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Abstract

Purpose — Universities are placing a greater emphasis on re-
lationship management as a source of competitive advantage
due to increasingly competitive environments and social
changes. The purpose of this study is to analyze the relation-
ships among education service quality, relationship quality, and
relationship performance from the perspective of service
distribution. In other words, this study is focused on the role of
education service quality with regard to relationship management.
In this study, education service quality is divided into lecture, job
assistance, student-faculty interaction, student-student interaction,
facility welfare, and scholarship welfare quality components; rela-
tionship quality is composed of satisfaction and commitment;
and relationship performance is divided into recommendation
and defection intentions.

Research design, data, and methodology — This study aims
to identify how the various elements of education service quality
affect satisfaction. Further, it aims to test the relationships
among satisfaction, commitment, recommendation intentions, and
defection intentions. Distribution and marketing students were
randomly selected for the experiment. Out of the 380 ad-
ministered questionnaires, a total of 361 respondents provided
complete and usable data. The sample consisted of 232 males
(64.3%) and 129 females (35.7%). The variables of the pro-
posed model were measured through assessments that were
measured on a 5-point Likert scale. Using Lisrel 8.7, a structural
model was analyzed and the path coefficients were estimated.

Results — The overall fit of the model was acceptable (x
2=1121.8 (df=603, P=0.00), GFI=0.967, NFI=0.974, CFI=0.981,
RMR=0.021). The results generally supported the hypothesized
relationships of the proposed model, except for Hypothesis 1.
First, lecture, job assistance, student-faculty interaction, stu-
dent-student interaction, and facility welfare quality were re-
vealed to have positive effects on satisfaction. In particular, lec-
ture and facility welfare quality had the strongest effects on
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satisfaction. However, scholarship welfare quality did not sig-
nificantly affect satisfaction; this means that Hypothesis 3-2 was
not supported. Second, satisfaction was positively related to
commitment and recommendation intentions but it was neg-
atively related to defection intentions. Third, commitment was
positively related to recommendation intentions but it was neg-
atively related to defection intentions.

Conclusions — This study emphasizes the influence of educa-
tion service quality on satisfaction in the long-term. In addition,
this research has the following implications for university relation-
ship management. First, the findings suggest that the various di-
mensions of education service quality have differing effects on
satisfaction. In particular, lecture and facility welfare quality are
found to be the most important factors in increasing the level of
satisfaction. Therefore, university managers need to prioritize en-
hancing lecture quality and upgrading educational facilities. Second,
satisfaction also improves through job assistance systems and op-
portunities for social interactions. Therefore, university managers
should reinforce their job skills programs and should provide op-
portunities for social relationships to develop. Finally, it is important
for university managers to take a relationship approach to max-
imizing relationship performance. Therefore, university managers
should work to increase student recommendations and prevent
their defections based on satisfaction and commitment.

Keywords: Education Service Quality, Relationship Quality,
Relationship Performance.
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282 HASIQICE HBEIEEO HI= QQEX S0l SAA
o2 [Fo|X0|Z}HH(t>2.00), HSEIEE0| Y= AoZ HEE
Q!CHAnderson and Gerbing, 1988). <Table 1>0A & %=
=xgEso| QoKL BE SHEHo=z Qofgln, ¢
E& J|FX/Q1 06 0|42 HO|D YOO 7t RHISL ¥

EfgdS A=t 2 5+ ALk

I
0

Variables Item Loadings t value Alpha CR
Lecture1 0.784 16.296
Lecture Lecture2 0.767 15.822
Quality Lecture3 0.524 9.843 0.775 0.789
Lecture4 0.694 13.879
Job Job Assistance1 0.741 15.541
) Job Assistance2 0.818 17.887
ASQSLS;ﬁPce Job Assistance3 0.824 18.063 0.856 0.859
y Job Assistance4 0.723 15.029
S-F Interaction1 0.576 11.072
Student-Faculty Interaction S-F Interaction2 0.775 16.198 0812 0816
Quality S-F Interaction3 0.805 17.072 ' '
S-F Interaction4 0.737 15.141
S-S Interaction1 0.892 19.940
Student-Student Interaction S-S Interaction2 0.946 51.720 0.763 0.781
Quality S-S Interaction3 0.336 6.326 ' '
S-S Interaction4 0.477 9.271
Facility Welfare1 0.522 9.295
Facility Welfare Facility Welfare2 0.501 8.865
Quality Facility Welfare3 0.625 11.429 0.679 0.684
Facility Welfare4 0.714 13.312
Scholarship Scholarship Welfare1 0.780 16.135
Welfare Scholarship Welfare2 0.846 17.909 0.803 0.812
Quality Scholarship Welfare3 0.676 13.467
Satisfaction1 0.733 15.540
. . Satisfaction2 0.674 13.889
Satisfaction Satisfaction3 0.731 15.478 0.819 0.823
Satisfaction4 0.793 17.376
Commitment1 0.762 16.671
. Commitment2 0.886 21.000
Commitment Commitment3 0.868 20.308 0.894 0.898
Commitment4 0.798 17.814
Recommendation1 0.865 19.746
Recommendation Intention Recommendation2 0.692 14.373 0.834 0.839
Recommendation3 0.828 18.515
Defection Defection1 0.633 11.854
Intention Defection2 0.649 12.207 0.714 0.705
Defection3 0.715 13.687
*=1120.944, df=584, p=0.00, GFI=0.856, CFI=0.975, NFI=0.947, RMR=0.042
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Cteoz THEEIEMEES MEHET| s HEE7te] AaA 7t
Yslth= 7HEE 7|SheX|e| OlRE HESHACEL F 95%
FZHO|A (@ + 2SE)7} 10| OfL|H THHEIZHAMO| QICtn e
O|C}. <Table 2>9} ZH0| QE HAZF DA A EEQAE SHj

=1

= 4 QU

1 OF 5\ Hu ofn

<Table 2> Correlation Matrix
1 2 3 4 5 6 7 8 9
1 1

0478
2 0053 '

5 |0039]0318]
(0.069)(0.061)

4 |0163[0330 0419 |
(0.070)|(0.062)| (0.053)

5 0.179 | 0.255 | 0.197 | 0.212 1
(0.068)|(0.064)|(0.065)|(0.066)
6 -0.011| 0.214 | 0.442 | 0.327 | 0.288 1
(0.068)|(0.064) | (0.048) | (0.056)|(0.059)
7 0.391 | 0.488 | 0.358 | 0.351 | 0.316 | 0.273 1
(0.060)|(0.051)|(0.058)|(0.061)|(0.061)| (0.060)
8 0.443 | 0.600 | 0.279 | 0.295 | 0.127 | 0.081 | 0.453 1
(0.056) |(0.042) |(0.063) | (0.065) | (0.069)| (0.066) | (0.054)
9 0.190 | 0.440 | 0.391 | 0.436 | 0.134 | 0.220 | 0.351 | 0.596 1
(0.068)|(0.058) | (0.050) |(0.052) | (0.065) | (0.057)|(0.061)| (0.050)
1. Lecture Quality, 2. Job Assistance Quality, 3. Student-Faculty Interaction
Quality, 4. Student-Student Interaction Quality, 5. Facility Welfare
Quality, 6. Scholarship Welfare Quality, 7. Satisfaction, 8. Commitment,
9. Recommendation Intention, 10. Defection Intention

( ): Standard Error

44, MU=

= g70M ThEs ABoP| flell LISREL 8.7 O|8% 322
Mg AMAPBILCEL HRRHO| HMuK|$E *=1121.8(df=603, P=
0.00), GFI=0.967, NFI=0.974, CFI=0.981, RMR=0.0212 LIEt5tom,
0| 2¥s S8l 7HEdSs o= HuWN Yoot A= I
ZIQ{CE 2 ATOoIM 2HOIE THEAS Zibs <Table 3>9f ZHTt.

7t 19| ZO|SH(B2A$=0.241, t=4.494)1t FAX|ASH(Z
27==0.186, t=4.460)2 2UZ0| SFHQ T DK== A==
LIEFGCE 7HE 29| L 4248 SE(Z2A+=0.154, t=3.411)

<Table 3> Hypothesis Test Results

A 1 JSYHEFH(ERA+=0.148, t=4.280)= =0 SHH
2l A2 LIERGCE O824 7Hd 39 B2 Ald=
I ool g2 F1 UX[THBZ A 4=0.236,
), EFAIZEO0| UE 0jX|= 2 FlSH| 2 A
O LIEtL}L 7|HE|/JCHBEEAH+==0.079, t=1.877). O|F &I

OIFE, FEXRE FE Lx YIHEFE 1f ¥=
ABEXZE2 WSS St 528 22 oK
AEZ2e 5 =0l=0 225 o7t gigs ¢

7t 49 RHE2 ZAH(FRA+=0.785, t=1

u}

A 0N

12
> 0[O
ot OfH

L

o
I

0
d

4%
ks

30
ot
o

=

8.052)1}
(BEA|5=0.294, t=5.682)E F7IA|7|= oHH, BHE2 0
27|4=-0.299, t=-4.647)2 ZAAN|F|= HOZ LEFLICE OFX|
2 74 59| &2 FHoLo| AL Fee 0= HHH(YE
EA£==0.508, t=11.155), O|E2|=0= FEHQ F&EZ OX|=
Aoz =HOIE|UCHZ = A =-0.322, t=-5.667). O|2{ot ZAut= Tt
E2 S 2L} EEtel A&2 0|80 d £ e, Z£0| =H
O E BVIAIF|L O|HOEE UASH=MH FRT 24dS 20
F QAT

m

b

10
ERy

o M
_|El
oY |0 oY H1

5 28
5.1. @79l 29 5 AIAHE

= g7= 7282z AOHAHE SN nsMHA FEO|
Az OXls deks Mot=H =FS FUALL 5 SdS
| S5 E7Iots WIAHIA FE 2022 FA0[4, #AY
S SOl 0] AN HE-S0| s JSSHAL St
OldoiM 2M&l A7Zu= ChEh 20k AW, nSMElS F
Zap SOl AN Zo|FE, FYXHFEFE, N S=HEF
2, WP d2NEFE AESXFEES TR0 88 Y=
OXlE A= LIEtRCE J2iLt YEX|FEH0| UHRo| oKX=
et FOISHA| B2 A2=Z LIEfRCE O|2fph Zit= CHYph u
Lhel Fetau 228ty Mrttezs shdso &g 0|50
LI=H SHA7E )IZS 2OIELL 53| 220 S5 FH 2=E
flot 27HgstE oty 2 KRS0 SOfLtn Crfst wLje|
YoM =7t a1 U M stds2 ZSEXZEO| o
oF MH|A ZHXE HIWY RA E7K5| i2Q A2z FO0|Eth
=W, 52 20 FHAEE J7HAZ| O[H=E HaA7|
= A2= LIEfHO AR, 2452 FHEE S7HA7| 0[F2
=S A2APlE A= LIERT

Hypothesis Path Coefficient t-value Result
H 1-1 lecture — Satisfaction 0.241 4.494 supported
H 1-2 Job Assistance — Satisfaction 0.186 4.460 supported
H 2-1 S-F Interaction — Satisfaction 0.154 3.411 supported
H 2-2 S-S Interaction — Satisfaction 0.148 4.280 supported
H 3-1 Facility Welfare — Satisfaction 0.236 4.761 supported
H 3-2 Scholarship Welfare — Satisfaction 0.079 1.877 Rejected
H 4-1 Satisfaction — Commitment 0.785 18.052 supported
H 4-2 Satisfaction — Recommendation 0.294 5.682 supported
H 4-3 Satisfaction — Defection -0.299 -4.647 supported
H 5-1 Commitment — Recommendation 0.508 11.155 supported
H 5-2 Commitment — Defection -0.322 -5.667 supported
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ZCHHwang, 2012). [tELA CHE =el
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=M, 22 AlRIFel FHE g I 7IYoM a7cls AR
ol5s gt stdo| T=of| =80 &= FYX|AEH Z
g0 UCH ArR|7b S5t #WEH EHASE FHYE HLE AL
gbistel 2Far 1 Mg Zolgts A2z Foteln RACtkKang
and Park, 2011). M2bA CHef =2 b J47HQle] Mo =
RS Mot O =50 tHE + A=S UEY FY9s =
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