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52 S=ARs| RS Al67H A4 &

AR EA|ZA0] ERsh= ol 5 shvhs SElolAES] Sl F-3ehs i H AUIAE Al
afo] STolAES] HE|E FRIATI= Zolel(ZA AT, 2005). o8 22 5245 @Adsp| flal Aksls
A 24 A2 (human resource) 2+ A AR (financial resource)< #EshAA ol st A=
Folato] AMuIAE sl FriHYGA 9, 1998). olefdt AlztellA] & wf A& =bed ZHX*Z}*L%
PgAow gtraty vRaI 0w feldhs A2 ARRERAIAR| AL F2
LS AEHE ATATE 708k 34 sRlo|tH 3 dn et ﬂ, 2014).

AnrAo® 5w Au|Al] AL AlgAte] Qs BAkEE FA] o] gAlelAl AgE7] wiell A
H| A ’ﬂ%@] FAIRD Au| A AlgAke] Ak} ool tist A AA A7t An|Al] FAE Agshs 9
AR Qa7F FTHYA5S, 2011). ol £33 Tste] Haynes®) Fryer(2000)+= 2219 14z o
27t w2 T M)A FAE dRsRET gl i“"*o] 71se stpal sk vk glow, we
ATAT Al oledt T ERlste] geh(7E - viPdE, 20060 Chuang and Liao, 2010: Jiang
et al, 2012). AFS]EA| 28] 7, AR EAAL 5o 93 Xi 1o MH|A Alg 58 TAAR]
o] AMu|x Aee] I ollA AR TS 2H7] wlel, Az AERIS] Aol SJE Au|A F
2 240 At AR s dnt Fefrislold ARaAel vis) A oE Bt o &
CHEMIA &, 2014). webs] ARS|EA| A 0A 9] Q1AM #] o= AuA F4E Jeeke 5
ok ggkaclolgtal & 4 St} ole|sh T oAel%E Eakal 17k Ak o

o} AulA 54 3 dA el gk A

bl . T ——VI5 T&. (e} = oll_l %
ARSI EAAL 7]Q1 2RI e] Q1A]of] =4S T Au|A FATR] BAl sl dehe WAl (e
F,2009: AL - Ho, 2011 PR 9, 2012 FHF - Wik 2013)0] FHRE o] FULE <l
Az Felo] 245 WEHEe Anja F4of| S v]H = 9l AHSES BASHH Xt
Azt ATREE Bsl AZ (WA - FAE 2008 7n), 2011 AFA - AR, 2011 LS

BE, 2002), O]Eiﬂ 4 Oﬂ’\] Hﬁx}“"’l«] 43]7} M| FE Be 229 A& uig- Fag
T USS AAA gt 2ev 718 AR B A AHsd el 23S FHA o]
= iﬁi@-ﬁ“‘é(orgamzatlonal effectiveness) &] ¥ Q4% AAshy A sh=d] ZAgCHAIV S - 7
[e) o L

27, 2005: =913, 2006: FAF, 2013) 3L B = Qlvk ARS|EA| A oA AgARde] H Qs o]fi+=
SN EES 93t Mu| 2~ A2 HA 7Nk niestaA SEoldEL] Hels AA|Z
71214} Sz Alolt), & APPgArd e He] o ©

o]
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g oA Ao e] == g AgHEo|gIe S ASIEA A AP Hejeh Aua F49

Al g =2 9 A= ALY TRl Aula FA 2F FAlel st A =2 (Y 2002)

T3 AR e B WSEE Al oz uvnt et B30 HAS(dE3] - A5

27, 20050 Z<dn], 2011 AFA - KA, 2011) Aol 1A o)A 7120 ATFES Ak
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(F19E - A, 2011 A 9l 20120 295 - BE 013)E Hhis A AdT 2 5 3l
Sk 4%

olelg A9 Aelrs ol 24 ] FAAE 7 14 Aole] o] Shwah 485
& BAG Q) W, Aul FAol vigt A gaoleks RN ¥ w2 @ AY
QA7) el giek w}aw *Mi %é_ o oI AT u AR Al 99 9
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QAR ZHZJZ}% ol 529 zﬂol A 1 S Al 53 2 A
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o419 TpAZE FS 2 gheAlel T 1=0) ke AlFs) Wikt gk
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1) AR A AR F F2 g7E Aol dig =9

ARSI EAAI oA ARSI BAIE| 2 5 7E - AP SA] B R S B E e B
 ROA A A - AQAVE 9 AR, ARSIEAAILS] o] 8 Sa Alwete] AR AksE
o] 7Fsele® AL or Ahsh= A" oR HoJHrhAREAAGR A2z AU, ofgt uE
AU ApREA A AeL shdsiA HE w4l st #ls =97t 3 o Aladar Stk 74
O 7 M| FA(service quality) "4 = EAOF AlFE AH|A 0] o] 8K M) 9 7]
e T AR ZUHDHLems and Booms, 1983). AFSJAIMH|A8L F4 0] ofn]S A%
3l B, AR EAARIAL] FHo|- to] @A) HElFHs flal AlEHe AR dRAmA] &
o] o] gAY &5 FEA = AETE ofalisl = 7 QIth FHTol| AR EAIAH| AL F4e] tigh
TR =97 AaE A olef digh 74 wel tisk HE o] FoiXa gl P HEAoR
SRE = RS o 8AkE0] MuA AlgAbEel thal] Zh= Z|viel ARl M)A o] dX|eh=A]




54 S=ARs| RIS Al67H A4 %

= ¥)3 - H7}8F= SERVQUAL 53 (Parasurman et al, 1988) Z18]1L o5 A3l x|Zkst Au)~

o] fofl tislix] 3 7}sk= SERVPERF %3 (Cronin and Taylor, 1992) -s°]tt

Jeu o] gk o8k T4 Aula F SAAel disl ARSIEA] el tha th
oM el nlstA Alzto] A71¥]7]% ek Teresi £1(2000)+= A2 o]-§ 3ol vlFo] ) Wil
= Aulze] del] RS Frlehs WA 2 AulA o] 87 Fol A gl Ad=els 7AE ]
ofe] FHEE Fall Brlehs W 59 oA ke MRlAY FAS Wehs ARE =
Acta FAse) A W2 Au) o= G TSk HHE A =2 AfH| 2] gisiME BRES 2
A 5 Q= 9 wAF EAls = Aotk Cleary and Edgman-Levitan, 1997). %4t ofujz} dif-
0] o] A7} ALS|EA M B 2 RESFTal Barshs AR Telal NS o] 8RS FEARHA
ol MBIAE H7kshs A do] Sl Aol ol8AF T4le) S o] AeketAl Auls F4S W
ettt 1Y) offrhs A Ao] ArHIMIA, 2005: Castle, 2007).

]9} fFAFEE HEtoll A Hasenfeld(1992) = AFS]EAMR| A0 Aeapdo] wll¢- 310k A 4shdA
182 Whgolt 23S e AP B tha s} QIS A @ 3] - A, 2002).
b Au] 28} g ARSI EAAN] 8] Ag-olli= o] 8Ake] A 9] o AlgAkel o8t 1t A HH|)
ol S| whEell o] BAtelARE olEste] Mu| 0] FAS Hrkehs WA SAE Ad 5 3
ok ol AlzbellA Z278(2008) 2 ARSIEA I} o] FmAtelAl e AdallFe 75 Anlag
Agapgofr o] F4ol et AL F7pE drdvha A3 FARE Alzkella a12le] A-ellA
T AuA el tigh F4 B7F AR Aua ] EARS sete ¢ Qe oPoi A4H]
290 HEAY Al 7)o = Q1SS AEFTHRubin et al, 2001: Larizgoitia, 2003). T3}
Martin# Kettner (1997) = ARSIEAIAHE] 0] £48 SAeks WHOR ARS|EA| 24 <] /‘Mi A

715 2R Auae A 4‘4—& Ssks WHe Al vl Sl Fakal A7 2] (2003)
AA] ARB A0 FAs Sk WA 9] oPJri A2 Adapg oM o] AulA AllgAke] 715
= /% sk W ﬂl/‘lob— At 4 JB‘r A3 (2002) ol2lst Alztel tist Ae4 2=
AFskztl, o592 A= AETtel Qs A 7He A Adapg o] Aol o] g7t 57t
3k AH| A 243 A Hlﬁkoﬂ/q,] HHAE Holty Byt o]|dst Aol We Zo] ko] A
AT E ARSHAH| A0 FAS A

o] ATHAIES, 2005: 2771, 2005: 574 - FAE, 20080 AFH, 2011).
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TAYE] 249 HAs giola g&Aow YT = QA A sh= A (Pecora and Austin,
1987) o= Aejgrt. oyt A e Qa4 Attt 2aH thEA AAEAL e,
Youndt $1(1996) = AAEA 8L A, AdG2g7E WA 4 BT ] a7t QAR
A e Hofe dAqtellA 7t B o w tE A= Weolekal Fefgit) oo H3j Jang £1(2012)

= Z2& YA 343 A5 BAshs 115 A 2] A E(formal grievance procedure) AA] AR T
E]Oﬂ’ﬂ ofu] Qe ALV E g AlSe xR ofd AdEe FFE & ul, AURy 2 AL,
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ALY B, FA W L A DFAAEY 5 04 5L QAN PS8 THL
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oy et T3S Zh AR Fele} AMu| A FAT] WA Bdd|A] Chase®t Bowen(1991)
ApB1EA2A A o] F 291 7F B FoAe] thiFt /1R QAL AT o]5 AL EA A
27F AA AL EA|ALeL SElo|dEL] AT Ag LolA A E R UM ALSEA|AME] ) B
off wg} MuAg] AA fpo] mold b §le-S TS JEFelA T fARE Fgo] A7)
%=, Liao®t Chuang(2004)> AQAARI #e)7} =2 42 ARIAE AFsk=d Qo] vf 52
St oehs & 4 Qlvkar 9Asit S 249 A Al AdEelAl a0 E4E F5A

o = rir

Hl Feg 7]t A4 8l Al S5 Alwsiel se] A HH]*E AT 5 S sk 7]
= el Fan Sl Adso] Hut e e W) sl AAR wmEskEs g3
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ARSEAIZEA A ] AR hef ok ARSI AR 5 gE Al gt 5 Cd?ﬂ Ads

elel B, WA 789l 454(2002) Aol tist mAgA|ARlo] 2 Zi5eoeiA] gl o) #
ok ARRIEATS] A9 AHIAY] FHo] ke ATddE Rt A5 ‘a‘r"if 2008)
ATelMe Adus 75 AT 24 AL BlE, Hnle]A o] Aol MEvlEe] BIRE eldd
BAA] M)A FA2 AR BAE Zhetha Bt ool AAEAEe] Au|A FA tiet
AAF(2005) 8 ATolMs A 199 SOl E 7 AAT A A4 vlE, ALRHdEAE 2
ghe] wSFd 7 sol AwA AR A FAo] AAQ Wkl JEs vFivkal Bargtt)
ob&eA HAAAT F(@F - HE 2014) 3 wSE-de] et WS (E3kE - WA, 2013),
THBA FE(HET 2008) T ARBIEAMEIA FA3 GAR Bkl wAE Adrkal By
aL Sl

F7IHE Wdom o AFE2 tie AR w9 A eAES FRHoR AT I
2 e AlA"le] 24S T Adehs 3ol Al ol AelME oA Q)
2glo] Mul A FAo] 723 Yee vtk AykE BHArdt(ZE, 20050 A - v, 2006:
Peccei and Rosenthal, 2001: Chuang and Liao, 2010: Jiang et al., 2012).
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56 St=ARs| RIS Al67H A4 %

oo} AaATY ANES T 2w, 240) AN Do) SRS Al A
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AR EA| ZA A 9] AR s ARSIEAIAEIA Alge] Bagh AgAAS FelFola Al
Aow FdatH, ool ZAA ok Rt afAoR st APALS WA 1 L A
3|84 FEldell FAste] SAlehs ss ulStHEMIA 9, 2014). of2fdt ool 7]xa) & uf,
ARBlEA A A o] YA Al A FEsh Ao Shael oA 2 A3l A SO
E olig} slof ofafisl & 4= itk

HA 2] FE Sl B, v Jue] B 223 g v|ge] ARRERA AL vk A
A QRS AU Yrhe 549 ZHTH(Hasenfeld, 1992). 55 ARSI EAIZA M AlLdE © 4
E29H A ow B 7 vk Aok JejE Adie YRR, @ 71l 714, WAl
FHE Aleihs AT, @ FEEEsY vk Ald 55 Bl A A B oR Aleiks
PG o2 HE Y A EET, @ AB|AE o] &dhs AFEENE S AH)A o] 58 7]EF A
o gt Felxdw, ® 7IEF ARt FHE Fot AT S(HUGE, 2002) ohket dHS 2t

TR 0% ARSEA) 242 ALS] 52 24 0] A4 (accountability) o] A oabaA] 2 89
AdAgo] FrhEE £438 i A AYaL lvk fElvktellA ARSIEA 2 A S AR RAHST 2
ARSIEAIAVD AT - B]A] 12 o] whet oAbz AAk SA|, Alek, B, Sdae AR FE
TFelof STHHARATE A283%). B3k 7F ARk gdsiA Fraliobt she W 9 lsfof
g k= AT sl 1271704 wig FAF R WAIE TVes mEEA A gre) 21hs vk
slofrt sit), 7|EAoR oy 1 AR, U, TYus deElety AT o AEoh=
ZolARE WIZEe] Apg-g W Aol AR o]t e FEstEE YN oR AREX|3A]
& 3ds] Al 23 SolA oiks BAstaL AdskAA AFdE dEEljor sitHEdnR|Et 9,
2014).
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240 9It,

AMuls 4 B 22k} AdalA] o] Al 229 U%— %ﬂ]‘?ﬂ‘?i g+ 9l
TH-F9, 2001: Ferguson and Reio, 2010). 71 o]+ %4 9] ?hjl- SRk 5 Q= 2l
ol S7H ¢ ol A R Al FAe] S vE ’71 LLIHOlB‘r QP8 AuA
FAo] ek AF-E(0)14 3], 2009: Wagner et al., 2006) oM+ u TFEZ} Au) A FAo] HZ9
Wkl Jeks v F S-S Basht) st YoM E 249 Rt 55 249t
iAo R Bt w5 F les Bt URIZ, 2010).
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Apl2se] FAsh BAs Awelae) e 7R wn vk 55 A8 Al
A 249 AT e Sla) ekl ujg Axet 249 ke AFAYI Fod g
SFstolat s, oleld A FAA welSo] JriHom st e ARARAN Ko}
Hoz Nimvw s BUE AR £ 180l B I BHUAY - YL 200,

g Hysha a}E} OlﬁEH 2003: Yee et al. 2013)
ShA ARS|ER| A 9] A GAJS 95k 4] AAA FFo] o] Hie 2 Y wE F
$-49193] 9] %L“ L %PE AT A}ilﬁ?q ZA 2] Mu| 2~ F43} oJn] 9,1% %741**% 7H = 31% 7

= AR EAIAAE %Oéo il "JJJr 34 Al 2 *E%”X} ;’49]. %b% 5 2 3l /\}Q%X]"}?J‘ﬁﬂ] 9]
Joto] AA) - FYPE= AL, sl =] W AFolM= ofelsh 3|7} AR EA A
R v e 249 7% Alatel] A 7]ojehs 24S W8]l Itk(Saidel, 1998: Renz, 2004). 5
3] Renz(2004) = 3£ 3] (executive committee) 2k = 13 $]¢13](program committee) 52} 2

A 3]= olAlsle} S HgE|RA ] AMEAE A WbEA 249 A Alael] 7]oE
= v Tk He ZIAIYE Axstt sle] ATrelM s ] (2011) = +F91es] e 3
o] ARS|EAIMH| A FAlof A9 FFEE Adrhs AS B

3k Ao mhd @ Al 425 (compliance to operational rules) 934 ZZ] #EjAke] A
2 AE T83 o Yopra] T2 Apelx e el ks v ¢ gl w83
QA AR =l QItHA59, 2001: 71997], 2011: Rhode and Packel, 2009: Verbruggen e
2011). FElvkEtel A S ARSI AN 22715 Soll Ak rREE 24 £
Wkl thet sk ASAE(HARAS, 2014), o]d 7184 ZAA|AHo] AshA] AAE AL
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60 St=rARs] RIS Al67H A4 &

2) ARFY D LAY

B AT 2012 ARBIEAAAERF T ARRIEAR AEE 9 ARE Aol E8sisit o #
7hE 2012 6~79 A= B BAEe tide® AAESI D, B53HE H7A ) B o wkEt
2000 1€ 145€ 20119 12€ 319704 3id7ke] SHx :
A= ARSIEAAERE 7R ARl iSRS dwkeRA 1, e, AL 3
J 1x2= FAEY FEIARE AT A7 st @87 AT dAgE Ajolg B

o] AlAo o] o7} A7 A T2 A ERIEVEE Xdgste] Brke] A SS9
oh & AelMe AgEEAE 9 F 42704 ARREAIRe] FrARE Ao EEaslit

& AeMe 24 Wree] ¥ W A S wetelr] flsl 714 ¥4 (descriptive analysis) <
Arlskar, flellA AR AR 24 0] Ao} ARl F4 3F B
A&l 535 (multiple regression analysis) & AASFATE 4o 8% %ﬁwﬂﬂb SPSS21
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32
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)

o)

2 ] FEWMTT ARIEA A ARREAAN] R0 mEolu oA aLEgh wlel o] An| e
wAs S48k WS Ayl wet 1ejan Al wiel 4] g AeE 5 ok 2 A
A= Teresi £1(2000) 9} Hasenfeld(1992), 71->74(2008), Larizgoitia(2003), Martin? Kettner(1997)
O] A a3} o], MHIA 7} 7 (standards) E AHIA Al 7150l 218k AE7Feo0l B}

3 AR BAM 2 APge) Fhe) 28& £k ool ne w12d ARBIEAAE N 7 A}
sl pke) Al Aekabgel ds) BrbRel uek B9 950 BAS B5UY HODE 1

= FEHTE 8ot

B7rsEel ot F7F A MulA = ZEEAIARIA, A GARR RS (7R AH] ), A A
FAMuEA, T2E|a BARel A OR §A98ks SIAMHIA 0B FAEH VIEHoR 7} A
|28 F7H392 7189 AR, A, Aol thet AAlRgre) 22 37 gl s
of glar, 53pMH|AS Zgoli= 57 Yo dE ] Stk T18laL ARR|EA| e giEel| w2t
7F ol H= MR F7F g, ol ol Bl AulA FR (V] Au]ael 53} AH|A) €
Aol & oJgt T4 4] Apo] AR S5/ Al 2 Aol 7 AlRlEAE EE ke BE

jus)

D) 7 ez 4~5e TR Bk 3 SUARd g8 $5gol Held adlel el u
2 sl dlo] 1~4%1 Aol BRE 5
2) W WA Ao 184 T DA ojael @] Al A9,



AMBA8) Ft HFE ARBIEAAMEAY] F4 SHAE D830
(2) = 1:1 \__—r

= A7) SRl ARRIEAIRA Y] A ] et AgAR e otk 249 14
Al #efe] i 8l 2Ate} A e st ?ﬂﬂx} o ggolet Attt v
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o+ 25 6.07 = 17 413
QA1 17 413 HE 17 413
S 18 437 A 16 3.88
oA 19 461 A5 15 3.64
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N Bt EEHA Hagk 2 o &k
BB 14l 400 39.48 16.53 1.00 150.02
QLKA ZHAIZY) ' ' ' '
4 AP 199
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xﬂg W SH ()
iz ALdug FF(H) 412 3.49 0.97 1 4
FHHA FE(F) 412 334 0.98 1 4
kol A o ARk(H) 412 3.49 1.10 0 4
AY 1FAYAE FEFH) 412 3.59 0.84 1 4
(4) WAL Be] ol e 7167 24
el E 1919 ARIH] 7R 3] Fto] of 14nhdoln, #Aghk oF 13¢, gk °F 180

Rlolt), AR EFAAE 1elF u) ASEAE Felol9lE 1019 A TR} g 2 Ho]
£ 0YS PR 2 4 ok

ALE Al oA TS Avad, e Zgnad ol HAEe nEe 1660%, ¥
Ao HIEE 2755%, 4FAFLTE] HlES 66.95%, VAR TE] HIE2 1337%%1 A o= et
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2 QA B (o] 3|, 2003) 2] Au]A EA9] ke tiEk AAdEy} A
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3, 29 1919 SFERIUE 45 SRl E 1909 ARE] 2 5 ARl X7 4% HEE
2 Au) A F4Y 5003 IAE 284 ¢ A oR yehdst, ol dt Ayt SAE= 1 7]

A9 olfrell teliM= F5-9] 55 AT Feol TAIM R veld Fesde] Jltt.
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(E 12 o372y 45 24

FTEHT: Aulx 74 B EFX B t VIF

29w AY 1409 Ct (In) 0.028 0.017 20.102 -1.589 3.017

if% AAZ AR A H& 0.002 0.001 0.073 1.826F 1.166

T= A&Agel 384 0.033 0.024 0.053 1.339 1.134

=3 Ad4AHT = 0.054 0.014 0.188 3973 1.653

A PN 2997 6.721E-009 0.000 0.091 1.934% 1.635

917 TE QB2 FF 0.074 0.013 0.233 5595 1.279

2 X?;%l:d < 0.0003 0.001 0.022 0.486 1.524
@48  za o) H-al & A7k

Sz il 211905 w51 2.701E-008 0.000 0.030 0.639 1.642

7Nk AdnE F& 0.017 0.011 0.072 1.483 1.719

TE FHE A F== 0.044 0.013 0.173 3.360* 1.946

ool A A 0.015 0.010 0.058 1471 1.149

Ad 1FAYA=E T2 0.038 0.015 0.126 2.589* 1.752

Ct 10 ZAE R T2 (In) 0.016 0.014 -0.068 1110 2.787

=3 YT 1S (In) 0009 0009 004 0978 1286

M g Sd= v 0.0002 0.000 0.017 0.405 1.233

A A ;L:‘;: AR F v 0.0003 0.000 0.084 2.007* 1.299

Jf;j N2 = vlE 0.001 0.001 0.047 1.191 1.157

sz SA#E FE 0.039 0.016 0.105 2512¢ 1.274

FTAdEF AHE 9 #YFE 0.055 0.025 0.100 2.169* 1.562

ZA 9 Fu (LFFHLF) 0.004 0.002 0.09 2.186* 1.254

=37 FHaueabe] A 0.002 0.006 0.016 0.390 1192

W L9993 FA/8F £F 0.006 0.016 0.017 0.382 0.689

+GTAY nE/ A T2 -0.007 0.027 0.011 0.247 1.527

(&) 2259 0.261 8.669
Adjusted R’ 0.513
F 17.422%%*

T <01 *p<0.05 **p<0.01 ***p<0.001



AFEIEA A O] AR gl AR eeh Anla F ZF o] st Ay 71

o1
jihJ
rft
PSS
rif
1o

FEPIAES S Mulx F8S sl ASH O AT A ARREA 2

2 5 Atk A F40] FeAe® S-ekaL °l°ﬂ thet 7129 olsfe} AT T AT

tha Al oI35 7IES] ATed SRRINES ko] s TV A AleAke]
14 914 j}.doﬂ}ﬂ Ay & 73?51:/\40] ATt 5o Y2HE}) ;ﬁ%)ﬂo] )29

10 o o rlo
e
o
i,

s
m (
4
30,
rir
I
=2
X,
i)
U
)
~
-
oo
38
K
@)
jm
[o5)

%
c B
[oN
83
z
:3
—
<o}
S
E
rr o
o,
BN
2
o
3
N

I'L—TI-:
it
o

o) AR Fol AL - ASHACR: AZHIRE, 2061 ol3le), 2005 AL
AL 9 AR o] 2RS T3 AR FAe] BN AFelei
B Ao BYe WA B A3, AEAAZ A% vgst gelrwe BAH 9w 47

ol Frojsh Zow vk, ojwtt o Fejw]dh AuEe Zhes weEs A48Tt A A
AEA 7 R A 1sAEAE “l—"z“. ARA T v, AR FE SEEE AL
44 Jirﬁl’“z SRl Zlow vttt o FAER A 2240 R A frejugt A
Zh= Zlow vEhgt) o]y Aik=s v 201 T YEFYE o= Ji SAHARL 1A
2 e 9 AR Be)e) AA T QPEAdo] ARSI EAIAE| A F ) S AWE
ge Ad 7 U5S Holth o)) 3 Ao RE XA Art AR AR
EAMEI S s ArideR o & 9¥YE 7H T ee HolEth

ol Aaprt AU TS WA AR wee) SHel Avir, Aol wig A Frt
AAL] FRE oJvd 5= Q= A AIErkel 255k 0] Tt Sl Ade] Fof o] FatellA <]
RS Gvlehs AdiA, A 7Rl At il Bl euld A, 2AelM e $8A SEE
ofmet = Q= A A AR T2 QXA A RA whe] ofn|E dof Mu|A Fl weo] A}
o7 FEE A= saEs M e ARREL Foh 2 A7 o2fgh Ak AR
BHH ol AFAS Zh= ARSI EA 22 (YGE, 2002: @3], 2008) oM Q1A Pe] A AES A
ot olE Hup S w8k wE, S A v AAVd S ASH o g,
&3k 8 AIAZ| A s wEolobd e SRl ES Sl Bt w2 0] AHlA Fds Ads)
A SR ARREAIZRA S V) FAe] S o vtk o QA o1 shue] Y 9
AAE o

o
=

rir
o
o

7
>
tote

ro




72 S=ARs|EAIE Al67TH A4 %

koo AL Bele] SHelA 2 QAT Ake] FoIF Avinm, ABAzA A ey
Al 21 16k % Sl Al shask ek S9slo £ el A9 sidol A
A9l prele] A9 ol Aulz FA B9 AP G A HFEE 7H 5 e A

e A S
2329 B9 AADAZRE v~ FARAT 27 120 A BaR Ao we)g) 7

7He e wo gl o st AFATY] SAES AREEA A A Y3 Alaet dE
o] AFFEA AU A ZA Y AIAE Al U= E72 Ad 4 Q= AL AX
A B2 AA FE5 BAA B AFY B4 A o]de =9, 5 AHEY sl A

A A SR S AUE] AT Pl FABoRA Al ol Askd 5 glrks =

(A%, 2002 K= k=, £ A AA o] Auls FA AT FHA FF
& H + 9158 HolEnh ok WSl AR P} 2429 FIHDL st A4
S Hol 24 B9 B2, Z 4 £ ARIRAMNAY AToleR: B2 o) 7 Tlofake
oI A F P AP Fk

B AT 7129 o2 ool tap AT A%E A8 wa}oa 9 AT
T ARIAE] da) BrhE ARAel Pie 7k ARE Bl QAL el AA 2L A
A D) AA ASEAM FA] thek o] 72 Qnrt BA B 2 5 vk
72 818 5 girhs oA Qo) Ou)g Zh=rk el B FrlEe ATARE AN
of Wl Ao TR FEATY 7 PRI HAE AT ovE RS 5 vk eht
PRI A AR o)} ARIE AUE ARAE FRAE R B, 58] £5
Wigel Bsly A3e) AmNeT A 5 Qi ¥ AT R e oleld BAL W
Gl RS 9] Al A eke ARES 7K 5 otk 350 FEATAHE olefe
ATHES Fuaban] B Aolr] FFSH 2e Ae #A FsAel wek T2 Byl 9
o 22 v AR Bl W AR Bele AR 2 E AolE dfeh: 3

2N A= [e])]
Aow ATt meb 54 ATeE oleld WA Ths el FEaA weh AEH Aol o)F
o1 Barol gk okrelr] FHARel Pt Wl urt Aus 24 =
1l LA R AT Bk A F el A 2 A A v

A

ge] S5 02 AR 2 J*ﬂ ZﬂﬁH 7@3} Bl *}ﬂiﬂi
et Auls wA e Pl v AT ¢ W = 7 2ok



ARE|EA A O] QAR gl AR we) gl Anla F 2 el gt At 73

At - ol AE, 2010, 71Tl tiE V1A A e Bk @ diht R Z19REe] wlad,
T@?U:%O \__L_:fLJI . ( ) 325_341
A3 - AT 2002, “ARBIEAMEIA T 2AAe] Ast AT, TSRS EAISE, | 49:

AT 2009, "Rl QYA QYR GAF AFAEHATF A4 Aof| nX|= e AERE o/l e
= %ﬁﬁ" PR AT | 130 79-107.

A5, 2005, “ZATA Y] 2AEAY AEAC tigh A zto] Mu|AFA QlAlef| nR]= Gk #
fﬁ_ 03_?. CRMAIAE 7571908 FH 0" st AAlekg) =i

Au)s - 7127, 2005, “A}ﬁ%ml%ﬂi" WA Fo] JES F= 20 AT FAE FHo
FelALS| BA L, | 57(2): 540,

Aedu], 2011 A3 A 2 iza“ Aate] S vxE= Q1o B A, pAhEtw AALeke)=

AQE - HY, 2011, "B ARBIAE FARRS s AL AR A 277 vR)E o
", Wﬁiﬂ@%, (4): 217-237.

AQE, 2002, "W ARB|EAZA ] AU o] A2 gl wX= G, FemARs|EA|E, |
50: 209-233.

Aeks] - ge A - datel - AR - 55, 2013, RG] FEA Alael )AL A, TIAA

. 22(3): 159-197.
BEA, 2008 AR A2 AR A o] wiskel FATEE st AR TAT, RpEEAAA, | 36
141-168.

S -l 2006, “AAAFATR A E T 22 vke] PAlA] QUL wiz) g ate] et A,
roIAFA=] A L 30(4): 1-28,

A, 2005, “FNAEAAE L] Mu A Aol S v AV o] 291e]] #sE A 2004 H7HA

W FA0R RSEAH, 22 207-230,

TENE - QI%IAd, 2014, “1AIA AHEF(HLM) S &3 A7k A2ajn) 2~ do] ofgkale] sk A,
Fob=7gd AT, |, 14(4): 127-153,

A3, 2008, “AREEA A L] Au|A RT3 A g k] dish S AT FekAbs A
Sy . 4(2): 137-163,

R, 2010, 71999 FHo] =AY AR AT 9 71Tl wXE g, RIAAAHA
Ty, 17(1) 39-56.

AN AE 2012, "t AES B8 1B Q] v A AR 2 o)F o w

2= f‘f}oﬂ EH?SF A= “alﬂ 01%%%1 o wiZfE ", e AAT, |, 12(1): 57-85.

d

oY

N

58(3): 5-26.

=3k - FAL 2013, “THESPISAE] SARES] ARkl 24 =910 AHlA Ed g 24T e
AR, | 12(1): 55-85.

HASAR 2014, 2014 ARSEARE 2GHE AFA /)



74 S=ARE|EAE Al67TH A4 %

HARAN - Ak 843003, 2012, ARSEAAEG I ARSEA| - Q1B A - SHFETGA]
Ay AE SRARBIEA 3] ARl EA A 7,

LFF- 0‘%% 2014, "R QA QR ALY HiQIEHA| AEHIATE AB|A el wX= Pk B
AL wiNEY AT, Tekm A ALs] g, | 49: 187-200,

Y, 2001, “2AG T AFS|EA] 273 Aol Al Bk A ARIEARS S
S gt ARkl

o] 3], 2009, "tk A o] &st QoA Au|A Aol QS vX= 291 247, Mjdktssts]
Ay, 39(3): 409-421.

olg]g), 2003, “TAlEEAHIA W] Mula A ALt A, TAREgRAT, | (1) T-24.

As-F, 2011, “AWIA7ISe] FAMGHE AR, 22 Tele] A st ATAT,
Pl Al 4 g ae)sts] shadha|s] =27, |, 199-223,

07471, 2005, “AAAEAH] 2~ o] gl Hel thet A &y A, o|sjoiAitlst whAEhe| =

g>'
N
=

=

YR - o] - AAE, 2012, "mRAEANE FARE] dARIE 9 2A AR 0] Mu] 2 e vl
Yol A A7 AR w2 e I AolE FHCRT REAAAT, . 12(4)
525-M43.

FAR, 2013, "AMEA 22 B EYA o] 2AFI vHE g oJdER2A 9 A}
AR e FHOE", RS EAAT, | 44(3): 147-175.
PR, 2011, ARl EA ] QAR 7L A Fef Rl Gl ek A,
rek=m| 2], , 10(1): 141-160.
A - EAE, 2008, “ARSIEAIAAS] 1A AR 7L AR| A Aol WA= Ek 2007 elEAAIA
B ANE vgo R, FEARS|EA S, | 4(1): 97-120.
Z7 - 9Tk 2013, AR AEEA0] Au| A FA- e nlR]E Oé%ﬂ} Aol wzlayt: A7t
EEAHIA ARk BEE SR, AR A g, )+ 115-141.
A 2008, “LI)FAF FoFARe] T AW L7 R T 9 60 RS T Q1A RPARIAK
Ay, 5(3): 105-121.

ol

o;:, rl
JQL‘
—_
A
N

AW - AT - YE AT YA, 1008 HEIEAR FARGE] B Ay, A% 85
A8 34343 3),

S EAD S, 2003, T ASRANY, | A Bk

AL AT 03] - ALSIRAN DRI, 2012, 20129 A AT HAAE 28] A

SEmE - QA - o] - A - S - S, 2014, ARSI EAEAE, |, %k 3EAL

37, 2005, "ARS|EA] ZRIH AN Bk, a0k Al

94 - AT - AE3 - HA, 2014, AR EARIEE | g WAL

Black, B, Jang, H. S., and Kim, W. C., 2006, “Does corporate governance predict firm's market value?
evidence from Korea”, Journal of Law; Economics, and Organization, 22(2): 366-413.

Brown, W., and Iverson, J., 2004, “Exploring strategy and board structure in nonprofit organizations”,
Nonprofit and Voluntary Sector Quarterly, 33(3): 377-400.

Castle, N,, 2007, “A review of satisfaction instruments used in long-term care settings”, Jowmnal of
Aging and Social Policy; 19(2): 9-41.

Chase, R, and Bowen, D. 1991, “Service quality and the service delivery system: A diagnostic



ARE|EA A O] QAR gl AR el gl Anla F 3 el gt A 75

framework”, 157-178, in Service Quality: Multidisciplinary and Multinational Perspectives,
edited by Brown, S., Gummesson, E., Edardsson, B., and Gustavsson, B., Lexington: Lexington
Books.

Chuang, C., and Liao, H, 2010, “Strategic human resource management in service context: Taking
care of business by taking care of employees and customers”, Persomnel Psychology; 63:
153-196.

Cleary, P., and Edgman-Levitan, S., 1997, “Health care quality: Incorporating consumer perspectives”,
Journal of American Medical Association, 278(19): 1608-1612.

Cronin, J., and Taylor, S., 1992, “Measuring service quality: A reexamination and extension”, Journal
of Marketing, 56(3): 55-68.

Ferguson, K., and Reio, T. 2010, “Human resource management systems and firm performance”,
Journal of Management Development, 29(5) . 471-494,

Gallagher, M., and Raddliffe, V., 2002, “Internal controls in nonprofit organizations: the case of the
American Cancer Society, Ohio Division”, Nomprofit Management & Leadership, 12(3):
313-325.

Hamilton, L., 1992, Regression with Graphics, Belmont: Wadsworth Inc.

Hasenfeld, Y., 1992, “Human service organizations”, 525-554, in Skills for Efective Management of
Nonprofit Organizations, edited by Edwards, R., Yankey, J., and Altpeter, M., Washington DC:
NASW Press.

Haynes, P., and Fryer, G., 2000, “Human resources, service quality and performance: A case study”,
International Journal of Contemporary Hospitality Management, 12(4): 240-248.

Jiang, K., Lepak, D., Hu, J, and Baer, J., 2012, “How does human resource management influence
organizational outcomes? A meta-analytic investigation of mediating mechanisms”, Academy of
Management Journal, 55(6): 1264-1294.

Larizgoitia, I, 2003, “Approaches to evaluating LTC systems”, 227-244, in Key Policy Issues in
Long—-term Care, edited by Brodsky, J., Habib, J., and Hirschfeld, M., Geneva: WHO.

Lewis, R, and Booms, B., 1983, “The marketing aspects of service quality”, 99-107, in Emerging
Perspectives on Service Marketing, edited by Berry, L., Shostack, G., and Upah, G., Chicago:
American Marketing.

Liao, H, and Chuang, A. 2004, “A multilevel investigation of factors influencing employee service
performance and customer outcomes”, Academy of Management Journal, 47(1): 41-58.

Martin, L., and Kettner, P, 1997, “Performance measurement: The new accountability”,
Administration in Social Work, 21(1): 17-29,

Parasurman, A., Zeithaml, V., and Berry, L., 1988, “SERVQUAL: A multiple-item scale for
measuring consumer perceptions of service quality”, Journal of Retailing, 64(1): 12-40.

Peccel, R., and Rosenthal, P., 2001, “Delivering customer-oriented behavior through empowerment: An
empirical test of HRM assumptions”, Jowrnal of Management Studies, 38(6): 831-857.

Pecora, P., and Austin, M., 1987, Managing Human Services Personnel USA: Sage Publications.

Renz, D., 2004, “Governance nonprofit”, 191-199, in Philantiropy in the America: A Comprehensive
Historical Encyclopedia, edited by Burlingame, D., Santa Barbara: ABC-Clio, Inc.



76 SARS|EAIE Al67TH A4 &

Rhode, D. and Packel, A., 2009, “Ethics and nonprofits”, Stanord Social Innovation Eeview
Summer: 27-35.

Rubin, H., Pronovost, P., and Diette, G., 2001, “The advantages and disadvantages of process-based
measures of health care quality”, Imternational Journal for Quality In Health Care, 13(6):
469-474,

Saidel, J., 1998, “Expanding the governance construct: functions and contributions of nonprofit
advisory groups”, Nonprofit and Voluntary Sector Quarterly, 27(4): 421-436.

Teresi, J., Holmes, D., and Ory, M., 2000, “Assessing quality of care among chronic care populations:
Conceptual and statistical modeling issues”, 68-115, in The Many Dimensions of Aging, edited
by Rubinstein, R., Moss, M., and Kleban, M., NY: Springer Publishing Company.

Verbruggen, S., Christiaens, J., and Milis, K, 2011, “Can resource dependence and coercive
isomorphism explain nonprofit organizations' compliance with reporting standards?”, Nomprofit
and Voluntary Sector Quarterly, 40(1): 5-32.

Wagner, C., Ikkink, K., van der Wal, G., Sprecuwenberg, P., de Bakker D. and Groenewegen, P.,
2006, “Quality management systems and clinical outcomes in Dutch nursing homes”, Health
Policy, 75 230-240.

Yee, R, Lee, P, Yeung, A., and Cheng, T. 2013, “The relationship among leadership, goal orientation,
and service quality in high-contact service industries: An empirical study”, Imternational
Journal of Production Economics, 141 452-464.

Youndt, M., Snell, S., Dean, J., and Lepak, D. 1996, “Human resource management, manufacturing
strategy, and firm performance”, Academy of Management Journal. 39(4) : 836-866.



ARE|EA A O] QAR gl AR welgh Anla F 2 e gt Ay 77

A Study of the Relationship between Human Resource Management
& Financial Resource Management and Service Quality
in Social Service Organizations

Kang, Chulhee

(Yonsei University)
Hur, Younghye

(Yonsei University)

This study attempts to examine the relationship between human resource
management & financial resource management and service quality in social
service organizations in Korea. This study utilizes ‘2012 Central Government
Social Welfare Facilities Evaluation (CGSWEFE) data and employs multiple
regression method to examine research model.

The key findings of this study are as follows: (1) after controlling extraneous
variables (organizational characteristics), among human resource management
related variables, performance appraisal, fringe benefits, supervision, formal
grievance procedure, the percentage of employees with certified professional
license, and salary have statistically significant relationships with service quality
in a positive direction; (2) among financial resource management related
variables, the percentage of additional governmental funding beyond basic
government subsidies, accounting management, and transparent use and
management of donations have statistically significant relationships with service
quality in a positive direction; and (3) human resource management related
variables are stronger than financial resource management related variables in
explaining service quality.

The findings imply that more systematic human resource management and
financial resource management would be very important in strengthening service
quality in social service organizations. This study provides new knowledge
foundation regarding the effect of human resource management and financial
resource management on service quality in social service organizations.

Key words: service quality, human resource management, financial resource
management, evaluation on social service facilities
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