. o]&3 w7

2.1 L&A 20} EA| B4

A2 FFAR] guSE(ga, 25, 2AY)o] 3220 FAdA 283 53 o
Aol BhE 78 TH AMul2E ATz A A BAF ANH HEE 49
ANAFE A Folgt BT ¢ g, ol EMU|2E ditte] BHNA BH A
F8FoIH, 249 BFHAM 2 FH FA2A #HYe FE(bundle of benefits)ole}
& 4 .

nEApj2e) F2 B £ Myl dubE EAT fFAlsoh, WSAH]= A 24
ojoj A} Aol Brl5dn dAT FHE REY 5 glov, Mulx AF A FERY 27
o] FAlo] EAslodo} &l ¥a)Fo] A 4 Qi(Zeithaml, Parasuraman and. Berry 1981),
FYE AH2E UE AWM F43HA DT F 1or, Aulx AFzIY A n}
&g o]dx oz Yeidus oA Muj2o duty S gXxdri= Aolth(Selomon and
Judd 1998).

2 Shank, Walker and Hayes(1995)o <l&l Y3l &3 Eolv FAJ agof g3 7o
74 Hejgts &30 gAY Fode] tt2d Ztze] gz A AMu2E AFAdE Ao,
a¥ez g Mu2Edel 488 Fadol AxHe #4 At glery, o] 3¢
sl AAAA e oA €d.

2.2 M= 49 A9

B APdFdMe Azd Mulx F2E 54801 A8 PZB(1985; 1988)7F ANE R
SERVQUALS] A= & A5 o]§3fl $her] SERVQUALY FEEL Aul= &4 EHsl=g 3
T Likert Ax9] PHo= 22709 £ il 5749 APez FEIS Mulx 33
Ags gk, o2y FALEL FLEAES VU FE] BELAE Bl 22709 40
st Azhd ZAoldg JHAL Avlx FAE FAsAen, AGYFeA] EF SERVQUAL

CiSms MBIAZY 20l0] SIS, MselE W THENY 0/XE Hg 53



o g AR HFHoE AFE AP Ik(Ford et al. 1993). 28} RE @A
S 2o]3) SERVQUAL 29 B 714 vlg w3 9k, AA, Cronin and Taylor(1992),
Carnan(1990)& SERVQUALS] 57H8) AR 02 BRaq Mulx EAe dra= He 243
oz B2RAsGE AL AAME den, Zd-F@e] Aol(gaps)d YA ZldE A
Aoz dolgld 4 ¢l7] WF o) SERVQUALS] 7ld-ZA @] BUA ] o]dg JElHTY. 4,
YaYES datago] sty Abdz el R&EsH Abd Agol BFar] A 180
Aziale Zlde v @A Aelvieln WA PZB(1985; 1988)71 AlA) & SERVQUAL-S H& A &}
g #4353 lch(Chapman, 1979).

ol g HYIEe] AEL AT H#hY (performance paradigm) € 7|¥le 2 WM
E4¢ EAdor ¥ FRFsla . fFol B AFgME 9 =48 EUE 579
seatees Mol E38 &A% SERVQUAL Bos Ao 23 & $3 SERVPERFE 7}
Axn dgugMul2E £3F Zoln, 57 Aol obd Fe HE F71% 6749 AP
2 A{AE2 £ £33z @, ol 6719 39 HHYEL Powpaka(1996)9] A-F7)
g EdiZ A% Ao,

(1) A2l (reliability)

g2 FA A2 FAM Aol FoA oA Mu2FDE Azse
073 328 942 #33 oh AL 449 Au2g AT AT sYo=
Ao,

Aol digto] Aul2AT, EANE SA4 AWA2 @ Aoy 2R o
dolu 3Ag A M2 @ F4& AU ATHE RAolg. $a4 AL F&E
A7l et BAE 98 959 B8 GAAu29 BAY 45d 39 U% adsT
a7o] 7195k EAS ks QYAua A2d Ao olg dAste F4zAe
oE 5& B £ ded 53] A4 Aol FEAL F2de dEe A4 dust B
LS

(2) ¥+ (responsiveness)

g dolgt nAg 2T A9 A3 Mu2g AFnA e Aot o A
4L 249 a7, ¥, B, £4 5& Azids e A5 § Zzdd. F, 49
MUl 2R Ao AT TALYFTTH Au2F A g dole & FAI ] Sk, %
$4S 2§, 270 d dgd L FANZE s o ZideEle Aoz ndqA A4
o, B3 AL fFAaT a8 &7 Mulag DFE AT de EEH,

(3) &4 (assurance)

g44Le AegF=a st Y, AFE, 2&AsNA =AA de T8 T2z A9
2. o] Ahe nhd o3 gl g9 AAHE Mul2y 28, 39, FE4, 48,
HE Mulx Fo] Mulxel Zo] ARE HIE FYo dis) Ailo] AL W H3I FA3F]
t}.

Uen A A 79, BEUAY, ¥IA, FHAEE 53 Fo] mAA FHAle
Aol AE dZsE AlgelAA FEEG. oleld Mul2e] A Al HHPFUES} 2
AAole] W& oNE7 YIS widc),

54 YIOPNYAE x4 H 43



(4) ¥34 (empathy)

FRAL usto] A AAQAA AFee T magoz Ay, FAHY 4
e g n, FE39 Mujag 170 E53la HyYsichs A& ALste Aod. 1
Mo NH| 2§ AFHE doto] AL o)atn FosA =712 L. dEe nAYE
o B SFAYTS ¢, 49 MEAA &7 7 EAA] Yot olF AAY BAE
Fagd, 34 e dote o AAstE e dgdoA FEAdold Ak By A2
2 g,

™~

(5) ¥4 (tangibles)

sEAe 22 A4, A, 98, 23 ARUANA £F T d¥Hoz st U
 AMujae agloz AoHct of RE AL A, §3I AFnAel 4L HrHE o A}
23te Ayl B3 2@ onjAE AT &}

(6) A79 A(quality of consequence)

Aste A& iste] &M ulze i G &7 FFxet 29 F I=2 4 A
golgoz AHojErh YFHEL dAdzm g AAJNEY ST ¢ GFE 53,
2p7] A 2 gFht FgJe] folg AFL A€EEA drh. 28] fF FuFohy
RAYEL FAEY oHdg &F 2F5 3 A2 UF FASHE PAE o= A= AN
e A$ dxel Ao) 728 Aold, oY THEATI AEFE FAY A= HIAol
Bt e A& Ao

2.3 34RE, AYstelx 2 TAaH

A gEe ddg zAdA g FoF BAAE Ha Jo. 2 ojfE 2He] n
AERE AT F Q7] gFolg. 2F oA digte] 12

F7Q AU dwtd ez Wt nAL dge Aggsna st G4 AFPeR 3
st mE = ok, a2y dige] B¥E e aAddd ot gedste

Barnes(1993)= tx9 EE YL WEEgAcy) REEHGE FEIHAEY, oF
o] Mol mMe] TEE thate] LW Az AgE &, dRe, FEH, BF, B
A}, A So] XY, Tl et A, RGP ¥R, RFERD WAL
AwghE, oA, 7197, AAQY, 2A3, GAEY Fol TFEY. @t dige A
Ale] BgAco]l ¥F7AUANE #Qsln 250 ¢ gEtE v & wFHAY & e HEE vt
AYETE FASHoF @t

A2 gtto] Axe Mol FA7IE s P PHE(Student satisfaction)ol2HE
£0]8 AHEEA @ AL AHAE $HoE su 25E TFEANF 22N A FeNN F
Aol vt AA$NE AA 7] HF AFA A Market orientation) EE RAAY
A (Consumer orientation)®] @2 & & glth(o]&7], 1998). &3 o2& Ade A%
o] Anlxzl vlalel HEL Hste Fulste w2z nLFHAY] WEoth(Norstain,
1997; Liu and Jung, 1980; Nicholas, 1985; Chadwick and Ward, 1987).

el gete AFsE Be SAER AF/HELS dtte] FAYUFE Folr] Hsd F
o1& #opsterte] #AE 2=} Betz, Kilngensmith and Menne(1970)}2 A7 %% Ao

e i) J\Jﬁ
oi flo fio

SmR ME|AZE 20I0] BHMILE Ustel: Y FHENMN 0|kl Y& 55



A W EgerE A E =] (College Student Satisfaction Questionnaire; €SSQ)& 7|23l o
AEAE B dFAE g8l GYLE A7 o] &= AH(Ripple, 1983; Ahmed, 1984;
Taha, 1984; Mulugeta, 1986; Polcyn, 1986; Robinson, 1986; Simth, 1987). ol2 ¥ drE
o glojM HANFE FAE] A AEAE AGAAHR FFEE BYeR I FAARE
ol 3ct,

Liu and Jung(1980)-2 <174 &) & (humanistic benefits), $8% A}atlcritical thinking),
AAA, 4788 58 T3 2&H HEE SANAT, o5 HEAE dtd
Z2 2334 Ygten, wFo Ml 47 nHA ¥%n, FEI ZAldE HEA
de Aoz Jehwgd.

I3 FEHEY IETE SAHNI] AT dFEC] UA sYPHAEH, o 4
ZgAol gA 2ato] AgsEE olf(Calvert, 1969), EldloA AN 2RE F
€7, Zud 3¢ ofaE zZtn JE7H(Pace, 1972, 1974) ol BT Ao,

FANEFAAG A Y&gxe] FA NP AFATE WY Chadwick and Ward(1987)
 Udgg EFdste FAEY A4S R AN, 282 1) APE ded YoM
g9lo} 714 2) B9 AR FE AL @ 3) THHE 4) 2AAY AEAY E& 5)
AgzAbe] glolA 48 AAnxHe a4 6) ALAA AgY H7H 7) BERAHY A
7 A9 8) AQALs e Byt 9) AFAFYANM 7€ F9 94 AdE AAED Y9
7HA, RFY Az AL A, ARARYANA 7E, 2AAY AEANYL =&, &
AHdRxHde B4 F 54 Aol EldA Ao Sug HEE Ao F4HY o
g oA d3(46%9 ABE)E dFIHAEANE o)L AABGT(] 87 PR
- ubed @, 2002). EF o)EL HAES Fu) & Frirt 2% o]FE AAN, YL
AlZEL o] oA 7HF vl gl Bel B 83 7ol 59 et EA, $AEES
Ao i@ 9EL FY F 83 A HAHVF EF A EAA Buw FH Fe
HPol FE& X 7] WFolztn 34t

TES
A5

3. 7Hd4dA R 947EY

3.1 AMulx FFeo] T

dwtdoz g JdpAEL Aula Fo] dagdd PAMNIE Zeved F95a gl
t}. Gronroos(1984)& AM¥l2a FAE Au|Art 442 Fd& AF dertsts 7163 2
(Technical quality)E %891t} Lebank and Nguyen(1988)& Au)~ ¥3A & 7|4 olulA,
93 A4, AY-aA3ze F3Ag, nAREFe 57bx Aoz Ao,
Edvardssonet al(1989)2 7|43 A, 43A8H 4, 1% 4, 279 4 4717 AYes=
FEEHAG.

PZB(1988)9] SERVQUAL-S AMul2: EFAE {34, N34, 484, 494, 844, 314
o} 570 Yoz FEIEA A6|AEY Mu|2d g Z|g} o] oG A4g @A 5
A Aog nAUH APdA F2 R E 7|dAS BdA) Adgdel EQE F

56 VIUMYANE M4 A 4%



2 dgtn @ g vk, ojAL Hxo Mul2Ed FAMYPLR AMujx Add ZHA HE
AN e gubAEQ WPog Mulx ulAE FYolA wle FHASHA AEH gt
oy} H29 2 W8o] SERVQUALY 2 (dimensional ity)¥ | (Carman 1990 ; Finn and Lamb
1991), 71t & EA, & SERVQUALY A HQ HWHA 71d-XZkzhe] zto]lE o] §-8h
AplA EZE A3 £ v Ad Ak =@ (Babakus and Mangold 1989 ; Cronin and
Taylor 1992, 1994 ; Babakus and Boller 1992), 7]tiel #|43} =2}(operationalization)
A (Teas 1993, 1994), 2 Aol@s A4 2 Bt 24 $& ¢ ol 2 s
FHgo] o2 go] Urt.

Cronin and Taylor(1992)= AAME @FoljA] SERVQUALA 8 AvlAEde] Adsly =%
371 2AgsitE 4L 8ok O &2 SERVQUAL e oj83 Ediyt A AB&F
Az} aAREd hF 7|EATe AdH o 433 EFeo] At A BlF Ay
A2FERE Bx9 FAR Ades Aog & Ak steigte SERVQUALA S g A Aole 3
BukEol A olokr) e wE/EWE: ddde ¥HE Holux Rgde Ao, F,
wEa MulAEdE JpdAes F3o PEHRA BRI Reold, A Az Myl
EF4L HE2S 7FF & Adst 9 ¢ gldE ojge MulaEdd dig ARE AEH X
g MuAEd, mANE o] § P53 FEAHE oEFoE 9y Aded & 9
2 s} cH(McAlexander et al. 1994), 2eli A5% AFoH 252 MulaEE nBSE
Fol F FE0e] DAL $E D old PEA A 2FHE SERVQUALA Y Aol A &
Asled EAsE R ©EAL dWded AdHFE olfste AR Add g Azt
(SERVPERF) 2§ EAgogn ANu2FH & Hrlste Ao o egsivts 288 Wi

T & Groonroos(1990)E ool FRHAY 7ied A} 4 Ao 27 Aoz RIS
=u o71A 71€d Aol Mulx Age Az Jepd RezAM Ao Holzgtnk v
7ol Mula AHE B A2 FRAL AFEAEIIE Ul Aol AR AL 1
Aol MujA AFAZRE AuAE oy Wygoz AFEErtE JEllE Ro2A 75 A
Fd xe A3xed dojgtak dhed oz nA-AMula AFAY FFA-GeA F4
o] WoltertE wet.

Richard and Allaway(1993)& 4vlat e BEY dFAZAM Aul2= FA £49 F848
AEHor AFT% A3} SERVQUL 2dR i SERVQULY] dxtel A& F71g 2o ¥4 ¢
Fo AL A Ao ey,

Powpaka(1996)¥ SERVPERF x| #4e Ax 37] 522 sidd Ao d& ol &3
of NERMY A3 SERVPERF 2@ vlsld A F AdE Frhek §3Edo] 4 o ¢
T8 Ao #UH T} Jhonson et al(1995)2 AAWAH FI2WPo g Aztd xula Fe
2R g AEaEA Aua g B99 2, #4 2 2 A& 9 ) Ade2 FEEHL
& do) 28AEA 3 FAAHE Muj2 3 Aen FFEC

A E7tA 4uE viel 2o] SERVQULE FALE & 71&E9 Myl 3 FJriac s Aula
o g F SAHo¥ 2L $Fa glo] Mula FA Aula FdE stotsta Hrtet
=49 A7} 9 (Mangold and Babakus 1991; Baker and Lamb 1993). =3 #3 F A&
ol &3] Aua MEGFolY wF Mulx FFE AdSFste 29 dEEIPol ¥ A
g5t "olzd Buk olvzt mde AWA {&A40 &A7 8 £x= Avh(Richard and
Allaway 1993). 28122 8 A3 1z 437 vlERY 2gMu 2 £24& 3, A
o] ¢1¢] Cronin and Taylor(1992)¢] SERVPERFY Hx 2] #8754 & FEHI A 34

ek
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o] 712 SERVPERF Z3o) vl 239 I F71¢ $FH 2ol of 58 4547
498 e 713 Aoz 4559 g ge ME dAHAT

M4 1: ALY 28 Aula EZFFEL SERVPERF A& o8¢ 7|8 234 Hso &
ste] 4 847 3718 FFEYo] Yoz o $9T FAFHY Aol

3.2 MUl E43 $4RE 2 AsolE, TAEAY B

Hula 3, 3789 48 $4, ¢ 24 95 AN MY AFES FH Mulx
E3n 174 BERY @AE vy Jdudd AFHAG. AdE Ml 2L 38 9
Zo) Ay WAoEA, AAQ 4PL v, 283 IR ATE A7 Ao gE=d, A
Hl A o]4 AYY FH JgE v DA A Fio] uA wFo YL uAE AL
2 8 4 gk, 39 A% o5 Ay Mulx F309] BAE o Zol APy
2 AR + & Aol
« Harris, Baron and Ratcliffe(1995)2] Q7oA n28L FF AL T HAEA L F
A2 B2 7158 75 2o (Observable Oral Participation)& #ch3 AAEI o}F 2
7tz TR AF EFF Ao A A7 ¥9A 7F Fds 3A% HE: A
4718 Aol AL F ol4e mzzke) dojF Fz Ao FEEY. 53] F o
Ao QoA A3FAE4L UAeE AFE Ao wzd, § o4 doH FiFsol 2
Ao Az EA AL Mulx 3 A4¢ B AFPog gEde ARE . 29
U nAe] 4% s sFHE FF s of¥A Ayl FZd 3L viA=Ad o
A4 ZAAY =& Ao, Aoy A3 AL AA7E AF FRA AP AR S 74
1RthE EFR A oA dAdM gL viNn 2 BH2 FA 4L vjAda B
E Aol B2 Aott, & nA JF £y Ade AMujx Add] YL AFHow
A3, Aula A A ARG Mulad AFdHog JFL oAk, o7]A A7 Ay
A% Aztg Aula Fde] Ay ¥o)y] Yo no] Xztete Mulx FHd A¥E
nAA goh. gude s Aula An nAREE M2 dE 74 /AdelAT 4% #dE =
gta 8t AoME sAEY o] dAHm ok, AMula A aARE I A7|HE F
2 AL F2A fAA o Urh. Woodsides(1989)& Avia vHE-E Mulx A
vjo® kel BAE wiAEE FAESE Ba, A2 F- 2ADE Fojdry AAF2E
AEoz A3

Bloemer and Ruyer(1995)% <J8Mu]AE e Mulx Ad v B4 rdg 723
7] §% AFATAN BEFS Hula P AN9A sider Rm Au2 Fo] BE HyPa st
frkn FAse, Aua 2 AE 9Ed bt F8§ A B €9 dgi ol v
Oliver(1993), Rust and Oliver(1994) PZB(1988, 1991) $X= A{nlx Ho] qiFKo] Jg v}
= A@AE A8t EF Bitner(1990)E Mu|2 AL FAGEF(FASAD, A Fodx,
AEAD o)UY 4%, BHPEDR 2L AT $9% X7t Fokn FRsen,
Rechins(1983) % 17A%Fo] FAEAC Fg& vdche A& #U3A.

Yi(1990)= Aula do] nAREY Agdsrt Ho, aANERL A P} TR 4%
2 vjgeE AT7EHE RAFc. Mittal and Lassor(1998)2] A7 E A HA&H(2FFH) A
H2e 71%d 1A A)d g8 BFo] fFEEm, 2wy HedA 71EF A0IFH D)

Al
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o8 aMEREs) F2Eu, Aoz 7 FALE nATEE ok olle}t Muja Ao 93
ME 28 5 9oz F=sg,

74 2 0 AYA 2& AplA FA FES FAUFHA F(H)9 9%E v Ao
7Hd 3 ¢ AN 3§ Muls F2 FEL AYTI = F(H) Y 9L 02 Ao,
7Hd 4 : AQA 3{ Mul2 FE FEL FRAETA B9 FEE 1A Ao,
7Hd 5 0 TSR E APTrd A(+)Y dFE vA Aol

!
7Hd 6 @ FARNFL FHAT F(+)9 4L A Aol
V4 7 A EE FRAHY F(+H) 9F¢E vE Aojd.

B A7olMe adAua FA9 s9atde) 74 4 542 HTED ofd J¥E nAE ¥
FEE gep3iglen ojgo] 4uA BtHd FFE vIA HFHOR Fujdret FHENN FF
£ vlAE ARfBAY BN OF <29 1> F e d7EYE dAsin.

<2¥ 1> ARy
H1

vs4d

&g

2 0oz

Bl
o
0x

4. A553 2 A7
4.1 A7 FE ] HF

B dye Ad 3F 299 ¢ e AA51o <E 1>ofA Yed ulkel Zo] dutk g
AEA 450% wlF5o] 42888 3F3idlor 2AF 7|2 20019 99 104 FH 2001 9
9 21974A] F 1143001k B g7 ojfd FEL @A fae] ATFU FYEE o
oz slgon, g E&E do] FAEAA AY HAEAE AYIEF FY. 2
Al tigzrel dwrd Algre g3 #o),

USRS MH[AZE eolo| SMEIE Xelstols o FHEM0| 0jXE ¥& 59



<E > ZAMRAGAS Ik Aty

a3 ks 169 41.9(%) AEAL 68 16.9(%)
: = E 234 | 58.1(%) AAAR B | 11.9(8)
18hd 103 25.6(%) ARA R 43 | 10.7(%)

28hd 12 | 27.8%) |[REALY i:;’:z ;Z gig;

o
A e % 23.6(%) AASAZE | a4 [10.2®
o) AgAd 98 24.3(%)

g ]
430 03 | 23.1%) e T am

<E ol go) Aol ol wakel wzte] ulgo] 41.9%9} 58.1%F Bl oS
o] gg8o] Bater, shdo] glojA 28hdo] 27,883 Tt Thdo] Wy §8o] w3kch.
a9 AFAGERE o A GAde] & Adel v TFEol B

1.2 959 234 Ao

B dZdME A4 2 b2 F2¢ $A457] A4 DA PB(1988, 1991)9) A
dA sigd B4 £A FAHY Hulx F3F 5 A4 227] E& I f Ap|2e £
2 oFE FAs RZE TE Mula FA9 HHEEE AESY. 2z
SERVPERF ¥ o] gridigtezA B39 3430 A9 £33 Ade 3¢S 33 A4dd =
SMqu 2 Fde] &Aool FAHEA X E Yolr 7] A Richard and Allaway(1933)
9} Jhonsonet al.(1995)9] & FoA Hgd Ao ¥£3 2AJEEL BEU=Z 409 A
g F712 wrgddld & 670 A9 26719 £AYEE A Z{Mus FIY SAHET
F Agtt, 7@ BUETE EdE dl9 AU dd afMuis FA9 FHAY
o] Bl #¥A, A4, 84, NP, FEHD BFEYA Frtd A F o
g 233 Fole gy B,

4.2.1 2{A8 2 3

1) #9894

tigte] 2213 Adolu m&Ay], nAY 4%, hAR 5F& XEE EA9 #3834 5A
3

2) 284

ato] AFsln B e AEIMU2E Y5 st AA

3) ¥4

SAEY STFALGA g A& Au2g AFEeic AP ES A

4) &4

HAYEY N did L S T A9} Muj2e AAAY

5 F#4

SBE @ AP wiel B 2 olH A= E X ¥ M

6) B A

thate] A H)2o] g FYEL] &7 FFHEY FY F A2 € FHHY S0l g TP S
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9 FAATE ASE o Q-710 F(gap)ol 71x 3 SERVQUAL sleicidel wlsto
Azby Aol 7]&x% SERVPERF sleitigdes Mulx FAS A3 Wao] ¢ Bol A
g3 ¢le A(Croninand Taylor, 1992; Babakus and Bol ler, 1992; Mangold and Bavakus, 1991;
ol s}, 1994 F)o| ¥Fo} B AFAME Fate Wl Aztd e g mAApj=
£22 23319t} tio B AT 94 dFuie] He REANAE FugRd w3
g, 2n @ PFARAYIE0] ATHE ¥ 23 FAAL ¥R TS
Autd RgMula EZL m&AuAe 90 did Avlxel AwA Hrt WA HE
2 Rostgri(ol 4] B3 - AP, 2002).

<E > FARLY 549S

o] e 2442
& TA 1 1. o] d#e HA HH8E 231 9o
5 TA 2 2. o] diste] A2 MHE ol djHdHog BAG
o | 3|38 o] g mAYEY LAY &2 B
C ol Taq | 4. o dEe mEAMpAg HPP M BY7E R5n A
RE1 | 5. o gk (ol si7l2)ksd Agg ANA Ao 2 ol gt
| RE 2 6. S A ol® A7 9lg o, W B sln ddd FE dd
g RE 3 7. o] Wghe D-gxt dek
A | RE4 | 8. o tEhe k&d Azbel HHE MHla(ZE MN2)E AT
RES | 9. o tigte m{ad NE Anj4 77 &8
o | RP1 | 10. o] tate ojdl a&Mulxr} AFE W o] FAENA v e
; RP2 | 11. o) det RAAESL FYEAA LA U8 ATV
; RP3 | 12. o Wt A REE ABAA 770 =& FHI @
3l ppa | 13 o) Ut mALSE U2 WA G 270 ASHA 29N 20
o AS 1 14. ©] tigte] wAYEL Pu 4148 ¢ o
A | A2 | 15, o Wigtel] T st Aol FAYE =A%
}; AS3 | 16. ol Wit RAYEL GAENA FFiDn 497} vla
AS4 | 17, o) Yite] mAYEL FPEY FE FUE FES AHdE ZF3 UG
EM 1 18. o] Y& F4FAA AFHA FHUE 71&AT
F | Mz | 19. o HEe nE IAAEAA HalsA L9 Yt
7+ | EM3 | 20. o]l dE mAYEL FASA AYAA BHE AHAES
4 | EM4 | 21. o] Qe AEY o ATV AN xHUY
EMS5 | 22, o A nAYEL FY52 {78 A oldlEn U
2 | ot | 23, o dEe WFt JdEE £EY ZEAMHNAE AT
3| vz | 24. o) dgty mHAMEE e f5E
o | ou3 | 25 W7t ol hEE AHE EHo] oFoXT U}
2} ou4g | 26 o e 2 ¥ A=y HY 7 WY

4.4.2 SAT™F

FANEY FTHRAL AF dgto] AFsHE T{A 2 AW S AF FojA(E
el 7Zldg A9 aolz dAEYG. 2 FALAL bFH Zo] AXNGT. R{YELS
A§TaRe] ohpy, RET2aP U] U, REZT2aR FE4E v,
A3L 57 £, A¥2 U AFAu2 AP ug ¥ FuF FIAYE, {52 I

CHEI RS AMH|AEE Q0lo| shlets, xistels W PHEM 0|Xs F €1



A, 924 AGg A8 42 2 $739 A& g, FIL GaFr Py, 47 2
oo gy FrAF L ARJASFY fo)dE, BY €4 AR2 72 ARY, A
2 A7, 49 46 71AA, gIAd R 23E 3L ZEAYY ¢, &L
o FKEE GHEE, YH_AE 259 A F£E, A4 FWTHE o B3} FHH
k. FMES AA VZEE THAHE Al O VE=E 2L GIEFES X
F43%.

4.43 Al R FHES

v FolA avizte] A FrigrE Fui@dd di HEF F¢ ¥ BHE A
YolA FIAE dido]l QAU ddel dE AR FAZ AY BAYH A 7o A& 5
. & AFoME F4ES] dARSHHE ojFT wEF] AR w2} FAs AUY
PeA B AFuieE FAsHE A2 Aosd A ST Al F
AEY AL /s E Adtelzs 23449 3 gAAA dFE A e J=E
FAase Fwn.

4.3 £y

E AFdAEe AFEY 2oy AAE dFE 29 43 AL FAFded a1 ¢

2 FRemg A7 AIHAEE ¥olr] A z MdE EFYReE FAHUG. =W
FAAd HE 9Y AP 98 E (Churchill, 1979)0] AAE AEYE o) A4 F=3
o) a8 A (Iten-to-total Correlation)} B4F QAL g Fild H731q. A &
2 o A gEY FunuAE A9RAZ 0.309 dEFEG 2RI IS A
sQon, zZHzte] HEES FASL AE FEEL U¥o2 FAJENE B3 @d Y
A BN ANEYY. =8 HE AE A6 244 2 B4 € A= A4S A3
Cronbach's Alpha 3& AlAdtglen AvtaEed Wy d#YE 7HAR A=A & BLdgio
olF Z AN g &FH 2YEA (Confirmatory Factor Analysis)& AAFa, A
g HFEE o438 M & AFEACt. Add ZH HAYEE oE GFI 1 > .%, AGFI:
> .90, RMSR: <.05, CFI: > .90, y*ol th@ pgt 5& ol &3}

5. A4FEH

5.1 GUxUA, AZE BY L AATA BY

B d3e UgEL o8 4 AYEd P ddAdAHE PBFE Asleq #F8U0E
A g g89RMNE AT WFES] FUBAE ol A3 A BM4E 4
A8t g},

5.1.1 @& Aul& Edo i g B4 € dsi= £4

E d3= 28 Mulx E3dd g dradds &3 aAdE4Y(confirmatory factor
analysis) & AA&GY. o] RaHANA GdAPAHAE AN §EE] AAHJYY. &
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gAME §ETAY AHPHE £V A8 HolA AAE BAERE ol 8uid. 7
A7UNEL TAtE SHYEEC dT BFaAdEHY ZIAE GE<E 39 2o

<E 3> AMujz F4d U@ &52084 25

A5 2782 HFYE 4> df  GF1  AGFI  RMSR. NFI | A=
A4 5 5 26.99 5 0.97 0.92 0.035 0.9 .8291
BhEAYx 4 3 - - - - - - .8443
¥4 4 4 11.61 2 0.99 0.93 0.028 0.98 .7858
34 5 5 48.42 5 0.95 0.90 0.044 0.94 .8315
84 4 4 8.86 2 0.99 0.93 0.028 0.98 .6493
Ax 4 4 16.46 2 0.98 0.90 0.036 0.96 .7639

MB|AE- 2 2 - - - - - - .6353

* The Model is Saturated
AFEART #3412 AT A7VA JYE 2AAD WPIEL A= BHA
71 A2 JEYt

5.1.2 9=, AYstoe @ FAEge] 9A8N H e Y
oE AQdetelx, FAAT #Y A8 AN 374 ¢ F 1349 Y
oz 24709 Fao] 7719 89der FEHUG.

o

A 9] &

<E & BE, AR P TR 2A8Y L VAE 24

=
g = S AR -?Zd AARIE FAAE | AA L
g gE ax ki s e

&2 0.78 0.17 0.09 0.03 0.19 0.02 0.14
&S5 0.74 0.14 0.11 0.18 0.04 6.15 0.07
Tl 0.74 0.17 0.03 0.12 0.26 -0.04 0.06
w4 0.69 0.07 0.15 0.08 -0.06 0.26 0.17
T3 0.66 0.20 0.20 0.05 0.13 0.10 -0.04
&6 0.66 0.08 0.03 0.15 0.30 0.10 0.00
THE25 0.15 0.77 -0.03 0.19 0.08 0.03 0.11
006 0.22 0.76 0.15 0.12 0.08 0.15 0.04
k07 0.16 0.73 0.16 0.13 0.13 0.15 0.08
hE24 0.16 0.69 0.19 0.03 0.23 0.14 -0,11
THAE 0.14 0.19 0.85 0.20 0.05 0.05 0.12
FAEAS 0.16 0.1 0.83 0.11 0.12 0.03 0.21
FHEI 0.19 0.14 0.72 0.35 0.15 0.15 0.08
AYeexl 0.21 0.21 0.07 0.84 0.03 .00 0.04
AYetx3 0.11 0.17 0.28 0.76 0.16 0.07 0.12
Agee=z2 | 0.14 0.09 0.31 0.74 0.14 ¢.13 0.17
&7 0.20 0.10 0.12 0.04 0.74 0.08 0.06
T8 0.28 0.09 0.04 0.14 0.68 0.03 0.12
23 0.10 0.30 0.13 0.11 0.62 0.13 0.05
%HE1] 0.15 0.13 0.08 0.13 -0.12 0.77 0.11
THE10 0.24 0.10 0.05 0.18 0.23 0.70 -0.04
213 0.03 0.14 | 0.05 -0.10 0.15 0.67 0.13
THE28 0.12 0.03 0.16 0.10 0.11 0.08 0.88

CHEIMS MHIAEF @0lo| SpMRHE Astols 2l FHEH| 0jX= & 63



ThE29 0.12 0.06 0.17 0.14 0.09 0.13 0.84
242 7.632 2.089 1.692 1.455 1.245 1.105 1.048
A 31.799 8.704 7.051 6.061 5.190 4.604 4.367
F2u & 31.799 1 40.502| 47.583 53.614 58.804 63.407 67.774
C:’l’;‘::“' S| gses | .8125| .8506 8251 6456 | 6235 | 7008

<E 4olA veld vie} Zo] B dFo RS FhEtd 7 808 S350 AN
AreE HE BYE9 99 HA A (Factor loading)?t QUEE A Yo} /NdHes =&
d 2 (REYF, ARUEF, FAEY, AYgz, AT ¢F, AMANEH, A¥s o
Z)e2 9#3 FEHAG.

o] Q&L MY Fr FHEAUEL 67.78% olion, mAWNFo] HAYEA W Kol
31.799%2 Th& Q%9 v|sld HAth, Cronbach's Alpha ¥423 ZIUE gL
o =.8565, JRUF 89 o=.8125, FHEN} a=.859, AYTAE a=.8251, FFHA=
WE o =.6456, AlAEkE o =.6235, PHA 9HF g =.79980] AT},

5.1.3 A##AEY

gadid o gagAR AN ddatddo] dFE 4 A7 ¢9d HxE dsy
Azo] BA ol wifoln] o] AR FAI AEAE ol A3 FJFBAELE A
Alg A3 <B 59 Fol el #4235 dF 9HE e FYFHA A(H)Y A E
23 e AeZ Jey £ dFgME AR AT 9HEL ¥ 48 A€ "B
Avkar A,

<E 5 ZuUAEA

a7 Aulz 28 AR A4 BH2FZA A AYk TA
1 } ]

pe SERRISE R REE IR R EE] B3 9F 9z 9z wE £ 9E % x%

A4 1.00

Ll e 0.59 1.00

#g44 0.62 0.74 1.00

F3A 0.60 0.63 0.63 1.00

44 0.52 0,41 0.46 0.43 1.00

2343 0.54 0,43 0.49 0.64 0.47 1.00

Auj~Fd [0.63 0.94 092 066 0.44 048 1.00

ZEDE J0.47 0.39 0.48 0.52 0.39 0.63 0.45 1.00

ARwE 10,37 0.36 0.40 0.49 0.33 0.51 0.40 0.45 1.00

Algw® |0.40 0.32 0.37 0.37 0.52 0.38 0.35 0.37 0.37 1.00

A& 1016 0.07 0.22 0.17 0.38 0.26 0.14 0.29 0.19 0.26 1.00

$RAE 1034 0.24 042 0.3¢ 033 0.41 0.3¢ 049 045 0.29 0.28 1.00
AwuAwnE 1035 0.37 043 0.42 0.33 0.44 0.41 0.47 0.41 0.32 0.35 031 1.00
AYees §0.37 0.32 0.38 0.45 0.33 0.48 0.36 0.40 0.41 0.26 0.33 0.35 0.40 1.00

FHAF J0.35 0.24 037 0.33 0.39 045 0.31 040 0.40 0.27 0.39 036 0.42 054 1.00

*TE HWEEL p<0.001A -9F9Y
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5.2 7 d S =9

5.2.1 A7EY HF

2 A7 ANETE e7le] FAAEY A, WA, ,
Aol ATGHE AHgE] HANSY Avrd Mulxs EFd0e] F2REEHE A5G, ©
g Aua 4, gA9F, Adges, FHEAYRE B T2 AHBAE AFAd.

AABAE BF T doA 24 dF GHES TFA%E 3 X (indicators)7t WUF Bol}
A Al 2ddA e BAZY 2" F A7) WF Atg HAste] YR E AL
gy FRYAARDE L o dFAe RE FAdETd diE s 3 Hox 270 ¢
4ol FEARE o &3ty SAHEGER sjofstt. ol dHg o] A9 ErVMssittE A
o= B AFo|A¥E Joreskog and Sorbom(1989) -12]3 <} 3H(1998)9] HE QAMA &
12, 2489 HAAE (1-a)d’ 2 2PA7E PPS AReHhT, o3 3 339 3
H7} Wgsta ) A7t BHER A (Unbiased estimates)7} BTi(al®E, 2002).

AADTEHE 7o @AE Yehle Awd 232 45T 27 x° =69.26(p=0.000),
df=18, GFI=0.963, AGFI=0.903, NFI=0.972, CFI=0.979, RMSR=0.025% zt= HAZHo| T &
HAtay 2>,

<19 2> B2EANEFH

*FEZ A (tat)
25 RoAe 2R

5.2.2 A77kd 8% 2 =9

1) 23 A& 3718 Muls F4 534

€ a7 7Hd 19 ARd a& M2 FA5EE SERVPERF I EE o] 88 718 2H
Hlste) At I 247 F7HE §AEFol AUHLE o $47 FALAY HAolge 7}
dg AFs7] A AEAFE B A5 E AAHUAH.
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F54d53 B 2do] AYR2 B} AYE A5 sl #& AHAFAE B B 2Yo
Z o AgsldE AL ¢ 5 AJT. BE F o FAAHY vng &) 98 B H_}AS
Q1 PNFI9} AICE+ )E& wlasle] BAsGch. PNFIg AICEHES UUED &, ZAPREE v
Waled AFREHY £4 bsd AR AFSFEL AHRA QA oy 2EE vlud B
UL A4 PNFIFHS AAEDR ¥R & 3¢ 2 Aol HH7t 0.6~0.9 Alold] glod 4
Az 2d zolyt EAEE ovldy ddrd g vEPE ¢ gl EFF v
&9t £33 AlICHS L2 f4ddn e A4 249 @ viny F¢ FEsF
o 4gcin st g 2002). 2 A3 PNFIO @& B 2yo] AARYRT ¥ 3
& Yoo AIC g £ £ ¥do] AAYRERY A £XE Hojn o] 2H a)dd B
28ol £ o] ¢53vE A€ FHsln vk, 222 dne do IEY HFRYo| 4
hHe2 o $9% &4 $4d Holge /M4 12 AEHJH.

a) £ 29

CHI-S Model
X NFI IF1 GF1 AGF1 CF1 RMSR PNF1
¥ (df) AIC

Hany 6(91';’)6 0.972 0.979 0.%8 0.903 0.979 0.025 0.420 90.0

b) ZA=2d

] CHI-S Hodel
2 9 NFI  IFI  GFl  AGFI  CFI  RMSR PNFI oo
() AIC

Neny 1:;‘)17 0.044 0.952 0.946 0.849 0951 0.104 0.389 110.0

2) Aty Mux B4, d4uNFH, A, FHas e A AF

Aed Mula 3, FANE AYstdr @ FAEY ke SAE HAFE7 A3 B2
ML A5 33 9GS Zo.

744 29] A @8 AulA EFo] ¥LFE wEd A(H)Y JFgE £ AdolgdE ML
<E 6>olA %} Fo] EE H2AF B, =0.510, t= 11.900.2 99.9% A FFIN Ffd Ao
2 e 7Hd 28 A8, oA R{AMu|A Fo] APRFEA FAARFA wj¢ 2
Al dEge v &g dng), ol#lg Z3E Cronin and Taylor(1992), Rust and
Oliver(1994), o84l . 2199(1999) T d7¢ AFE BoAF 1 At

Ay T8 Mula Edo] Fod AYed o] F(HY 4Fg uA Heldets 74 3
& BEREASFP,,=0.373 t=7.48322 {4 AYst & Ho| JHA 3 BEG AEHUG.
o]& Cronin and Taylor(1992)2] &9 dAE AAF BAFY.

A&ME 2 A £F0] g0 FTAEN F(+)9 d%e v)A Aolge 7 49 R
of 2§ Mul& FA4 FAAA FHEDR N FEAHR AF B, =0.108, t=2.1622 95%

* AIC(Akaike information Criterion)= 2 -2df

66 UIOPAYXYE H4H 43



A FEoM Fo2el 38 B9 714 4= H8H UG,

gAYRFo] &S Aoz F(H) FdFE vF FAojge ME 5= EERR
B3, =0. 209 t=4.202A) 99,9813 E A FAdg Aoz vehd 714 55 A9, o
¥ Bolton and Drew(1991), Bitner(1990)9 F43 AA % ARE Jehldc).

EY GARFo] $&-E FTAAY FHAD A ()9 FFE oA AogE Y 68

32 AT B,,=0.205,t=4.318A 99.90AFF A Fof Aoz el 7Hd 6
g A e

vt g YUTFALs} o FHETN F(H)S] 9¥E £ Hojghe /M 7& EF
ABAS B,,=0.410 t=8.7824 99.9% AHTPeNA FAAG Ao deht M 72 AH
Hauch ABHA A9 & M FFE <F 6o 8950 o,

<# 6> AFEHEDY #ARNA
H ®FEsd  EZEsd

= 2~ =

1 A A HEELA t3t
A4 » Awy Mulx F4 0.127 0.151 0.025 5.134%%x
¥hg-Ag - ANy quja 3 0.110 0.158 0.022 4.913%#x
B4 - Avt® M)~ F34 0.234 0.278 0.028 8.383%xx
T34 » Any Aux 3 0.160 0.190 0.027 6. 007xxx
84 » AdA AMul& FF 0.142 0.147 0.024 5. 908x%*
233 - A9y Mulx F4 0.181 0.225 0.023 8. 034##x
Awd ez F4 - FP0H 0.686 0.510 0.058 11.898%»x
AR ez 4 - Y 0.575 0.373 0.077 7.487%xx
A Mula 4 - FHEY 0.146 0.108 0.068 2.162s
GALSE - YT 0.240 0.209 0.057 4.200%%%
g -~ FHAA 0.207 0.205 0.048 4. 306%x*
AQeoE » FHES 0.361 0.410 0.041 8.776%%x

*p<.05 *#+p<.01 **+p< 001

5.2.3 &Y AYand} yE

7Hd 3 Bdd F7HHA B4E At Ay nEMuls 45 GRS, Y=
2 FAESY Y L FHERE S BEUTKE 7>,

- A ARE BAY 49 Ay Wf MpaFA2 Aded: R FHEHY 3.
ARAA %L viAE Aoz e, o Ay 2§ Mulx FZo] Y= ¥
FAET APAHA FEL vAAS FYNEE AR AYFg: ¥ FHEIHANE F
& e Ad-E 22T ¢ ANG. FANES FARIFY AAdME JHAL ¥
€ v2 ¥ DAY 9L PAA FkHp<.05). olE §AEo|l it thdte] HukHe
2 BE3d AQdEE F71E Aoz daHy AHHer BIEdA dAFdELE 32
gele oxe LA ¥ A YA EE ARdor FHEUG YA YAdE A&
¢ & AN

FHEAE THY AAEIAZE ZEAMEE FHo| 7HF E ¥HE VA= Aoz 4
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gt ol @ ¥HAFE 28 A¥la Fo) FATBSZRY ohe} AYYYE ¥ FAX
sl Ay, o A& AL 7o WYL YFeE Ae2A BN E EIBY
J 2848 oA B9 AN 3 Fden ¢ 4+ Ao

<k 7> Y, @A+

Agug Ay .
s A e ol -
2% AvaEd LE. 1 eel
LR 43 |22 | =4 | A3 | 28 | A4 | "3 | a3 | 24
B THE  J0.5106%x| - [0.510%» - - - - - -
AQEe)E  [0.373xx5]0.106%%|0- 4710 2004 | - ]0.2094s] - - -
A &I [0.108%+ |0.301#%|0.409%*| o 205%» | 0.086™ |0.291#* |0, 410%xx| - |0.410*

*p<. 05 #%p< (01 #*+xp<.001
5.6 AFALE HFHE AojEY

B APoNE 4 AF ALEE agMns BEE Aol AEAE EHSIUU<E 8.
A AgEz 9% § 3§, FR, FAAE, A4, BH2(EF)A dF W5 dgo
EF fFo@ Aolh AA (p<.05). UE VF F A 2o WP VFo BE And
kA9 434 digte] gz e APEL A¥2Y 7R R 2734 dHiMEs ddFes
WEga goks A9E Holn Uk 2Ev I 99 IFUF, JENF, £AAR 4F,
AdRFols Be £A& Bojxn Y. 2 F AuwF F, HYwd 2209, dugR,
ARQFo) Lol Anel e U wFo] HF FE £AE RAN(BE=2.667).

<E & AF AYE TEMulE B g Aol Y
 EEREEE AR EEER:
Py -
\ﬂa\w A | Ag | A9 | Ae | Aaa | Ag |7 M| Frale

REPH 12,77512.688(2.802|2.767 | 2.651  3.512 | 2.735 | 2.8B9 | 2.817 | 7.335+++

AEYE 12629(2.552 |2.63412.633|2.606|3.012 | 2.699 |2.167|2.667 | 2.256+

FAAE
BE

2.995|2.639|3.047 1 3.244 | 2.840 | 3.472 | 2.867 |2.944|2.982 | 6.608»%+

AdurE | 2.89712.785 | 2.504 1 2.733 1 2.636 | 2.967 | 2.442 |2.667 | 2.682 | 3.582+»
7 A
Lls
AH 3.033|2.8492.888 [ 2.984 | 2.808 [ 3.393 | 2.813 | 2.867 | 2.940

3.868]3.58313.453 |3.544 ] 3.306 | 4.000 | 3.321 |3.667|3.555 [4.116%%+

* p<.05, ** p<, 01, »** p<.001
£ 28 ZAA R A94E, AN T AdeS 2@ 32 £A(PT=2.682)F B
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doEm zéi?}é g A|H S Bulo] glE oz HAU 822 K dd & 49
A geEL FAEY B0 BAY A AF3 vpAsof & Aol

G JAFAL F o ATAE HAEC] dA HJHFA ddd g BF FFo] A
& Aoz yebdoi(d- A% oig 0 W#F=3.393). 2 & AFALY HFFAE 2.84~
2.988 4z B A& Bolm v},

6. 2 &

6.1 48 R AAHA

B AT7E AR §739 A5z A4 A% A A YL A A
A F2 ge MuzigidM Muls Fd 534 H8Ho] 9 SERVPERFE 7122 &9
2E Muja FFE G ste FAagien, dagux AREY 759 d48dE
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