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Abstract

The purpose of this study is to empirically examine the customers perceived service quality and
response in the field of hotel industry. The subjects of survey for this empirical analyses are limited
to the customc;rs of deluxe hotels in Karea: data are collected from the 16 deluxe hotels amongst
27 of its kind in the Seou, Pusan, Chejn and Kyongu area, SAS package is used for Simple
Regression, Multiple Regresson and the results are as folows: First, the perceived service quality
shows significantly positive effect upon the customers  satisfaction: Second, the customers
perceived service quality shows significantly positive with respect to the customers response:

Third, the customers satisfaction shows significantly positive regarding the customers response,
and the customers satisfaction have greater influence upon the customers response than the
customers perceived service quality: On the basis of the above empirical analyses, I propose the
management implication as fallows: First, the hotel management staffs should have a close relation
with their customers through the customers positive response, and eventually be concemed about
improving service quality and customers satisfaction to maximize the enterprise’ s performance:
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Second, the hotel management.starffs, 7tor induce and buld up the positive customers  respanse,

should have intérest in serving high-quality products and service and enforcing the proper price

palicy.
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Sa@s e T2t Pat Re2t Fak
IS 0.7393 3022 0.0001 0.5209 1025.429
(E 6) Mu|AZF Xplo] DMOLZ0| 0jX|= e CiEEHEN 22t

saus Parémeter Standard Type Il F Prob > F
Estimate Error Sum of Square PR
ZIFAM(GT) 0.3357 0.0515 36.9905 59.02 0.0001
FEAM(c2) 0.2136 0.0478 12,5381 20.01 0.0001
O{7HRHEM(G3) 0.1216 0.0356 7.3273 11.69 0.0001
HIA(Ga) 0.1205 0.0388 6.0436 9.64 0.0001
A 0.9630 0.1461 21.2223 43.49 0.0001

R=0.5154 DF =4 F=231.83 P=0.0001

1) USSR EHoM 2| thSt FHE Folert U SUHSE0| ENSHU CiESHYol EXshs 3r o
§ Meisis 2 ARRE & Utk OlF YHOlE Backward(RE A7) ZEIE ANAHOIM FWsiol SUUSE Z
2¥o| AHEIUE A9 HAZY HEo 7tF 2 Jlojsts MR CANCE MHAMFH Lite W), Foward(HoiRls
SYUHSTE DY0| isIUe ZPo U2 Helo] TR 2 7B 8 & UYs HTE UAERE PNH W= Y
), Stepwise(2t2| 5 71X o) i@ o8t UoE s|¥nHe| RE EIAME F US ¥R TNV Sjn, e
2Ho| Frisidols ZEof HESiA| 2 #es AHEE ) S0l Aok 2 A7 CESHEM Backwards
Forwarde| JH'3 & &5t ZHO| 0] AEIMBINTOAM YUKl WHoz ERE(E Stepwise( TAIE HH)E 0185P|2

4y
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Hi2sH 4% / 87

o] 0018t} ZAL Z A A HF(condition number)
7F 1000139 A% tEFAddel dox &
F A, 99 HoljA EXeo] £ IHARY
o} AFENE o)F 279 S 7"°]
ooz gqFFAdede A7 gl A
2 Jebygtt

747'(}-*3-’-‘4 < A - (Durbin-Waston)
EAZE DW=21-p2A 0o 7}7HE&5E ¢
9 o"&-‘d‘ﬁ]%, 4o 7WHETE &9 Adad
AE Jeply] g guties JEiE
22 A3ty ATHAHFTE 19%). ¥ A
A9 o9~k (Duibin-Waston) §A4 B2 1645
2 71&% 29 i7ty s HEside €
& Ut EF Aol didh 1a; A1 HAS
T 01772 vj§ 22 grolth

$AE QA
223 2AREE 1AL Fo%
A8l AL FAE ROE dent A

1. 71 2a, 2b, 2, 2d, 2e S
_'Q_qugl-&o J_zqﬁ}_Q_ 57H oA
AFAZE 717 7ol 2 o] ER F, 3
Z, 8% - B9 9] mRe 4 A
871 Y8 S AT S AAEA
A IANEL Iqug 57 24 7
Zte]  Fo@ A(+H)9) 4FL AE RAes
eht 7HE 2a, 2b, 26 2d, 22 BT AAEH I

4. 71d 3 %

249 ARY Aul2FEDe]l T4
UAE FBe BHN A8 BenARs
2 ANERAT BAAH 29 AZHE M)
~EFE TAVLY {98 B(He) A%
£ BlAlE R vEht M 32 AR Y

ot MHIZEA 430 5E4E 249

HIYFLS ZA5gS vehdd

.—\1

1. 71 3a, 3, X, 3d, e HS
1A Aztd Mul2F o] 2AE 5

S2(2039, AFAZ L A2, 7o B

(E 7 OEIMY % TR AS
Variance Condition
Variable DF Tolerance . Eigenvalue
Inflation Number
INTERCEPT i 0.0000 4.9355 1.0000
REM 1 0.2649 37749 0.0288 13.0854
M 1 0.2885 3.4667 0.0168 17121
o712 1 0.4353 2.2973 0.0121 20.2293
HaN [ 0.3748 26684 0.0068 26.99%6

Durbin-Waston 1.645 (For Number of Obs.) 877, st Order Autocorrelation 0.177

1) &2 -’F% 0| A7t £ 2T YsElel SWdoR Un|Yol 2HO| HESH o8 A To| ruko| =

'-}E}‘-“'-l‘ 3.
ojof CI'SO._.,(Mumooﬂmeanty)Ol ocin &8 ¢

gaofl 8t RLFMRIE 022(2 RLFEXO UE G2
HEH 199%).
2) M 2¥o| J1xo| HEHXE YotE7| AMME TAHEC M2 SRUNOIH YRERE U=ls

LK) LERCE Ol2{8 H9 HSE Al
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88 /2 B Et-ol & A-H H B X|2HEl MU|AERO| DALI20| 0|XEs P8 AR
(E 8) IMotED} aAelge) ChesiFiES B}

EPNUES B 7A % Tak PaLt R2%t Fat
YL 0.6971 31.462 0.0001 0.4955 989.845
(E 9) D0kED MU Chas| R A
e e B Tk PEt R2gL Fat
AH|208 0.5309 13.768 0.0001 0.1589 189.545
HFAlZE L 212t 0.5406 13.164 0.0001 01477 '173.286

20 2 O|RER 4 0.5755 14936 0.0001 01821 223.076
s 0.7098 19.946 £.0001 0.2842 397.821
gn . =0t 06222 17.256 0.0001 0.2289 297.751
(E 10y X|ZHH MB|AZEE D TIZHELZ 0] Ches A Al
e ke A Tat Pt R22t Fat
nEL 3= 0.6344 25.141 0.0001 0.4021 632.091
(E 1) Do) Xj2HE MH|AEA Y LS 5 @40| Cha=s|8M
= B3| A= Tok Pgt R34 Fat
M| AZEI-AH|ZoH 0.5302 13223 0.000 0.1552 174.851
MH[AZZ-HFAIZE L 712t 05708 13.498 0.000 0.1612 182.198
MUlAZE- 04 2 o|REE £ 0.5892 14.805 0.0001 0.1873 219.193
MY AZER-52 0.7006 18.789 0.0001 0.2707 353.022
MBJAZE-BE - 80} 06193 16.483 0.0001 02218 271691
Ol LEE 4 37 B - B9 Zpzhe) nix Bh 2F20] O]Rj= HeHEA,
= Q9%e 2A3Y) 98 dedARAe 4 249 Azg Mul2ER ) FPRA
NS, BAAS A AgE quAE A S84, 47 884, 240 Tawg
AL 34k 57 84 Zbze) Fed A 570 8.4 ZZe o= 8L £4357 ¢
()9 9L MAE Ao veht 7bd 30 W AN AR Nu2ER ) Aee 5
3b,3c,3d, 3= 25 A XYt Y 3ty 749 S/ 84 e £
$USZ 39 OEPALHE Ao
2 DMo| X|2HE MHIAZE of REIE  HL 24EAT e 2
M, SEM, o7} HEM, H2M)0| DN A, MUAFF 4] 290 2v|Fde
2 5l @AM(AH|Z2N, HFAIZL 2 7] DX 9EE B4% A3 39 MulAEgd
Zh F0i 2 O|RES £ §Z 8 -2 4 Y F AEA Aol AvjFdd s
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AR YA A=Yk

gNZEE AA¥eR e, Y=
08713+06475G1-03439G2+04080G37} €},

U544 A5E A® ZFFAAC o
@ e BANPLAR TAR XA
Esh, IAEHE AL -9 FABL
el Eeh zom, aFTHYH Ijele
27} 9 Ao et

B4, MBI2ER 4} Ago] AFAZ 2

71209 vAle S EHY 2H 3 A
BAEE S AL F 47t ¢844 Aol
AFAZL &R 71709 7P & %E vAE
Aoz Jeiyt. Iy 24 A(HAE
A, AF AL HI F o]f9] &), o]
4o WY qFe ZFTEH FEY FX
ANA A, 3 ol R BAMM 5 H
g FRBE AF)S AFAT R 7170
#48 d%e vAA R ALE Yest
o &, H242 HZHE YA A=Ak
FNEARE HAAYLE Jehd™, Y=
04515+03646G1-02112G2+06342G37} ©t}.
A4 ASE A% 2EFAHAAN A
S e BAReQy, Lawh 24X
¥, AEYE AT -/ FAZLS
olgiel Bt Zow, tFFAAH AadE

-

(E 12) MU|AZEH 20| 2bj3d0) DjAl= P& CiEs|EA Hit

Parameter Standard Type 1t
s . F Prob > F
Estimate Error Sum of Square
XEM(GY) 0.6475 0.0793 111.0534 66.67 0.0001
FHA(G2) -0.3433 0.0757 44152 20.66 0.0001
o{71_A(G3) 0.4080 0.0560 88.2983 53.01 0.0001
Al 0.8713 0.2305 237903 1428 0.0002
R'=0.2634 DF=3 F=107.03 P=0.0001
(H 13) CisaM 9 T HE
Variance Condition
Variable DF Tolerance Eigenvalue
Inflation Number
INTERCEPT 1 0.0000 49351 1.0000
XEM 1 0.2550 3.9221 0.0293 12.9710
FEM I 0.2790 3.5843 0.0168 17.1441
o7 el 1 0.4267 2.3438 0.0122 20.1316
Mo 1 0.3728 2.6827 0.0066 21.28932

Durbin-Waston 1.692 (For Number of Obs.) 902, Ist Order Autocorrelation 0.154




90/ & 3 &-0

08
Jid
(I
03
o

KZtEl MUlAZE0] DWYEo) DX B A

-4

2A7E 9 RO2 ey,

AR, ABIZEA 4 Zo) 7l L ol

F% o niAE 9% 4T 23 39
MEI2E ) A9 F 47§84 Aol
Fol B ol4EE Fol 1A 2 JBL BN
£ Ao Yehio, Jeht 324 A4
A% A4, AT 449 B2 R 182 8
A, ol4d] WY ¥ BE
FAA4 AT, @ o1& i + Bz
5 B PR AP 7
B fol fol® 9%e AA ek AL
=2z

e, &, A2 YoM A

£42%8 IANSE vepiE, Y=
04314 +03509G1-0.1436G2+06242G37} Hr}.
DETAA 43S A% 2E3EAA o

(& 14) ME|2EE

Ol MFAIZ H 7ZH0) OjR|= S

& S EEg BN AR 2f 24X
&

#9}, FAEME A GRI-XE FAF2
ofhe] et o, qFFAdT A=
A7} gle ALz Uyt
YA, Mul2FF 4] xpde] Z7el ®)A
Fe £ A 3d Mu|2FF 0
A4 F AEA] Ado) I N E 1%
& nAe AR Jeigon, HIAAA(H
A AK), 2 ALY H2 2 o489 &)
4, o1& H¥ Py RFF5IH FE
2 FAAE AT, 5 o] 4t B BFQ
5 #ad AR AR 3739 §9
FFE AR Ee Ao2 Yehko
4L AL FPAA A=A
TAZAHE HAYLE dguyd,
Y =00349+05309G1 +0.1183G2+03135G37} @ o},

r1r

o

W5

{
-

Ay
m‘q‘.

sto| CiZ8l724 A3}

FRTPN Parémeter Standard Type Il ¢ Prob 3 F
Estimate Error Sum of Square
ZEM(1) 0.3646 0.0815 226.77197 20.03 0.0001
FEM(G2) -0.2112 0.0778 6.3929 1.36 0.0068
o718 844(G3) 0.6542 0.0576 35.2133 12817 0.0001
A 0.4515 0.2310 12.9692 363 0.657! )
R =0.3067 DF=3 F=132.26 P=0.0001
(7 15) LE3ME & TR 48
Variance Condition
Variable DF Tolerance . Eigenvalue
Infiation Number
INTERCEPT 1 0.0000 49351 1.0000
X EAM | 0.2545 3.9291 0.0294 12,9554
i 1 0.2782 3.5938 0.0168 17.1458
ooi§E 1 0.4258 2.3485 o012t 20.2106
Haa 1 03702 27010 0.0066 21.2806

Durbin-Waston 1,692 (For Number of Obs.) 902, 1st Order Autocorrelation 0.154
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TN AFE AT B o - B8] e M & %L nixle
F FETt B AR 2RA, 224X Aoz Jeigen, {34 AU(Zd 79
B9, 2N E A% dul-ge FARE A9 27 AH HF | 2y
ofg o] o} Zon, tFFAAMN A= F UF 47 FERH FHAPFE, FAUY
2A7t 9k ReT Jepgct FohH A9 Bk A ofFyA, BAk

O, MulAFE 4] o] B9 - BT 9 AR HAF XY B, 1439
o) Zad PlAlE S BAY A3 Y YT GNLP)S B - B 2o &
AR AFER ) Y F JEBA Aol B % IS vAA EIte ALR YET

(HE 16) MH|AEE A2lo] o & O|2ES 70l O)X= dael CiEsEN ANt
sams Para.meter Standard Type i E Prob ) F
Estimate Error Sum of Square
XEHM(a1) 0.3509 0.0761 32.6688 21.26 0.0001
FEM(C2) -0.143% 0.0767 6.0032 3.9 0.0484
o7 1 RH24(G3) 0.6242 0.0538 206.6598 134.47 0.0001
Ak 0.8713 0.2212 5.8442 3.80 0.0515
R*=0.3386 DF=3 F=15338 P =0.0001
(B7) CIE3MY 9 TR HE
Variance Condition
Variable DF Tolerance ] Eigenvalue
{nflation Number
INTERCEPT 1 0.0000 49351 1.0000
EAM 1 0.2546 39218 0.0293 12.9693
FaM 1 0.2786 3.5889 0.068 17.158%
o724 1 0.4260 23475 0.0122 20.1438
MM i 0.3724 2.6851 0.0066 21.3037

Durbin-Waston 1.853 (For Number of Obs.) 903, 1st Order Autocorrelation 0.073

(2 18) MB|AFE X}20| 20| DIX= S| CIE3AEM dt

sams Parameter Standard Type Ul . Prob > F
Estimate Error Sum of Square
HEAM(G) 0.5309 0.07113 74.7345 55.41 0.0001
FEM(c2) 0.1183 0.0681 40716 3.02 0.0826
71 24I(G3) 0.3135 0.0504 50.1217 38.64 0.0001
A 0.0349 0.2074 0.0382 0.03 0.8663
R=0.3976 DF=3 F=197.57 £=0.0001




2/ Y- AN AT RZE MIAZHO DHWSY DX g A7

. fE4dL HARHAA A= 6. &
ENATE AN Yend, Y=
02855 +04643G1 +03664G3 +00919G47} Bt} 1. 42z Qo
Fo4A4 AFE 93 BFFAAA o
s slaxzr BEAWAQ ) 743 24X B AT AFEHE B8 s

s BARNE A Hu-ge FAge O AFI ANSEAS 249%, 72 £
olzlel Eel 7rom TEIANT Axs = TUHERMS AN VYT ¥

BA7 9 Ao2 vehygd Mt Al 28L Fol YAk
(H 19 OE3HY ¥ Tkt HE

Variance Condition

Variable DF Tolerance Eigenvalue
Inflation Number
INTERCEPT 1 0.0000 49351 1.0000
i 1 0.2548 39523 0.0294 12.9668
FEy 1 0.2788 3.5865 0.0168 17.1518
oolges 1 0.4258 2.3479 0.0122 20.1372
Had 1 0.3727 26835 0.0066 21.2947

Durbin-Waston 1.947 (For Number of Obs.) 902, 1st Order Autocorrelation 0.026

(¥ 20) MUI2EZ XRlo] 2H - 2ttef a0l DIXlE S ciEsi7Es 2

Parameter Standard Type Ul

sees Estimate Error Sum of Square F Prob > F
EEM(G) 0.4643 0.0630 71.6573 54.37 0.0001
f8AM(c2) , 0364 0.0501 70.4229 53.44 0.0001

o7 1 §2A(G3) 0.0319 0.0537 3.8536 292 0.0876
NS 0.2855 0.2015 26435 201 01510 ~

R*=0.3863 DF=3 F=188.65 P=0.0001

(#21) OE3HY & TX HE

Variance Condition
Variable DF Tolerance Eigenvalue
Inflation Number
INTERCEPT 1 0.0000 49351 1.0000
ZIEM i 0.2546 3.9278 0.0293 12.9633
a4 1 0.2786 3.5889 0.0168 17.1585
oy tgE 1 0.4260 23475 0.0122 20.1438
HaA ] 0.3724 2.6851 0.0066 21.3037

Durbin-Waston 1.849 (For Number of Obs.) 903, Ist Order Autocorrelation 0.074
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