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ABSTRACT

The purpose of this study 1s to examine how perceived service quality
influences perceived uncertainty, customer satisfaction, relation quality and loyalty,
and in turn, provides insight for Korean banks when they penetrate into the
Chinese marketplace. The findings are as llowed.

First, Perceived uncertainty has an important mediating role in the relation
between perceived service quality and customer satistaction. Second, perceived
service quality has a direct eflect on customer satisfaction, customer satisfaction
has an Iimportant mediating role in the relationship between perceived service
quality and relationship quality. Third, perceived uncertainty has a direct efiect on
customer satisfaction, but is significantly negative. Customer satisfaction has an
Important mediating role in the relationship between perceived uncertainty and
relationship quality. Fourth, relationship quality has a direct eflect on attitudinal
loyalty and behavioral loyalty.

Keywords : Perceived Service Quality, Perceived Uncertainty, Relationship Quality,

Customer Satisfaction, Loyalty

Zhao Na | Full-time Lecturer, Department of Business Administration, Honam University
Jong Seop Shim | Professor, International College of QingDao University
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A, hRE

1. X|ZE AME|2FH

A oz Wets| 7= e A3 3, nAY Azt Aua2FAE 79 AEA
ol thgk T3 wjitel] F4lo]l Frhsta Qi HZolke AH|AaF A tigh thefg d
T7F ol Fo x| quk(ErdE 9] 2008). Parasuraman, Zeithaml, and Berry(1988)+=
AztE Al FE NEES AP 2o A - dAAQl Aoy HEeta
Aolstar LMol A Zbd Zjoizke]  polo]  WpEFM Mmoo ¥ 7}akg)

Gronroos(1984) &= “A A An] 2= Aol gk e x| zba A e] Au]zo] tjgh A}

A 7R &b BluE F3F v AZA47ow A ofekqitt. Hellier et al.(2003)2 A2

H AR A2FAE A aFH A &3 e g1 aAhEd de oA 54

ox Mdstd & ded TS FaHzel g ©E HE), Fols @ A

f o) E MR O R AHlA A Y] &g THA O tigk 145

72 A9 4 9t} Parasuraman et al.(1988)¢] A7} Au]A~&E3 o 713 Hol

Rom, WEAE I mpzvbA R FEd ek Az Aul 2zl oy

Foll A o] Fold & AT, Mu|=FALE AYFTEHA vkSoly AFd s HY
8] thE Md o R ol ATCFE F 2008).

A7t Au]2~F ol gk At Parasuraman et al.(1983)0] 7]t #xfo]of <]

d Z74sle SERVQUAL ZAEEL Awdt 5 old] 7|25 F1 Azte Au|x%
43 #dE A7E TR gAZ A2\ AuaFLE wEe] dgedlew F
83k A4daclom(Ax wjdd 2008, Hé = 2004; ol A<t ehdel 2003), vl
ool FA el %%%—m‘% o

FUE FEHL LAVES 154 94
At olEE ATse

servqual 29 o] &3} o]

H}= =AH3I service gap E%“?l

§ =t ATH(Fr et 44 2005). o Al & B A (2005)
w2 el AANSS TeiM AAH oldE B4+ dEe Edsdn. AL,
H =2 s MuagEe 280 AFAfFeES ST, 97bEA, HA A
o Ew& wth Wb ¥ w2 2 S 7t Ptk
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2. X8 BEAY

2007 wlmroll A A Fg97I2 A FEH AA g & g&rt Ag= A
g Fol At o)y o Fat7] ofHe Bl #A Al vs A FoEIL Q)
o gAY Fdlol wel teke Roko staAsS B g A5 st
A dvk dE B, A EokelA B A7t Sherif(1935)¢] &g A
3o A o] T Z(conformity)& g ™ <+, Kahneman and Tversky(1972)2]

Heuristicoll ™3k 4 Hofstede(1991)2] #3}ol w& E344 31 -8 2o o
g AT Tol =AY gixAd ATeta Z:}?L"L 2006).

=]
=
Kollock(1994)-> Al A3erlel EE8AAHS AF

+ ”
%0, |
E
o
O{N
o
_ﬁ:i

!

ﬂﬁ}%QQ@EELHwM1“ﬁﬂ%G.ﬂ%ﬂdﬁk%%@ﬁﬂ%&iﬂﬂzﬂ g
T AEL AFe7) AA AFL setd & gl7] we] walsE BHAA o1
@ % gla, A A hg 2sAde Agggte AALe S48 B %
237 ol wAsE BeAHelHT T 4 rh olFeT o5, -EH(2007)
o) Aol mew Aulx AgoA BAgel waAsE AR 27 How BRa

Ak AHl = AFAZ At B34 (Kollock 1994; Lim 2003), A¥]2~ Fujx= 21
gk 23k A (Williamson 1985), A H] 2 A& AHA = Q1gH &34 (Kollock 1994, Lim
2003). 12} mRAIE Eofel A & =3k Aol
Epstein(1999) Av|2t 5S AWe of g digh 3= gds|a s 2%
=

st A Aidelgtar FAskdn UE@=9] 15382l Hofstede(1980, 1991)

AT 2l
= w7b b vuEstd oA dEAel wshakdor AAR, MlFo/HF,
ARG/ 8, AdE =SAA, ANAFE/AVNAFY S AR EFEke] Al s
Atk 2= AZE BIAAS BT Radd dE AlgEe] A¥ERs =/
olgld FFE sty st FE"dar A els A tH(Hofstede 1980). 27 9]
(2002)el wEW A7ty ESAE B Aol g 39 2 geAd=s: Tet
o, v A A Ao AAAA LTS *Lié}% AES ovdtta w3k uhet
A B AT ME NZ4E BEAAS Furrer et al.(2000)9] A& wfg o R “a17o]
= A A AFZ F JIAY A FFow 1%@ AAE = Aed FFoew A

ol shei e,

=
4
M
1o,
=
o
re
-
rr
e
X
fy

FAe W el AwAel i FAMGOR o FelH o
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A, hRE

A2 do s Aosta JYARE ofA 7] dAH JNEAH Aol FxRE= EASHA
v AAolth(ul 2006). Levitt(1981)& #AIFZ o] 4% T AHAE FUste
B A A RA =oEo] gl Fufaket Az YidiE e AEAES ¥
=rta s $t Crosby, Evans, and Cowles(1990)+= #AIEFZ S Al A F A}
s dxske= 1H]’“7“X4 T D dig Bk 7A@ A e e FrrE ¢
vttt ar 319Ul Jarvelin and Lehtinen(1996)2 #AF A S AA #A7F 7, o=,
X9 Aol HAukd A it S5E o9 & ST F A=Al HEd A
o] AzZto 7 Aoty 2H T o FAZ(2008)> #AFAE nA 7d e AEHHQl
HAFAE flste] agh F5AQ FHA2A AR 9oz FAE Mdoelgta +
Zskaath gk o] 711 (2008)2 Rl ] Ao]g oo #3k Aol A Crosby,

Evans, and Cowles(1990)¢] o] & Aste] dAFA tisl] “Aan) =7t vl < X]A

=
A ool Qo] BRAAS gaAd F YE WA oFE e AR 34781 4

oJsreet,

=
H =34 o] AdAds #AAE 71dg 5 glok E=3 dhgl2 Ay adAq7 a9 £
A 5L E5S FAS HAA ESvd, aAo] A THLH A B
=2E& FAFE & 9S Aol (Czepiel 1990)

712 APAFES Ayud X7ty MquaFde 517—‘14{%94 dacler Bl
T8 A aclolgt= AFEe] o] 7HA Avh(H-&x 2 wjdd 2008; A 2004,
ol A ¢ Mol 2003; Cronin and Taylor 1992). Parasuraman et al.(1994)¢] <1
A A zbE AulaFdo]l S 2 Al JFE v vk ¥Rl

Hofstede?] 39S o]&dle] Hito] Be ATEe E3x9e uAutEo o
DA GAFS N =AE ZAFSH] A 2SS B (Winsted 1997; Donthu and Yoo 1998;

Furrer et al. 2000). 7HQ152], A€ A, A28 244, G459, Z7AFE & 5
7FA] #3} 7} X 21D (Hofstede 1991; Hofstede and Bond 1988)& o] F&3}7F 71x] x}o]
o] Fad AAE A&t BuE ojygt AZE MH|AFAEI RS Dol Fa
3 9&8S 3} (Donthu and Yoo 1998). 3 A Zd®  Au|AEA  ##3
Hofstede(1980)2] A4S nigo =z E37tx g I A7) RS 9IS
X = o8] AFEo] At (Burton 2002; Liu et al. 2001). AAZ AwWAES] Y&
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Y SUSYUUAM XA =2LLQ0 MU ATFH0 OjX= ¢ 232 % BAEE: SH22

g 35t wjA o] olgA uAREES A ZbE Aqu] g JEks nA=AE W

2 tH(Donthu and Yoo 1998; Furrer et al. 2000; Lorenzoni and Lewis 2004; Martin

et al. 2008). Martin et al.(2008)9] A+ZA ol W=W AZtH EGAAH S 545 A4

Ao Anl s vl =y seh a7y g aAe]

1 F33F ). Birgenlen et al.(2002)e] w2 xztE &

ARbE2bol 2o ghe] #gk A7) ofF R F
pZs

astttn Fgstach mebd B AT e thest g el Mgsgr

8
saAe Az

= 2 %E% = ‘iJI—E}\é ] J‘lj"xéle?_ ogffok% U]%j_] 7/4\0114'(_)
H2: A7ztel B vk B2l Jaks v Flojth(-)
H3: A 7tel AMu|2=EdE aARkse FA Al d3FS v A Aoth(+)

32 X|ZtE S=4ddar A EH

Hofstede(1991)¢] A& wl@o =, AAlsef }29(1995)2 =g stAL ofujgh
dEe FEEs =AA L Eﬂf?} v g Ao nA Hoh F2A A 3
of A, d& A& Sol gk AHES A=A, = Ad JYy Awde Fx F
& &5t AR ES FHS L BEFAANA o FEHES dFstazt g #HAFe
ANZHE Az et nuAES B84 A AN F 7EHY A=EH g
S 7 g Ay AA, 244 S P A (reducing uncertamty)’\]?]% Agor HI
AR A E FERATIAY BEAAS Fdste 99s Exﬂo Ae ZEE JAHA

e

Jo T
>
ox
>
__)&l
o
B
>,
Y
i
o
o o
rr
e e
Lot
HP'
O
HU
ro
Sy

(o] @ e 2] 2007).

A% A (relationship quality)©] 543 AL FP Aoy HEAd To=z Ak A
Hl o] B2 wifolty, & AH]2xe] B3AA4S AaA7|=d AAFHEY Hgto]
T Q8= Aolg(l 2006). TAFA] thsle] Crosby et al.(1990)2] o] &l &
Asto] Am|zrE mEfe] A &A @A Qo] EFSAALS AAAZA F e AdA 9
& 52 ARA A GoJs 7 Ak o714 (2008) ol st HAF A tiste]
Aoz AFe AR 23t FA45Y T Morgan and Hunt(1994)= 1
A3 A ApzRe] AAFAE ERS= 5714 Q9o R AlFet dA =] v =
GANS AAEAZD F e BAEFEY 242 FAAEGS AT sk o] 7] 3 (2008)
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of A= LEMAVIAI 1A ko] AAFHA o] W EIAALS AL F
AE HWAELY 848FE AF e AAEYeR FASAT

9 A 2008)AT AN E mukd M2~ FF A AR SAFSE A s 17071
o] Zdx= FFAAE WFoR FoRREEY FARE dFo =AY AAASL
(Commitment)S °F3tAl 7] G &S P HAT AARE 4o E44L 23 %
A 7= 9t 93l th Roloff and Miller(1987)% @A FEZo] Ethes AL 7o)
MUl Alg Aol Al oA e = dow, M2 AlFAte] wgd o] wtSetE el

HE ZEAI Fel wel Mujs A did Aol stols v o4
o A

e AFES ger B Ay g vHA

El
R
ol
2
i
e
Rufi

2 3 =
= MHE2GAZE aAq s F2 BA Z2 FE3 BEs HAA Kud, 7ol g
[e)

A FHLY dEF dAFEES FAL 5 flS Aotk (Czepiel 1990).

Oliver(1980)¢} Bitner(1990)¢] A-Z 3ol A vEpfto] aARtSo] HS45 AH A
w20 g avjate] B A F4H aAFA e ThsAdel AT = 9
= Aot 3, AAT20060)> =¥ AHlze] =4 4 O AAEE 3 ou
Ao s reol theh FFAAATANA S BAAFAAN FoF FFS A=, o=
Aol Mu|ze] =4 g tiste] Ak ow whSetd SR ARl A
£ A v As AU

BAEZEA el thRrEe AFoAE v A e B9 A thsle] #A
2 Ao wes AAst AT Crosby et al. 1990; Wulf et
al. 2001; &/dotel 4% 2005 #-&4 < 2007, g7ig+a FL&3, AAF 2008). 3t
_1
o

A5 o] AFNA WAFDL FAGE Aol AXGA = AL BAFAL ¥
Aet olw @ PAdel wAd vdelwg by & dZs=Ael U@ =4 A
Foha olrh(@Aolel S 2005). B AFeNAE AFEDS] dd FAAA THH
dol A orm AAA el YA Ader nu HRsduA Bt oy A

X
q
YATFES ote] B ATE vheol Aae HAsh
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BAAY SWelA B ojmrsl we mAL sgate] @A FUHow o
ool A&A BANGH nAY Aol A WA ORI} ke nAL
ANAGFA @714 nAY speAdol ArkEhdol 2005). BAFAL @A Aol
e FA4 BAwA ATy Axdsre 2o wAgTe} B AFRA

st Sl Ao®E AAH L dtMorgan and Hunt 1994; Crosby et al.
1990; Wulf et al. 2001). =t FH PHo] AFELS AH] 2 oA FHo| #AF

ol ¥ Fi 1 AHRAN dqikd dFS = Z¥S AT st (Roberts

THE oulEty, HEA ofrs e 553 JHACl dd =ddde] A
FAsAY. Ve AYdAFes AHEyE A =, ;

A8 B aAfE e FEFs vA= A5 ArHWulf et al. 2001; i
- 20015 -84 9 2007). 2Hok(2005)8] A-A Tl wEw A ALE T moldS
= AHla7Igae] dA g Aod BErF ¥ e oes yEbd Aol Al
ool 2 e ik wA yEEta B 123 VEdTes dvRd
YAFAS Ao FH3 oo FFS A= ATES oY 7 UHEA
ofel A3 2005; vl 2006; F&F I AR 2006, =H T AU 2008 A7
9] 2008).

it

FLA2007)e] ArelM = MHAEA I famAbolo] AAFE ol WiAETE
E]lste] = okt fyEH ojswe FFS v HFskdvh gl
(2006)e] Aol m=w o] mAzte] #BAFH] oW ME o] AHE
Foto] =7 Eolxttal FESA T Jones and Sasser(1995)% Eolxl i of s
S magAge] HES g A FAES 2 7HE Zeude Fste By
Be AAS fEd S =

r
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HE: #AFEL s oz SAAA dFS A Aolrh(+)
H7: BAFEE 354 fokel 449 dFs v Aolvk(+)

m AEd
1. X253

B AT = 28 A" ArlaFdel #d A5 s8] St 2T
2AFE AT B dTs TolA AAldde] o Al absAdel x|
WAl A @), JE=FR)SE gl HEs Al %Xi—r(f“i}ll )ITHew &
A GA A ZAFe] =S whol Al A=l ZF 10054, FA 5 2004 F 40079 A
wo WS wiEE 40059 AEA T B ARt Sl %*éés}ﬁ}ﬂ
Hd HEAS ALdstar 38079 HEA(SEE: 9B5%)7F B AT £4 9] VxR
2 485

EAS Avry AHEe dAdo] 1929 (50.5%), /4] 183
H(49.5%) 0] 1, AFEE= 20007F 1787 (46.8%) o= 71 wkem, 1 tHe = 30
Oi7F 1297 (33.9%) 0.2 el A& F = 71E27F 2139 (56.1%), PlEA7F 16778

(43.9%)°] L, X—.C’é%i% A RES AL 0] 105‘1‘(276/)°§ b wska, o v A
AHAE 849 (22.1%), Ful/d P A o] 529 (13.7%), AiL71«=2 508 (13.2%) .= e}
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oA
Hi
10
ox
o
rlo
og
r=
[18=3
=2
>
>
J

G 22480 ME2BZ oN: B U232 % BASEE TYCE

=

o A5 TEEE €99 3001 ~40000t0] 839 (21.8%)0.2 7 Wokdl, 1 Ut

A 2001 ~30000c°] 74%(19.5%), 1001 ~20007C°] 70 (18.4%), 5000 c¢] 694
(182%)0. 2 Yelyt}, agln IS EE st 90 1638 429%)o2 714 &
srek. FA AQeddas FRIAedo] 1R8O Y Bk, 1 ohe
o FZzAedol 51M134%), FELAL Y] 43W(113%), FHEAL ] 347
899, FFLH0) BIET0), FHANLA] RAEL0, RELS] DT
o7 et

rlo s

B AFME AMEEH SHETE 7EAFAA v ASH AEIES EUdE 3§
AL JAFSACES A3 BE 5 5 YAE FHEE ALY 4 AFEY
24 ool AMEEEe e ts <& 1> Zr

<R 1> WFEe 234 Ao 9 HAEgE
z7] | A%
A]ﬂ =
Her g2 | gz gy & APdT
A7+ 5 5 AukA ol FgAu| 2o A o Hartline and
Rl Bt st 1749 A (judgment) Ferrell(1996)
. F ¢ al
A2t ade] ed A A A= £ g | UL
o 4 3 | AY HA] Aoz gk A ’
A = | Yoo and Donthu
ey BE]&]I 76‘60]:
(2002)
— FAE MuAFEE 53] =7+ | Zhang and Josée
= 4 4 ]
e ZAHjzLe] QXA FE£2 HI} (2008)
- S 3 aA Apolo] AAFAY A Lages et al.
HA=EZ 6 6 v s
SO gk A4 #H7 (2005)
Price and
B = A A 4 o] o] &3f= 2380 Zt= T o Arnould(1999);

ol °of &&= A A 8 FHA= Evanschitzky and

. Wunderlich(2006)

< -,

= Flavian et al.

N R 3 5 sk o] & X&EHo7 At (2001);

NE= 71918 g9 =Y A= Evanschitzky and
Wunderlich(2006)
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A, hRE

= = =]
}\é Bres 7E]r S 0]’

rJ
rr

BodAgoE dutdown gy mES o]gste] o
Cronbach’s aZAl$E o] &3t yHdaA v

A =
=

Atk AFE A A

(internal consistency method)S ©] &3}

gﬁ =4 A AR
o] 29 AAS0 NE® ANAE AT
qze o] eae AAne ﬂ}ﬂﬁtﬂah ol Aol # e,
A2 [o] eala Aehsra bAsttial Ak 0.864
2 [o] S A9 Eo] wAd AHAE Z1.
o] alol A A MEE vt
o] oale AASe Fe9 Watel U AusH Ao J= AL Fa
E T . _
Gt e e AR A BAaE Zeeds AaA eev, 0.712
EUE o] eghe] AbA Al qrA/FAC B ARWA A ZA udel Al &
HFE go] Zasth
o] &3t At W4 =k
09 APl 00| wEaL.
W)z
ARSI E e qe] wjs) e o] ede] sl BEack 0.888
o] Saue Ad= AWACw TE g
o £4E o} AF 509 AuE Eqo
TeANAE Auste B Bud TAAS NTA4 ARUAAS
s},
AAEA AT A A e o] a9 BAE 79F Aoletn Wtk 0.8%4
J= cane Ad 24 A A8 Bue 23S o
o] Sate] A= das] AT Aol
o] eqe] AN A WS F& ARE I 5oz AgaL
G o] odlo] dal & gAS 2 o
B=7 e o oald ol hAAS 2w oo
Nz [F= AAcARG @4 ol Boks eddl o 5949 dEE FAw gn| 00

~

= g
& Oe AFgolAl o €0l wg FAA olop| e,
Je g7l o eqe ol ot
Aoz o we st

Y5 = - -
gov [TC SO of 2P F= oj&drh 0.832
o] e T FAES EAY AL U RS dEAES =2 A
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Y SUSYUUAM X4 =2LLG0 ME2TFH0 OjX= g MH

I>

g 2 ATRES T4 I
1967). webA 2 AFeA AHEE BE WFEES WHdAAge] de AR
thar Atk

=i @ = JdH(Nunnally
) =

O~
=2 T 9

N,
ofy
o,
ot
ox.

(convergent validity)2 “& ¢ /M3dS FHs = sy H=7F o= 4
A2 sk=7F e HA AT (E E 2009). E3t QA A
J = Zog wWholEo Mk & AFoA K
0.739~0.891¢] ®F #s YEHFoLZA oEF F=s}
g B3 eddAZFNY AFe BEaEEFo o
extracted: =XA\*/n)& A4St HES = HFEHE A dubd o2 AVEZF 05 o] o]
Ao 2 3P H(Fornell and Larcker 1981). d-x] 9k 2 & o
- 0475 7153 055 =H3HA Rkt
Thompson(2004)°] @2 AVEZ} 045 %33t FAFEIGA = AL
ToA AlEH I Wl JES JdAstE HFEHIAHS
282 x%=660.756(d.f.=260), CFI1=0.937, TLI=0.927,
2 Uewon SARYPS dukxor v

(AVE: average variance

,_‘
5|
T
=
o
%)

N
Z,
=S|
T
o
o
S

L
=
=
w2
&y
n
o
o
o))
g
ol
(o

2.2 THEELSS

gk Zpol 7t lojor ks 9wt} & AHEIGAH L ‘U2 NES FHs = HA=T o
= AL OFAES UE AR Ay JerMe FHEd g EE 2009). Anderson
and Gerbing(1983)9] w=H WA E Zto] TL3t= 7 (9=1.0)S 71dst=49 <
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=

9%, LR

At
i

Atk = 95% AF 7oA (p+2xstandard error)7} 10] ofY
3 AT o3k ZFe wet AtEd SEEldA HE5E 93

E
A
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