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T3 aQe HAREMe ZG 79%6%%
529%31, AAHA 3 4 dgulge
63.33%E UEgt. =3 =¥ AYEY
W3 A ASE 9F¥  Cronbach’s
Alpha 427 RE z19Eo] Yukzoz
712w 062 2AFgoEn &4 E3d g
e Aol A Jeiwth wHE FA3 AR
< Z FE HUBFAE FIAM HBW
A7t ¥ g AATeER AL =
¥ 4 3ot  Cronbach’s Alpha #2723}
71€3d 290L ¢=09104, =7 A 3FH g9l
a=08911°| e 71%53d 8AL =0.8705
2 Jehth

2) LiMeol CHEE Q184 H A=Y
a&

RS BENde <E DA YEerd
upol o] 3749 agiQl 4lF, wE, Eje
2 Jeibth 4 eU¥E  HAR(Factor
loading)& A3 JAFE34S FH3Y] A3
06°14¢1 ¥MFET FEdJen, 1 2R
AZFE 67] F A3 1350] AAHAUS

Ag 8e AW Fe ABENS
60.18%12H, 3E & 9] 219 M
2k 1030%3 6.93%4th AAHY 3
A AgulgL TT42%E JElgT £=§
=2d ALE9 W3 AP AFE A
Cronbach’s Alpha #4233 Zg AHUEC]

(E 2) 2I¥ Mu|A Qolof oist 2018 % M2z 4

T4 71€3 89 a7 AgH 29l 7153 29
FH4 1 0.75 0.20 0.15
N | 0.74 0.17 0.31
&4 2 070 0.13 0.35
' P A&y 3 0.69 024 0.18
ol Aul 2 ols) 4 068 0.34 0.06
v A& ol3] 2 0.67 027 0.28
My & o) 3 0.65 0.20 026
Ful4 2 0.65 026 024
Ful4 3 0.64 0.33 0.26
49 ofsf 2 0.22 0.78_ 022
49 of3j 4 027 0.75_ 024
1218 Q o 3749 ofsj 3 0.23 0.70_ 0.37
RAAFRA 2749] o] 1 0.19 068 043
W9 o) 5 0.32 0.66 0.26
9] ol3f 6 041 0.66 0.07
L EN 0.23 021 0.81
w2 2 027 0.30 0.73
71538 8%l J441 0.40 0.28 0.62
ulE 3 022 0.46 061
84 2 045 0.27 0.61
IFH 10.02 159 1.06
A E21H%) 50.09 7.9 5.29
FARELH%) 50.09 58.04 63.33
Cronbach’s Alpha 9140 8911 8705




ZRAEI2 Q1F Aulzgle] A A L AolFEd BNE JFPo B AT 13

yrH oz J|ERE Z2A3}o Z Edo
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Cronbach’s Alpha #4743 418 89l

a=09375, T 8%l
Y 8
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3) ZolZei=ofl chEt ROokEAM H AlE
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1=

0z
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7] 3 AdEEA 248 AN 29§
FF(P<01>9] AZF7F P%NA 525
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49E ERstT
(E 3) Ul 0loll st Qol8A gl Alzlr B4
T A7 T F T 4
A3 4 0.85 0.29 0.20
Ag 3 0.84 0.24 0.22
413 A3 5 082 0.30 0.25
A 6 0.80 025 0.29
A8 2 0.78 0.30 0.21
= 0.28 0.82_ 0.26
= 2 0.28 0.79 0.31
bl 9 4 0.31 078 - 0.32
9= 3 0.36 0.74 0.27
95 0.25 0.69 0.36
29 4 0.20 0.22 0.86
Y 5 0.17 0.24 0.80
4 £ 3 0.30 0.36 0.78
£ 2 033 0.37 0.69
=91 0.32 0.42 0.62
A 9.027 1.545 1.040
A E1H%) 60.182 10.301 6.932
A E4H%) 60.182 70.483 77415
Cronbach’s Alpha 9375 9219 9129

74489 Aolg 4 | AMelg5 | A& 6 | Aol& 1 | AMol82 | o83
Ao] &2 =4 00 .
Aol -2 =5 1000
Aol g-2x=6 0.797+x 1.000
Aol 421 0780%x 0.765%% 1.000
Zjol g2 =2 0775+ - 0J4lx+ 0823 1.000
Aol g2 =3 0726%%x 0806+ 0.713x% - 0805%* 1.000
Cronbach’s Alpha = 9499 Standardized item alpha =.9499
Alpha
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0.056(n/s) 2 9

X!
=

fRoY¥ y=2
........................... H ROYEF=2
(38l 2) Az=E8M Ft

AU CHI-sqr(df) NFI GFI AGFI NFI CF1 RMR

23.62(7) 0.988 0.982 0.928 0.988 0.992 0.027
3. 7 HE Z1} 74 1-3& AYdln 2Rt 99%9)
AYFzAN EF FoFolt. metA A
2 A7 JHe A3 A8 AMOS  RsMd 141, 125 Agse] sd 1e ®
408 53 ZAZEA(Path analysis)S AlA) 2 A% =3 7|¢3 891, 34R
staich #3429, 7153 290 BA Ao 9
AAA RA2rIPL AZFI Axg 4 &g vz Holteln § JMd 28 FAF

=2361, df=7, p=0.001, GFI=0982, AGFI=
0928, RMSR=0.027, CFI=0.992, NFI=0992
Hebdth ages E4de Tzt 91

o2 gddn b

Ed £ d7dME AMOSE o] &3ty
39 7} *)(Regression Weights)S ®l ®
=3 AJHAA S (Estimate), FEFLAHSE),
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Rt FHEAFT AT AF Auix 2219 7)
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v EFSHA}AF

* CR= FEXE]
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o2 B #9384z Jveid A=A
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2= 14 9%
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A
AFANE o5 BAS T4 Haio

. 7S AT AT <E 5o JERd 7Ha5 *22*6}3 °olE AF BAIgT
Hiel o]l FAFHoR foFoz el VEAF A9 AN, 39 AMulx FYEAt
7Hd 5 AEEAT. gk 3= o = 1*&1 [AA AEF Mulx AF, A
(8 5) H Ryl FHZn
7+ Az METe | BTH | gzox| anEAR| HoeE
Al AT
7Hd 1-1 | 2ARE < 71&3 0.419 0.371 0.065 6.498 0.000%x
7Hd 1-2 mdﬂiv%& <--  3AXNF | 0364 | 0341 0,062 5856 | 0.000%k+
A3 admE <o A L0068l | 0056 | 0066 | 0916 |0360(n/s)
7+d 2-1 47414%1 <-- 714 0.208 0.189 0.066 3125 0.002+
74 2-2 | #AE <~  3AXE | 0508 0.490 0.064 7944 0.000%**
td 2-3 | BAYE <-- 7153 0.248 0.232 0.068 3352 0.001**
744 3 29 <= o 0.472 0.402 0.051 9.278 0.000%**
714 4 29 <--  #AYAE | 0512 0424 0.052 9.766 0.000%**
744 5 Aol & <-- 9 0.817 0.795 0.041 26.832 | 0.000%xx |

* 1 P0B, # 1 P01, #%x 1 P<0.001
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4, ©¢F ¢ @AY L 149 &9
o 93 AN 4L VA= Ae=
Uelstor #AEY EF A7ad A
ol §9xe] ol IS [AE RS
g1t 99 MRS A AR
S BAEQA vYAe AHzAF #S
0.402(CR=9.278)E #AI&] Ao] FAEY
ux= ZAE2AFE 0512(CR=9.766)H.t} @
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(Abstract)

A Study on the Effects of Servant Service Factors in Hotel
Service on the Relationship Quality and Revisit Intention

Kim, Jong Ho' - Kim, Bong“ + Shin, Yong Seopm

The purpose of this study is to analyze how servant service factor of service
marketing factors affects to customer’s satisfaction, relationship quality, and commitment
and consequently to see how these factors affect to revisit intention which is the hotel
performance.

The empirical results showed that technical factor and customer orientational factor
had a significant influence on customer satisfaction and relationship quality, and
functional factor affected to only relationship quality. Also customer and relationship
quality had a significant influence, and commitment had a significant influence on revisit
intention which is a performance factor.

Specifically relationship quality built by the interrelationship between the purchasers
and the suppliers showed higher influence than customer satisfaction’s influence on the
commitment. That is, when there is an interaction between trust on the employees and
customer satisfaction, there is a greater synergy effect on the commitment.

Although the degree of customer satisfaction is low, the commitment can be high with
high effort of service providers. This implies that the attitude of service providers is
the critical factor on the degree of commitment of service users.

KeyWords : service marketing, customer satisfaction relationship quality,commitment,
revisit intention, customer orientational factor
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