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Abstract

Purpose: Life insurance company provides insurance planners various education program to inspire service
mind and to enhance its customer satisfaction. The purpose of this study is to analyze the effects of service
quality of education on service commitment and to propose the implication for the effective service education.
Methods: This study is intended to identify how service quality of education from the planners in life insurance
affects service commitment. The research model is tested via a survey of 307 life insurance planners.
Results: This study shows that tangibles, assurance, responsiveness, and empathy in the educational service
quality significantly influence education satisfaction. It also positively affect customer orientation and service
commitment, but it also shows that reliability in the educational service quality has very little effect on custom-—
er satisfaction.

Conclusion: This study emphasizes the service quality of education on life insurance planner and also suggests
practical plan to increase the service quality of education. This study has more focused on the direction

in the service quality of education for making the close long—term relationship with customer.
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Table 1. Rate of Increase and Decrease of Total Assets in Insurance and Bank Firms

(Unit: Trillion Won)

FY2007 FY2008 FY2009 FY2010 2011.12
Insurance Company 371 402 459 519 566
(Percentage Change) (8%) (14%) (13%) (7%)

Life Insurance 305 328 373 417 443
(Percentage Change) (8%) (14%) (13%) (9%)
Property Insurance 66 74 86 102 123
(Percentage Change) (12%) (16%) (19%) (21%)

Bank 1,410 1,715 1,643 1,669 1,783
(Percentage Change) (22%) (-4%) (2%) (7%)
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Table 2. Composition of Sales Channel in Life Insurance Firms

5 o413 AAMekE A543

(Unit: Person)

)

Sales Channel FY2001 FY2003 FY2005 FY2006 FY2007
Executive 19,714 4,733 1,858 1,018 1,358
Insurance Planner 33,357 23,324 15,481 17,542 19,258
(Ratio) (60.3%) (43.0%) (39.1%) (40.3%) (44.6%)
Agency 2,881 4,449 3,788 3,734 4,165
Bancasurance - 21,572 18,420 21,061 18,041
Others 96 206 1 3 136

Total 55,276 54,284 39,548 43,268 43,188

Source: Ahn and Kwon(2009)
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Table 3. Relation of SERVQUAL Dimensions

Dimension Tangibles Reliability Responsibility Assurance Empathy

Tangibles
Reliability
Responsibility

Capability
Courtesy
Creditability
Stability

Possibility to Access
Communication
Understanding Customer

Composition of item 1-4 5-9 10-13 14-17 18-22
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Gronroos(1982) AHl~E A& 1A9] 7|e), 714471558 54, o|ulAsh g Wssh g glon o
= A 98] FHHOE AAHE Fdolekn FYAAIL, o|F AwY Fdst TR A3 AP AU aFE

al
A(Perceived Service Quality)'#tal 4 2]3}3i T},
Parasuraman, Zeithaml, Berry(¢]3} PZB, 1988)+ Gronroos(1982)¢] A5 vlgo & sho] AMuj~Ede] 2
JarE AT o5 12709 14 HEHAS ot aH|AEo] M| AFA S A4S o gyl 7]Eo]
Aers WAL Agoll AR|2FES 10709 7kl oz ERskditt. T3k 10709] Aul=E4d 8%
& dsvdoe] e ASE vehdel wi} <Table 3>3 o] F34, A#HE, SHA, g4
ZF(SERVQUAL) 2.2 F oFs}3iet.
PZB(1988)0l oJatd, 1242 bl 714 2HS 7502 7|tdt Au| e} Q1A E M| 2E v]aste] <Figure 2>
ey

A
gk, ZIoe Al sk AIAE Al Ajole] Aol WE fio] FHHolE FAH ol
2

X

’

N

d

Table 4. Dimensions of Service Quality

Service Quality Definition of Service Quality
Tangibles Physical facilities, equipment, staff, communication data used
Reliability Ability to give the scheduled lecture with precision and credibility
Assurance Ease of access and communication to help instructor understand lectures
Responsiveness Willingness to help student and provide it with prompt service

Empathy Instructor's courteousness and expertise to make students feel reliability and sureness




84 J Korean Soc Qual Manag Vol. 41, No. 1: 79-94, March 2013

ErE mE TR OEEULE LHT A @
o = T o 7o O go 7 o o T
S T Bdh m o R R e m
U o WX = X i oo R %o 7
Mo T m X AR ER I
oo S iy EX @l
) Nl <] H " T oo W o W= =& i
WX o B D e W T R AN R
it . R = " T b o 9 oup
voE TEn®e s "Eo I T
—_ X o —_—
2 = o P o S %
I E Wy ! oo o~
o% RO N o N Y .
= 0T BEEE L oMy e N
‘._)AIATﬂ ,M._@WLHOZ EULqmﬂ&w_ Eo@egemamfio
2z wm W I = B S W2 oo oo N
5 i B T g AR B R AR = N oo o
5 N o b - T 5 g oy R 2R
o ﬂ%% W%E%J Hwamomﬁ_% N F g oo
8 T OE oa - L ToE Rl o X
= o W ol =) oy o _ o sl N = b = Mo ¥R
& = B W x B0 d%mtm_%ﬂr. Mumﬂkﬂmz
3 = B &~ — % e 27wk o M? -
8 XIx SExpd WO . NS R
3 e L Ed= R gdew P W = RS
O ATO_E‘MQ d_ﬂf .A] U.._,l —_ 20N =
3 i = 5w o RT T Toa X + 8
o o) B ol . 2 L R = gl N @ O o D
- T do T N~ g 2 D R B S =y S R
- oy TR %m%%ﬁ F 2SR o T 2 e W oW =
2 £ ol % £ = 2o = o Z B ow < =
8 z = M5 o 5o R ofkr 8 W Mu@ﬁﬁ%a
8 HHM@‘O T8 AN ﬂﬁom%,ﬂm% =N et g &
j R gy TEe oY AW d w ol N = o
N SR o R ~ = E T w5 G
o ome 9 i 53 N aMMMA oz ~x B
5 Eoow clemWe g IwEo Moo e
2 g g zEe 2 ®mIH2E T o o™ TR
S 4 wm ooy L F WwoE oy S ™ M ey R
Il A wFmET g e NS oem W
— M:L ~ = m . MMO o O_E o ;Ir.yl E#E \.C N’ - 1,_A| JI
x = o oS BN ,1;|L X X0 T foaal E B e ey Mo X oj 5
8 LTHC FOE e w Mmoo T dr koo
o Al ie\ﬂwiﬂri ]%zTﬂLt% X H X F T
N o i B o 5 ~ o = oo —
s B M B P A NpE o oz @o 3R R
@ ﬂ.Vv.._ W [ ‘M_AI Z..__i O N O_ 1_,_.A " ,mlw_ = :L ,ﬂl AR Al & EO 0% o =
° RSRSY I R G " O (T < S G - T N
3 Hodr X S on Ao = N ° xR Mo B
S mwHPLT g HEZ X e P g o 70
L - N . LA i R T i S L
| B B o o B R ym A g BE = ' NN
TAFw o o wdga T g T AT e g YT
T R Ty N R HEH T E R BB o o ~ Mo X W oA
@ A +F X T wE H kM X M ow R



Bae et al . The Effects of Service Quality of Education on Service Commitment 85

T2 O]"~ 7H _l LTE E_O}O
o, AR Yol H‘ﬂi *éTJrS’Jr AnkA Jﬂ7}°ﬂ 25 %7‘3@ 0363:% “]ﬂi}l gth(Donovan and Hocutt,
1

2000, S A AFATE TAAFIE s 23 4B AU D BFAD, WA 22
o
=

o,
>
)
2,
=
§ou
a3
Jo
-
i
of
P
T
o2t
Ho
K
i_‘
ob
2
0
_EL
>
=
).
o
>
il
L
O::
lo
o,
E

oF

2 gupgstel AFAE A3to] AR w3k o] Fastel, A=Vl B L, o)

H
AA S ofgolgla Ho)d 4= JtHDwyer and Oh, 1988; Morgan and Hunt, 1994). &, &2 &

=2
=
ok
o

714 #A A

S 9 @71 S & 5 JAEF Rl AR FaAo] AREUA T Do) Aale] el s
oA st =g 7HA = 7hE 7199 AHE F9-8he F83 840t o3t o] fE UL AHd 599 P
= osA A E o] gtk

Ml B 7189 19 Jidel 71xske] Gl B d fdo® Bl tids 1 Au|xzel 2HS
T ok AFEYY 1Y AhNdezN, Y] A AlFshs Au|2ay 9f IEE GFol tiste] &
et et & 4 JtHSuh and Ahn, 2004).

3. AFEYPe AA 2 sPEAAA
3.1 4+ =3

OlEAY ARATE EE ¥ A EIEAAAL ag Mg} AR, IAX G T2)al AH)s S
KX
=

ko] AL ¥A8laA) <Figure 3> 2 A 2

Educational
Service Quality

Tangibles h
I Customer
Reliability L\ Orientation
|
Assurance :—, Education Service
Satisfaction Commitment

|

Responsive- ||
ness 1

|

Figure 3. Research Model
3.2 7Hd4A

3.2.1 % Aiﬂl*ﬂé.mr BYTES] P
Aul2 E85} wEhe) PAE F2 84S 1A Afole] vhAY wAA ATt wAslo] ek Al FAol
) HRR0E B A APl FHA AR WHLPZE, 1989, 349 FYAE

7_l
A g MRl aEEel glofA A8 4 vk wEbA Wi ao] ad Mu|AEAE A A4 ol ik

1
=
12
o
fetl



ReiE

A

d

fTL

=4

ot

I

%31, Kim and Do(2005)

ekl Aoleh 33 4 ek Gil et al (2011 L8 A

=

=

347 43}

)

al

|

A

86 J Korean Soc Qual Manag Vol. 41, No, 1: 79-94, March 2013

il

4, AHIAEYY] A

3

@

3} 224

=

o
“

[¢]
==

Sherden(1988)¢] Aol M &= w§ AMH|AFHo] 1A
Lee(1997)¢] Aol &= 5 A8l Hebstt, o] Aul= Algats

o

2.2
Lee et al.(2007)¢] A olXe 2 134 A7) 2h& Az

3.
(+)ell

ol

T

[e>

A7
7HA 3

}

k)
i
[e]

=

A

&

A

]

=
=

10"

xEH o
==

Z7F A

==
=

pud
I

et whebA

F Kelly(1992)+ %2 %3k
s

9
o

(MOT)A M 2~ w5y
oz

A

o] d&

0

sk

S

2.1& AA

AH] 20|
A&PATLE Lee and Choi(2011)%= L

e Bk mEbA 2 Aol M

2 BA 9 tHNarver and Slater, 1990). &

= A2 AlERe ) BE 2

PS|

=
o

¥

o AME A=Y B

Fef 71

EAY

)
%

s,

Ab
5

i
4

9
pid

=2 A
] AH]

Aolg} o
Elmadag et al.(2008)

3.2.3 127

2

o} A
2.2
71 2.2

(+)9] 9L A= R

]

o
o
P
A
=
[}
o

+

A

=9k A2 AlE-2 2] 74 A ]

ot ofs

SEIES

1
[

it} &3k Kim and Lee(2008)2] -0l A

R

i

!

o
o
B

oj

il
—_

upebA] 7]

o]t}

]

=

w) 2

o3k

o 4(+)9]

]

g2 AH]



Bae et al . The Effects of Service Quality of Education on Service Commitment 87

Ao AL a7 o] Yk M3 A= <Table 559 2t} 7+ =&
E

(Likert) 748 HEZ AL&3l T

Table 5. Operational Definition of Variables

Variables Operational Definition Measurement Items References

Educational facilities are suitable for education

Physical facilities, Textbooks and handouts for education are well prepared

Tangibl equipment, staff, Instructor's appearance and manner are appropriate for education
angibles - . . .
communication data Overall training environment is good
used Beverages and cookie Service is provided properly
The latest educational facilities are equipped
Lecture is progressed well based on the announced schedule
The ability to perform Demonstrates awareness of student interests
o accurate and . ,
Reliability . . Instructor correctly deal with students' demand
consistent educational
services Instructor is punctual and regular
Instructor uses an assessment information to check student attendance
Instructor speech and behaviour affect my confidence
) ) ) PZB(1988)
Educational Instructor provides student with comfortable environment Kim and Do
. The ability to conve .
Service Assurance ) v " Instructor responds with good manner toward students (2005)
Quali confidence to planner ] ) ) L ¢ al
uality Instructor displays knowledge and understanding of subject matter 6(30?)7)&

After education, student become to have confidence to do work better than before

Readiness to answer students' questions

Offers a voluntary help to students

Responsive Willingness to provide . . . . .
P s p Instructor provides a various information beyond class material

-ness prompt service ] i
Provides appropriate feedback to students
Ability to clear students' questions
Instructor shows student individualized attention.
Knowing and understanding the position of each one of students
Consideration and Reflect students’ interest on subject
Empathy

attention to student Demonstrates understanding of the needs of student
Encourages student participation in learning activities

Demonstrates positive attitude and openness to students

I am satisfied with education content because it is helpful to work in the field

I am satisfied with class facilities Liu and Jun
Satisfaction after .

L . e I am satisfied with a classroom environment (1980)
Education Satisfaction experiencing o - , . Yu and Yan
educational services I am satisfied with instructor's manner of lecturing 2011) g

I am satisfied with instructor

I feel a sense of accomplishment after finishing education

Every customer's problem is important to me

Attitude and behavior | pay special attention to each one of customers

Brown et al.
for the customer to own et a

Customer Orientation . . I provide the customer service promise at the appointed time (2002)
fulfill their needs ARR(2004)
effectively I enjoy providing a customer—centered service =

I can read the mind of the customer
I have a special interest in improving customer service
Devotion to I feel a sense of personal accomplishment by providing customer service YO(() and)Go
. . . . 2009

Service Commitment continuously improve I try to provide a sincere service to customer Lee et al

customer benefits I am interested in our company's service (2007)

I enjoy chatting with colleagues on service related job
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Table 6. Demographic Statistics
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Classification Frequency Ratio (%)
Gender Male 86 28
Female 221 72
20’s 14 4.6
30’s 99 32.2
Age 40’s 141 45.9
50’s 47 15.3
60’'s 6 2.0
High School Graduate 135 44
In College 18 5.9
Level of Education College Graduate 147 47.9
Graduate Student 2 0.7
Graduate School Graduate 5 1.6
less than Million won 6 2
100~300 Million won 143 46.6
Income 300~500 Million won 109 35.5
500~1000 Million won 42 13.7
1000 Million won 7 2.3
less than 2 year 62 20.2
2~5 year 87 28.3
Work Experience 5~10 year 55 17.9
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over 15 year 58 18.9
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Table 7. Confirmatory Factor Analysis

LaFent Measurement Non—St.ar.ldard CR p Stanfia}rd AVE Corrilpo.siite
Variable Item Coefficient Coefficient Reliability
TG4 1.000 - - 0.764
Tangibles TG2 1.175 15.838  0.000 0.880 0.578 0.803
TG1 1.160 14.646  0.000 0.815
RLA 1.000 - - 0.866
o RL3 0.837 16.232  0.000 0.765
Reliability RL2 0.993 20.463  0.000 0.877 0.681 089
RL1 0.945 18532 0.000 0.829
AS5 1.000 - - 0.826
AS4 0.928 18.277  0.000 0.859
Assurance AS3 0.862 16514 0.000 0.803 0605 0859
ASI 0.910 17.172 0.000 0.825
RP4 1.000 - - 0.809
Responsiveness RP3 1.051 18.661 0.000 0.896 0.661 0.854
RP2 1.078 18515 0.000 0.891
EP4 1.000 - - 0.817
Empathy EP3 1077 18.115  0.000 0.884 0.681 0.865
EP2 0.983 17.595  0.000 0.864
ES5 1.000 - - 0.841
, ES4 1.036 20.072  0.000 0.884
Siigifgn ES3 1.090 20.099  0.000 0.885 0.619 0.890
ES2 1.052 16.978  0.000 0.799
ES1 0.973 17.295  0.000 0.808
SC4 1.000 - - 0.788
. SC3 1.040 16.785  0.000 0.858
Service
comr i SC2 1.042 16.902  0.000 0.863 0.596 0.880
SC1 1.003 15493 0.000 0.807
SC5 0.906 12.896  0.000 0.696
Co4 1.000 - - 0.853
Customer Co3 0.945 18.567  0.000 0.842
Orientation o2 0.996 19931 0000  0.879 065 0.884

CO1 1.027 18.619  0.000 0.844
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Table 8. Discriminant Analysis

Latent Discriminant Validity

Variable 1 2 3 4 5 6 7 8
Tangibles 0.57 0.54 0.53 0.54 0.43 0.56 0.40 0.31
Reliability 0.74 0.68 0.54 0.50 0.37 0.40 0.43 0.44
Assurance 0.76 0.74 0.60 0.60 0.50 0.57 0.54 0.42
Responsiveness 0.74 0.71 0.78 0.66 0.53 0.59 0.49 0.31
Empathy 0.66 0.61 0.71 0.73 0.68 0.50 0.39 0.23
Education Satisfaction 0.75 0.64 0.76 0.77 0.71 0.61 0.42 0.23
Service Commitment 0.64 0.66 0.74 0.70 0.63 0.65 0.59 0.59

Customer Orientation 0.56 0.67 0.65 0.56 0.48 0.48 0.77 0.65

Note: 1) Diagonal elements are he average variance extracted (AVE) of each research variables. The upper
elements in the diagonal line are the square of correlation coefficient and lower elements are the
correlation coefficient

2) Model fit indices: 812.806(p=0.000), df=406, SRMA=0.039, GFI=0.855, NFI=0.905, IFI=0.950,
TLI=0.943, CFI=0.950

TS ZF HpE ) drfy o] HeXE ER1E] ) W BgAdS HASslth e 4
AVE7} W5 7ho] FaaAlo] Al (Squared Correlation) Btk & A& #o}sh=
AAYE A IS AR F93%F 2po]E Hol= A2 E YEltHFornell and Larcker, 1981; Hair et al., 2010).

Table 9. Fitness of Research Model

Index Value Criteria Reference

X2 677.828xx p> 0.05

; 1.0<X2/df<
Degree to which t.he X2/df 2042 00-30 Hair et al.(2010)
overall model predicts . . Kim(2011)
Absolute Fit the correlation matrix — RMSEA 0.058 < 0.08
Index SRMR 0.072 < 0.05
GFI 0.871 > 0.8-0.9
Overall degree of fit - _ Hair et al.(2010)
(explanation) AGH 0.842 = 08709 Kim(2011)
PGFI 0.712 > 0.5-0.6
NFI 0.909 > 0.9
IFI 0.952 > 0.9
Ingremental Null model vs. Bentler(1990)
Fix Index proposed model TLI 0.945 > 0.9
CFI 0.951 > 0.9
Porsimon Degree of complexity PNFI 0.807 > 0.5-0.6
aFiSt Ir?d (:(us of model(relate to co— James et al.(1982)
¢ efficient number) PCFI 0.844 = 0.5-0.6
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Sung and Choi(2009) |Institute Student Education @)
Lee et al. (2007) Traditional Vendor O O O O O
Kim and Do(2005) Hotel Employee O O O
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