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A Study on Service Satisfaction Factor Analysis of an On-line
Secondhand Bookstore

Ye-Seul An, Kwang-Kyu Seo
Dept. of Management Engineering, Sangmyung University*
o BpA FWAH FUSH: A WATS TS Fo TYFTR BEHAA ALl B 2 117]7]
9IE 7K 2e1l 248 WL FUAS MBSl gl

Sk Zo1isHch el Aol Jlel HAEe] e ol <elolel P Sxelele] 4 e s A

o}
N

A el FaATo) AAUA & ol elokoR AUD g FAloleh & el o Aol
F9 2% 71%el SERVQUAL A8 THg3le] A 2ua ol AUl exelel F34% chebd vige] ofgr

TAe] AH|Z S 201 FEst ﬂuk $41 SERVQUAL AEE Fgte] Al oxelel ZuM3 e
wpgel gHe Auls B 29l s W T, 1A HES Fol] A Pujolme] 9 Fi Fo A5 B4
Sheich B 7o Wi V1R AWES WEG FHAY Aux B An W DAL £ B RO 7]

k=g

ZHO] : SERVQUAL, 117 7k, A o] o), Fxug4] wy

Abstract In the past, customers utilize a secondhand book market as a major counter for their purchasing
used books. With expansion of internet and IT devices, many customers would like to buy their used books in
an on-line secondhand book store which has more price competitiveness and ease. Nowadays a new concept
off-line secondhand book market which has the advantages of both on-line and off-line is a growing trend
instead of existing secondhand book markets in the economic recession. In this study, we established customer
service satisfaction for 'Aladin store', which is the advanced concept off-line secondhand book store, with the
most typical service quality test technique SERVQUAL. First, we selected appropriate service quality factor for
the advanced concept off-line secondhand book market such as Aladin store. After that, we analyzed which
factors are influencing repurchase intentions, through customer survey. The conclusion provides the secondhand
book store's service quality improvement and strategy toward customer satisfaction including the existing used
book stores.
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(Table 1) Service quality determinants of PZB[1]

Dimension Definition
Tangibles Physical facilities, equipment, staff appearance
Reliability Reliable and accurate service that promises

the ability to perform

Responsive- | To help customers and provide prompt
ness service that you want to spontaneous
Knowledge and graciousness of employees,
and ability to inspire trust and confidence
Service organization that provides care and
personal attention to customers

Assurance

Empathy
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Head Division Percent
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Gender male 415
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(Table 3) Model Fitness

Fitness Fitness Standard Research
Measure index model
Incremental fit CFI more than 0.90 0.927
indices NFI more than 0.90 0.937
TLI more than 0.90 0.903
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(Table 4) Customer satisfaction first factor

Measure of Service first factor
service quality
Tangibles Convenience, atmosphere, clean store
Reliability Store brand recognition trust
Responsiveness | Provide immediate service
Assurance Store to meet the purpose of use, kindness
degree
Empathy The understanding of customer needs
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