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(1988 12-40) & Au|& F497te o ¥
st Aulx 2L 7ldiek A zte) vjaeln
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A JdE Asid= AT Bes} vpgol A
A sojof sty AAA &84 Z2aWA T
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2 RS0 003, UANZZ,, (N, 2004, pp. 400-402
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o= - UE

S&iM(tangibles) |[MHIAE S8 S2I& AlAL}

L2 (reliability) A0l gty 2ISM, 22N

HISA NQIEEBIN, AlHAHOoZ ZF
(responsiveness) | HIA Q4
==2(competence) (KA JIisAR

J101 D20 MiSst= ol
2 JHOIN DA BT =

&2 (access)
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A H: A. Parasuraman, V. A. Zeithaml and L. L.
Berry, A Conceptual Model of Service Qua-
lity and Its Implications for future Research,
Journal of Marketing, Fall, 1985, p. 44; #4do]
colnE o, TRAFAEE,, U4l 2004, p. 401
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A&: A. Parasuraman, V. A. Zeithaml and L. L.
Berry, SERVQUAL: A Multi-Item Scale for
Measuring Consumer Perception of Service
Quality, Journal of Retailing, 1988, p. 23; &4
ol -olmlg 9, "AFAFE,, WAL 2004, p.
402.

PZB(Parasuraman, Zeitham! & Berry)¥ AjH]

3) Paraswraman, A Zeithaml, V. A and Berry, L. L. A
Conceptual Model of Service Quality and its Implications for
future Research, Jounal of Marketing, Fall, 1985, p. 44.
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g 53 LuAlA A4He A& AA 3
Aulz Edolgt A ohgd 22 AZd
FARYS AEAn. uE Ablae 499
AEHQ A" &5 4%, od, 74 § ¥
A dgacld 98 AAY AMulA FYolut
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A& C. Gronroos, An Applied Service Marketing Theory, European Journal of Mar-
keting, 16(7), 1982, pp. 30-41; ol el & “Fdge] ATRZS qu2Fd 2 02
whEo] A" daodiguw ojghe Ay vpAY A, 2003, p. 13,
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B9 st g 2AZ 149 ~ujx F3
Aul 2 ZhA)e] @3 BdE AA §4d o
He AHz BE/EUET AzZtE Mulx F
< 7ldig A3 Azte EdA O o3 dFe
o dAsn, AR Mujze g A
A Hrte A5 #¥e] v 4¥Y 3744 9

S e )

2

il

AN I

C leim = |

273 8

=S

Soy
==

LT

24
o= Gt
HE LA

R2HE MU= 2T

dge
SNy

n2Me| ojsy
S8

— Rz s

(04 3) PZBO! AMuix E& 28 201 2F
A5: A. Parasuraman, V. A. Zeithmal & L. L. Berry SERVQUAL: A Multiple-Item Scale For
Measuring Customer Perceptions of Service Quality, Journal of Retailing, 64, pp. 1988, 12-40.
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4) Grorroos, C. A. Services Quality Model and Its Marketing
Implication, Eurapean Jounal of Marketing, 18 1984, pp.
3344,
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3 s wevn AR Mula 71A
g AEE o] ByolA= An A7 Muja 7} PZBE MH|A EAH7}E (Parasuraman, Zei-
A& Hrisk o Mulx £49 FAHLA 7)Y, thmal & Berry, 1988: 13-30). o] &2 My~ &
AF, BAA A7 8ho HZ OE FAE AL aAol MUIAE we Fok Y Azt
243 £ gltke AL Adsn Ud Mul2E W) Ado) Ao AR Zluge 3
TR B A BIEEs RS Helel g, 23
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FHRAE2 YRFT "
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(X8 3) MUla 23 DRI Cist 281K o) T O
24#: Ruth N, Bolton & James H. Drew, A Multistage Model of Customers, Assessments of
Service Quality and Value, Journal of Consumer Research, 17, March, 191, pp. 375-384.

oe 2 A a4 244 5

5) Bolton, Ruth N. & Drew, James H. A Longitudinal Analysis
of the Impact of Service Changes on Customer Attitudes,
Journal of Marketing, 55 1931, pp. 1-8. 6) RS0 - Ol0IG), "UBAESR,, HRNAL 2004, pp. 408-410.
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4714 SQ Mul2FF, PS: Aztd Mulx
33, ES: 71 & 33

ES>PSold, SQ= WHE2YPA £ FF
ES=PSold, SQ& WFH2 ¢ F
ES<PSo]®, SQ= ojAAed &

PZB: MHl2 AR sy 938

of Aujx FA37 AAY 9y g5S HAs
o 20088 WAoE zAEHY. ZAHE R 9
3td, ol52 AA FE F AFHFo] ¥ 5271
o AEoR FA3AL, o] TA FAHAEEA
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ﬂ&;g];z% o}cq A];]Ag . u]-O/H . Q)éug .
Aol 5/ FAHL —3_— l°}6}‘iit}
SERVQUALS #8442 7|QeA 10| %
%

re 4

7b- &A%, 719A
°J°“"1 “"4?‘42 A AFAA Aoy
a2 AAde] FAAY FEFo| ststes Ao
. B¢ Mula Fdd dg nA9 7ldis A
zhel AAEHQ v, A vlw, Mulx
FAAZ T we Age] ALl A 8ol 7t
w3ttt

Carmand PZB9 AMu|A& FAH7A F2
FAe9e A FeA4S uEA e
A 93 A Auj29 Jd Aul2 Zpold
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< AXsHT. 2geg Mux F38 HE
o= nAe A - HAHA AP AT A
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Zt 78 U@ 59 sdo] X3 oo}
37] Wi Mulx FARrtE AuA FETA
S0 A FAEE Fogte By A
Vesttty #3484 tHCarman, 1990: 33-55).
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Carmano| AA|8 AMu|2 F2371282 PZBY
By FAEE 23 Rog g go]
e 4 gl

SQZZI, (P, —E,)
o714 SQ: Mulx F4, [ ¥MTe FLE,
P: ®W59 A4, E;: @9 7
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Aol e97h D
SERVPERF Au]A FA=4 2
SERVQUAL Aul2 Ed=A3-7]d)
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of the Import of Service Changes on Customer Attitudes,
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A Study on Measurement of SERVQUAL
and SERVPERF Measurement

-A Sightsee- ing quality of Service to the centers-
Chul-Jung Kim=*

Abstract

We will can do quality of measurement of service that thing is quite abstract concept. Generally,
we speak Service of quality that property of a product, usability of use, social quality requirement
to a quality of service by wide meaning.

A purpose of this study was comparison regarding a way to measure of service quality, and in
the insufficient section there was anything, and progress of model study of service left no matter
how much focus to it.

There is comparative study a few progress of literature of a PZB, SERVQUAL, SERVPERF,
model.

Desarbo, Huff, Rolandelli, & Choi, (1994: 125-131) proposed that to solve the above model contra-
diction point, and Presentation called a plan based on to Conjoint analysis.

There is Critical point to decide on priority order of proposed model of service measurement.

This study has a lot of the pieces which are short by absence of empirical study, but will make
a supplementation in next term study.

Key Words: SERVQUAL, SERVPERF
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