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A}E: Parasuraman, A, Zeithmal, V. A and Bemy L. L(1985), ‘Problems and Strategies in Services
Marketing” , Journal of marketing, Vol 49, No.2, pp. 34-46
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A HASHE AYS 2184 FZ(interactive quality)of| 4] MRl 24k
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ool A dulE el o] of sixfge] ofsf Mu|A FH2 AREAE S g9k A
H| 20 703t EXo| wlel AojEa 9le-S oF 2~ 9ir)h Iyt Aju|Ao] ZAS Ajun]|A9]
573, AMBlzol digk ae] 7o), Brhr|Ee] B TRl AlgEs Hd REEA] A
SHA oF W B3t 2o chuld upe] shEuict cheret gelzk AT 9k

2.3. MHIAFES| £F

*ﬂ‘ﬂl" F4o SAo dizt At 1980 FHHEE E AR &fs dAtE o
o 1 2o F9 AF HEH-L Gronroos?] 221y X&), Parasuraman et al.2] 55X}
SERVQUAL 2%, Cronin & Taylor®] SERVPERF X&)} Rust & Oliver®] 32} =g 5
oft}. WA AUFE T Qi vloket Al A BAEY mYe AFe] ngd SHL W
ARPERA o4 FUHLE ol BFo EUE FaL Qlok 2 FtollAl= Parasuraman
et al.2] 529 SERVQUAL 23S 7|HFo 2 &}9th Parasuraman et al.(1985, 1988)= A{H]
2 FHE S| 918 o] Au|A FHE BrFskE 107] AFY 4470 EoFom A
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S/ o= HshA =k
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@ §84(tangibles) : M2 Beln FAZ Wain] ez A4, ), QA5 AR
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Aulz ABALL] A ieioh BALL ofnjgtc.

@ A A (reliability) : 71910] OFE AHIAE WE 5 9la 3t}
52 ot
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A}Z: Parasuraman, A, Zeithaml, V. A and Berry, L, L(1990), “Delivering Quality Service” , The Free Press,
pp. 23
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241, =42 7id

=Y (commitment)o] 7t 7]E 7SS el WA, 24| AF
7HA] @YolA o]FofA gtk 7] =4
(Rusbult, 1980), o] 31 =Y Ao|lA A, WHEe], 2
2+e] A mHAR S F A ixd% S EgE Ah7E ZFEAL Qlek
Duwyer et al(1987) B4 28 A90718] AR Lo ot A, HAH At olet
31 93} a1, Anderson & Weltz(1992)% BA A Q] A7 A qAS Eatrta skt E
3 BAVE A s FaskA AT BAS A5k A8 w AT GARAE B
T3 QIt(Morgan & Hunt, 1994). <3 3>0]|4] Ei= u}e} Zho] &4 q] Ay g3
Hole Qaapsuit oA UehiA Z1date] B712 BAE At AS 55 )
gog xdlstar ik ulAE Hofo A9 9] 93t Morgan & Hunt(1994) Moorman et
al.(1992)9] Aol7} Z4 A <l8% 3l ¢t} Morgan & Hunt(1994) Moorman et al.(1992) <1
T 7] SASE T T4 AdoRA BUL A7 245} st ST T ATAS
& 2qlo] B3H PANGS 4-8o] Ul AT ek B Aol BYL AAH B
Yo= st A

7=
2

o

=)

Y

0,

1

X

__):1
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(£ 3) =¢ofl chet Ho

o7t g @

Dwyer, Schurr and Oh
(1987)

Moorman, Zaltman and
Deshpande (1992)

DE PG| AR S0) ChE RN, TAY Mot

TR U= BAE XESHAA S AE5Y Y

Anderson and Weitz A OIA] K| X3

(1992)
oMM % 27 obA XAJISA Cist @S, J8lm BAS o o
Ganesan (1994) N
J1H sME 2448 olX|
_ mo|H HES AEAT|Y] YA TSNS & s B
— =712 XHQ tl' p=b SES| skl EMAL Mo FAI M xH [l 6|_|- =
Gundlach, AChrO|, and ;_]—ll.‘l;_?;ll' o:i, o= oo—‘—l’ So., o—‘—}‘ }‘ I o—|0ﬂ H
o —
Mentzer (1995) | _ x5 0l 2 ZEE BAGKD JHFOIE B2AIE F2E oAl
Zoz 7557 9 XHIe] AT WHO| jF J|EE M2

719t A Bl UM ol AMe|A o= (attachment), S8 = (loyalty),
Oz} SX|(welfare)oll CHEH 2tA (concern), M| Z(identification), AHEA
(pride)

Garbarino and Johnson
(1999)

AR ZYF007), ‘DM HMA 2ol thet HAIES oiHdnt E2POf oy AE , MBcista of

2.4.2. BMH =] 7HE

HAH Be ANY S4T 21 9 AR
t}. Allen & Meyer (1990)= Ao tst “% V\jﬁ,olﬂb}
olehi Aojatick Th wal HAA B Az
dhat 41214 ohtalom, oleje AL FAN A4
o] SomuE ol
YA ZwomAe] 221 B]lole 21 T4 Ao AHsle] WA BT B9l
FAR T Ao BEE dEg 43S 2 o tehl Aol ojad B4R A4
QQlmchs 24749 e RS Fxols gl wehd HAH Belols
e Adls] AN B o) 31 A oA
algol] A4 Belo] Holgle 24749

J

r

Am
ox
oy M

ol

ag Aoz HA ¢ g}, 127

W Hih AR BUS Aglo] 4418] Aslol Fhslo] A 19 e BT B
ApAle) I Ade] FhEE ARoR A9E 4 glon], Teg ARe 248 At
5717} Waksha zAlo] Folshy] oxle] s Hro] YSo| WesE, Brielo] &



ZeiRfo|= AHmMEH| Mu|AFZ0| YMA Sl A7ojelzol| 0jxl= IF 13

5% AN BYol AXH oo} g Aol et 2t AN BYOR B kA
HF, 1998).

2.5. AHFOHe|=

et Y9It ST BHS A3 BEES DA e X EX asta o)
£ A vjeagel onlshs AomK, A0 A U HEst W9l §A4 B W

3
st wAe) ApaolEs RAFHES T 519 o] shma AFsi AE]
U Au| a2 &b on sl oS B 4 glkOliver, 1999; $74% 2008; 4914,
2008).

%

o 2|3l B eof et FRFS AlLSiA A Sl
of mAMZ] Hwe] FHA HIE 7 Acky
Shelselel o] A2 Fishbein & Ajzen (1975)9] &2]4 PFHd o]2o] AAsh= A7 5,
9] Q17ts)EL 9)x]& EA|(volitional control)dleo]] UTtal HA5HL W5 ZA A
G0l W5 ot Q1A 813 ABlA 29l AR e] TR sl )
ERdTHL B Asjel QTS AT Be A7Seld nawEe] 7] &
B eiint ofyet Fufjojo: 3RS wXth= o] YSE UK Bearden & Teel, 1983;
Oliver & Swan, 1989). BF3H1999)-2 117 Q] A H|AZZO] Hrl= thedt H7leof A
DA gk AR, Hw ew A Fufo] felgh JFS vAT i Ao Lepgrt
EZE oJYPAF MHIAE o] 88t A e 3F AERA(1998)9] Aol azfo] A
Ztete Au|agdo) ale] AHel RARESO] JeFS vlA 3L LAEO] thA A T
of gL MRk Fgelelc spRk RS o] A A Fujo] o]2i 2e ohy
CHReichheld & Aspinall, 1993)2}=7}F E3F 2| tnf 220] AR} WhE 7] wjFof & SLuj
S A% ohjelm s oh2 AsE A4 9T ABSE ok

ARIAEA T ST )= B2 A ATE Foto] A - 2HH Al A A7 3
AEAL Qo] WAL Q. o= Zo] AH|AFAS H7F Hrof ueh g9o] Wt
540] 29\ 5 90 ojulsiul, FL 2 AL 2
5 FHo0| et 1] Bj=rF FA F4 Eol Aol &l THsAdo] wotARR A
bolee walerkurasl, uu e, 2004),

oA A vpe} o] of7] ;o] HsfoAFE & 4 Qo] AFuioles o
n7je] oo} WHig Welo] Qly] whEe] AMAEUT DAVSES Eelozn Aol

OEE Lolty ksl Ao| Fasith

uls

N o
Lo Ao

>

o

R

otk

¢

N

alle
fijo
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1. 992y H 7ol &3

2 Aol e ZRlixfolz AuHZHO AH|X 5
A o] Ajgtuf ol o ow3t FFFE vA =T A5 HOH 74“4;(—11‘;@!94 AH] A
gt AYATE Foll Loixl of7] 7HA] MES 2AR dFRFS NEstet, 5
o7 Mu)A ZEZ 92l AASH=d ¢lo]A Parasuraman et al.(1988)%] 57}X] A
F49 QR WA, A=A, 44, 344d), Cronin & Taylor(1992),
(2003), o H(2004), 4 F-2006) 52 A5 HIFORE AR RARE Foto] & At
of i ekstol §R4, WeA W B 37HA 2de Adelelt. tgoz o
HRIo 2 A =S AASHEAL, o= Allen & Meyer(1990), Mathieu & Zajac(1990),
Morgan & Hunt(1994), Geyskens(1996), Fullerton(2005), 12] il Bryant(2009) A& w}&
o7 B Iebo] AFHAS 7ekste] AAA 29lS AMElstith ulxjalo & Oliver(1999),
S74H2007) B $9142008)2] Aol weh AP ES} Fhwen AYE AL
oMo 7EATES vlgo R Treu} 2o 7P MPeisch

mrﬁrﬂﬂ

o |y ® & &

of E,

7Hd 1. ZfiRpo| = AuHAEH Mu|aFdo] AMA =l s 8Ad ddE v Aol

1 [e]
c}.

7Hd 12 ¢ Zlizpol= AVHAEH Av|A FE F B A 2ol A IF
= "3 Ao|th

7Hd 12 ¢ ZRfizpo] = AVHEH Av|A FE F A A =)ol A JIF
= "3 Ao|th

7Hd 1-3 ¢ Zilizpo] = AVHTH Av|A 4 F S A =)ol A FF
xR ]X] 7—]0]1:]—

7Hd 2. o] AAmefEe] ARl FEF= v|E Aot

7Hd 2-1 © AAA 292 AFieeo] 384 IS mE Aot

M| AZZ o] Haf Zeithaml(1998)- =]z}
Zpo] Al wee® Hosgict & dAFtoA= AHlAEE oS EYE §34, Ht
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V. M52

B AToA] ARG AFS] Slo) MBRAL WHS AgSldiy, ANARES o

83 Aol U AHAE BAOR 20129 6% 25U 7Y 13U7HA] AL MR A

oS 5 SR QG ARSH RES R AAsteth HBERAIZE ot

F 300592 sl on], aglA LA Sl B ol ue o HEAE 2
e,

e AR Aefste] F 246571 B AT HEEA AR A8
AEAE Bo +HE ARE BAsl] ATEAS A 94 BA W71
el

S/l R, SN A4S AAsh) dlstel

i A

Cronbach's o 748 o] 88197, B4, 24450 B4e A7) Aaha 184
T 4TRSS AT AR, AAAEE B 0] A E ),

9 £

ftjo

QTEA AR <E 5>olA B et Pk BAAT HEelAE Yol
13705 HA-GHAL] 55.7%, o/do] 109 o= HA-HAS] 44.3% = Lelstal, A%
£ 20t} 215%(87.4%) 2 714 W] ekt

o PF L& 5222 207+ T)vk 11.8%, 20~309H8] 27.6%, 30~40THE] 26.4%, 40~50%F
21 10.2%, 50~8.9%, 60~70%H] 2.0%, 70~80%FY] 0.8%, 80~909HY 1.6%, 907t ¢ o] Ak
10.6%= Urebytt.

iy
A

T = El 5 H| = (%) THH|Z(%)

RS 137 55.7 55.7
g of A 109 44.3 100.0

A 246 100.0

N g 113 45.9 45.9

Ao 48 19.5 65.4
- + @ 43 17.5 82.9

ol & 28 11.4 94.3

7| Ef 14 5.7 100.0

2 A 246

_6‘]_



Tahrio|x HI|M

Ol MH|AZEHO| YA

Sl Moo= 0jx|= st

= HlE H| (%) THH|Z(%)
20CH 215 87.4 87.4
30cH 6 2.4 89.8
o 40cH 8 3.3 93.1
- 50CH 15 6.1 99.2
60CH 0|4 2 0.8 100.0
A 246 100.0
202K 0|2t 29 11.8 11.8
208+~ 308+ 68 27.6 39.4
308+~ 408t 65 26.4 65.9
408+~ 508+ 25 10.2 76.0
2 By 508~ 602+ 22 8.9 85.0
8 7F 602+~ 702+ 2.0 87.0
708+~ 800k 0.8 87.8
800+~ 90+ 1.6 89.4
900K 0|4 26 10.6 100.0
gt A 246 100.0

43. =9l rlzld H Efdd 24

.

B ATelAE QA /)RS o2 vigoR AuAE 24
woll WA XY A B 45T Bast gk

=R ARk Q7]

al

43.1. A=l 24

(Z 5) MHIAZE Qel Hao ME: 24 ZAnt

Ha =EE= M| 2kS| Correlation M2l Al aZt | Cronbach's a#t
741 0.665 0.659
=42 0.650 0.667
s 0.768
7843 0.611 0.691
744 0.367 0.812
B 0.547 0.611
HIS A2 0.555 0.600 0.715
HESA3 0.502 0.664
S 0.490 0.764
SHY2 0.477 0.780
0.775
SEH3 0.732 0.639
sS4 0.639 0.690
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AFEE Sk o Y 5 Wd I S-S ARESledl, AR HE
714 wo| AREE|3l Q)+ Cronbach Alpha #H|4=7} o]-&%]3ith

1w
# ATOAL Cronbach's Alpha 0.6 5202 A=)y AZS AASAL), HA Auls
4 2AupEe] og ATk a3 2 <E 653} Zo| AYAEY MHEe] Al 4
= A3} Cronbach's Alpha A= I 0.6 oJAFC.2 AlFAo] Q&= &
9] AlQ] A] Cronbach's Alpha A7} 0.7 oo 2 =2 Y& dWAPS Ho|al Ut

1y

lNﬂ-lLl

(

|=I=I

6) 28 20 #H4o M FA Azt

Ha- SYEs M| 2ke| Correlation Hel Al agt | Cronbach's a#t
HMEZN 0.626 0.756
B HMR 22 0.502 0.812 0,605
24 HMHE2YU3 0.708 0.714 ‘
YMESU4 0.660 0.738

<3t 7> o] AAA = 89l WE9] A8 H35 A3 Cronbach's Alpha Al4=
5 0.6 oo & Aol 9= AR Yeptom, M=) Ae] A] Cronbach's Alpha 7<=
7F 0.7 oo R =2 YA dAdS Hola Qi

(2 7) MFoele o dEE 24 Azt

H SYEs Hx|2te| Correlation Hel Al azt | Cronbach's azt
TH=LH 2 =1 0.743 0.839
paityl X ojel =2 0.786 0.822 0.877
o= A oq el =3 0.764 0.833
T L0H 2| =4 0.656 0.875

<3t 8>3} o] AFujolm M52 AF HF ZF} Cronbach's Alpha A= BLF 0.6
oo r Aol Sl AR Uekt

2
H Ao QB —?*é—}‘?‘*q(principal component analysis),—% 0]%0]— i, 2

4.3.2.1. AEIAZA0] st QoA
AB| A o] tigk | QA dif, HE9 35 d(communality) gH-2 Hof Z3HE 29l
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ZEA0|IE AHLMEHL| ME|AFE0| YMA Sl Z0ol0l 0lX|s Fe 19

S0l SJsiA A== vERA 04 oS ol & e TEoR He o] Uizl
th el FEY A% A3 BF 04 oo veptd gick Ek a ol At 1 o)y
o] ool Fhe Hol= 8419 = VM2 YEhgten, 2+ 89ls t#sh= £39 84
A& (factor loading) = 0.6 oJAF2] 7FS 7HA= Ao 2 yEehydth
(£ 8) MH|AZHof| chst 2017 Zx
HE8= 559 2011 29012 2913
e 0.701 —0.104 0.803 0.214
rEd2 0.672 —0.004 0.774 0.272
783 0.638 0.042 0.763 0.231
rEd4 0.484 0.200 0.653 -0.135
gs-d1 0.665 0.207 0.109 0.781
gsd2 0.653 —-0.075 0.333 0.732
BhSd3 0.629 0.254 0.067 0.749
St 0.545 0.647 0.285 0.213
Sed2 0.557 0.733 —-0.129 —0.058
S&d3 0.769 0.869 0.060 0.104
Sed4 0.675 0.784 0.016 0.244
Factor Eigen Value Pct of Var Cum of Pct
1 2.49 22.642 22.642
2 2.481 22.553 45.195
3 2.017 18.335 63.530
4.3.2.2. AXA ZQlo] tgt QOIEAM

) 59
AN 2ol et aolA A, WMo TEA

54 A% Aite BE 04 oo e
U QITh EE ol Al 1 ol4ke] ofoldl g Mol £919] 4 IR Uehto
|

W, 7t 29l dmsl Eate] el factor loading)E 0.6 o4 Zhe THAE Ao
=

HAE8s 53549 201
M= 0.646 0.782
dMEY2 0.541 0.734
M EY3 0.718 0.808
SMEY4 0.669 0.741
Factor Eigen Value Pct of Var Cum of Pct
1 2.463 35.181 35.181
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4.3.2.3. AFoie=o] TAA EQlof thigt Q918

Ao ool et Q184 Ay, Mo FE5A A= BE 04 oo = yER}
Ik g QQlEA At 1 o] ofolll ghE Hol= 8319 = IVHE YEeH,
7k 21 tfEsh= w3 A d¥ &K factor loading) = 0.6 ©]4+9] Fh& 7HA]= A& U
Wt

d

O:
m
o|N

(0]

o

(Z 10) MToiol=oi cHst 2914 Znt

HE28s 559 29 1
T THoH el =1 0.745 0.863
THLOHS| =2 0.792 0.890
MToiel =3 0.764 0.874
MToiel =4 0.635 0.797
Factor Eigen Value Pct of Var Cum of Pct
1 2.937 73.431 73.431

7add HEY SHY gMH =Y M ~0H 2l =
7 4 4 1
g 5 4 0.400** 1
s #& 4 0.130+ 0.304** 1
IME =Y 0.052 0.070 0.351 1
Moy o = 0.336** 0.335%* 0.175%* 0.435%% 1

**p<0.01, *p<0.05

4.4, 78ZA=

w2 Aol AR 7R AR Adp vt 2ol siA & 4 k.



ZeiRfo|= AHuMEH Mu|AFZ0| YMA Sl Aol zol| 0jxl= I8 21

o}

M 12 s mlAfel = AMAEY Auls B F SRS HAH Bol 3AH A%
< vd Rolch
M 12 s mlRel = AMAEY Auls B F A HAH o] 3AH A%

2 w)d Zeltk

413 ZaRel = ATARY Al B F Tade AAd B9 244 o
2 w)d Zeltk

b 19 AL Siste] Zaxtolx A AEY AR AEAY FAA, g
SYUSR A, FHUSE AAH BUS Agste] FELE A}
A Ak <i 1350 AAHe] vk

mApol = A AR Aul2E Aol b2 HAH B et AE(r)S 114% U
ehotth Ea 1A BARY ARAS LElE PR 11542 p<0.010]4 EAH 0

EAHoR Qol5tz| ok Ao R UEYTh &, Zdlzjo]2 AWHEA Au|AZZ Q9]0
TR A B9o] A FFS nNAT §BAT WA FHH JFS uHA|
[e)

(E 12) ZHA0|= ALMEY MHAZE Q0lo mE HMH 29 3|72 dz
MEIA FH 201 B H| E} t Sojatg

(&) 1.584 4.599 0.000

mad 0.032 0.02 0.391 0.696

las -0.062 —0.051 -0.740 0.460

sEd 0.410 0.363 5.749 0.000

R* = 0.114 F = 11.537 p = 0.000
sS4 0 ME 2Y

71 2. BYo] Aulelwe] FHH JF& u]A Aol

M 21 AN B ApelEe] FAEl

714 29 AAS 9dstel AAA BYS SYUSE AT, FEUSE AT S
HAsto] FARAS UAS T AFRY AR <E 1450 AAEo] ek

AN BYol wE ATl Eel 3k AR 215%E ehgeh EFF B4
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a)91A140] ARAL Lrehil rghe 46302 <0.01014 EAA R fols] Lehge.

SYWRo) BAH Go4S ARy FAH BE <0015 EAHOR folat
Aoz tepgeh %, AAA Be ApoielEe] 244 ek Atk @ 4 qtk w
ehi 7hd 2 AP 4 gek

_\9

(£ 13) My 2¢ 200 o Moozl 3|42 2o

=9 20 B H| EF t Tol2tE

(&) 1.983 11.746 0.000

IMH =Y 0.316 0.336 5195 0.000
R = 0.215 F = 34.625 p = 0.000

e L CE

B oATE ZAol= AuHRAH] Aul2Bdo] B Fate] 1A Aol we
olwst Qe MALAE AT gotel Bl UIg| o2 WAL AmuI AT
2 B9 ATRye At AEPANS AFFHE ATE AAsHe S TR0
sAEge] S4e e 1A AT me axS dohfol A5 FHER BREL
Aol = AMARH Aol A o §AEY MRS FESH: 24T FoldozA H
NG Ao Fobal AW leld AAIE AP SIFF Zexjol= A ARHE

oA 483 uAY ARES A|ASLA s
2 AT Aas aofety o33t gtk
A, ZaAolx Anjdrgel Auls FA APAARIA, WA, $U4)
2 A Bdol A FFS vAE Ao vepdch v G 3
A Z9lof FAAQl 3RS u|A x| k2 Ao 2 e o]9}
ol-gshz ABAEY o7t WEsH] mieel A #
a5l Aula FH FolA §3800 Tt ARy o] duly AAS5 2k, o
A HHEA 53 HEEAdol stk AHESY Aol Tt MM AlE Hioke AYAE

A olg3hztl Qlold B8 FaA] of7)i Ro| Wekskat A5 wieldoels] Hhial
AR et Ak oA wheba A AEol o) Feld AHolt o] ofFt 4

S Aul2s sek 3o ol §5h] Wk H91719 ok Aol FOlRTE Fagk Au| e}
o 4 Ak

A, AAE EGol w2 Aol gt ()2 21.5% 2 et £ 5]

it



ZEA0|IE AHLMEHL| ME|AFH0| YMA Sl Z0ol0l 0|X|s Fek 23

oo

N3p Bl7A5e] MRS ERlE rhe 346302 p<001004 BAZCR Fosh 1t
etk 2, A e Apulelwe] 244 Rk na Ao ekt

olelst AT ATE nigoR Mk ANES AN thewt g,

A, ZAfo| = AnjAEge] ASe] nAo] Ushs 8§72 wefste] AT B
4 Q=S sof 3 Aolth. Lel7] e HAUSelA] mATe] mgo] Wastrhn Hek

EA), malizol = Au| LA diste] TAZe] HAH BUL Y
2 oold 4 izt ol thakeh A AEY 291 AUHT 1 BAS folk Aol
"asicha @ 4 ik

olof 2ol oju] Qi AT ATE EEHGOL B AT ANE Yuslshey wEi

1

—

H

ok e ARl Gk B
A, AR 5] W EAlolt o] Zekxtolx AN AR YAEE T
E4S A9 AHIAEY B4o] FE5] WEA Botglr] o] AAHe Tl = 7]

g oz0] eutsoli ojglgo] glrks o]tk
), B A70) 24t Aol ARSI Qi EalAto|= AT HEHe] WEH]

z|ej0] Tepzfo]= ;qgmuxng /qa] % A8 Hosir|ol= tha olHRo|

i

wh o] mE
e % 9tk E Auate] 3 2 s57]e] Agelolut ukels
o dem WO OE ATAl Ue sl ol

A, 2 ATolN E2E AAED 2k o] s Aus Y UL o
3 Wsta X £ HsAol Gom, SEREY Fate] AU HERAE F) 44
sk BAE Hed FH Briolne A A7 HE FHA Wt 9]
Sh= 7497h olth whebd grom WAl Apde] wWaje] Wadt o Az

oloh Ze WAHE HEOR FF AT IAS AvEw thewt Uk

W, Tl = ANARAY 7|GER ARHL AL ZWEoloF T Aok o]F
9ste] BTk e A4 HARE ARSIl ABEA} o] Rl Aok & Zoln, A
38 NIgE AF7h AEe] AA| Tl = AN ATHL] BAHS dAstolof & Aom
o] 74k,

57, malafolz AT LA Au|AEA] oluet ThaFet W4E Eelste] FMAE
AE olgohe anAFEe] BAS EHY 4 9 AT s ofok 3 Aotk B3] 2
A4 WAl R B8 AAA 2 ol9lo] B hE Al A& Ei A
2jol ofat WE= GEF HAlste] Zaehatol = A ARG ] BET 5 Qi chRt uh
Ae Ak Alglok T Aot

e =K 0 2012.04.27 s AAQEAY : 2012.06.22
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The Impact of Service Quality of Franchise Coffee Shop’ s on
Affective Commitment and Repurchase Intentions

*

Ju, Yoon—Hwang" - Lee, Young—Chul™ - Yang, Hoe—Chang™

ABSTRACT

Currently, the service industry share in domestic industry is increasing. Especially the size
and marketability of the food service industry, which satisfies with basic human desire, is
growing significantly. In this food industry, the coffee industry is recognized as a different
area from the traditional food industry.

The age of instant coffee at low price has gone. Today, more and more customers want
to drink more delicious coffee and coffee that is good to their bodies. Especially as
individualism has been rambling, more and more people enjoy individualism and want their
personal space. This is why coffee speciality stores have been universalized. Also, as coffee
speciality stores have been generalized, their own service quality is necessary and they
should satisfy and affirm their loyalty to the customers in line with the enhancement of
service quality.

The purpose of this research is understanding of the impact of coffee specialty shop’s
service quality on affective commitment and repurchase intentions.

The results of an empirical study in this research are as follows:

First, compassion among the execution factors of coffee specialty shop’s quality has a
positive effect on both of affective commitment. But typicality and reactivity don’t.

Second, affective commitment have a positive effect on repurchase intentions.

With a base of the above research result, we should comprehend that another service
quality factor exists compared to other dining-out industry and establish marketing strategies

in order to contribute to enhance repurchase intentions for the customers.

Key words : Franchise Coffee-Shop, Affective Commitment, Repurchase Intentions
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