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A Study on the influence of Service Quality Factors upon the
Customer Satisfaction

- Focus on Gas Station Service Quality -

Gye-Soo Kim - Hyung-Kwon Park

Dept. of Business Administration, Semyung University

Abstract

The Service sector has increased dramatically in importance over the last decade, both
internationally and in the Korea.

Deregulation of services, growing competition, fluctuations in high quality demand, and
the application of the Information Technologies are presenting a considerable challenge to
service companies. In gas or oil companies are exposed to foreign competitions, price and
promotion competition with other companies.

Usually Service Quality includes five dimensions: Reliability, Responsiveness, Assurance,
Empathy, and Tangibles. Customers use these five dimensions to form their judgements of
service quality, which are based on a comparison between expected and perceived service.

The intention of this thesis is to study on the effect of Service Quality upon the
Customer Satisfaction in gas or oil station, based on SERVQUAL.
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sl FelsteEle A Atk AB|AFAAYEE AJolgt AMula PFol
- ZA1A(Assurance) : A E0] AWAS = %%OP——HI 27t w}* UtHBolton, Drew,
2 g JEF = T 1992). AA ZAIAM 5 oY BES 53
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- -2-4(Responsiveness) : A& Fil A& 283l Berry o] AMulAEA w39 AR &
g Mu|=E AFste F vk wEkA, B Aol o] HE a1yl
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m=rub1trebtruétrulitrsést i Parasuraman, Zeithaml, 2|3 Berry(1985)

o Az FARge 7 Aslez FAH
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oA HA $F Ve ES YFE FAST
B ZAE Y% H2 AR 7 gtEdg 51
ALE /\l%o}%h:} 1qu ‘He oA @) 3
< < i 2P E 3y
¥y = é%i" ‘:]”—J*]' Zoh Auls F
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SNEEE B34 EA39. PZB
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F71E AL ARZARE AR AERHA
FA4] H3ixE ‘oo F
g A FedIdEs F
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T2 A% Ay A

A3 | 41(42.7%) | 38(36.9%) | 82( 79.6%)

Al | 94 7( 6.8%) | 14(13.6%) | 21( 20.4%)
A | 51(49.5%) | 52(50.5%) | 103(100.0%)

200) | 15(14.2%) | 29(27.4%) | 44( 41.5%)

3000 | 30(28.3%) | 18(17.0%) | 48( 45.3%)

a7 | 400 | 9( 8.5%) 4( 3.8%) | 13( 12.3%)
S0 - 1( 0.9%) 1( 0.9%)

Al | 54(50.9%) | 52(49.1%) | 106(100.0%)

4.2 GAA adRN A=y 24
B AFor= MujaEdxgel ddse S
712 ALE sk 9l A (unidimenti-

ality) & 371SIATE WA, SPSSS ol &%, a9l
24004 A17H8 A(oblique)oll AFsHE o2
R(Obimin)#4& Agall G4 2ABA
S ANSAT. BANEeEA LHA 030]4,
2919] 4 05014 AARsATh

< E 2> AtztEd ¥ MEM EAAD
A2 . N A1 2] A
By | TAAE|wE|Aana T E o
e (constructs) | F |EAAH % 3 A
A4 N N S5 10.8332
44 4 4 4 (0.8221
AH] =
53 S5 4 4 4 10.7845
a3 ZAoldd 5 5 5 0.7520
-4 S N S 10.6855
k] B] 2 %i‘ﬂ”z:l QL R —5"— 1 - -
4 A o] & 1 -
B gaza | 1 - | -

A BN, 7089 ABESE 0.7~
0.9(Van de Ven, Ferry, 1979)dof gt 212]A]
o] BAFXAL Aol siddE HES A4,
Nually(1978)¢] 7]22 m=d AEe] H3
SAE 06olon ANAED AAL FAT
Je Al 7ER] QRIES BEF AlEAde] srhal
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Z3}t7] 984, LISREL(LInear Structural
RELations)H|71X1&  AR&sle]  E1QQEA
(confirmatory factor analysis: CFA)S A3}
Atk BleARHE ERMEE ARG, o
Az FEAEE BAE o= A= # MdPs)
2 e AEES Tt Yo, $43
oA ARl AR Aol o] 2AQ1 AFE
7Ha 7o R mystela FEY 47
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29 & A% ¢ o] FAFHA [0EH
Aoldol ek AladwAAT e
A A 5(AFM: Absolute Fit
ZRBH 32 9IFM: Increment Fit Measure),
agln 7FER3ERI9%(PFM: Parsimonious Fit
Measure) & o]-&3th ol HrAFE 45
B ZE FeA 239 AAHE A drk

AR ee] FAd/Eo2E FAHARYY
OIS T olAen AfEt S
2 Do) e ol AYRFY shsAdol
=S, pa =0.05°1% vlEA g, GFI(Goodness-
of-Fit Index; = 0.90°]" »v}g2ld), RMSR
(Root Mean Square Residual; <0.05 o©]3}o]
W A2dH, RMSEA(Root Mean Square Error
of Approximation; <0.08 o]alo|Hd A3 =
o] 3Urk

ZEBEx|S: Adr|Eo 2= AGFI(Adjusted
Goodness-of-fit  Index; 0.90014H, NFI
(Normed Fit Index; 0.90¢]%), NNFI(Non-
normed fit index; 0.90¢])o]H FHF3 Ao
2 gtk

7P R3kx12=91 PGFI(Parsimonious Goodness-
of-fit Index): ko] 0.60]%4o]xx PNFI
(Parsimonious Normed fit Index)2 3.00]%
ol  FgFFEoz wadith  AIC(Akaike
information criterion) 0o HZ&8d-E Agt
3 g dol sttt & 4 glok

E ATl #RlafENd e Al 7H] AF

X

Measure),

Au) 2 FE2He] TAZEA] 292 geledl
BN ke kel =0.050)7] HE
1

SR1eQEAATH 2L AT BV 5
itk A4, #84, Ten ged s 7
SECEREE

2 @ 7o) WEE AASD, o
SLEERLEELEERE

44 B 2A

71 9A8iA, AZEA B AAHE AHeE
itk HEeldA(content validity e
validity)2 559 dEo] A7THA AHl=
FEAEE drht 2 wtgsta slertel dist
of A METAO 2HaY B BARY o
Ae Hujg wdsigly) dge A7Ash o7
43 Aee

Az Foe AN B FA 2
AehaAsrs F45 Ade] WAL FHET
of SJsiN HE) ZAPAEIY FAA,
o4 A7E shedl Lol Y FRT B

AL el FUAALHS oA

F Qe wieh ol HB8 eyl
ko3

[e)
AL

e} FAd(criterion-related validity)-2 sl
o &Aolut Ade] Al the Z4o] e

o #7|EdA dHEAD AL 7L HAe Ho glojxe] tE HAold sidel et
JEAE fAsZlz 3ok 2 el dig & 2 2k 58S 9ndith 2983 Au
SUEA A= va Ao 4 AWt FAF Bee ZIEEEAol AF
< E 3> 2 204 geleolgM Hn

89 |&7%E|HFFE| GFI | AGFI | RMSR | NFI ¥ P B 11

A ZA 5 4 1.00 0.98 0.014 0.99 0.81 0.67 Wy x5 AA

FNA 4 4 0.99 0.95 0.022 0.99 2.09 0.35 -

£8A4 4 3 0.92 0.59 0.11 0.89 0.00 1 W x16 A|A

Aol N 5 0.96 0.88 0.037 0.94 10.06 | 0.073

84 S 4 0.99 0.97 0.025 0.99 1.16 0.56 | ¥4 x31 A|A
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HAda & F Yok B AFoME MuaFAR 2 FFAIETS Alde o duaArt
Qo] AR EAL RS dedHTo QoS Yeplz vk R 2 dAFEdE%
2 Yeliigich d52ke] gedds dekioR A7l A AR 8157 BAIE YE
233 & (Summated scale)olgt ol ARt e W8k A Aog vEehydrh
7t FEHEE AHSSHE, Oks We-S ©dl
doz yephd = ok 3, O EFoA 4.5 A7 AAH =
€ rhige] tid dos 8 AHAS ¥ 2 a7d Age e AHA R
AN 7= 237 UTHHair et al, 1995). 18 2zmAA BaAREZ Yl e mot
o2 PG et 22575 A9NEY JEol =%
B Felshs 2 ekt Tee E2 A 8 gy s AuaF A FelA, Fa4%
Q57 e] FHEAd st ZAjojrh O-$-AJo] AukAQ) W] {23k JIgFS FE
<E 4>oAe}t Zol, Mulx FHAAAT MH]  nozm yehyth o|#dt Aak=, Au|AZAe
< E 4>ZtAdAF Qos7te AantH
1 os ArH el .
Mean SD AHA | g | 343 |FHCIY| deA .y Aol & RS
A543 3.044 | 0.7451 1
a4 3.1215 | 0.7328 | 0.658™ 1
£384 3.0561 | 0.7530 | 0.465™ | 0.455™ 1
Aol gd 2.8393 | 0.7001 | 0.515™ | 0.593"* | 0.499"" 1
gL 2.9720 | 0.6457 | 0.597™ | 0.678™ | 0.402" | 0.669" 1
AutAel wE| 3.11 | 0.86 | 0.525" | 0.602" | 0.427" | 0.528™ | 0.647™ 1
Aol & 321 | 098 |0.567™ | 0.541™ | 0.298"" | 0.254™ | 0.501™ | 0.619™ 1
] 282 | 1.11 |0.524™ | 0.451™ | 0.360" | 0.553" | 0.507™" | 0.611"" | 0.536" 1
e BE AR A5 P=0.01014 felge Yepd.
< E 5> ZSEMTE LA BEMZD oF JtHAH
=L 7} A ARASF tak A g o B
Ad11 | 424 (&) > A BE (7)) 0.0954 0.820 712
7bd1.2 | A4 (&) -> AEAHA WE (7)) 0.248 - 1.920 L]
7hA1.3 w34 (&) -> ARkAQ wEF (7)) 0.133 1.351 7zt
7}d1.4 #A314 (&) > AdbE R wE () 0.0647 0.508 71zt
74415 $4 (&) s> AdrE el wE (7)) 0.497 3.356™ EE|
74421 AW A DE (7)) -> AolE (7) 0.705 8.067* | =
7}42.2 ARl & () -> EFRIFA () 0.790 7.901™ A =
*= 0=0.1904, *& ¢=0.05°14 FAgS Jepd
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A3 AEl2EAT) ARBHE B
2%t Soteriou, Chase(1998)-4
AFE BAFa ok E

].
S40] AHNHHQl W] W=
@2 Bolton(1998)9] <7<t vixd Az
Be F3 gk

a °4-'rL°ﬂ*1 /\M

4z
=

FT A= ‘4‘5}‘/&‘3}. ojgigt A#+= Crosby
(1979)2} Fortuna(1990), 12]1L Jones$} Sasser
(1995)9] A9} FYg AAE BAF gk
T e, oA, H9-H(1998)e] A+ A=}
S A1 A8 RAFT ok

FHHo g2 FHAe FH WEOIFE RANE
23, 1949 HelA(25.3%), 7HE(21.1%), 18
I B|ALe] o]m|X|(17.4%) F9 £o8 JErsith
Wehd, 24 AIATL FHad WY B
Aol gt FAT= ] Bolof & Hojok

oF 1l A=

TR 2w

5.

po

T 7|98 T, 22 AAAA
o AN 71&3l, AFrE, Ava &9
W3l o2 ¢S o YR QUrk oled 4
of =2d AHl2x Fopofl lojA, Mujx F29
Z QAo 1 o= YRUE Z2RHI YE A9
dAlo|ch

T ARQAAE T2 T84S 7199
FRAFAZ e FJAPE SZ3 k. T A
FEAE A 2Ry U, 71 Rg3h A
YAFAE EH FTo= Q3 ARl XA A
I AT ¥tk Z FRGQAE olE FEII
Al e Mu|2EFR ATl P& 71Loln
Atk e ARAA Ak 2:‘*%5:%4 A4
o] ﬁzgaﬂs}]‘— ﬁ}&ﬁxgo}] x]
Utk wolol g Aojc)

2 AF7E= A3 (Reliability), 214 (Assur-

S Fi olF1

ance), 3A(Tangibles), 7% o]U(Empathy),
23 o)-gA(Responsiveness)®] FH4e] A
HlAEZakdo] AHHAERQ] TS nX]= gk
ste] dolr it weh DARMELE FHA9
Aol & AaAFEde AW FFS Hol
=4 F2EA4 2¥(Structural  Equation
Model)& E3l1A H"ﬁ}ﬁ’a‘:} FAEE o83}
T AAES Yo R g ARA Mu|AFH
2k FollA, G4 tgAdo] AubAQ wHE:
of o8 JEE FE AoE Yehdnh X3,
M| aFdol] i AWHl L AHj2 A
Tuf(e]- &)t ATt nAZ S 3 FFS F
= Ao® Ueith ol FRYANA
tste] Aol e FAT A& 7 AH]
241, 14 FAE MG s FHE
94 ol nAUE BAel A7
1 Uk

ey, Fra QACNA AT H o Au|2F
4 AEE T nANESS G HsiAE
TH 7HEAANA Eulste] Mu|2AEA 1
& FdlA DA Bgol 7HE AujA AlF,
AVET FAMEY BESAIA AE FIA
A7t He Avla Z2H2 QEAE B3A
&3k AMuj2AFo] sty Ak A=,
4G4 HAREe B vHgdo] dAEE
el FExd Ho= gEude] olgw
A =g HdE thefof & Aolth

>,\l

Nz Ao
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