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Aol A Aul 2 u}?ﬂEi'é% 4
€ 2xzAEe £y #74e] u7 v
THLH A Mujzel vjAE ZHE 2
2{3jjoF 2?}‘:}(Baker 1987, Bitner, 1992).
Posh B i Aujx B9} 3
A2 5o Hulz oAESY #ig
slch MHl2 293 87 o al—:—
& mAe) Yook Fol, Az 7
_Z;_o]] szquoi Oiak__ u];‘q‘:_

P

HNHOSLH

L5 2

o

b N T

flo rov wjn
C

ASEd =FEHY  UTHe]RA,
1994). @ AMul2 Ful Ao d FY7
(atmosphere)7} AE 1 &4 By} Fuf 2
Aol o & 9%S ux3, 18 9 g
o} oluR] A HAY¥Hoz FFL v
T Ut

1. Mulx S2|8 F71 7ig

Mulxe] frtsgolu uf oALE At
Hol AEFde Zolrt 7] Wl A
7199 vHAE geAE AFS Adste
71T o8 AR dEE PRt o)
3 tH(Bateson, 1992; Lovelock, 1991; ©]&
A, 1994,1997). 54 AMH|AE FojstAY
o]§d W LuRte] Tuf AR FFS 1
Ae gaE B I F syt HiE Ev
A F7(physical evidence)o|th. AAEL
ME|&E A4 & 5 /7] dEel Aulxst
o Silt Tro7—‘1 T, & A& A

hiiAM, o8 A, 74
"1‘3]i | e Az 3
o :rL”H -4*}@73—% sta gith & A
ot ¥ 794 IAES 7
Al
=

4, A,

o
[eRE=1

N )

1
[

3 AMulze e ge JRE A

3
A
])\
78 o]
.
B9 72 ok

o
3)

Kotler(1973)&= ulake] oJAbdA o] o
TS A7 HME grEFeg FUE
AAst] o} gt FEHEA, vHAE =
T2 E$7](atmospherics)&te AEE =
3R Shostack(1977) %= A|F wlAEH
= 207 ANes Fzays Ao
78t ghde] AMu| X npAg g £33
A (tangible clues)E T3] d44E Al
st xpEs stEe gkl ZEkAl el
obn £438k1 9lok Berry(1980)% ‘AH|

g

_—_ =

3L R

SIY wAd by Fod Age 44
@ A5E TAGA wjo] Tl An|a
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AUE AZXMEQ 2

My

2 A8 A Z(situation creation)
& v, 2 9rje AMulx uhAH
#eAE B2 84S AAGo N 1A

x )

= 7ig

Bl 71go]l nANA &
g4 &7, 7ARYAlA,

TS A8HoZ AAElY, 1
g AR MHl& 71¢e] A

ARY Aulz AR Bt ndel
94 HE @ 452 Gua] daM B
gata Qe EAE Ao g 247
“FRH FA", 4D 5o g 71H ol

X
Z % gtk Aol

2 828 379 R

Baker(1987)+ £#4 374S 98 94

tjakel 8 A(design

factor), 18]l A}3]|& Q& A(social factor)

o Al 7HA] EFR EFER Ao AA, F

HoeAE 57 I £ gl wiAEE =

Ao zX BEaAY B Ao o
o

g ne 4y exy 295

(ambient  factor),

A, tAl gae FH 240 HgA 1
Aol £9sl ¢4 & 5 A& 7HH 24
24 dHY, A4 9 913 84
(aesthetic factor)$} #olobx, IAY T
71%% Q2 (functional factor)® T-H#H T}
AR, AE A a4y BEA 879 O

T84 a2 FHLE T

Bitner(1992)=  Aul2 &84 =3
“Servicescapes”2hs T2 REIFAA 714
o] A & v ABFHox EAU &
olo® Aolsly FH 2 A(ambient condition),
+7H4 wix]9} 7)5Ad(spatial layout and
functionality) 28] ¥XA|#, AAEF %
8 Z(signs, symbols & artifacts)e] Al 7}

2 Weg EHSAT AR, THsAE 2
E 2%, &8 5 A% T3 2L &7
o WiAH EAES Tad, 24, 712, &
otoluf FAEol FHYY At AF vt
Zo 48 wFths Aotk oAE Eo
ey AgdA EHFE 299 BEV}
auldolp AFAIZ &£ &Lko FEFE
3 4 dokE Aol thMilliman, 1986). &
A, T wjAE 7IAY B, A7 E
dlgsls Wy, 2719 =), 18 i o] &3t
o] FA #HAde|1, VAL 2A &
A g A AHE LolstA 37 A%
7% Tet. 2APAETS A @
& AT (eg., Davis, 1984; Kaplan, 1987)&
2 FAY Sl gigk A wjAst 7%
A Ade ade TS o B 3
ot & T oly o] ofd A|7HA ek
A BAAA ANEY AFE TRE F
Jow AdHoR O JFIF 6 44 ¢

EREEMR M6 20034 10



A" F& Jo= Ao tk(Bitner, 1992). Al
A, B 83U de B AEo] 2
Ao il HAIA EE EAF HRE A
3Hch(Bitner, 1990; Davis, 1984). &3], $

oo R FAWL HAH AfF

bl

~
Boldgett(1996)2] A7+
7ol Aztgl Ad] 2
HE S vASAE B o] AT
HEWH HALEZ Hulae gutdoz Z
g3 BHNA oW AIHE

2 A2 ZEA FAd W x24H
o] uATZF Fa3 Pge vgE A

Ae

olty. w2t & Aol

Ir &

o @
rJ
)
i
R
do -
i)
e
9
e
o
ol
o
R
H

1S T R 1
olN
X
o
&
)
il
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=

o Zeld 2AE
AR A

=
op dH ¥ o
R
o
[>
b
[N
9

o2

=]
i3
=}
Ay
-3

Azkd Mu|2FFS |
gA dEiAe o dajrt AAEHD
At

Parasuraman, Zethaml, and Berry(1988)<
A8 Mu|aFZe] FE5E 1ATZ0]
Z7ksittn Bttt 3 Woodside, Frey
and Daly(1989)& AH|~=F4d Az3 nA
BE gy Fujo i Atold BAE AT

et =

and Taylor(1992)= AMH|AEdo] nATE

o AyPHSyYdL HAFH¥oz HIFALh
TG AAY - oA - 2FA(1996)S AH|
AFEAL 1009 9oz sto] 20 1078
o] MulxagdFo g AFAH 43S §
3t MujaEFo] uAREZ JFL £}
3 A3, gk 2 dFdMe &
=AH9 AZd Mujx FZ3 247
BAE a7 2ol Ak
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Upah and Fulton(1985)& Z4 )¢} &
ARgE Jger A8 AE(situation
creation)? MEL AAEHA, FAHH
293 5”“1 A oA HEE

ol
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£ 3o

of 1t hu

2
%0,
o)
!
N
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L AANDA6)S A= Aol o)
FAHE nARZ] ATule o] &
e WAL oz tepi. o
AR - o8I 190)E o] 3t
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Bitner(1990), Oliver and Bearden(1985),

Oliver and Linda(1981), Oliver and

Swan(1989)2 1 ATHEL 7ol ohs)

TAYY HEE FAAIL, 384 HE
=

AR B

Ht ox rir
>
Ny
i)
ols
oxl
0
-0,

o o

ZAA g
FaTh weta 2 Aol A
4 aqus 4 -

o e et 2ol AR,
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o7

3 Aol
HE: 2Z2AEe] e AREL LA
Exo] A9 FFL wF Aol

L

Qo) o]ﬁz:] ZAE dlEo g AAE AF
7}"“’ 3}7] -rl?ﬂW obgiet <ad 1>

dE e
FH dAE" g %943}37_ Bitner(1992)
9} Baker, Grewal and Parasuraman(1994)
o] FA% Y& Z7hY wix g izl

CLR I RIR PSS wm%
B0 WA, AHEY HHen A4S
A2, AR PujAae) Belye

243502 Agsd. 2HBAL o
A AZstn geAg PAE 74 42
PG ) BEE e 2oy
~o)$ ko) gleh, e olEwhr-u)
3 olggA RTINS BAsir-ols
ERAAT, @rls Belsin-ge vel

o _11)1 2 o

ot

o 1

H2ZA S “A¥=AEY Auty F4 A
ARE"2 Aosta, olg - fFZ - o) E
711977} A& Al 7kA] SAEES F
2314ty HukEl é:% olgA Azt
i SJEAE ez Hriatgd
o 3 =L ()H—"r =4 Azgct-)
S 9A B4, Q- 284 A4s
o FEglol AZgd, )ul¢ vk
o Et-Ad v £4 Ferdolrh
IAUEHLE “AX2AHE o] £33 e
serel whEolgtn A9k, Smith et
al(1999)9] AFNA ALEd ZAHFET 7]
o iy Adate] HEEE A S48
7k FEL (Duls HEY-AY wE
2 X, @u$ 2¥o-de a1¥X
2o, AP Axd R FU-A
ZPd AR 4 F o gofelr)
AR ZEE “AHAT AXZAH o
3 dA7| B Bole 397F HE 4
a0 mE wrEFuisE dyolgta A
ats, Blzol&9 Ttdxtd A (Ajzen and
Fishbein, 1980)l wz} AAHTEE A¥F
ZAEd o3 HE TujoE, Fadse
FAE HEs FuigEd, FuigE
T Eo] S vA= AR A
dth AMHEE A ¥EL Sirgy and
Samli(1985)9} Zeithaml et al.(1996)2] A+
ANA ARGE HEd] 7|28t 471A] AES
A gstdct Hxol #et 24 FdHo= (1)

Z
==
ks

tt

s

FRAENY FEH WA Ageplae  STEAT AT S8 HE -
3 23(02 ATS 2 W
#EF Hgol SlvH(Parasuraman, Zeithaml A IHZ& FAHE AH °l]71ﬂ:°4 L_}
ok713h e olesly T Lo 3

and Berry, 1994). 2 @7 E qug 4 VI Cl8srla, i 2
27 $2oz @) AT AIHE ol &3
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A 2744
AAEET AA, 2 A7
Ao AAHAIh GIgERS o
g ozt dAaxgA
(unidimentionality) S #5331 o] sHE}ZA
(nomological validity)2 H7}8t7] 9138ty
Singh and Rhoads(1991)7}
Challagalla and Shervani(1996)7} ©]
A=A A (scale refinement) Hxte 77
(2001)8 A=43 8§34 dFEAE
gk 24, AvH A5

T AN 2

]

%!

g
=

ofN

ATl

SPSS 100 T2 AMOS 40 Z21
F2 A9

Cronbach aAl+E ol &
H(internal consistency method)<
Aok EgH ASHRA A2 G FE
] g QJA8AS AAEth 2+ 4
Tz 2173 A (oblique rotation) ™)
o 9%  H$E  FHH(maximum
likelihood method)oll 2JA 3 Q9184
Astad. BrbleerA 71E ATECIA
Ag3 2AAANG 03014, 809 4
(the variance extracted)Z 05°]42
3t th(Bagozzi and Yi, 1988; Challaglla
and Shervani, 199%; Hair, Anderson,
Tatham, and Black, 1998;
Rhoads, 1991). Al&A
Cronbach aAlF&43% &4

(Exploratory Factor Analysis : EFA)¢]

-
L

AHuy BE FEEZ9 Cronbach aft
0.7162 ~ 0.7918 Atelol Sl Wid AdHA
o] =2 AoF Yyt dutyoz du
grol 0.7°]1%(Van de Ven, Ferry, 1979)°]
ojof gho] ME-9] AlZAo] RAFHATH A
Z2o] Jigd A A= HA FLA=E
06%& AHE3l71% &cH(Nunnally, 1978). &
g 2| npA "R AT aAlS HEFS

o

Singh and

|23
=]

=

2o

ERHEEME Hi163 20034 10¥
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2 7

ol

<E 1> AFA EME
. FJ-AH&] Qolr A o
7 25 e T T Cronbach a zg=
T A2y communality | factor loading ronba 39
0.640 0.800
0.609 0.780
ool A=
EYAHSA 4 070 0841 0.7539 4
0.502 0.634
0.699 0.836
An| 2z 3 0.751 0.866 0.7918 3
0.669 0818
0.638 0.799
IATE 3 0.661 0.813 0.7162 3
0.619 0.786
0.713 0844
N 0.572 0.757
5
nbLil kA 4 0601 077 0.7843 4
0541 0.735
07682 JERZTHOISH - g, 1997). ©]  dE34(construct validity)& HZE38H7] ¢

HE %7}71%0& o £ Ao A
dred WAz WHddel gl

Amz ¥ 4 on. AdEe 2

o o rir o
>
ok
xR
#
o
iz
2
ko
S,
Sid
it

e
-
2
X
rir
T
e
o
N
>
N
302
N
2,
e

sl =2 Q¥ (confirmatory factor
analysisi CFA) 71¥ & o] &35t
Z2 QolRAML XA AZo] YH
7} (assume) 3} #| 2+ 75%?5‘}1] X3}7]
g ]%5] A M g
3l Fe& FEE EH Jyog A
2 ZAx %(measurement model) &
=5317] i F54 QAR (confirmatory
factor analysis : CFA)& A A8FA
4 éﬂr‘“ <E 2>9 Zoh B A9 )
g E A5 HaA ¥ =E Bt
AREZ GFI(Goodnes—of— Fit Index: 0.90
opPdol ulA3), AGFI(Adjusted Goodness—of-
Fit Index: 0.9¢]4o] H}h3 ) RMSR(Root
Mean Square Residual: 0.05¢]3}o]® wu}gh
2gh bl A (A S5 vgAd), Jtela
ol gk p(0.05o] ol H v hHE &

=2

o fr Hd ﬂ.llo
mlo

Loox &2 ox J
1 1%
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=2|H ZHet Mool et

ks

<E 2> &34 8EY
89 GFl AGFI RMSR NFI x* p
93 = 0.994 0.969 0.05 0.988 3.549 0.170
IR IZE 0.998 0.984 0.017 0.997 0.886 0.347
AWA MulA2Ed, 3A9NZF - indicators 37) = perfect
Z3¥E B34 B EA T3k tgk FAFE|AASE | HAFYET
pe_1 1* 0.000**
E3 | pe2 1.091 0.115 0.000* .
Rz z27 | pe3 1.189 0.12 0.000**
N pe_4 0.796 0.113 0.000*
A
be_1 1* 0.000*
3%
a7 | be2 0.643 0.083 0.000** .
Nsx | be3 0.730 0.087 0.000**
be-4 0.689 0.075 0.000**

24 A 109 gl A58 A
1 5

_| ) I
Moz AZtd Mu|A2FAY uAvE W4
o] F& ZAYPE £7} 37 olFE J|FE
X (indicators 37} = perfect)E FZEA|7|2

g7 gudels A= g

ko

AHEd ZE A27} p<0.001
oA fFe]ygoz gQle] Ao e
2 el Ao oA Avty »

24y

Ao 2d HAHALS Yed

B AFEe 44 2X2AHY £
2 FA9 F84E IAstT ol Ee
A FA7 Ad Au2FAF 1ANE
frzo AW JFL vXEXE AFE
12 AFEHS AR ol At
ol myol M HFL AMOS(FEW
AAnd)ZZ 0PdE ol &t EAZEH,

1*=61.722, p#t=0.486, GFI=0.969, AGFI=
0.947, NF1=0.960, RMSR=0.048% ettt
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<a¥ 2> A2As B4 43

1.009(11.818)«

Sp_1

Sp-2

Pe_t Cl_1
Pe_2 Cl2
1.067 0.975
9813 A e, P mememece e el e e - 11.056)*
Pe_3 Cl3
1.157 0.608
(10.841) (10.757)«
Pe_4 Cl_4
0.862 0.790
(7.486)« (9.614)
Cs_1 Cs_2 Cs_3
F 1) YO TE A, ()2 1Y, 2) » p<0.05, 3) =P OB P -werreresd So8K we 32
Al TR HPAHE dds) 2 B d7UHE 12 AgEHAS B, 2E
EE WIS F55e e® Jeh) A SA7 1AUNSe] 4% uA Rolg
ATEF] AP Z2ES Y £ g £ 7HE2E #9448 A ZHE MR
At = AeE Y A7 2 AEEHA
ok A, AzE AulaEde] ARE
@) 7tdel HE FEE A Aolghe APV 38 7o
AZALRAS B3 Ade Axxygy O AW BRAE UAE ez veu
o 233 %_719,]. AFzre] BAE 2de  FT7HE 3& AYHAT A, A48 A
A7E AREYE <a¥ 2>, <E® 7 2o Hl&Edo] 14 ojaxd] J&gg w3 A
BRAFENS 9 MRS g 4 T 7R 4E f9d A9 1
HEE AA, BEy ZA7 78 Mux  FE UAE ReE2 vEy A7 4
Ehe] 4% mA Aolg= A4 1 & AHHAUG DVNH, a7 wkEo] 17 of%
A H+) o xR n= oz g = FFE WA Hojge A7 7Hd 58
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MNAHE AZXMEQ E2[H ZHel Moo et AT
<¥E > dHd 23S
3 = &% SEEE A

24 F Au|AEA 0624 0.624 0
84 7 IARE 0.652 0.603 0.049
224 54 IMRIE 0.639 -0.067 0.706
MulAaE A pMurE 0.079 0.079 0
k] s M) EL 0.606 0.563 0.043

IS IANEE 0.544 0.544 0

FAAA A(H EAE vAE Aoz U MEY <E
Bt A77Hd 5 AYGAT A, B AdEEe DA AN
g3 77t 24 °Hz‘:°ﬂ 9P o]y A wATEo] wAH ALL 3
otk A77M 6 KT FFE WNA AT & Yk E£F ANH
Z3E Ao veh 717Jr§42;lt‘r. A ZEI ] uATEo] ©
gt e Aoz yedr
3 ontEntEM

A2y Aol ae AYaHe 74 V.2 &
292 Yo Aund dAe HF2JF

y

o492 ATVAE e FLEES o
o % ok B 97

B9 AREHE 4

1 Felae) AYA

oA 2w F49

of me 3ds iEZ'}ﬂEii’J 84
<E £ dFHaREA4Y

74 AR Estimate SE. CR P A=
Hl | 894 4 — | MuEAER | 0613 0.086 7.144 0.000 Al
H2 | &34 54 — | aARE 0517 0.099 5.207 0.000 el
H3 | AMu2%2 - | ZAYE 0.207 0.086 2411 0.016 el
H4 | AMul=FF - |(2AgEE 0.532 0.082 6.475 0.000 e
H5 oA — |TaANEE | 0498 0111 1501 0.000

He | &24 54 — |nAgEE | 0007 0.093 0.081 0.936
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BHBEE2AY 309 £57)7 2 %
WAL A=y B9 Fa4e Slsn
olelR Y FAT Ak AuaEAs

DARES x o] oy JFL nA:
Aol s} mAste] wAY Beld AR
& EEdud ATEAE ANSYT. o
q8 A7 243 7D AYe 2xad
el @ 43242 $9 9o A7ds
& 293d oo} 2o

A, 39E 2T2AHY s 2

A ZA7} QA HoAZE AurE A

2FA) FFHYA dgg F= Aow Y

gt & 184 d(EIH FA)7 A

Bl EAYlY F8%F 29Ye g
0

¥ A B¢ £4 $As

444 §4 59 azwaq 294 3
A

384 8 A7 o Aelrk o EAMEE #HE
2l q@ 7 ZP#OI 17%‘0}13}:3(111%—5—, 371 fsiM e SAHA &2 o AH9
TH Bl AfHos IFE FE ke FEE o]4F MEATI ey
Ao2 YegAw, 344z AZd & =4, & d7olN JddP dds Ax=
#HH SA Aty AulaFds aARE AEHY 1 Hl& =34 S dee 7
& M TAjEEE AZHE Aoz olm, HMutgog mAol AZF QAEw
e = WdeR s ofHd TAHEE #2
AR, FdE 232489 283 FA & 1 AsiMe 2ok 7AAA 29SO
oA g8l QA He IHAY ANH Muja & A ase, 498 2T xAE
FAT 1ANSHE nAo FuiF PF, 17%“1%—?% qrzo] FFE WA= 9E
RANTe FHHOE JFS v QAR A F.4E AESE A7
AL AU F AU ol uAEY B ) des
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= s ME{e| S2|X Z7Het Yot B AT

<TZH 8>
AAFQ001), AMOS TEHHAY DHEA
SPSS o}7tdlv].
AEL000). Ad2Fx AE Avjze) <l
TEASH 543 o]z 2EYe]
THE YFel WAE I F3IA

83X, 39(3). 789-797.

AAY - o 474 - 2FA(199), “MH] 23]
o @ AE2ED, FBau

&3] 1996 duiE =23
o]+ A(1994), MH[A O SHHA}
RA1997), “RAVSHAHY] AE
A&7k
T, AgH, AlZ, pp. 101-118,
olf A - AFY - AAD19%), “Mulx A
e Aol oigh AFAT", AH[A}
AT, ATH, A23, pp. 129-157.
W7, “A7rizilo] Cronbach's
a A% vAE Gk B AT
AR e, opg AR, #1249
A1Z, pp. 209-221.

Jok

ojgtA . fF 2 - o] E7](1997), “MulAEA
Azy, AADE ZFujolEe BA”
Working Paper.

o|gha] FAH, ©]&71(1999), “TEAt 9]

NRAA G AT BAM, 1
25l v/ Sgo] Ad A" AYEt
AT, A28A, A3, pp. 75-102.

<2|= 8>

Ajzen, 1. and Martin Fishbein(1980),

Ztololl thg A", AH|X}

Understanding  Attitudes and
Predicting Social Behavior,
Englewood Cliffs, NJ : Prentice-Hall.
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A Study on the Relationship BetweenPhysical Evidence
and Performance of Commercial Sport Centers

Gu-Hyun Won+

Abstract

In proportion as increasing priority of sports service industries, the necessity and
importance of service marketing has raising. Because of such point, this study
investigates on the relationship of physical evidence and performance in using
commercial sport centers. A study model and several hypotheses were developed
regarding the relationships. To test the model and the hypotheses empirically, we
distributed 350 copies of survey and collected 283 copies. 278 copies appear valid for
our empirical study, except 5 copies that are considered inappropriate for our purpose.

The results and implications are as follows. First, Service physical evidence had a
positive effects on overall perceived quality and satisfaction. second, Results indicate
that overall perceived quality and satisfaction play a significant role in the relationship
between physical evidence and customer loyalty.

+ Lecturer, Department of Business Administration, Kangwon National University
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