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olo] ¥ AP FA AulA FUH 17 A sl R HFATE vl A x| ulxle
S Al AP TA FAAL BA AR BPAL P AL 4 U Yo AAlstuat
ARG A7 SEE ChSu 2ok A, A AMA BD HPATE AESD o2 vz 17 A
TR, B AR PPNES A AR AL sle FAch SA, A AWABA, 24 A3F W,
2 WEE] PYRL FYTT EYHS AR, APRFS Wstel ATHS AT A, B9
A A2 Bl B9 WA OjRl: 9ol o3 ol ALAT WAL WA FAF Aux ELY
39 WEE0) WA 17 3Y 71K JYVAT AFHo s} Hr} saAol T ARA YIS

211 ZHE MH|A ZX

AL A o& AFEo] AYAHL AH|ZE FAO] O]ROjR|= XO2A AE ER|QA ATH] FFS
o]zt ESH ZARO] o712 ZA 7|Eo= 593t @710] Eo] A%} oju|X|= AW HAMEL TIR|E AE
& 2 QloHer2ol, 2014). Ayl 72 Hojaldoly 3zt 2u]9] AlE, &, Fr7F dopt A
Lo]| : 5

=
EAAQL "WHdoz Ao
Ao ot AMS
responsiveness), =14
t al., 1988).

(e}
st 2~ 9ltHParasuraman et al., 1985). 0o]=2 o] %7] 107FX] AFYo] B+
A5 A4S SOl e, I Ay £33 4(tangibility), A1%|/d(credibility), 573
(assurance), -7 (empathy)?] T4l 71x] Rfgoz2 2A 5 CHParasurama

—

> 0
o

<®E 1> SERVQUAL R &- Parasuraman, Zeithaml & Berry

Z7] 107Fx] A}4(1985) 473 57FA] RAH4(1988) Y&
98 (tangibility) 534 (tangibility) TAR AJAH @ ), AY AAH AT
A12)%d (credibility) A12] 4 (credibility) S Glsl AH|AQ) 2880] AEte
2 (responsiveness) 2 (responsiveness) IAL =7 NU|AE A&SH AT E Hl=
AHYA o] A (communication)
A M (reliability)
s 3 (competence) 211/d(assurance) TULY s o2, AMITE ALste 59
Ot A (security)
of|9(courtesy)
A2’ (access)
780]8li(understanding) 7’3 (empathy) SAl7t DAO)A| R Bste JEA wj2jet Al
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Bory Mu|A BEO| 1 BIEES| OAE 9F : AW FHN UHAVE FNO2

o9, ol%%(2001)e SERVQUAL 239] 5/} AHIel 227} 322 7152 853 P22 AAstL A%
B2 SUS JHe WHOR HRFES ARASAO0, S Alo] A9 FBL Glon o] Au|Ag
S5 QTR St BPE FF AN 00 AT AulAQ ofay, Alele] e SEAel oA 52 mefstn
4 AI0) ol g olafel] HE WA BAY KS-SQIE ANeisich £UH20002 39 2 o]
BR ASA APl AEo] GFL vRl: Tala eolw Aua Jote U3 TAXMY BYIES 9
SYET 9] 2L RLStct BA2012)e AP AulA B 53 FAFL ol§ WA UE
of e AUEAQ) $TE 9 3% SERVQUALY 57b Al FAl02 AMARAAA gage) /e
Aol Ao ojet B é‘éﬁ}?‘;ﬂr R 2 RIS g, 200000l T K5SA R

<®2> SERVQUAL Bf&FOo g st B JIo] st
PN v &
A ARE Ao FRE, LSHL, A4E
A 24 A, 24, 2T, I3, AL

e
1o
oX
o
P

BrjalA A 27 2ERWA, ol ZAAA, Aol AA

o] gt 7kx](Perceived value)= &AAES] #70] 5 dle AEs dHsAH 98 E Fedle
dojAl= ojmlx|olct. uAIRFlIAl ZEAlS] 7R Avle] AuoflA] 0= {80l SUHS Tt A
p=h
=2

) 2oz ARE 2w we Jo) Az viEe £ Auixie] AuEe
Ll AIEY JHIE ASa8H AMEse Foz
o

ABRISS JHRI9} Ul HEeH) 22 AEA

o=2 0~

o]5AH, 2004).

Tdsty] Ysto] 22 Al #E2 siA 2= dd

7}X|(perceived value)Z T 5tal 9Jth. Sweeney and Soutar(2001)= Xz 71X]9] 4719 519 7oz

715 7x], 7M1 7HAlL ARRIARL ZHR|eE SAAR1 THAE ZALSIRH. Newman and Gross(1991)=
|

oy
ox.
rin
E

MUIAS o] gste] ThE AtdSd 0] Hof ok AZd of EebA, AN 7IK1E 4A €
ook siict. weok201l)e WARH AL BABLI B e@slEe] Y= Al Aa] T
ApollA TAdeAES] weARl Yoy A9 7HRE #ishs o2 i)l I A 7L
U Uoe] §U8 MBS 2ai, A0 o e AT SUTCH! FAAEE YAT

Parasuraman and Grewal(ZOOO)2 7\]”51 7}7<]7} TORAE S, AFOfelE, FAQE Sof HJEE nlA
wooh e, TojFlolE 7o) Ae) Pso] QJere ol WElon, ASA(2003)9h ¥Heol(201

] =2 o
201208 $RHE0E 27 A% ARPE B9 BEo] gol WA AckE Aok 1 A9 ARl BE
O WAL Y I 4 9t 50 99 WEE, 0PI BFAE WK 842 QXL o]y MY
T2 HgoR B Ao BAdad et 4F RIS 2ak8 s, AN sz Fesn 5 E9e
a1t
23 39 B5E9| Ho|

Anderson and Sullivan(1993)& RS 2l Aul2 ol AP Zldhel AEE A4 Akl A% 3
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o2
oz
1z

<A ATEAH 2A

= Hle mAE

U} 120 30.0

94

o<} 280 70.0

A5 oo o 283 70.8
ot 117 29.3

204 o]} 28 70

20-30A] gt 74 18.5

30-40A] ©]gt 101 25.3

L}o] 40-50A4] ©]gt 123 30.8
50-604] u]gt 54 135

60-70A4] 0]gt 19 48

70A4] ©]% 1 0.3

nEolst 80 20.0

a2y A= /oetRy 85 213
thstil & 156 39.0

tist ol 79 19.8

S 96 24.0

AR Y73 A] 26 6.5

A 62 15.5

AE|2A] 25 6.3

A9l A3 2 s e
B 56 14.0

5 63 15.8

ERE: 24 6.0

FBA 3 0.8

71EF 23 5.8

2 ojgt 87 218

24-5 71 17.8

T 9 Ajel e oa-10d £ 183
11d=154 66 16.5

169-204 45 113

209 ol 58 14.5

1009+ ojgt 40 10.0

1007+ Ch 48 12.0

2009+ Y 76 19.0

e 3009HAT] 69 17.3
o 4002+ 44 1.0
5009HA o 60 15.0

6009+4-10009HY  o]gt 51 12.8

10009Hd o] A} 12 3.0
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8 MR OA= FF 0 0 FEA HRLE FHCR

Al g 07 AW phang $Asted] Bad
(EFA: Exploratory Factor Analysis)& AA|SITH &

ax A

EPAAT QojBx

=2 a 17

Q wAuEe WA AZSRE UAlstel Chgd 2 802 A9tk KMO(kaiser-Meyer-Oikin)
SEL 2% 550} 3 RPN At 712 AMsttkn Bl o] ARAE KMO Zlo] 94602
ohe- %7 Uston, SOlEE 00002 AAIon EtEol J1E0R T ARAEE A A ol

7256602 AEIST, el HAE adle YR S} 3 Sosl, B A 29 BRaaA
o 4E30IN 5} 2EE0IR, Bof A 29le JRdolN St EEn, 2o
HE6IA 571, mely gele SE F5o] Holrt

<E4> KMO 24 9 Qol2A
B&EAd AA™AY9 Kaiser-Meyer-Olkin &% 946
ZAF ZHolAlE 10430.464
Bartlett®] 1A ZAA S = 561
wogE 0.000
iz 23 ARL | R | dE3 | A4 | HES | g6 | AW
S0l et A} 29 Al RVsict 833 106 207 133 129 | 241 | gy
A/S 9 AZARY 5 a0 gt Mert Aldsigict, 814 | 14 | 173 | 1% | .09 | .00 | 08
Ado] AME | At el who] A go] HE&ololct. 809 | 1% 29 | 229 119 | 157 | 105
AAE0] Qhfifel A 471 4L AAfict 787 232 232 AN 40 | 160 | 121
AdE0] HepEo g Fidsict. TJ0 | 0% 201 167 | 225 | 065 | 216
Uk xegt oldel ZAIA 7117t Aok 122 | 766 | 55 | 135 | 220 | 213 | 0
39 WL 2] Meojgiey, 130 | 742 133 | 112 210 | 153 | 092
AR 7R | 3 A U] A K9S Tetof Fot 073 | 6% | 034 | .159 101 | 153 | (0%
Y TS ol Alest 3] Ui 194 | 681 | 116 | 168 | .19 | .139 | 080
Ut £ 2982 Pt Avgst gdelehs o] 9t 140 | 619 177 | 202 178 | 310 | 113
AT B Alof STt FHolct 209 | 154 | 759 | 227 | 0% | 114 | 048
W 6T L ZPAER 941t 193 | 157 | 757 | 219 7 | 14 | 127
APdo] oy | SUF AP TSt 217 | 120 | 0 | o191 | a1 | 159 | 219
W AR mokst st 208 | 126 | 75 | 267 | 144 | .07 | (081
WY B o] & Elo] 9l 200 | 066 | 06 | 206 | 1% | 231 | 1B
S FAIE o] & 501A Qlrt 19 | 128 | oanm | ss | 097 | 092 | 087
FEEMA 50l 5 Mo Zi5olA glu A 2¢E T Qlo. 2 | 116 206 | 782 080 | 079 | 080
HORd | o, A, 719E ol S Hojado] A ZksolA olck 160 | 170 246 | 713 | -041 | 095 | 029
73oliel o8 AMaF 27 5] A 70l Qlck. 13 | 209 170 | 88l 07 | 125 | 238
ZRAPER Hefote, o] Z50lM 9ot 069 | 158 | 222 | 630 | 193 | 029 | 181
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o2
oz
1z

S U Ol U A g Es N 2 e RIE R | 64 | 2% | 136 | 087 | .8l | 267 | 04

o345 71 T W FAofzol Tigh xAlo] F7EIRICt 19 | 249 | 139 | a0 | ;| 288 | 110
T W A2 23S AT 2 ol 212 | 187 | 10 | 094 | 733 | 3% | 176

PRI 3 Tl Tilo] B2 ARt o 2 l9lck 192 | 412 | 64 | 175 | 647 | 103 | 009

39 W= Slell 39 A0 Qe AUeR e J)Fo] ZolFl 54 | 47 | 210 | 121 | 189 | 00 | 004

R0 R B/ 114 | 244 | 252 | 130 | 3% | 677 | 138

U TEL | 3 Yo Setn) U5~ A9 R0k 200 | 42 | 172 | 095 | 313 | 610 | 04
FARE0] 3AS of Beg He ol flsiink 158 | 269 | 227 | 098 | 388 | .64l | 194

THUT US DRl Aol 95] 9 st 178 | 438 | 192 | 124 | 302 | 586 | 04l

FHEEQ} 7ol W5t RS SMS, 2 U E-mail 502 AlFHIcE 265 | a1 | 322 | 84 | 157 | 058 | 691

Tt A AHEiE & glek(el: 71=ZA, ARtolA) 078 | -0%6 | -074 | 124 | -124 | 418 | 8

HoPd S Elolol & o) L o] Hefoict. 37 24 | 299 | 152 | 242 | -005 | 576
22 740 9lof tiefet Wio] 7Hsalct 182 | 242 | 39 | 25 | 213 | -058 | 3

39 T HUE tlofsha $26P AFIICh 319 | 340 | 405 | 208 | 224 | -04| 505

Figen Value 4308 | 4154 | 4082 | 3537 | 3322 | 3088 | 2.162

%eAt 12729 | 12218 | 12.007 | 10403 | 9770 | 9.083 | 6.3%8
%A 12729 | 24948 | 35954 | 47.357 | 57.128 | 66.211 | 72.568

A WE 0] UXE Y 17 AWK |anE BAsH) gloiA
o 2 UAl F NE BA2S sn 0 AT BE 6001

T W &= g &= 4t 27t 284 | Cronbache] ¥t
Aol = 5.070 1.5707 1.176 .937
Aol Q44 5.032 1.541 .995 .901
=YW
ool 5.060 2.988 912 687
AR PAPS| 4.546 1.996 1.143 870
= 7HA] 5.356 1.458 1.034 .907
U7l 4>
ARA 7} 4.720 1.677 .948 .867
TEHHS T UEZ 5.344 1.411 1.015 .928
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Okl

8 MR OA= FF 0 0 FEA HRLE FHCR

<E6> JHUA 24
e Aol e | AR e Ho S = B I ol R Bl po B e d p B e

Ao AEE 1
Aol o478 572%x 1

ol 560%* 571xx 1

BojAlA 510%x 588xx 514xx |
2aHe 1] 501xx 485%x A48xx 395%x 1
AR 7H] A450%x A54xx A438xx AT1xx 640%* 1
Td HEE A486%x 525xx 462 422 723%x 682+ 1

N (24) 400 400 400 400 400 400 400

o, APARE0.01 £E(SFH)NA FAgU

B AvE B AlA EAo] 3 wER0) olxle Je $AsHeD 9o MAE JMg Erje wig
= 9 IS As7] Yol 2l HEAl(regression analysis)g AAISIRH A4 AMula 24 5 A
AR, A 954, Holy, WA 59 @S] 29 WER0| ofE 4% Aws BAsATh 39 UE
wol oiEh SR Aut AR, A 944, W 7R7E B4o] foldQl A UlAl: Zow Uehd
CL(SOIEE < 0.05), 271240] EYAR square)e 34.6%02 Ueily, oiggide 2AVL gt 2oz
LHERSTH(VIF 2]tf 1.725 < 12.0)
ED FE Fuidg o whEeo] 39 24
BEPY
syus vEgst | uEEet | &3S @ el LR P
A+B BFQA} A 5-ul et s gH VIF
(g4 1.982 236 8.383 .000
ksi= 191 .050 205 3.805 .000 571 1751
Al Qg 275 .057 276 4.863 .000 512 1.951
o] 136 .049 .149 2.771 .006 570 1.755
BrjAA 071 .048 078 1.467 143 586 1.706
54 W o] BEE
L9oEE Durbin-Watson F R R?
.000 1.813 52.349 589 346
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o2
oz
1z

Sofslo} sttt A, S17A @olN EYWATL E&uso] EAKOR Qolst S 0]Aof
Sofsiof stk AW, SlAl @Ol SWWAe} UPfEATE E4vse] EAMCR old aFe nlxo}
gitt =, 3ot Ba7t Qolafob ik 22)m oixjstes 2wl (B2)et 3uAY =

WA (327} (B3)R0t Ackd BRopiEI} Edjsts Ho@ 7153 2 9w, vt @2)7)
7} gastal ¢ o eEullEI ok @ 4 9lrkBaron & Kenny, 1986). 2% A 284 7Hx|e)
Ui ETHe Alglo] AR Wao] QRPN AlEO] 944 Wso] BHOP, HolRe 8o

<ES> BAY M4 BT FA WEEY Aol Lakx| A o fa £

2y H|BESE A4 BESH A4
t I3 | wuzw
T 2] ==
@A o 34 B BEQA B
o
Aksh= 254 .052 267 4.876 .000
PARS K-S 3.728 .000
. =R sad T 219 .059 215
Hop/d 136 051 .147 2.681 008
HojA A .053 .050 .057 1.058 291
AT 191 .050 .205 3.805 .000
A7 275 .057 276 4.863 .000
2 — SUUE
Holg 136 .049 .149 2.771 .006
Ea PAPE! .071 .048 078 1.467 .143
AT .048 .042 .051 1.137 256 4 o7y
Ao 152 047 152 3.245 .001 H oA
3 Hold TAMEE .059 .040 .065 1.467 .143 2 of 7y
BjA A .041 .039 .045 1.043 297 712}
=3 71| .565 .039 577 14.336 .000

H2-2 : A 7RI 39 Aul2 B8a ZAREE Alojold tpf de & Folct.

ST AulA FAY FH TR DX JFol ojA A 7HRQ] tivi s et oRgat 2ol AREI%]
ot A 23, AR 71X tlaae Ad] AEE ¥ 207l A 44w 220,
molid2 rduri = SQlE At

<EY> AL AMulA EATF A THET AtojolA HAAIA 7HA] o7l st A
23y v BESH Al BESH A oo
t ‘j‘"4 B AA
=2l 5:'}_% a2
oAl ;]E e B BEZQA} 8
o
AT .163 .052 175 3.162 .002
A MO AXN 137
| [ESERRa] AAIA 4R .058 137 2.355 .019
Hol/g 131 .050 .145 2.615 .009
BrjaA 207 .050 227 4.160 .000
AT 191 .050 .205 3.805 .000
2 FAURE
A 47d 275 .057 276 4.863 .000
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okl

A MEA FRO 89 BREY OAE I . 0Y FENWA WHRIE FH2E2

Holg 136 .049 149 2.771 .006
BrAA 071 048 078 1.467 143
A= 105 .043 113 2.459 014 25 ajp
A7 203 .048 .204 4.232 .000 B oi7h
3 Held TR .066 .042 .073 1.599 111 74 o7l
BojAld -.038 042 -.041 -.905 .366 712k
AR 7HA| 526 041 526 12.733 .000

46 7718 A52EY

B A0 JPde B Aula o] B WAL AL Q3 £ WA Aol 17 AY JHR|o)

v O -

ui7ieats mefstaAt stint. 7Hd AR 2E Ag2std ot 2ok

<®10> 7Hd A4 23 Ze

s A77b] g Ao
HI-1 Agle] AEE Bl 7o) Ewo] () G ol Zolct. A
H1-2 Ae] 94uge o] Pof RHEmol ()] FFL 0l Zolct. e
HI-3 Hopge wel 7o) eEEo] A+l e uld Zolck A
H1-4 Bojage Hme] of BEsEo] (9] 9L la Zolck 712t
H2.1-1 2obx Jhls All) AEE B USE Ao] QuAA opieie & Sl o o
H2.1-2 2aps FIRIE ALY 9447 B AR Ao AR UpREe & Zolct 2 ol
H2.1-3 23p5 Jhl Holdut B WEE Alo] QueblA upRRiEe @ Folck 2 ol
H2.1-4 2ak8 JhAlE RO de B9 U Aol QIuiAllA opjelee & Solck 712t
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Effect of theater service quality on performance
satisfaction : focusing on customer experience value
mediation effect

Kim, Beom-seok*

Abstract

The purpose of this study is to investigate the effect of service quality of a theater on the customer experience
value and performance satisfaction and to test causality between variables. For this purpose, Study model was
created from the previous studies and performed a survey with the customer who visited Performance Theater.

In this study, employee kindness, facility excellence, convenience, and facilities were set as independent variables,
and performance satisfaction was selected as a dependent variable. The cultural value and economic value of
customer experience were examined as Moderating variables between two variables. Based on the results of this
study, It was found that employee's kindness, facility excellence, and convenience have a significant effect on
performance satisfaction in performing arts facilities. convenience, there was perfect mediated effect of customer
experience between service quality of a theater and performance satisfaction centered on cultural value and
economic value. The employee's kindness variable was examined as a perfect mediation of cultural value, and
economic value as a sectoral mediation. The excellence variables of the facilities appeared as partial mediations in
cultural values and as complete mediations in economic values. In the case of the auxiliary facilities, the
significance test failed. According to the results of the research, it was confirmed that convenience service for
customers is the most important variable. This result suggests that the service quality of a theater should be
basically maintained in terms of the kindness of the facility and staff, and that the customer is more satisfied with
the performance than the audience convenience service provided from the Theater.

The venue suggests that customer service and reception, purchase of tickets, refund method, and staff training

should be thoroughly done so that audiences can make the Theater.

Keywords: Performing arts, service quality of a theater, customer experience value, cultural value, economic value

*Author, Chief Arts Director of Jeonju Cultural Foundation, goingup@naver.com
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