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<Abstract>

The purpose of this study was to develop the model of consumer satisfaction with educational services in higher education

on the basis of expectation-disconfirmatiom theory.

The major findings were as follows :

- 1. The level of consumer satisfaction with educational services in higher education was low. Among the four dimensions of

the educational services in higher education, the level of consumer satisfaction was the highest with ‘education’ and lowest

with cost.

2. In the model of national university, the perceived performance of the core service, the disconfirmation of the core service,

the perceived performance of the additional service, the disconfirmation of the additional service had a casual effect. The

perceived performance of the additional service had the greatest casual effect among them.

3. In the model of private university, the perceived performance of the core service, the disconfirmation of the core service,
the perceived performance of the additional service, the disconfirmation of the additional service had a casual effect. The
perceived performance of the core service had the greatest casual effect among them.
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AAZ dgasAn s i AUES #Ae HlF] =
Frv w4, 199%).

Udut o 2 SYEL dw o HAU 77t AL
FTAHOE ofgA olFojxof 3= Jtof dia] FFHE A4
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Satisfaction =f(disconfirmation)
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BUYAE 47 A3t 60 2dd 2 &

oY ZIHEYX HUYTO2E LAY BF/E
S YAFAH P dHE FE3 & F gc 4%
EE % & AFEAE & o 2HAEL JHEYA
gz BT B54E =7A & F Aok old A4
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W}(Oliver & Desarbo, 1988), Churchill# Suprenant(1982)
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g A%, NHEYA7 2¥ADSA O JHEYA =
2o FAAAZA BolEA A1 giTt.

Satisfaction =f(expectation, performance, disconfirmation)

344 ol8d 712E F1 U+ TAE HHUYL &
vzl mge] €< "l olo] disf idd 2ge B
Al 71z3t] A A& B4l FAITL Q14
g o 934 =1, BFAsT Q14E o Bt
do+= Aot

7189 Al viwstd £ o, FHA HH4d
49 EAL A9 RU/AEE ERIY RU/4E A=
o vzt Aotk &, 7IHWEYA Aol 3
A Fiddoly 25 T4 A2 HadAS dgs}
e Aoy, ZIdEYA Hgddres 4E(dde A
e Jlget vimdtd Frist, FFA HAAdYdME
Ao AEg Ao FYETW oz} Bl Fjl/4E
#o] FAA FdA HzIgt= Aolzb JAkOliver &
Swan, 1989).

oo} 2 Htol N FAA ML 53 dUT 4z
283 o ¥ 5o A7 B AAEE 30, Huppertz
51978)9 diztne T o]8F Bl UF AFE
H R3] F2 FFA dig 9 g EHYF, A7
oxo digte g FHoE AFHY hSwan et
al, 1985; Oliver & Swan, 1989; Tax et al., 1998; Wiy A,
1999; AA 9], 2000; ©]/34], 2001).

TH Westbrook(1980)°] AvjAgrEe AF FuiF9
AR el AdE WY ol E HA BE ATFE0
Aol ¥4 Fojd F2¢ 4¥E o wYd "t &
iR RrE ] Ao SlojAd R o] shte Hegye
2 AREE 8917]7F A= YT Westbrook, 1987; West-
brook & Oliver, 1991).
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Wed ol2d ZAAA W&o JAAE LugAHLE A
A& 4 Ik (Westbrook & Oliver, 1991). ZH4 sgjitie]ol
nEH AHXUEE JEL, TR, #3, AT 59 A
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Bl A= ojo} 3m(o]frAl, 2000), ThA3t 4H] Ab3fe] 3
§50o FAFEHolk & Aojr}.

£ A7 ZIHEYA Aty oA diE ng
Myl 2o dfg AvAEe] AAUAE Hofstazt g}
ZIHEYA HEHRYL 722 e AHF U AT
AolA Zldiy AZdE A3 = 7|REYAE AuRE
Zo] v A dfMes AFET dFHA =
FEE HAF1 Yot ol g} AEY AFFHF T
AHUAE AHR3te FAUAAEY AFY Aol A

AFEo] APHT Ut B dFAA= digy A
HE AHANEE ARse A OE AR
3 o] zAWUo R ¥¥auz )

M

3}

o o o
R Fo

o o rr

w

.|

e

t BA B AFdFnR

r

WA 71d7t Z1HELA o v Yol disf) AWE
7+ 2719 Oliver(1977)< 71}t Z7|dBYR & ME o
olfd AR ZHAL YA 4o 2HAUNFA 3%
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1989; 701, 19%; #F&4 - A7FF, 19973, 1997b; ol FA,
1997; §¥A, 2001). 53 KA H 2o Y3 2H|ALF
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PSS At Yo} 12y Churchill? Suprenant(1982)
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AYATEL A7t 7 ELA ] 2 AHA 9F&
X 202 Rusty Uth(Churchill & Suprenant, 1982;
Cadotte et al,, 1987; Tse & Wilton, 1988; Bolton & Drew,
1991; Yi, 1993; Taylor & Cronin, 1994; A3 %, 1989; +
&ol, 19%; 54 - AFE, 1997, 1997b; ol FA, 1997
ZUY, 1999; AFH - A3, 199; AA3], 2001; I3,
2001; Au)g} - 0]7]1&, 2004). F o} FA(1997) = AMEH A
Hl 29| A% 25 A7t 7qEdA e FHez %L
AR Yokr BIEY, F€01(19%)8 At 7o
g A7t 2R Z|EYAe 97 e 7HAY 53
BEoe 437t ZldEYA 6 viAs €%l ¢ aga 3§
At &M 20 g 2UARFS QLR e A
A8 (001)9] ATFANE 37} 7| B FAHLE
@ 3HA S AL ik Busta gioh

7|HELA 7L AHAUNSY vAs FS PdFEY A
Toll A ZIHELA7E AHADSA FS A FLF
HQo® wobE T ¢l oi(Oliver, 1980, Westbrook, 1980;
Churchill & Suprenant, 1982; Bearden & Teel, 1983; West-
brook & Oliver, 191; ¥4 - 287, 1986, A - 284,
1988; A3, 1989; 74347, 1993; T<€°l, 19%; FFA -
ZATE, 19973, 1997b; ol FA, 1997, Z4UY, 1999, =¥F,
1999; AAY, 2000; F&AA, 2001, 7ot - A, 2003;
£ - 4F4, 2008), 7IHEYR7L W vX s FEFHol
AR agi BusE ATFEE JhOliver, 1980; &
A - 287, 1986 £5A - Z& D, 1988; 443, 2001).
I3y Churchill & Suprenant(1982)¢] AT A B
AEL e ZTHELAIL LuASe 4EHE 7R
A g Bl glow, HFA - ZFF(1997a, 1997b)
o A7ANE 2B AF T £A49 B} o
Atole 9%E e JHAA 4T AL, LHARESE
£4NE AEPFoE TEY JHEUAY FFS
AR E dFAH A 1999 AFdME ZIHELR 7
SH AR @ YL /AR dedn B
Atk TEAu L0 g LHANSFS Yo 3 o
TEL 4AHA NHELATL LuANSe F G
3z AeE EuEx §tk(Oliver, 1993; Taylor, 1996;
Athiyaman, 1997, #9434 - 0] 2, 2000; A& 3], 2001). &
8 AR5 001)= A7 ddes dFYo] YA 7d
EYAE 7 2 AAHEHE /AL Yo RIS L,
Athiyaman(1997)¢] @7-olAl& Az dg 7 E

YA} AdAMu 20 AT JHELAE TE3I 4THE
A FAXH 2o g 7| EYR7E AP 20 g
ZIHEYA T 9FHo] ¢ a0x Busa Yo
+22 s}t Av|ATEY] BAA hs] Lotrz
Z1h7b B ARE v s g& dfAe dFEnT
gaHA &L AFE RAFD ot F Jidrt w5
AHHA e vjAEs AL2 Rusts AF(Oliver, 1980;
Swan & Trawick, 1981;«Churchill & Suprenant, 1982; Bearden
& Teel, 1983; Tse & Wilton, 1988; ¥4 - 7%, 1997a;
MG, 199, AFY - B34, 199)= Aoy /HEgAE
T3 AAHAA 9%E "= A2 Bude I (Swan
& Trawick, 1979; Churchill & Suprenant, 1982; Oliver &
Bearden, 1983; Spreng et al, 199%; d3s|x, 1989; T,
199%6)= At EZF A3t/ Al 29 Fio o} == B
=9 22 HUde AHgst F¥d w APAL 9%
TARAJA 9FE 25 7 £E Aok Hadkes A7,
1993; o|fAl, 1997, H&8A, 2001)9t 71th7} A A TS
T 4% VXA Yeodr Bide dHFEN -
AT, 1997b; ol fA, 1997, Aulg} - 0]7]1%, 20049)= U
o 53] 4584 23 i 7FAY Ffde Z1doh 2
AEd FoF FFE UAAT W7 HAfde 9
&S vAA Fo0(Churchill & Suprenant, 1982), A&
AFY Aol 7d7t AvADS FAF FE v
A YA 2@ AFY A¥de faAd S vA
A Feth@ZFA - ATE, 1973, 197b; F3A, 2001)=
AFE0l Atk EF olFA19)E AM2Y A$dE
717t 2UATEA foF 4FS vAn YAT AF
o Al FoF 9FE vAA Yeoe AL el
ol& A7|AZolg e AT & iR Ed JEE
A 2HAE AASe 97 dAETe A-7IHY
2o URF gAe gEsnz Aujxe Y&e I 2
T ZFde 7t avAerSe AQAHY gFE 13
T Aojth. a&AHAd g AHAVEE o
e ATES 7dY AFAY 7Y E AAL e,
53 MR8 a&AaE 73S 322 Wl 39
4E B3 78 A k7t ol dd ZidiEg 9%
o] o Ity Busta JYThF e, 1998 XA 3|, 2001).
iAo 2 A7 AHARS nA s Gl A
T A7t JIdBYUAE T ARFH o AHAUS
dFE FE Aoz BIE ATFE JYOUY(FEo,
199), B2 FFAES0] A7t LuATH HH FF¥L
vAgeE A W32 Yon(Churchill & Suprenant, 1982
Oliver & Desarbo, 1988; Tse & Wilton, 1988; Yi, 1993;
H3Yx, 1989; ol A, 1997, LGN, 1999; AFH - Z734,
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1999, @A, 2001; ZAulet - ol71&, 2004), 71t 434,
AHELA FolA A7t DFof wAje GFo] 7P 2
RALE Hude AFEE Urh(E YN, 1999 7l - o
71%, 2004). 53 4FEY Zd W7Y vy A 2F
(Churchill & Suprenant, 1982), AFZ AMulx ZF(o]F
A, 1997), @A} AP AF RFHFFAH - AAE
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o BF 7)15F AAde 9FY°] gou A e
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et =7 AFHZ Ul A5E A, & o 4
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FFYol o Ztkn dJon, Avie o] 7}E(2004)9
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Ak AHAHQ S v A9 Budn o
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2) Aztd e} 71HEYA
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3) 7IREYX S} AnANH
A FolLt Mul29 o8 F AZd A3t AFoU A
Bl2o] o] & M| JET FobAM AT AU BYX
7t E4E AHANS £F 23 B2& Aoy, FAHY B
A7 EFE AHAUE & BEF @& Aot mepA
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