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A4z} 2Fd o] = Z IT(information technology)E &-8-3F ThFSE &7 &0l tigh #Ao] Eolx|a Q1o
H, oo W& uFA ITHH wSAH~ Ao oA I FoA =3 Fx S5 o} ek, kARl
DEAME 2 FE G USR] B AT I F ThFe gt A s [ald vl glov, ITuS AVAE
ggez g ITuS AulaFde] 43S AnE dA4s Judoz HEg Ao sletdt) o]d & Ao
A= SERVPERF 23 2 #d APATE nlgto 2 [Tus HFoA] ITuS AHAZdo Al 714 A9
FA, A, 4, FAAH 2 FA)E =23, olH S AlF TS AHAFE aQlo] shate] wSit
5, Yol 89 s 2 FH R HX = G HFSATh T3, o] FFo] skl A9 (A FA
AdAA A 9 A 57|(AEE FoAFd/mApds Fod eyl me} of DA et =R tdk F7HE

=
A% AASET AE 24 MLEI)E 20380 TG A7 ol AP B83 FRuR4Ry B4 2
S ITEE AV 2FA0] B 7HA 9 7hed f34, AEH 2 Sude] MRS FOT FFE FE
AoE Ehgon], ot WEWEEE AYH G5 FAARNE FT JFE FE AT 24
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o E=3h TR S Au|2Fdo] BSUEE vx]= 93 A A 52 29 2 FAq 5717 Fo8 245
HE AT AL S 8213t th B A= SERVPERF 28-S 83t ITw-S Weho| A ITal& A ~%3d
o] FFEE AFF Hx9 ATt HlA & ooyt itk B AFAa#7 ITRS A2 AF7)3e] 1
SUET A D ZE€AA Mula 9L g AFFA LS AFH E F A AZ /Yt

FA ITuS AU =FE, RSUEE, YA 8o, 37 °%, SERVPERF =&

=R 2017 78 312 =EAA 0 2017H 128 122 AREEY 20174 128 18
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1. NE Ho wsto] ety A4zt A A=<l
o FEARP S TES B =T, sU T A
|42} 4+ & ™ (the fourth industrial revolution) EoK2RE AlZ, AFEQJIEY, vl o] (Sl FA
£ KX 7|<%(information technology: IT) &oke} S ¥3h, ARRL Hlo] 2 HahZ AW R T
OE 4h Eoke] §d o= olHA I A= 714 £ 283 O sV 2 A Hokel A
23 2 ol = A Y F92Ql WEE SRl miEs S AR =Y B oA E dE
o]m] g TH(Schwab, 2016). L&=FHE o]HF 5 YTHPark, 2016). T, A4xt AFE ol of
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D] MAZHo| MEIISE, HYNEIE Y 5%

oo T WEEL AWHOZ Bl EE
A FAHA AR BF, T A4

= 0, 71

o] LI AFS Afrste A Fso
Z AolE 4 9Jth(Lee and Han, 2013). €HEE S
2 2ae)eE e Polee 2 9%
S )X H(Soderlund and Rosengren, 2007), TF=
AERAPNERT A 79714 o & TS
BIEE Aew dHA UthKaz  and

28 oln] AFI Ayl 919 obx AP
e BhlolA Y W% wE LEHA, 2

<FF Education Service Qualiiy>

FAsaA sk A= BelshaL, ol

78 Aspuse stz A4

o mA=

Meaderating variables

leamer Position Mg{% ‘(’,ailo.n of
" . Partieipation

: Secand-order variable
" ]
O : First-order variable

(Figure 1) Research Model
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FFEL A A9d gt g Zolth
71d8c(H8c): HH3Ado] WSTEEo HX|=
FFg L sk H 9o wet gE Aotk
7Hd8dH8d): Al o] WSS T ol HX| =
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=
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ZORE F83l 7|Ed AR, AFAE 2
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<Table 1>3} 2t}

A, SEA] Yy AulE A EH, dzb

7} 144v8(70.9%), A= 599(29.1%) 0.2 YA}

N

o wFo] TR EA kst

s,

AA M AR 201610 1137 ?‘&éx}fﬂ AAR7E &

2t 77.3%, AAF 22.7%%
A Aule 2 A7) %i
H2ke] A%
of 3t= ITu 9 &

031
ox N,

(Table 1) Demographic Statistics of Respondents (n=203)

Classification Frequency | Ratio(%) Classification Frequency | Ratio(%)
Male 144 70.9 Recormnenfiatlon from 4 167
peers and higher rankers
Gender Reaui :
Female 59 29.1 equirement 0 24 1.8
mandatory training
Motivation
20~29 74 36.5 of Encouragement of 41 202
e training in a company
Participation
A 30~39 79 38.9 Needs for working 35 17.2
ge .
40~49 45 22 Needs for applying in 44 217
tasks
Above 50 5 24 Needs for self-efficacy 25 12.3
Graduated college 7 3.5 Al (A}'tlﬁcml 11 54
Intelligence)
Level .Of University graduation 144 70.9 DB (Data Base) 9 4.4
Education
Master's degree 38 18.7 ORACLE 5 2.5
Doctor’s degree 14 6.9 OS (Operating System) 6 3.0
Under 5 63 31.0 Taken SW (Software) 14 6.9
Course
5~10 45 222 Network 27 133
Total 10~15 41 202 Mobile 28 13.8
Working -
Years 15~20 25 123 Big Data 28 13.8
Above 20 10 49 Web 7 34
Not applicable 19 9.4 Programming Language 68 335
Staff 50 24.6 21 hours 9 44
erator 20 9.9
Op 28 hours 6 3.0
Assistant manager 42 20.7
Manager 41 20.2
N e Course 30 hours 3 15
Position Senior manager 16 79 Hours
Executive officer 11 5.4 Invested
34 hours 107 52.7
Above Executive 1 0.5
Etc. 2 1.0
35 hours 78 38.4
Not applicable 20 9.9
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BEO0 36.5%, 3000 38.9%, 40TH 22.2%) 0. & 42 W0 XEN Mo| Y =X
Hebgon, HE wE dReoesnel W% HAALo T HS4E A9t nE HEE A
29 ol Aoz IS A F CHTreTle e TS e e
amgn 0d olshrh 530%E Aue gy ardM ATE WMEE E AT TS A
S Aoz vepdon, Hele] A9 AR ] 2x Weto]l BHA| =431l Likert 78 A =5 Ab
&3t S5k ?‘54%31%-‘45 %494 75‘—°r,

(e olsh7b 552%, TG oyt
34.0%2 Aoz eyt 29EAE Ao s
3 TS Fo57]|8 AW RH, JAke] =23
B, 0K o|FAIL FE ALY 4 =8 5
o] HAPRA o7l 48.8%, Belo] R4, A

and Park, 2012; Wexley and
Latham, 1991)% %3]-04 ITRSS 33 55
3l A A8 AA)| R REF3Poix] &8 2 ALS

_I

J

2 sl 3l L= il BV 3}
A 48, AN 5ol AR B sl O}LL:H]H =z P, ol o
AP EELS. A% a5 ol =T
Aoz vtk $EAZ SAE mws Aga NS fﬂ oo i qo}L:
5o AYATE EHE JA}, T8y
o) A%, R, Python 5 2 Qojs w010 0T HUATE =M 07 WA,
3 = o] 1zx}9 9 =0
H Bolr} 33.5%% 7P Be Ao = UEho WL, ST 4719 12k8.%] M-S
&4 A (formative) AF 02 0|7 234291 WS
o, mHld38%), HHolE(138%), eSS © °:§°};;V") =¥ ]] 2 = JJI“T %;
L = 49 Choi, 2013). o] &gt = 7
(133%), A2ZEY0)(6.9%), AEAE(54%)2 ‘ﬁ’ M (Lo o ) LE N
= 7H e il i % % =
CAZ A2 TS BRlE G| g A oo SEETE DV Tk TN
S ATt 2 maA] BE B wg oo ¢ S study)E B 4, 2
90 2 ¢ 7} 7t o=
& MR, A BEI 30T @o] 7 Lok A HAS AL A 1Y
HE JEE‘_H% i]—;dtf O TN AR
252 wA%E TAT B MEE f e “}_ _1 s
AT o] = el (face validity)S R 3T A
9 WSS e 244 4o 2 FREPL
<Table 2>°] A3} Th
(Table 2) Operational Definitions of Variables
Variable Operational Definition Reference
Taneibl Awareness of the appearance including physical facilities and information
angibles materials
- The degree to which the promised service is delivered at the right time and
Reliability | i peievable oh and i
IT Education . - i : an m
Service Responsiveness The willingness to provide services to customers quickly and the degree of (2008);
Qualit immediate response to customers Parasuraman
vanty : — - et al(1988)
Assurance The degree of safety of the service to the customer, including the ability to
make it trustworthy, politeness and respect
Empathy The degree to which we have a sufficient understanding of the customer and

consideration of the customer's personal needs
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Variable Operational Definition Reference
The degree of satisfaction with the instructor such as the professionalism of
Instructor . . .
the instructor and the development and attitude of the systematic lecture
Excellence of teaching materials, appropriateness of teaching time and duration,
Method degree of satisfaction with teaching methods such as utilization of educational
; i Choi(2013);
Educational materials 0i( )
isfacti Harvey(2000);
Satisfaction Contents Satisfaction with educational contents such as quality excellence of contents Lee(2003)
and contents utilization
The degree of satisfaction with the educational environment such as the
Environment | cleanliness of the lecture room and the convenience facilities and the
superiority of accessibility
Work Application Intention Intentions and possibilities to apply what you learned in this course in the Self-developed
future
. . The intention and possibility to recommend the institution and the curriculum | Kim and Lee
Recommendation Intention . . . . . .
to others according to the degree of satisfaction with the education service (2009)
Korean Society
.. Depending on the level of roles and responsibilities, we mean positions that | for Learning and
Learner Position . . . o
are responsible for vertical work within the organization Performance
(2010)
Motivation of Participation A psychological state chang-e -that hlldicates .why. learners paﬂiciPate in learning Shin
and why they want to participate in learning in a state of mind (2012)
5. 9z} At WA AHAe 7 Age] A=

¥ 917 BM SPSS Statistics 21(SPSS 21)}
SmartPLS 2.02 AME3l] Hlo|HE B8}t
Ao 2% H5S 98 Cronbach’s Alpha
< SPSS 21& AHE3te] 48kl oH, BFA
F< A% gelA 20E4(confirmatory factor
analysis: CFA) ¥ 7244 288 53 714

AZL SmartPLS 2.0 8319t

e B

51 NEH U B B
2 dolMe 38 A5 g AR
(measurement model) A4S 23 AIEA

(reliability), FZEFd4d(convergent validity) %

FHEEFG A (discriminant validity) AZ<S 2 A5}

(composite reliability: CR) %3} Cronbach’s Alpha
e A E Atete] AFEAoh AgAd E4
A3} B =435l Ot Cronbach’s Alpha %
FAAF Z(CR) kol 22 0.813, 0.878 /<l
2o 2 Yeh w& AlEAdo] &R EJATKChoi
and Yang, 2016; Nunnally, 1978)(<Table 3> Z=).

o2 HFEY JAFTEHIAE A5E A &
1A QIwA AA A, BE HeE] Haat
% (average variance extracted: AVE) #to] 0.644
ol o2 71EXQ 0.58 233152 H(Fornell and
Larcker, 1981; Park and Yang, 2016), 812 A &
(factor loading) F=3+ 0.647°014 0.954 *H$] ol A
fFro3s BT JFEFAHC] FREASS
BRI thBagozzi et al., 1991)(<Table 3> =)
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(Table 3) Results of Reliability and Validity Tests

Construct Factor Loading Cronbach’s Alpha CR AVE
TANI1 0.792
. TAN2 0.844
Tangibles (TAN) 0.817 0.878 0.645
TAN3 0.874
TAN4 0.690
RELI 0.894
REL2 0.838
Reliability (REL) REL3 0.904 0.904 0.931 0.731
REL4 0.936
REL5 0.679
RESI1 0.836
. RES2 0.925
Responsiveness (RES) 0.905 0.933 0.778
RES3 0.897
RES4 0.868
ASS1 0.946
ASS2 0.933
Assurance (ASS) 0.925 0.946 0.816
ASS3 0.897
ASS4 0.879
EMP1 0.647
EMP2 0.834
Empathy (EMP) EMP3 0.876 0.873 0.903 0.653
EMP4 0.902
EMP5 0.756
INSI 0.889
INS2 0.846
Instructor (INS) INS3 0.922 0.938 0.953 0.801
INS4 0.921
INSS 0.895
METI1 0.861
Method (MET) MET2 0.855 0.823 0.894 0.737
MET3 0.859
CON1 0.881
CON2 0.930
Contents (CON) 0.930 0.950 0.826
CON3 0915
CON4 0.910
ENVI 0.869
. ENV2 0.865
Environment (ENV) 0.813 0.878 0.644
ENV3 0.721
ENV4 0.743
Work Anplication Tntenti APP1 0.946
ork Application Intention APP2 0.938 0.941 0.962 0.895
(APP)
APP3 0.954
R dation I ) REC1 0.934
ecommendation Intention REC2 0925 0.868 0.920 0.793
(REC)
REC3 0.807
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1Sk

(Table 4) Construct Correlations and Discriminant Validity

(1) @) ®) @) (5) ®) @) ® @ | ao | an
TAN(1) | 0.803*
REL2) | 0695 | 0.855
RES(3) 0.618 0.780 0.882
ASS4) 0.613 0.743 0.798 0.903
EMP(5) 0.591 0.614 0.586 0.674 0.808
INS(6) 0.530 0.587 0.552 0.673 0.602 0.895
MET(7) 0.376 0.383 0.345 0.274 0.196 0.351 0.858
CON(8) 0.432 0.499 0.439 0.436 0.353 0.596 0.706 0.909
ENV(©9) 0.693 0.584 0.437 0.515 0.514 0.598 0.539 0.485 0.802
AO00(10) 0.429 0.395 0.379 0.391 0.333 0.585 0.282 0.514 0.357 0.946
REC(11) 0.409 0.497 0.440 0.407 0.363 0.636 0.618 0.833 0.487 0.545 0.890
* The square roots of the AVE
npReto 2 et HEe S8l BiEAt Z Ay, WA FaAF0] ASTNEHE FEF
FZ 3 AT E Y BAE RIS A S "X = 7FEAH3 2 HSS A9 UH A 574
= <Table 4>9} 2T} <Table 4>0| A 724 o] 7hdo] BF AYEHAT FFAHHL), AEA
Z(AVE) AlF9] (A9 & hsel & (H2), BA18H4)S A7 nSTHEEol g
HEE He AT s BT 238k s AHY FFE A= Ao E et o, u&
< ERIFo=zx WHEIAHS AFTSHAH NEE T3 YA EHe) FH M)
(Fornell and Larcker, 1981; Sohn et al., 2016). o wj¢- Z FEFHL Ho|l= Aoz BEAFEQTH
A= G, ITuS Au2aFde wgAd7
52 71843 9 E9 TS ASUEEE A3t Kol Jo2
o ol A el dag gy AT Ol R el solie &
= e 212Q) W53} Shrtel e FEE olsehe
° SmarPl§ 208 FEAEAY HUET - op ggusme wu 4 58e Ause 2
(bootsrapping resampling) 7IH(RE 203, F2 o 5 yoago ojg nee West Atk F 5
ZEH G 5,000)% 24%6004 E?Eﬂé%o AT e me AusEge meuiEso o)
;ﬁlgﬁf iq{;?:f: ;;J;E o S1L4%el 4 ehigon, RAREE
o nelus f’ g O]%ao’% s © dY9H o=} FHYEol 72 oF 36.8%,
£V (factor score) THME swel MmEe ReiFt. oo Aze
thBock et al., 2005). “Table 5> 3 <Figure 259 413 LRI

AFRZHANA AAR 77 717 g A
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(Table 5) Results

of Hypotheses Test

-.682
(t=0.8091

Responsiverness

(.269%%

Fducational
Satisfaction
(R2+0.514)

(FR2.990)

0132
(=1 627),0°

(Figure 2)

A3l
H9). ¥ 1 %

(1=27.564

e - Signmficant path
#p e .95, Frp< D01, FFHp< 0,001

nagrer ™

: Second-order variable
O : First-order variable

PLS Results

]].__ ‘o_‘]‘./:;]} 7(]_.4(/\]
71(APEA

2 vs. @A) 2
vs. H|ApEHA) ol whe} Z}2}o]
o7 sk, F k] ti AT R
HER AARE ¥ 2dE8Y f5E

3 <Figure 3>l YER Chin et al.(1996)] 7

R2-0.368)

ecommendation
Intentron
(R2:0.648)

Hypothesis Path Path Coefficient tvalue Result
H1 Tangibles — Educational Satisfaction 0.226 3.070%* Supported
H2 Reliability — Educational Satisfaction 0.246 3.035%* Supported
H3 Responsiveness — Educational Satisfaction -.082 0.809 Not Supported
H4 Assurance — Educational Satisfaction 0.299 2.990** Supported
H5 Empathy — Educational Satisfaction 0.132 1.627 Not Supported
Hé6 Educational Satisfaction — Work Application Intention 0.607 10.582%** Supported
H7 Educational Satisfaction — Recommendation Intention 0.805 27.564%** Supported
*p < 0.05, **p < 0.01, ***p < 0.001
<11 Education Seyvice Quality>
P ——
i
0.24@;*'
{13 035) ,
0 glyrees Nork Application
{=10.382) T Intention

- 1 Nonsigmificant path

(

1

2

e 2o do b of

4

2
X
|

M ‘mn

wetsts




I ME|AZHo| DSUEE, HANEOE 3 XA 0jxlE YBto| B3 A7 &% A9 ¥ HoiSv|o| THENE Fyo=
21 885ttt o] AAkAle ARA~E Be 3L %) THe.g., Ryoo and Koo, 2010; Venkatesh et
e dFoA 2489 £AS 93] 285 al., 2003).

Patilsamplg_l - Path.sample_z

* S-E-zsamplez ] *

2 +&
T samplel (m+n—2)

1
e
m n

Path, @ Path Coefficient of sample |
S.E.; : Standard Error of i
m; or nn; ° Sample Size of I
t ¢ t-value(df =m+n -2}

(Figure 3) #Value Formula for the Moderation Effect (Chin et al,, 1996)

(Table 6) Comparison of Path analysis Results by Learner Position

. - Operator Group | Manager Group
Hypothesis Classification (n=112) (n=69) Result
Path coefficient 0.164 0.487
HS8a Standard error 0.146 0.173
. . . . Supported
(Tangibles — Educational Satisfaction) Sample size 112 69
t-value -13.498%**
Path coefficient 0.357 0.147
H8b Standard error 0.151 0.191
L . . . Supported
(Reliability — Educational Satisfaction) Sample size 112 69
t-value 8.171%**
Path coefficient -0.020 0.038
HSc Standard error 0.157 0.255 Not S d
. . . . t Tt
(Responsiveness — Educational Satisfaction) Sample size 112 69 o+ Stpporte
t-value -1.898
Path coefficient 0.126 0.058
H8d Standard error 0.184 0.277 Not S d
t Tt
(Assurance — Educational Satisfaction) Sample size 112 69 ot Supporte
t-value 1.959
Path coefficient 0.129 0.159
H8e Standard error 0.118 0.177 Not S d
. . . t Tt
(Empathy — Educational Satisfaction) Sample size 112 69 ot Supporte
t-value -1.374

*p < 0,05, *p < 0.01, ***p < 0.001
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A, SheA A9 WMo zAEY B4 A 6, AR
s, FRAT A= HE St A9lol o) g
WEES Ft 9ol b uehd we 61 @70 A W oo
(H8a 0 HSb AH), w4, A4, 34e 9 o e Slse wERe ol g ¥
gFeo] Tt x| e Ao 2 JEGTHHSe, H8d, Ok;; Eo i}; EEH e 7;1»;‘;’6W ;
H8e 7]7})(<Table 6> #X%). TH= o WO remeran A
S0z FeEs] wWie] 2AET B A o olE @ Altie] WEE FET = e 1T 2
B Ran MR MeA Gan B po  HUEE TS e V1Y % kel U
Folslol meh megWEE] Fi gggel o 1T AT HANIRE olfw wies
FolT FEAN LAYL FARAG. ofof p T o0 T A= [TuFe] DaY £@ A
o} HO9} THEE ZE 71 (H9a, H9b, H9c, H9d, A e el & A7 AYATE v
Hoe)ol A& =] ITH<Table 7> %), go s Aulagdel adrisd vl
A S AFsAh F o FAHE, IT

(Table 7) Comparison of Path Analysis Results by Motivation of Participation

. T Voluntary Group | Involuntary Group
Hypothesis Classification (n=99) (n=104) Result
Path coefficient 0.360 0.219
H9a Standard error 0.160 0.112
. . . . Supported
(Tangibles — Educational Satisfaction) Sample size 104 99
t-value 7.232%**
Path coefficient 0.071 0.198
H9% Standard error 0.179 0.160
L . . . Supported
(Reliability — Educational Satisfaction) Sample size 104 99
t-value 8.171%**
Path coefficient 0.173 -.186
H9c Standard error 0.238 0.142 S d
(Responsiveness — Educational Satisfaction) Sample size 104 99 upporte
t-value 12.955%**
Path coefficient 0.172 0.390
Hod Standard error 0.218 0.162
. . . Supported
(Assurance — Educational Satisfaction) Sample size 104 99
t-value -8.079%**
Path coefficient 0.062 0.243
H9e Standard error 0.157 0.120
. . . Supported
(Empathy — Educational Satisfaction) Sample size 104 99
t-value -9.202%**

*p < 0,05, **p < 0.01, ***p < 0.001
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(Appendix 1) Variables and Measurement Items

Variable Measurement Iltems References
TANI | Contemporary and up-to-date facilities
. TAN2 | Facility is attractive and looks good
Tangibles ; -
TAN3 | The attire and appearance of the staff are neat and tidy
TAN4 | Well equipped with service-related instructions and materials
RELI | Fulfillment of promises
REL2 | When problems arise, resolve them with diligence
Reliability REL3 | Believing and trusting
RELA | Provides service at the appointed time
RELS | Accurately records and preserves service history
RESI | Provides the exact time when service is available Oh and Kim
Responsiveness RES2 | Provides quick service (2008);
RES3 | Would be willing to help Parasuraman
RES4 | Responds quickly to what students need, even when busy et al.(1988)
ASS1 | Employees are trustful
ASS2 | Reliable when service is provided
Assurance .
ASS3 | Employees are courteous to their students
ASS4 | Employees have a good working knowledge
EMP1 | Demonstrates personalized attention to students
EMP2 | Gives individual consideration to students
Empathy EMP3 | Understands the need of students
EMP4 | Striving to protect students' interests
EMP5 | The availability of an institution provides convenience for students
INS1 | Instructor has the expertise in the field
The instructor strives to identify the needs of students (e.g., course direction,
INS2 speed, level, etc.)
Instructor INS3 | The instructor develops the contents of education in a logical and systematic way
INS4 | Instructor presents important contents related to education
INS5 | Instructor acts positively with students
MET1 | Course materials help you understand what you need during the class
Method MET2 | The total training time and the duration of this course are appropriate
MET3 ;l;thag;;;l};:?;tlgn of equipment (e.g., hardware, software, etc.) during the education Choi(2013);
CON1 | The content of education is consistent with the educational goal of students Hir::(yz(é(());))() );
Contents CON2 | The quality of education is excellent
CON3 | Educational contents are highly applicable
CON4 | Educational contents reflect the need of students
ENVI | The classroom is clean
Convenient facilities (e.g., rest room, coffee machine, etc.) and the surrounding
. ENV2 environment (e.g., smoking room, parking lot, etc.) are satisfying
Environment FRTT
ENV3 | Accessibility is excellent
ENV4 Satisfied with PC (or desk) and interior facilities (e.g., heating and cooling
systems, etc.)
Work Application APP1 | Intend to apply what I learned in this cours; to.my workplace Venkatesh ef al.
Intention APP2 | Expect to be able to apply what I learned in this course to my workplace (2003)
APP3 | Plan to apply what I learned in this course to my workplace
. REC! | Intend to recommend this course to my colleagues
Recommendation - -
Intention REC2 | Intend to recommend the instructor of this course to my colleagues Self-Developed
REC3 | Intend to recommend this institution to my colleagues
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Abstract

A Study on the Influence of IT Education Service
Quality on Educational Satisfaction, Work Application
Intention, and Recommendation Intention:
Focusing on the Moderating Effects of Learner
Position and Participation Motivation

Ryeo-Eun Kang* : Sung-Byung Yang**

The fourth industrial revolution represents a revolutionary change in the business environment and
its ecosystem, which is a fusion of Information Technology (IT) and other industries. In line with these
recent changes, the Ministry of Employment and Labor of South Korea announced ‘the Fourth Industrial
Revolution Leader Training Program,” which includes five key support areas such as (1) smart
manufacturing, (2) Internet of Things (IoT), (3) big data including Artificial Intelligence (Al), (4)
information security, and (5) bio innovation. Based on this program, we can get a glimpse of the South
Korean government’s efforts and willingness to emit leading human resource with advanced IT knowledge
in various fusion technology-related and newly emerging industries. On the other hand, in order to nurture
excellent IT manpower in preparation for the fourth industrial revolution, the role of educational institutions
capable of providing high quality IT education services is most of importance. However, these days, most
IT educational institutions have had difficulties in providing customized IT education services that meet
the needs of consumers (i.e., learners), without breaking away from the traditional framework of providing
supplier-oriented education services. From previous studies, it has been found that the provision of
customized education services centered on learners leads to high satisfaction of learners, and that higher
satisfaction increases not only task performance and the possibility of business application but also learners’
recommendation intention. However, since research has not yet been conducted in a comprehensive way

that consider both antecedent and consequent factors of the learner's satisfaction, more empirical research
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on this is highly desirable. With the advent of the fourth industrial revolution, a rising interest in various
convergence technologies utilizing information technology (IT) has brought with the growing realization of
the important role played by IT-related education services. However, research on the role of IT education
service quality in the context of IT education is relatively scarce in spite of the fact that research on general
education service quality and satisfaction has been actively conducted in various contexts.

In this study, therefore, the five dimensions of IT education service quality (i.e., tangibles, reliability,
responsiveness, assurance, and empathy) are derived from the context of IT education, based on the
SERVPERF model and related previous studies. In addition, the effects of these detailed IT education
service quality factors on learners’ educational satisfaction and their work application/recommendation
intentions are examined. Furthermore, the moderating roles of learner position (i.e., practitioner group Vvs.
manager group) and participation motivation (i.e., voluntary participation vs. involuntary participation) in
relationships between IT education service quality factors and learners’ educational satisfaction, work
application intention, and recommendation intention are also investigated. In an analysis using the structural
equation model (SEM) technique based on a questionnaire given to 203 participants of IT education
programs in an ‘M’ IT educational institution in Seoul, South Korea, tangibles, reliability, and assurance
were found to have a significant effect on educational satisfaction. This educational satisfaction was found
to have a significant effect on both work application intention and recommendation intention. Moreover,
it was discovered that learner position and participation motivation have a partial moderating impact on
the relationship between IT education service quality factors and educational satisfaction. This study holds
academic implications in that it is one of the first studies to apply the SERVPERF model (rather than the
SERVQUAL model, which has been widely adopted by prior studies) is to demonstrate the influence of
IT education service quality on learners’ educational satisfaction, work application intention, and
recommendation intention in an IT education environment. The results of this study are expected to provide
practical guidance for IT education service providers who wish to enhance learners’ educational satisfaction

and service management efficiency.

Key Words : IT Education Service Quality, Educational Satisfaction, Work Application Intention,
Recommendation Intention, SERVPERF Model
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