FAZA G A A2TE A435 19999 129 191

&
0jo
010
rr
MO

A Comparative Study on Evaluating the Premier Executive
Hotel Services of Seoul with SERVQUAL
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School of Business Administration, Kyonggi University
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Abstract

This research was conducted to indentify the differences in the quality of
services between the Premier Executive hotels of Kangbuk area and those of
Kangnam area in Seoul utilzing “SERVQUAL” a tool designed to evaluate service
quality by Parasuraman, Zeithaml and Berry research team.

Based on the review of the related literature, eight variables concerning hotel
services were identified. The eight variables are hotel facilities, an employee’s
neatness, parking facilities, facilities of guest rooms, trust, response, assurance,
location and geographic environment of hotels. And then three hypotheses were
developed using eight variabies and tested to find which Premier Executive hotels
provide foreign customers better services, in Seoul.

Conclusively, it is identified that the Premier Executive hotels in Kangnam area
provide better service quality than those of Kangbuk area.
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Aoz aE AR =AH HIwdol 744 8322 Arora & Stone(1996)¢] &
TE 2 d7e AAEY. 53 39 Mula FAHGgA JdFEe ade] 59 ALg
Aol 1

Aol 7t Agdts wHEe] s Mulzolmg NtEAl Y M ZldA

7t FAHolok st 4E Fol| FHE AFe waste F

Atz E o] kA o) o] 34(1997)¢ FHE A | g}

o APATY 2FE Tl & A3 39 AMHE ZHd = SERVQUALY AL

fdstan ggAde] e A2 ok SERVPERF ®£& EPRFHTE X Re

Mol Ay =3 A AT upeh Zo] Aulx Hrto Zliet AFE AA ol &
Aote FEAE HEsie 2y obF dFeA El1g sde FaAgl
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g 2AS WFer Auls F2 Ak dig Jidet 44 £ 4 A F
GEALE ‘J AT7F glof @d=e] 517 329 vk gl 59 Mulx grhh dg
sty ¥ 7= SERVQUALE oh&3 ol sAsted =9 ndg gidos Fd
& ZA}% F3ted 19 2l AH~ HrhE staa doh

2.3.2 SERVQUALSY 58 AMulx Frl =3 H4
o

B AL 49 BAES Bed Lo FEe] 39 M B 340 A48
stk AA), Huls Fde) 57b T Lol QolH T4 LaWE TR
BAE,  ATAAE Bdow 4§97 BR A FA P 22E TR
A7t Solstdith B, 4E EYL AYHY dold IHEY RALL S
AgIHE SEAE EFHIE A7) WR sl N FHERE AseATh AR,
2 AT AN AERAE D450 59 A§ FF Aol AUE AuzE 23
s, AZE AUzt A2 398 Fo ARG Bep, Ag A AgAs

i, =

AHS T A AZAE BT SASAT WA, & d7dAe 5 Ad] e g
IR e 59 AHE37] "ol FA 3 gAA, & d7dAE Sdojgte 54 o
FA 84F v A aA(ZEAA, T4
2} 23t FEA 8AE TES ZTEAA A
A& 23t ut. 04**&11 od?oM—t— 59 AMuls Fdd A dRE AHA

] 2 #3835 Emﬂr 2 NEL FEHES FUlsle HEAE A8}
Ak 99l Zo] SERVQUALS M2 E17F &4¢ Mulx F4 Hubd 2A 33}
o FYRALE AAEHAT

3. ZAF A7 %

1 ZAF 2

Bz HZ AuA F4dd dg APAFE a3 T PZB(1938b) <
SERVQUALE &9 MH|x FHo| gA FAHst Mix AaAdan FEAY b
ol §1& € 9=l o]&749 sd Au|2 FHo g ridd FA74 Ao Az

Y EQe 2 vasted @39 59 A2 F3 34 Ang 33 AAFnA

s}, ol e 243 Bdstd oI 2L S0 AAHAT.

rlr i

1 A AEAY 518 599 ohdAlg Aulzel tE 9= ol g 7]
dats MHlx FAR gae Azd Auls Fde 2o
1) sl duAe A4
2) 59 $999 AT
3 xde FANA
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4) T2 HHAA
5) A
6) W37
7 BEA
8) =&l 9z R A3 &4
7He 20 e ARAY 513 299 offArg Aujxe giF =< oj&70] 7]
Hate Aula FA43 d3e AZ4d Muls 4L 2
1) zdo] dubxd A4
2) 39 T @A
3) 3 FAAIA
4) 3929 AP
5 A=A
6) WA
7 BFA
8) =4 A & A #H

7Hd 3 A AEAY 518 22T AEAY 515 9 A orfarael A

Bl 2ol gk 945#L ol &9 Mulx FACGHS Azd MHls FAA

1) EEM EH&AC’J Al A
2) 39 FAY dHF
3) Tdo] FaAH

4) 549 A
5 Al#A
6) Wk3-A
7) BEA
8 zde] Az E AYH 3H
32 AEA F+4
2 A7 AHgE HEAE FAT doME zdojge EAS AgA #H
TG AdAdTE F12 o E AT HHo HAAIJEZ AFAHsAt ML
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#AG 57 FE, BFA 240 A 9 FHRoz FASAT AL L7
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TN EEor FAHHAT
2 Ao ALSE 24 FE U@ BFEE9 Wb HEE Likerts 58 A&
& Abgar g
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Fde] Al Ad 7 8%
o oy | BYTYL Y 2 %
sele) FAAA 4 2%
sde] AdA A 5 &%
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g & A | 2Ae B3 FAHA ARlag AT AU 5 8%
BF A | 3999 A4 A% g AR e Fe v 9 #%
sde) 944 2 | 9K, A 2@, H2UL 9F AYF £ BFA e .
A x84 AAX 1T
33 &g =48 2 B4 U
2 a7 ddE Mg A 51F 39 F120 59 FolA BEAEF 470
24(A%d, B2, CEY, DEDH F=A9 4 2LESY, FE, G249, HE
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F ABAS AEE AZAE 457 A HEAE wpstel dFsgch 4Rz
Ab 712021997, 4.1 ~ 4 17A(F 17970 2 3208 (ZF =9 4054 viR)ES o
o8 GAFHE o1F AR E3A #m ARt 7le 2AGsRRD Bede F
210%(FA TS 313%0)F AT F 206%(I 5 6444%)8 24 AHgsHaTh

< B3> Ao B U8

7l =3 A7k F4
A5 (H) HEE(%) AL (E) & (%)
102 50 102 50

7ide &4 A7ty £
A% () 2§ (%) A5 () W E 2(%)
104 50 104 50

g EAL SPSS/PC'E AMEEA R, SA Ml wWie t-test A, dAEAEY
(oneway-ANOVA)E &&st9th

E Ao Abgd AZE AAds Wa dBAo 273 Cronbach’s a9 AHE
A 24 Bg& A83Att 88 229 Cronbach’'s ¢ AFE 7ItE AMul29
AZve ezt 242y 0689 0742 ¥33 AFEE RoFa )

3.4 Weo] Ao

341 E9 Y
59 AFEY 9% ANFH, I FHNL(FIY, 9224, A

A, AEEF 5), AR AHd gl
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342 249 FHHd =1
4 249 VED 2P AR FUE @AY g 5.

343 399 FAA] A
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=
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selol A TAGA &G MulAE WLl A: AT FAT & YE 5.
%, Zdo] BuW Adz A Au2E AFeEsl, Do) FEF Ae AT
Agst=rt, BUE AES AFsHA Agstn devh AR AAE FEI Az
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347 BEA

sdo] FHd A FFd, AHPY ANEE FE FH F, AL YA
a0 A A, FA(AEAE BIREH AT A, RN ALA F)eEREH
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4 Az B4 A% 2 M 2A
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o &A%, @ Tde FAANE, @ 399 AAANE, © A=A, ® WA, © BT
A, ® zde Ax 9 Xd g7 9 HFE 39 Aul: FEE YEde dg
2 Adsigde. ggoer 7k Az uAse] ztu Jd ARE A ZIgA e} THo
£ F AAAE FASdIeH, t AAS AN AR F1F sdd g 74
FEz uAEe] 2t e AHE A Zlde AFdE FHe] Z27tE FAAY
A 7bd 19 1A A3E 59 <X 5> 8ok - FYdATh
< E5>Ad7 M 1o HdE H1t
Ll T Nd 2 | A" F4 | t-value | p-value | AR
1) 99 dvbAQl AA 19.2059 20.0392 -1.57 120 A =
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3) o FAAA 13.4412 14.4314 -3.75 .000 717k
4) sele] MAAM 16.9608 18.6569 -5.38 .000 712+
5 234 29.8137 32.7745 -6.24 .000 712
6) ¥H-&-4d 17.1569 18.5784 -4.23 .000 712
7) BEA 30.4216 33.1667 -4.98 .000 7] 2}
8 A 4 AHH A 24.1275 26.1863 -4.13 .000 712
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e}
>
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>
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412 A+ 74 29 A7

2 A7 7t 28 AeAgd 24 5187 24 F 1270 32 FelA BEAS 5
1% 39 4I(ESY, Fod, GuY, HEY)E AAste], 59 Mula F2 thsto
= mAge] AbdA zta U 7Ie B o8 Fof ARk A7} flerhE
AAsE AF7MdoIth o2 S8, BEoz AAdE SdES olste A=A a4

2% @ 59 99A A4, @ 393U BT, @ 599 FAAH, @
sde AN G AHY, © W4, @ BFH, ® 599 92 2 AYH 37
So WsE 59 Aulz 23S Yt sz Adsdr deos 74 wede
oAl 23 AW AHg A AU 596§ ¥ A%4E FAL AL, ¢ I
2 ANSe ARG 513 sde] W 4 WFEE A5 21 Ut AHS A
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Jjst Aztd Fdo] 2LestE &4

A 7Hd 29 HA d8E o

< E6>UF Tt 29 Y E3

15 & ZIe ¥4 | X8 F2 | t-value | p-value | AHAR
1) 3d¢] ddbAl AA 20.0192 19.9712 .08 934 a4 =
2) 39 T949 4% 7.1827 7.0288 72 A73 A =
3) 3do] FHAIA 14.0192 12.5962 3.79 .000 712¢
4) 399 NHAH 17.2212 17.1731 12 902 A e
5) A 31.1058 30.6538 62 b37 A €
6) ¥-g4 16.8558 16.2500 1.29 202 A
7 BREA 30.8750 29.0673 2.24 027 71z
8) A 2 A&H 37 25.0385 23.8462 2.24 028 71z
Ao A7 7H4 29 WEES ART AH, BEAG 519 Y 9352 o]&A
2 s I A, 39 FTPLY dAE, 99 AHAAA, A4, g4
5& 7ldE Mul2 E243 AZdE Auja FARAE F93 Aolg 9T F
Avk, 3o FAAM, HEA, $99 94X 2 AYH A Fo UdAME FYHU
Aol & BAFa itk o] MZFA] Au|zoiM e ZIdE A2 FAET AZtE AH|
2 F40] vA veiy gxd nAE] ZEAY 51§ 9 AMHE FHZE 7d
g A ZAY 2R BA Hristan dda g F U

413 97 7tA 39 HA

B AT 714 32 ALXde &A% 515 39 F 127 59 FAA LAY 4
Az FEAG 47 TdE Tl F 8 dE MRS, F AY THY
39 AMula FAXZ4E Muja 249 JdE Auls F49 xo))ole= o]zt gl
te e AAZs e AF7HE ot

ARS Y8 © 3922 QubHe AA, 2

FRAAE, @ zd9 QAN @ AHA, ©® e, @ BFA, s ¢4
AYH 874 9 HFdE N9 FAY AL A
2 (oneway-ANOVA)S A A8} th.

AT 7HE 38 AAEY] Yl dLdEAHEX (oneway-ANOVA)E AA|§ 2

) Muls g ZolE AFI AFoln, <

L Mg A9 AEAYG 7y a9 AMuH|29] A7 zolg AF
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®

74 sd F999 vAY, @ 39
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< E 7> Mg ZEXAnt 25X 29 Mu|x2] 7|tf x0]

Ll F Source | Mean | DF. SS(:;ar(:cs Sl;/f;rr;s R:tio Sii of
D 399 dwrdd A4 fii ég:i(l)gg 1 34.0659 | 34.0659 | 1.8668 | .1733
2) 39 A9 a4 Z::j_ ;fg‘g’g 1 0943 0943 | 0452 | 8318
3) 29 FAAA :::i ij:gfé; 1 17.2069 | 17.2069 | 3.1764 | .0762
4) 49 AAAA gi igzgg;’g 1 3.4910 34910 | 4819 | .4883
5) A=A Z:LE; g?:il);; 1 859648 | 859648 | 4.4382 | .0364
6) W34 ng i;:;:gg 1 4.6684 46684 | 4923 | .4837
7) BEA ZZE ggzg%g 1 105874 | 105874 | 3940 | 5309
8) AA & AH #A Z::j: ggégg 1 427379 | 42.7379 3.0976 0799

< B 8> AMg X9 ZEXH7E S° Mu|AL| X|2Zt Xtof
Sun of Mean F Sig of
il T S M DF.
T ouree can Squares Squares | Ratio F
7}
D 399 dubHe A4 7‘1__3; fggg?g 1 2385 2385 | 0159 | 8098
(] N
. _ g 7.3824
] £ojglo 1‘:_]-246 X X . R
2) 39 49 s T 72039 1 6.4352 6.4352 | 4.1412 0431
A3 1144314
5w o] LAl A ow
3) ade] FAAA B2 125062 1 1734371 | 1734371 | 30.3425 | .0000
pARE
4) 392 AAANA 73}_; }g?gg? 1 113.3728 113.3728 | 16.1523 | .0001
2 1327746
Al 2 Al ©
5) AlZA = 1306533 1 231.5847 2315847 | 12.8541 | .0004
e 185784
oA =]
6) ¥H-&-4 2= 169500 1 279.1857 279.1857 | 36.1297 | .0000
7+ 1331667
7 BREA = 1990673 1 865.3627 | 865.3627 | 47.3701 | .0000
7k
8) A B AFPH A 732 3252; 1 281.9959 | 281.9959 | 20.0513 | .0000
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2 2 o 2 g 2 ==
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