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oA oM Au|AEA Ugt A4S AXALE H SERVQUAL %337 C&TS] SERVPERF %3S o]&3dto] -
o AFSA717] Aete] HAA ol E(Fuzzy Set Theory)= JNAAA, &, 1%, FA, &, 39 4 92, Ax=4
E8leksla, aAEe] FaskA sk AR|AaEA ]l H 4 95, 3, AXRREI0A), 78, 7w, Aeh A
deir= ATA dAPEHEA(AHP : Analytic  Hierarchy Al, BF71F T TeFst TokelA ARAEAS HrlE] 93
Process) &5 ol&sto] A MulAgdE Frlslch ATH<E 1> #FX). = MuAgd 547 g9 gy-29
T 2 ATl AgtslE AulAEL FrrR el gt B =RE5L SERVQUAL %¥3} SERVPERF R&& o]&3 ol
S AT st FHA BN apA ol HHAREA AFE A7V APHD AY SERVQUAL E
ol o]&x 1 Q= L&Al HAZE(Choquet fuzzy integral)S P& AR Muxg AbE FEo F48 W] 9%
o]-g&-at3ich &2 B EE Eshe FA1E Holx lrh
B AFelA A ARAFA FrpgS e 3 olel= g, B &7 sellA FHgo] Hol yxy]
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A NAEEE FPs7] 93 anHed FAS 7T 5 9l HAo]B& HEAT|= A750] FHEHJU=H vk 2k
S B ol Au| MY AAY Alxe] EEE & AR o]MET LYTQ004)> AMEIAEA Hr AT FHA 5
Atz ¥t} (Fuzzy number)E #83% FR-SERVQUAL E&-S A|Alste]
SERVQUAL X33} SERVPERF Y &S H]wEA{sle] Hx|¢
1. o2& & = 2§39 FRSERVQUAL R3¢] dmgo] $alth: 48
S EE8193,  Benitez et al200)E  HAZFY
2.1 MHIA2EA %I} o4 TOPSIS(Technique for Order Preference by Similarity to Ideal

Solution) ® &S ]3] FHUNF ‘Gran Canaria’dell A4

ARlsEA e W ATEdReld P g gagae) 9 snd g AuAEAS Bk,
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Chien and Tsai(2000) 571 S E)S] A-vll % (Department stores,
CVS, Supermarkets, Wholesale outlets, Speciality stores)= CTHA}
o% AMUAZAS =Rt FHAl oA KUt A
HIAEAS Adsii7]7] lete] 0224 Q)(Linguistic) #A1E
A3 Aok o159 AFE WEAES FRAE Al
£ X|(Discrepancy)s Hamming distance®} Dubois's method
ojgato] FAskion, olgldt WHES AulAFA
J

g SA5S Wkt Akl WEe s ASH.

ém\mﬁ

2.2 HEHA
Process)

S MM (Analytic Hierarchy

Saaty(1965)°l 28l 7Nl ASH SAFAY E4(AHP
Analytic Hierarchy Process)> TFFsh &35, thp2] SJALA AT
A7E A A, ke SAe9le Fo48s B7E AT
of wet AP EAE ATstetel g4 AT F vk
AR N AbE HAE A sl AR ASA 9
AR EAAARE <Td 1> 2riATE AEE, 2003,
Saaty and Vargas, 2001).

Step “ O| A Z 7S 7| 25 (Decision Hierarchy) &7

Step 6

~ olNZzexo Mrum
(Pairwise Comparison Matrix)

MEE R0 U SRE ME
AW =R W

WA SARBEAE AEaRN AR RL AT
55k, SJAFE Y AlS(Decision Hierarchy)s 273 &, oA}
A% 24 Athn] w8 H(Pairwise Comparison Matrix)= 244
Bk Y LAY ATAY FLEWeigh)S T3]
$5tod 17-X|(Eigenvalue) WS o]-&3Ht}.

A W=, - W )
ol7|A A¥ AdvnzE dojxl Agaedoeln], A & A9
A=, e LfEolth

grpAR AL el tist S S Hed Saaty

7} Aekst /3 H]E(CR : Consistency Ratio)= 7 E g},

CI  Amax 1
CR= = =1 &I @

714 CF= Y345 (Consistency Index)©| 1, RIA= WY

HINFYRST M7 M2 (33242)

A4+ (Random Index)Z <3
B9 AE Aol e
gAY wdo] deAolx] FaitheE WIS Jdth
Aoz HIhrte] %
271 Sla drRAAEAEY A FeRE R

(Aggregation)ste] 3 7}t

rlr
2
v
=
rO
=2
=
=
o
o,
BN
o
ol mlo

<& 2> Y AO|=(n)ol|l E RI 3t
Matrix size(n) RI Matrix size(n) RI
1 0 6 1.26
2 0 7 1.32
3 0.58 8 141
4 0.90 9 1.45
5 1.12 10 1.49

2.3 HX|0|E(Fuzzy Theory)

2.3.1 &+Zth X|$=(Triangular Fuzzy Number)

_‘C,Y_
AR ol 2o] HEHL 9Tk wehd, B AR
FolE FoN AARASE Dol AAFARNE 5
shasl ok AN AT Hlo] AR A7 A S(TEN
Triangular Fuzzy Number)ol] tigt 2= th27} ZTh(Benitez
et al, 2007; Chien and Tsai, 2000).
AN A 349 SN a,aya,)F TAEH A9

WA BS(EE 2585) 4, (2)E @) 2o] Foark

r—a
I 1
x)= a <z < a
ya( ) az_aq’ 1 2
palz) = R T a3 ©)
r)=—, ay < T < a.
ya () oo ® 5
0, otherwise.

n7le Az R4 (a(li)’a(;)‘ af{))ﬂl FaHAF A

= }\1(4)g]. o] ArE3i)

I,

ave

Q)

I3 AAHAFE HHASg R MEA77] SlEiA F
tfsg 5 (Mean of Maximal) % W2 F 4 ¥(Center of area) &



o] S, & A= G Zol HuEAHE A4t
=3

+2a, +
Ager. = w 6]

F ARG Aols RAe] fjstel s Distance
of Hamming)Z AE3dth sliAgls o459 QA s
9] x}ol5 EUXA & (Discrepancy rate, Dr)E 7}stA E&v
2(6)} o] goldh

dh(min (p, (z),uB(I)),uA (I))

Dr =
/ Jonc:

dh(pg()py (@)

//M )z

R R
/XHA (z)dx - /X/L‘4 (z)dzx
/ xe /mgug(z)dz _ Surea ©6)

= HAEZ 2 , BY 3%
A S, A®)F 2ol Fod

(a3 — a
A{U‘F(I = ‘/XHA (.CE) de = D) s @ < Ay < (L3

o] Ak
Al sFA) OE 5494 A4 a—cut A3 Gap
WS Bk A9 gol, HANGeIA WHAFe
2 QY A2 oo Aok Aol a—cutd A
£33, vghe AAFES FLAE Aol@p)s Aol
A AOZA A0 ol S, o714 vy A
WAED S40 g QAR vsAsgeln v, FL

A& WA orlEth

L

EI:{II;LA(x) > a,zEX}, 0<ac=<l a€ER

©

V=V y (10)

2.3.2 4= Measure) 2}

(Fuzzy Integral)

ZE(Fuzzy
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Aa,m q 0217]}\1’ k:(;*u: 7173l+1—1k‘
2
: »X
a; ay by as by by
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a, —a, 171 1—-k
»X k
by by ay a
<J% 2> ZI=e} XME FEfo| WE Dr gt AEEY
HAFIE= Sugeno(1974)e] €Jste] AME nI7PH Al 7 olgt & w, A(4 < X)lAMe] 5 he HAAFE gof gt
FrA FHAA FARAC chiwow olgdth Az &A AR *4(13)ﬂ} 2ol BARCRART o1,
290 AL 4, 4,,-,4, 9 k] AFASEE A1) 2006; Sugeno et al, 1998).
7o)l AW3l¥IthChen and Tzeng, 2001; Murofushi and
Sugeno, 1989). / h(x) )=hla, g + [ (o, ) —hla, )] g, _ At hey) — h (g (1)
n
=2 [hla) —hlz; ) ]g(H) (13)
. (H T+Ag, (4))—1] if A=0 i=1
gA(IUA[): = an A7, hlw,.,) =0, H ={x,.zm 2} 0tk
i1 ZgA(A) if A=0
i=1

Sugeno”} A|QFet A-HAFE7} ol& ’\}%fﬂ% At o]
E24381917] wiel H AFelA s Ak

1+ TsukamotoZ} A|QF3F T TFE A-HXZFE7} H7F o
de] AREEI gtk Tsukamoto?} AFSE A-HAZE £+
th A2k 2ol AodrkaEEret A, 2004
Tsukamoto, 1982).

_ @+ =1)/A if A=0
I {u if A=0 12
T3 Qoo ®EHT Xl sl HASE

g: PO—[01]7F AoEel 9z, x5 AoFelow a1
2

0,1] & A¥o=z 3= &4 hlz,) = h(z,) == h(z,)

HINFYRST M7 M2 (33242)
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B QAL FEE el AuaEAe o Ane

Al71aL o] o] gste] B} Al Mu|AE Ayt

TE3] da Aldels MuAEE W7 E (Fuzy-AHP
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4t FogEel AAF = vt FtikztE Aol ojet
B HA B Ay & AHESTHA] 5 3R,

SEAl MuAEE 7RSS td F 2 S (weights)
£ AFEST RYEES ARESte] AP e A
S 74 A 71 (weights) S FACHA 1, 2
3.

oﬁ

F7PFEE)E ek H¥ A
E% 3lo] FASQE AM&E3i),

=y
_E
ofN
L:o
m u{n
&

O| A+ 27 | Z (Decision Hierarchy) 473 |

l

oA A0| Frjjuln

(Pairwise Comparison Matrix)
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OIMEHR A0 4N FAE ME

FASQ=D3w® Ajye etz (14)
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7] Yol FRAES AR E st Drakd} vgk
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| By B |
Aggregation m—w‘.m
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HEY, HIEY HIEEHQ SEEY
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V. 8355 &4
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k. 2 03?4 ASA EAM Auaaty T HAEF
& WFoRE olfi= ko tgd R wHshl
PAEF 4 W7 WA, S, Sefolt A
2, 97, B, ofolAdy Fow olgAlgol Addt
Wol Hsh= AFol7] wiel ﬁHiE Exu Hu]i%g
Zhell digk ejepr & Aow S
FH37] flto] HAEFEAS 1%?‘5& iﬁ%ﬂ]ﬂl AE
2005-5 Wizl ot “JM fra
2004 Zoll 1097} Aol o] &-F ik

=

41 MEY B 201EM
AREFE 57 Ae) AuaFAE 9719l deleEe o
AAAEE F4% A= AFA Al9(Cronbach's  Alpha
coefﬁ01ent)7]- 0.845% 7} ZHTEE] 3t H 7].x].g] ohy oﬂ

@ 9% 0 TEAEE AAN] g LAXAE 4

Algh A= <3t 3>3) ik

<E 3> MHIAEZZEQQI "It QQIFA
MH[A i ,
% w4 | 2001 | 200 | 203 204 | 2005 | BR | i Cmggfs

vo1 | 0.758 |-0.074 | 0.261 |-0.006 |-0.043 | 3.193 | 0.876 | 0.841
chea v02 | 0.723 | 0.098 | 0.160 |-0.039 | 0.230 | 2.752 | 0.934 | 0.835

v03 | 0.653 | 0.253 | 0.154 | 0.057 | 0.270 | 2.780 | 0.975 | 0.830

v04 | 0.536 | 0.183 |-0.098 | 0.436 | 0.247 | 3.551 | 0.908 | 0.836

Vv05 | 0.063 | 0.754 |-0.044 |-0.210 | 0.398 | 2.725 | 0.951 | 0.840
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AlziA vi3 | -0.025 | 0.092 | 0.032 | 0.850 | 0.122 | 4.128 | 0.924 | 0.846

vi4 | 0.092 |-0.050 | 0.158 | 0.831 | 0.014 | 4.321 | 0.792 | 0.845

vi5 | 0.328 |-0.051 | 0.147 |-0.001 | 0.784 | 3.064 | 0.916 | 0.836
EAld | vie | 0.006 | 0.386 | 0.151 | 0.182 | 0.634 | 3.055 | 0.891 | 0.834

vi7 | 0.224 | 0254 | 0.294 | 0.197 | 0.502 | 3.184 | 0.915 | 0.831
Eigen Value | 2.446 | 2430 | 2.228 | 1.887 | 1.833

% X 14.390 | 28687 | 41.792 | 528%0 | 63673
Kaiser-Meyer-Okin(KMO) == : 0.767
Bartlett 784 ZE RLIEE : 0.000
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d 4 AL Bartlewt®] 94 HA A f-ol2hEC] 0.0002
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@y, “AFHAQYH SAAE) S 57 257 Fo o F Il <E 4> MH|AEER Q0¥ Zo%
E7pA% 370 AA), ©] 5719 OOJ%o] A1 63.673% Deta Meatrix weert
=y = = leigl
2 Hdmgl= Ao ] w8y P S iy 32
= AEshs Sl vt fuy 10000 | 08631 | 07165 | 09640 | 17456 | 0192
g4 QQloli= 'wAMUIAE HEHoZ FH L), 'FTH Azl 11586 | 1.0000 | 10108 | 14179 | 27007 0.256
o _ R 1397 | 09893 | 10000 | 16113 | 26108 | 0269
A5 vhE 17 @ FAbeke] S2b §3hv02), 'SAl 1A sid | 10573 | 07052 | 06206 | 10000 | 16037 | 0478
S T gx7}) 7&.@.(\,03). I ANE3 MU A AT L(vO4) 34y 0.5729 ?.3703 .0'3831 0.6236 1.0000 0.104
Amax = 0.011, Consistency Index = 0.00281,
5 MY FIPEER éﬂﬂoi/ﬁﬂ, T Qelo= ' Consistency Ratio = 0.251%
o egtel wE(vos), 'aAel did A (voe), SE st
iL [
A R SRATO 3 2A el dit el AHIZED RQE F A8 FREA 02097 M
EW8) B 409 FPASER sl 494 qq v A® UERE, O dses ARdese, 94
= oA a9y, TN LA SRey (0.192), F414(0.178), ¥774(0.104) £ ZOE UEsith
_ MU AZA gole HMylEly] o8 WylHLES] =9
(v10y, "9} -] @éﬁ‘(vn)'i} WHA?& WgER guely e AIAER 29SSl A BpEEEe) e
5 449 HpASRER Folgolfm, ARA Qolds FE 59 BEFQEE < 559 go] AFHT
oA HE3| AL vx%ﬁ A1) A RS
o 4 dge] ATy F ot 2] Arkvl) 5 2 <E 5> MHIAZT osio| i SEE2=wW)
el BANSER JelHolfon, vsow sy 29l
s )\max
o= ) o 32 Bae Ages Y Fu), WoEH | se= | wmw | ses | G semes
! 5 =13 5 . V0T 0.504 ) 0.3
FTHYL 1A §HE FTES IFAAE BAEvI6) .y 0269 02 0282 otﬁs 0.065
<< V03 0.178 : 0.048
I @dxE RS AEs] AFsE = =8¥(vl7) T 3718 H7h V04 0077 | 1765% | 002t
i s SECE=
HEEE JoH oA e TX 0.104 e 9o 00192 248
V08 0.055 2132% 0.00
2 == SEas
4.2 MHIAEZR ¥ SMEHT} Y 0192 il 0oss | 0% 01
vi2 0.443 2522% 0.085
Vi3 0127 2 0.033
B AT Adelt AAEA B dueEe A45) R I I T
, o 15 0.485 3002 0.086
71 918 Aulagd 915 gk AdA FoEE Tetdt A 0178 V6 030 | oo0115 0064
éy/]’}i‘ <% 4>94_ ZEI_'E]' vi7 0.154 0.198% 0.027
<IE 6> YItHato| MHIAEZR HItHof ohsh AZEX|(T.F.N)
A B B D E
Zom= A= Zo8= R Zeoms oIREE Zoms oREE ZomE oY=

Vo1 (546, 7.46, 8.00) (254, 4.54, 6.46) (5.0, 7.20, 7.80) (240, 4.30, 6.20) (5.00, 7.00, 7.80) (360, 560, 7.20) | (552, 752, 800) | (210, 405 595 | (564, 7.64, 800) | (218, 4.18, 6.00)

V02 | (408 608 746 | (131,323 515) | (460,660, 7.30) | (220,400, 570) | (360, 560, 7.20) | (220, 420, 600) | (405 605, 7.48) | (157,338 533 | (473, 673, 800) | (1.27, 309, 5.09)

VO3 | (408, 6.08, 7.46) (1.62, 3.38, 5.31) (450, 650, 7.60) (1.50, 340, 5.30) (4.40, 6.40, 7.60) (200, 380, 560) | (433 633, 767) | (1.86 3.71,557) | (418, 618, 7.82) | (1.64, 345, 5.27)

V04 | (508,708 785 | (277,469,654 | (520,7.20,780) | (370,570,720) | (420, 620, 7.20) | (360, 560, 7.00) | (519, 7.19, 7.90) | (310, 505 671) | (473, 673,782 | (273, 473, 673

V05 | (331,523 6.85) (1.23, 2.85, 4.85) (3.80, 5.80, 7.20) (1.80, 360, 5.40) (340, 5.40, 6.80) (200, 380, 580) | (395, 595, 7.33) | (1.95 386, 576) | (345 545 7.09) | (1.09, 273, 473)

V06 | (354,554 723 | (131,300,492 | (370, 560,700) | (190,370,550 | (340, 540, 7.00 | (180, 380, 580) | (376, 576, 7.19) | (195 386, 567) | (309, 509, 691) | (1.27, 273, 473

V07 | (3.15, 5.08, 6.69) (1.31, 3.23, 5.08) (290, 4.70, 6.30) (1.60, 340, 5.40) (240, 4.40, 6.00) (200, 400, 580) | (329, 5.14, 681) | (1.43,3.05 495 | (291,491, 691) | (1.27, 291, 491)

v08 (428, 6.15, 7.31) (208, 385, 5.77) (6.10, 7.10, 7.70) (240, 4.20, 6.00) (4.40, 6.40, 7.40) (3.00, 5.00, 6.60) (4.86, 6.86, 7.86) | (3.10, 5.10, 6.76) | (4.73, 6.73, 7.64) | (255, 4.55, 6.18)

V09 | (354 554 728) | (238 431,623 | (340,540,700 | (240,430, 620) | (360,560, 7.00) | (360, 560, 720) | (357, 552 7.19) | (181, 376, 571) | (400, 600, 7.45) | (1.82, 382, 582)

vI0 | (462 662 777) | (285, 477,638 | (460,660,760) | (270,450, 630) | (460, 660, 7.60) | (300,500, 680) | (424, 624,748 | (262, 462 648) | (436, 636, 7.82) | (145, 3.27, 5.27)

vi1 (615, 7.15, 7.85) (254, 454, 6.46) (6.20, 7.20, 7.80) (290, 4.90, 6.60) (4.80, 6.80, 7.60) (4.00, 6.00, 7.40) (5.05, 7.05, 781) | (214, 414,6.10) | (564, 7.64, 800) | (218, 4.18, 6.18)

vi2 | (469, 662 754 (262, 462, 6.54) (490, 6.90, 7.60) (280, 4.80, 6.60) (5.00, 7.00, 8.00) (4.80, 6.80, 800) | (5.10, 7.10, 7.81) | (3.00, 500, 6.71) | (527, 7.27, 7.82) | (2.36, 4.18, 6.18)

VI3 | (554,754 800 | (462 662 754 | (660, 7.60,790) | (480, 680, 770) | (500, 700, 800) | (380, 580, 7.20) | (562, 762 7.86) | (381, 581, 7.10) | (564, 7.64, 800) | (455, 655, 7.64)

vi4 | (654, 754,792 (469, 6.69, 7.77) (560, 7.60, 8.00) (620, 7.20, 7.70) (520, 7.20, 7.80) (480, 6.80, 7.80) | (543, 743, 7.86) | (429, 629, 7.43) | (564, 7.64, 800) | (473, 6.73, 7.82)

vi5 | (454,654 769 | (192 369,562 | (460, 660, 770) | (280, 480, 660) | (400, 600, 7.60) | (280, 480, 680) | (414, 6.14,7.48) | (210, 410, 600) | (364, 564, 7.27) | (1.64, 345, 5.45)

vi6 | (408, 6.08, 7.46) (215, 4.00, 6.00) (4.80, 6.80, 7.70) (280, 4.80, 6.60) (360, 5.60, 7.20) (220, 420, 6.00) | (395, 590, 743) | (224, 419, 6.05) | (364,564, 7.27) | (0.73, 273, 473)

V17 | (454,646,769 | (185 377,569) | (500,690, 760) | (260, 450, 630) | (420, 620, 7.60) | (280, 480, 680) | (533 7.33, 800) | (262 457, 638) | (491, 691, 782) | (236, 436, 6.1)
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>2 F7h Al 534A, B, C, D, B)ell ti AujA TEAA F7AEE Bl <% 7>2 HI7Hd A9 A
o Frhdesel U uAS9] TR} A :E%é”*%: = FASQE AHEd Aol <& &2 F7iy
AHASTENE WEAA & Hoth £ Aol Nul~EA B7RSE et £ B7ke Azjolny,

w2
CE
=
N AR AEASE vsA g gt Aaagd 9t
GRS

¢t %%18& WHog vutA B, C, D, Eol thit FASQAES
=9 TREE olgdto] HFFASQE AESL °olE 4 EG7E T Ao <2 9>9} sy
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Mo tls FASQAES A ww, Friga cof o)
& FASQEG7H 661890 0% 71 & 20 R Yehda, 1
therol 7kl B(62.5297), 7 A(57.7027), 7l
D(57.548), B7 A E(54.115) 5291 2o Yepgoh w3k 3
ZHES MRAEA $4%7F dde ve 2k

& 2912 A WA £HTPAS IANH A F
Aoz Farolyel talA cAAE 0 FEQ FF A
Z’]H]E’_HO};EL _/‘:/Hvo] 74 o L]-E]—k};_]__f, A, B, D, E‘ﬂiﬂggiﬂ 73

- '1C) Fejel A1 F8] AR Ak LAl Ao YR
E]r T WA A7 e H]—HH}_,_ A QAN
of 7t Shvoyel tisiME cdAlel A9 0y P,
del A vl QAR e FHE L}E}Mﬂ, A ad_an

[¢]
222977

—_-

of thet Ak, T3 211
'3l 7%‘«1 Qutel w05y B
2 uebdan, A IS
oA SA357peel
17%‘01] ﬂh‘z} %ﬁxﬁ(vo@'ﬂ AT CHAE 0¢)l FEd
Ao e, WA dAES 1) FE AeR e
ok Al WA S7EEel SEEA dipdiths A
F(07ye ¢ol= €, BYAZE 0(yel FEll Ao vt
AL WA GAES 1l Ao debth 3 2
ol whgh wpA S 7pARQl e Al dhsh v
AEE08)el B-elli= ¢, DAAZF 0¢-yel FEniaL, vA
HAEZLE 1) FEIQl Aoz ekt

<IE 7> HIICHA AS| FASQ AtEZm}

Mb|A =7t .

Zxio0| i TFN def. weight score
Vo1 (254, 454, 6.46) 4519 | 0136 | 0615
Vo2 (1.31, 3.23, 5.15) 3231 | 0065 | 0210

ey
Vo3 (1,62, 3.38, 5.31) 3423 | 0048 | 0.164
Vo4 (277, 469, 6.54) 4673 | 0021 | 0098
V05 (1.23, 2.85, 485) 2042 | 0046 | 0135
V06 (1.31, 3.00, 492) 3058 | 0036 | 0.110

324
o7 (1.31, 3.23, 5.08) 3212 | 0016 | 0051
V08 (2,08, 3.85, 5.77) 3885 | 0006 | 0023
V09 (2.38, 431, 6.29) 4308 | 0035 | 0.151
- V10 (2.85, 4.7, 6.38) 4692 | 0062 | 0291
mee Vi1 (254, 4.54, 6.46) 4519 | 0010 | 0045
vi2 (262, 462, 654) 45% | 0085 | 0.391
vi3 (462, 6.62, 7.54) 6346 | 0033 | 0209

Alz|Ad
vi4 (4,69, 6.69, 7.77) 6462 | 0223 | 1441
vi5 (1.92, 3.69, 562) 3731 | 0086 | 0321
AN vi6 (2.15, 4.00, 6.00) 4038 | 0064 | 0258
vi7 (1.85, 3.7, 569) 3769 | 0027 | 0102
FASQ 4616
EZ3iE| FASQ 57.702

$HA 2919 &AM Ad, 34 2919 A WA &4
F7pael ARl w9y el Afels CcAlE
0+ FEl, A, B, DYAIES 0 FEl, EAAE '1(-) FHl
Q1 Row vehgth T oAl S4B/ FA99 23
Ao} RSV ALolE ¢, DAATL 0-yel FH,
U A JAEL 1) FEiQl Ao bk Al WA $4
H7pagel wgelRel JAGwIyY Al cdAE

00y BER) Zow Jerda, deA QAse 1yl @
g e g0z ek 434 2del g v &
AG 7P )32 o)k §LE(VI2)'° A% cgA
< 09 FEl, Al dAES 1(-)e dHd Aow e
Wt

<E 8> Tl ASl MHIAZE Sy}

MH|A b A
%jé.;ﬂ 51:\_} x3k k A | S | 27 v gy
w1 | 5822 | 0923 | 1269 | 0062 | 0951 | -283 | 1()
i V02 | 4626 | 0962 | 1692 | 0146 | 0914 | 269 | 1()
V03 | 4704 | 0962 | 1692 | 0192 | 0887 | -250 | 1()
w04 | 5837 | 0923 | 1.385 | 0277 | 0800 | -210 | 1()
V05 | 4062 | -1.040 | 1769 | 0303 | 0829 | 221 | 1)
g | VOB | 4244 | -0962 | 1846 | 0243 | 0868 | -240 | 1()
ST | w7 | 4135 | -0960 | 1769 | 0493 | 0721 | -1.79 | 1()
v08 | 5000 | -1.000 | 1538 | 0309 | 0799 | 208 | 1()
v09 | 4911 | 0962 | 1.846 | 0923 | 0500 | 115 | 0()
csnq | V10 | 5594 | 0808 | 1577 | 0429 | 0728 | 171 | 1)
TS i1 | 5821 | 0962 | 1346 | 0219 | 0837 | 231 | 10)
vi2 | 5615 | -1.000 | 1423 | 0444 | 0688 | 177 | 10)
Azl | V13| 6907 | 0462 | 1281 | 0685 | 0443 | 081 | 00)
vi4 | 6988 | 0538 | 1192 | 0807 | 0323 | -067 | 0()
vi5 | 5087 | 0962 | 1577 | 0148 | 0906 | -260 | 1()
SAA | vi6 | 5088 | -1.000 | 1.692 | 0461 | 0728 | -1.88 | 1()
vi7 | 5115 | -1.000 | 1577 | 0172 | 0891 | -252 [ 1()
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onigle] MEIABE FHRY Y2o| WPt 947 - HYAERE HOIE FHOZ -

& 5okt B8] € Zo0® Alndth 2@ 3 2@E oldsto] EAEkIT
A, B A AT FAelA AR 10971 dlo]E ol
4.3 IR EIZM HS F7H e ® FHE 467 dvlolElE Edteto] F 1557 dlolH
£ olg3te] 453l
B el AT FASQ AU R HEAS B UL FASQAN o8 AMIAEY SUUFY $RES
7] sl FnA @A YArAAS sy 9k AEetr] Qg dloly e gt oj23o] glo] $eEE
@o] AHEE= Choquet HA A Ao} nlwitAs)] Kt 7Hgste] BA e o]kl
e}, <% 10> F7WHEE AMuAEd BMsESs 105
FASQS} Choquet A A2 A#E n|walr] 9o £ o] Frtet F#4 dlolElE AAHATE HMEAA T2 O
olE]9 w7 2 7ge vew olelojt}. ESE FASQE 4FEdH] gt FRFLEE AMEst
A, QEAE AAG T 2917 JFHEE wjA|AA 71 St AuagAd e]le] digh Tk ATEAl 9
MU AEA S H71eHs FASQ A=W P Choquet A A # A ArEE Aol /e AN AEA H7PHSE] ujgh
o] Az el o)z} EAIE] wlief o= ﬂs}w: 29 TOEE TS EE FUTLEE AET Ade <2
TS SR ge A Mr|aEd B7PESE 2070 11>7 2t
= 584 2@, AP 29@), e 29lG), TN
<E 9> MH[AZZXS(FASQ) ¥ MHIAZE SM4HIAD
cHed 34y FEY E =iy
FASQ
TIchA Vo1 v02 V03 Vo4 V05 V06 V07 V08 v09 vio vi1 vi2 vi3 vid vi5 v16 vi7
A 10) 10) 16) 1) 1) 10 16) 16) 0() 10) 1) 16) 0() 0() 10) 1) 1) 57.702
B 1() 10) 10) 0() 10) 1() 0() 10) 0() 1() 10) 10) 0() 0() 0() 1() 1() 62529
c 0() 0() 10) 00 | 0() 0() 0() 0() 0+) 0() 0() 0() 0() 0() 0() 0() 0() 66.189
D 1¢) 10) 16) 16) 16) 1() 10) 0() 0() 0() 10) 16) 16) 0() 1() 0() 1() 57.548
E 1() 10) 10) 0() 10) 1() 10) 10) 1() 1() 10) 10) 0() 0() 1() 1() 1() 54115
) 04 : AEH(Dr < a and v > 0) - SURSS AT SMS 2P| Ti20| SARRRI0| & s| & E2ET U, 00 : T AMHEIH(Dr <a and v <0) - BUXISS 2D SN2 k5| 0
2ol 8% AYSHIGHOF BL 1(4+) : 288t LFH(Dr = o and v > 0) - BUASS I SHS Lsp| W20l SARIRl0| BUSZ Y. 1() : AIZE HHMSTFH(Dr = o and v < 0) - LRSS

3 £42 ofsp| =0 22X SHsiz 22

<E 10> Il Mu|AEE HoHof ohdh at2tmX|s

A B c D E
ezl QIRH= BF= QIXF= 3F= QIXH= 3F= QIRE= BF= QIXH=
Vi | (370, 570, 7.22) | (230, 426, 6.17) | (341, 541, 7.00) | (229, 4.24, 6.12) | (3.60, 5.60, 7.00) | (3.60, 5.60, 7.20) | (360, 556, 7.16) | (1.80, 3.76, 5.72) | (4.13, 6.13, 7.47) | (1.73, 3.60, 5.60)
V2 | (439, 639, 757) | (265, 461, 6.35) | (476, 6.76, 7.65) | (265, 447, 6.29) | (4.60, 6:60, 7.60) | (3.00, 5.00, 6.80) | (4.16, 6.16, 7.40) | (2.56, 456, 6.40) | (4.67, 6.67, 7.87) |(1.60, 3.3, 5.33)
V3 | (326, 5.2, 6.87) | (235, 426, 6.00) | (347, 547, 7.12) | (253, 453, 6.29) | (2.80, 480, 6.40) | (260, 460, 6.40) | (356, 556, 7.12) | (2.28, 4.24, 6.16) | (347, 547, 7.20) | (1.87, 387, 5.87)
( (
@
(

(
(

@ (
va | (422, 613, 7.13) | (235, 426, 6.09) | (5.08, 7.06, 7.76) | (271, 471, 6.53) | (5.00, 7.00, 8.00) | (4.80, 6:80, 8.00 , 6.96, 7.76) | (2.92, 492, 6.68) | (547, 7.47, 7.87) | (227, 400, 6.00)
V5 | (400, 591, 7.30) | (161, 3.22, 5,04) | (400, 6.00, 7.29) | (253, 435, 6.12) | (340, 540, 7.00) | (340, 5.20, 6.80) | (4.60, 6.60, 7.68) | (208, 3.84, 5.56) | (4.93, 6.9, 8.00) | (240, 418, 5.73)
6.
6.
6.

(:
(:
(:
(
(
V6 | (517, 7.18, 7.61) | (470, 6.70, 7.78) | (5.35, 7.35, 7.88) | (5.06, 7.06, 7.71) | (6.20, 7.20, 7.80) | (4.80, 6.80, 7.80) | (5.36, 7.36, 7.84) | (4.28, 6.28, 7.44) | (5.73, 7.73, 8.00) | (4.80, 6.80, 7.73)
V7| (617, 7.13, 7.74) | (439, 639, 7.57) | (547, 7.47, 7.94) | (488, 6.88, 7.82) | (5.00, 7.00, 8.00) | (380, 580, 7.20
( (
(
(:
(
(

52, 7.52, 7.84)
.48, 7.48, 7.99)
2,712, 7.84)
08, 7.08, 7.99)

84, 584, 7.12)
04, 4.00, 5.89)
6, 3.60, 5.52)
, 492, 6.64) | (480, 6.80, 7.87) | (280, 4.80, 6.80)
20, 6.20, 7.60) | (1.84, 368, 5.56) | (4.40, 6.40, 7.87) |(1.73, 3.33, 5.0)
, 5.96, 7.44) | (152, 3.32, 5.28) | (467, 667, 7.87) | (1.33, 307, 5.07)

@ 5,60, 7.60, 8.00) | (413, 6.13, 7.33)
@
(17
(2.96,
@
(15
00, 6.00, 7.40) | (1.96, 392, 5.84) | (4.13, 6.13, 7.47) | (1.87, 373, 5.73)
(.
(:
(
(
(1.9
(29
(

5.47, 7.47, 8.00) | (2.27, 427, 6.00)
467, 6.67, 7.73) | (1.73, 347, 5.47)

V8 | (513, 7.00, 7.70) | (248, 448, 6.39) | (5.24, 7.24, 7.88) | (271, 465, 6.35) | (5.00, 7.00, 7.80) | (3.60, 560, 7.20
VO | (470, 661, 748) | (1.74, 361, 5.61) | (465, 6.65, 7.53) | (200, 3.82, 5.71) | (420, 6.20, 7.40) | (3.20, 5.00, 6.60
VI0 | (483, 6.78, 7.57) | (265, 461, 6.43) | (494, 694, 7.82) | (3.35, 535, 7.06) | (4.20, 6.20, 7.20) | (3.60, 560, 7.00
Vi1 | (400, 596, 7.22) | (1.78, 357, 552) | (429, 6.29, 7.53) |(1.47, 3.18, 5.06) | (4.40, 6.40, 7.60) | (2.00, 3.80, 5.60
vi2 | (435, 630, 7.39) (360, 560, 7.20) | (2.20, 420, 6.00
Vi3 | (439, 639, 7.52) | (2.26, 409, 5.96) | (4.24, 6.18, 7.41) | (253, 447, 6.29) | (4.00, 6.00, 7.60) | (2.80, 4.80, 6.80
vi4 | (361, 552, 7.13) | (1.78, 365, 557) | (394, 582, 7.06) | (1.53, 3.29, 5.29) | (4,00, 6.00, 7.40) | (3.00, 5.00, 6.40

@

@

@

@

161, 352, 5.43) | (4.24, 6.24, 7.24) | (1.88, 359, 5.35)

6, 6.16, 7.56) | (1.64, 352, 5.48) | (4.13, 6.13, 7.73) | (147, 3.20, 5.20)
12, 7.12, 7.80) | (272, 468, 6.44) | (493, 6.93, 8.00) |(1.87, 3.73, 5.60)
00, 5,96, 7.44) | (2.28, 4.24, 6.12) | (4.00, 6:00, 7.47) | (1.07, 3.07, 5.07)

( (
Vi5 | (457, 657, 7.65) | (2.74, 470, 6.57) | (476, 6.76, 7.65) | (282, 476, 6.35) | (4.80, 6.80, 7.60) | (3.00, 5.00, 6.40
V16 | (378, 578, 7.13) | (2.22, 409, 6.00) | (4.29, 6.29, 7.47) | (235, 4.24, 6.12) | (3.60, 5.60, 7.20) | (2.20, 4.20, 6.00
V17 | (326, 5.17, 6.74) | (
(
(:
(

122, 3.04, 4.96) | (253, 4.24, 5.94) | (1.18, 2.76, 4.76) | (240, 4.40, 6.00) | (2.00, 4.00, 5.80) | (3.20, 5.08, 6.76) | (140, 3.08, 5.00) | (2.9, 4.93, 6.98) | (1.07, 267, 4.67)
V18 | (330, 5.22, 6.87) | (1.17, 2.83, 4.83) | (347, 547, 7.06) | (1.47, 3.29, 5.18) | (340, 540, 6.80) | (2.00, 3.80, 5.80) | (3.88, 5.88, 7.28) | (1.92, 3.84, 5.76) | (3.47, 5.47, 7.07) | (0.93, 2.40, 4.40)
V19 | (426, 6.2, 7.35) | (2.13, 396, 5.87) | (453, 653, 7.59) | (241, 4.29, 6.18) | (440, 6.40, 7.40) | (3.00, 5.00, 6.60 , 6.80, 7.80) | (2.92, 492, 6.64) | (467, 667, 7.73) | (253, 453, 6.27)

@
(4.96,
@
®
(55
(548
(61
(5.08
(4
(3.96,
(4
@1
(51
(4
@
@
(4.80,
(

V20 | (383, 5.83, 7.35) | (1.48, 322, 5.17) | (324, 5.12, 6.71) | (1.71, 353, 5.41) | (340, 5.40, 7.00) | (1.80, 3.80, 5.80) | (372, 572, 7.20) | (1.84, 364, 5.48) | (293, 4.80, 6.67) | (1.47, 2.93, 4.99)
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<E 11> MHIAZZE oMo sl S5 (w) <E 14> REY ool cist "IR|
MEAZE ool | Ze= WiEE ETS Seimas x 2 & x e
vi 0.254 0.049 A 0.824 0.944 0.949 0.786 0.876
V2 244 047
Sain 0192 2 g = g $7 B 0.820 0.924 0.989 0.762 0.874
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A Study on Development of Model for Evaluating Service Quality on
Food Service Industry
- Focused on Fastfood Sector -
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Abstract

As the influence of service industry into domestic economy is increasing, it also has been influenced more powerfully at the domestic
GDP(Gross Domestic Product) relative importance and employment relative importance continuously. By means of these reason, the
Korean government announced the synthetic countermeasure for strengthening the competitive power of service industry in December,
2006. After then, it announced phase 1 of 'service industry advancing plan' which is concrete execution plan in April, 2008. Also, it is
announced to announce phase II plans in september, 2008 and phase III plan in December, 2008 additionally.

Service quality is the most powerful competitive means at service marketing and a key point for improving service productivity. The
improvement of service quality has considerable influence on survival and profitability of service industry. Therefore, the study of
objective service quality measurement in service industry is very important issue.

The purpose of this study is to suggest a measurement model of service quality using fuzzy theory and AHP which measuring service
quality objectively in subjective environment. It is expected that this study will help the improvement of competition power of service

industry as well as establishment of effective decision-making.
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