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Dabholkar 5(1996)< =24 49, A=A, 4G5 28, A2, 48 59
AR~ FH A 2EE AASAY. 2 o]F Brady and Cronin
(2001)< Rust and Oliver(1994)¢] Al 7}# &4 4 849 Dabholkar 5 (1996)
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T gk Al FHHEs T Aok Woodside “5(1989)2 -7l & =& A ol
Aol Mujz FAAZE uANEI] AP S AFHoR Ag Ay, aAvkS
= Muls FAI Fuj s wiles e AM(S, MHls FE -S>t
> 5o E)S AASITE 1831 Wakefield and Blodgett(1996)+= & A A H]
2ol e 4 Aol i A e Anjs FEo] Aanja vk Aol e &

Au| 27|l A vlAIY deke] AL aAEST) 3 FAdE
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1 2 wAE Bake mARSe] F()He %L WA el
211 FQAR AuaFAe nARSe] FHAA JFL M Aolr)
2-2 1 YARAE nAWEA FHAA JFS A otk
2-3 1 Wl e mAMES] FHAA JFe A Holu
2-4 1 2AE DAWE FHAA P A Rolu
25 1 WREARUAN AL mATS FHH FFL v A Rl
261 AAAE BAREA FHHA FFe A Rl

AMHl 2 F-e
Cronin and Taylor(1992)= A ,
5 Pyt dEaAds el 2o Ml s 42 uAntRe £Es 446
o Adgusr o8l F 5SS HedFa 3

MUl Fdo] ARSI o Erke] G HAe] B3 A= B APA
TolA FELASA o]Foxnl Jqth(Bitner, 1990; Cronin & Taylor, 1992).
Cronin and Taylor(1994)& AMu|AFZ 3 A4S 71| AAS HEs= A54
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Pt M-S AAs] A5 23 vd Y 23S, AH2FE->aARS
> Fo )b ettty 2 A3 Aus FE o] aARkEIke] QI Al glof
Aol nAREL Fuf & g5l P APt 225 Wl
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RE S AFAS Uelth waA 2 A= wiAE 35 Webster
(1992; 1993)2] 7Hs A ool wigs FaL slow, vAlg w3te] S42 dA 671
Al Aploll 3470 FdEom A E 9l
Mul=Fd o] Ade vE 2 AR ok ZF AT Aol tial
FoE A= FRAAN A HAE 7HA L v & 5 Jdvk(Parasuraman
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Dabholkar & (1996)9] vl FAEFHS Wwolso], 4528 A (interaction
quality), =22 732 (physical environment quality), Z3}3% 4 (outcome
quality) 5 o2 AMH|= F4 S Aok 28 Anjs FH49 8L 27
o] 45 diF SERVQUAL/SERVPERF F 239 57k4] A9 T2 A4S
ste 7|tE SA=F oFA] =ifoll #e =do] AlE Ho] AR, FH 2ol =
B2 A7l 7IdE AFstal Avks 722 AH s F4S FA L Q)
(Brady and Cronin 2001; Cronin and Tayor 1992).
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T4 Aol wet v FESA4s AAste] A5A dTES EREs L Aok we
AR AT M AAATE EURE A, A= %@0 TAALE FEAE
w4, 594 4F4, A4EHEdE st o 35 =
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F dAsh= Ao e
gholx QolEA A x2=521.245, df=237, p-value=.053, 28] 12 7] €} {3 X] o
A = GFI=.924, AGFI=0.915, NFI=0.904, RMR=0.034%2 e} Ag=rt =4 o
ERLhA] A2 2 7E A el & Faets Ao AE vk e HEEe] 3
< ?*éﬂ%w“:oﬂ e uEds 2EAE Frhshe MY AR EE dukd o
FA71EA A 705 =4 e 2w, Cronbach’s adl e BE AT
A 768 oo R w2 AEEE YEh A vk 2Ea 7 AT E o] A S

A 2 AT AL FEES AT FAEVEE i dxds eva
o dom, dAwrA o ZF A= JTEBA N BHEE o] s Aow
ek
<IE 4> ATFCHR(of oist EYFEMR Z1f
TANE 2 Al
7 g
1 2 3 4 5 6 7 8 9
FTHLAH=FA | 1000
R A33sx | 1.000
Fhuj 7} AT | 349+ | 1.000
Z2 g} 346+ | 347 | 336w | 1.000
WRARFYA A | 4ddwr | 453 | 413w | 475« | 1,000
Rk A6 | 33Tk | A2 | 453wk | 424 | 1.000
Aul=FA 556 | 662 | 538k | 558k | 632 | 357 | 1.000
AL = 3% | 126 | 499 | 046 | 389+ | 195 | 633 [ 1.000
ANFHE 140 | 032 | 154 | 140 | 141 | 163 | 34lx | 583 [ 1.000
TAMNE A 832 8% 863 798 775 821 89 837 82
Cronbach’s a 892 84 8 791 8% 768 M3 838 818
wAFZA(AVE) 734 652 692 814 781 85 7719 634 812

BRAE =521 245(df=237, p=.053), GFI=924, AGFI=915, NFI=.904, RMR=.034,

* 1 p<.0b, wx 0 p< 01
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3. ATV AF AN o)

SAEY TACM REEEAEY JTEEAC] dod A4 drdes 19
TEEYS AT A, <29 2>9 <FE 5> dERd whel el x*=489.050,
df=234, p-value=0.159, GFI=.907, AGFI=932, NFI=918 59 A& zte 7=
o] mEHdAT ada Ay FAVNERe] ARAANA = vpAE &

9
St ARl=FEde Aol dFs wA Zlolghe JHlE dAsh] A,
AR 3 YElE FAd AR aEA, oA, Sy, 248
FAFYACNA, HAAY ol *ﬂlli %%—__Joﬂ A dFE mAE Aol
M sdyE Ay, 24, gANsd Fddad A6 AEA
(7bd1-1 ¢ yn=453, CR=6.157, p<.0l), WA/ACCHEL-2 : y1,=.231,
CR=2.288, p<.01), §AIA(7Hd1-3 © y13=.328, C.R=4.253, p<.01), =2 37}
Adl-4 ¢ yuu=285, CR=3814, p<01), #HwfAdOHE1-5 ©  y15=.465,
C.R=11.343, p<.01), WA FUA I A (FHE1-6 © y16=.273, CR=3.746, p<.01)

2

5o A0 mE Muls Fdel J(H9] 9L WAL Aow ey
G e A Esh Agqen ANsgdd Je dge vl
Aolehe 4413 A1 1-7441-6& BF Aeo] HYr)

T mAE &3t ARk ;ﬁ(ﬂx—’;‘ﬂ B wA Aol THAE
201 Aigk 7MEASS AHEr] S8, ¢4 A 235 UEdE 895
of mAR=R FIF& WA= Ao iy FAAY, FALHHE Mu=Fd
(7Fd2-1 @ y21=.302, C.R=2.231, p<.01), FHujx4J(7}+AH2-5 @ yx5=.375,
C.R=5.362, p<.01), WHFAFYA o] A (7HH2-6 © y=.261, C.R=2.873, p<.01)
5o addEe] Ml FHo A+ dFS VA= AR Ueuh. 1
Hu diAAACHE2-2 1 yp=141, CR=1.728), 324 (7Hd2-3 1 =077,
CR=1.406), =& 3 (7}’2-4 : y24=.073, CR=1.283) T2 2<Ad&5L2 F94<
FEUAZE gl Aoz YdEwy. a8 AR ESedS AHlA FES
MR ste] AR WA= P ARAAME F(+) Fo3
= "AEs Ao LEFSE T (w11 Bor+ ¥ 1B+ Y11 Bar+ ¥ 11821+ ¥ 11 B2+ ¥11821=.942,
p<.05). °o]&fgk B ouf, AHlA ARl oA aARSS A7 E =

HUH>

i
o
Hl

99 BAY Bk ;A Auz A AFHY W) nARHS S5
AR Qe wHFm Aok mebd sbA 28 d2-1, 7bA2-5, HE2-6
e R AgHn
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“AulaF o] mAwkEo] AH(+)HQl FFE WA ol M 3o b
S MEATES AR, e aFde] uANFHe JFE X E A2 B
A= AHAA ARAA F(H) FoAd IS A= oz eyt
(B21=.463, C.R=4.819, p<.001). @t 7FAH30] AHe = om, o= Au =%
dol mARFo] JFE MG 7E] BE APAte At vl
A ARE & F Ay

“Aulz~F Aol aAFAE A(H)AJ] AFS vA AVolgkE JHA 49
g HEETs AuEd, AulagFde] aAFdEd AP AA dFHA
= oA Aoz YEth(By=.239, CR=2.172, p<.05). LA 7HA4 4=

At aen ‘mAREe] nAFYE (HHA FFS WA Ao

2] a1
2= 7Hd 5ol WiE ASsAdE vy, uAn=S
mAE AR FRAM A(H)e] Fod dFE v
(B32=.568, C.R=7.328, p<.001). L&A 7}A 57} 2| & =] Ao},

Td4
A 2F2

.239#(2.172)

L 4B3 (4,319

o 568+ (7.328)
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Abstract

The Effects of Marketing Culture on Service Quality, Customer

Satisfaction and Customer Loyalty in Distribution Service Firms

Park, Jong—oh* - Jang, Chung—seoks:

In recent years there has been much emphasis on the need for service firms
to develop an organizational culture which facilitates the successful
implementation of marketing activities. This study examines the relationship
among marketing culture, service quality, customer satisfaction, and customer
loyalty in fast food service firms.

The results of empirical analysis can be summarized by the following: First,
marketing culture(employee service quality, interpersonal relationships, selling
task, organization, internal communications, innovativeness) had a significant
direct effect on service quality. Second, marketing culture(employee service
quality, selling task, internal communications) had a significant direct effect on
customer satisfaction. It had also a positive, significant indirect effect on
customer satisfaction through service quality. Third, service quality had a
significant indirect effect on customer loyalty through customer satisfaction.
Therefore, the results of the study provide the practical implication for
establishment of service firms’ marketing strategies, related to marketing

culture.

Key Words : marketing culture, service quality, customer satisfaction,

customer loyalty
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