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2. M3 o7
2.1 AMH|A A|2E]

A2 A28l A2 AYLAI2E] DA 2H)
9 npERA "o g FAEICHLovelock, C. H,
1994; 2014, Ahn, 2018). o]FollA & A4 T}
Ut Sl L A = g S I L R AT PO L B P R
AUz AGA|2AE T} A 2Ele] e gl 7)E 5
o] 4817} AAEE FEo|t

Au] 2 A2l I oA 3| AfR] 2 AYAEA 2~
o ookt FRl= 4, Ao J8e] ¢ F aF
2ke] dgo] FQska, AGA~E FYL wgte}
ShEAte] Al 2-wlol| et A& A7 JAAE T
i sksAte] 7 FHl T At WAk As
wio] FQa3k AS gt} 53] FAu|zolAM=
wEAke} EAt, a8 S5t Aol EE, He)E
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AH| 20| A A 92 A 20] AJ4F B
M| 29} ARel|A] 1AE0] IAsh= I <ol
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ojulsts, MEE7L Fe AHl2e AHl2 S7olu
AH 2 A 2Hllol] MIEE AL sk a4 9] A A 9
o} E9lo] AojAle A3E $A dAh[Prahalad,
C. K., & Ramaswamy, 2004].
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Tab. 3—1 Operational Definition And Measurement Item

Construct Measurement Item Reference
LSP1 realtime discussion service support
Service LSP2 Q&A interface support
Lecture Production |LSP3 use of various contents Siddike & Kohda, 2018; Park, Kyung
Service LSP4 interesting teaching experience Sun & Eun Mo Sung, 2012; Jennifer &
System LSD1 learner preparation Lusch, 2014; Robert & Nomorosa, 2012;
(LSS) Service LSD2 instructor passion Christoph & Srinivasan, 2013;
Delivery LSD3 Instructor lecture speed
LSD4 lecture flexibility
Convenience BCB1 economic benefits
Benefit BCB2 solve other business Bak, 2008; David et al,, 2009; Siddike
) (CE) BCB3 time—saving benefits & Kohda, 2018
Bi)gglt BCB4 major Course Learning benefits
Coronal9 .
Environment BCEL Cor(?nalg VIrus response Debra et al,, 2020
. BCE2 social distance response
Benefit
SS1 intend to take again
Student Satisfaction SS2 improvement of concentration .
L K 2013; Koo, 2018; Ahn, 202
(SS) SS3 willingness to recommend to others ee & Kim, 2013 Koo, 2018 n, 2020
SS4 chievement of learning knowledge

33 B MY A 8Y

A7HEE AF3] skl 2020
EH?'”IMW %Oﬂ"dPE Al AAIZE

= —Q o

SHAES AFEATH EAL <Tab. 3-2>°

Uepd el 2 A7EASA B0 SHAS
© e 1399, ol 128%0l19lT, shdw=e 2%
3 539, 38hd, 1231, 43hd 91%oleln), AAE
o AU W oweks Aol sl] wiel Alels)
At RAEe) Fa Aat e A7) Al
Wo| 24THOR 71 wekom ek A4, A, £
A, 714k 02 FlERe A, S P4 5ol

o

PC, 2rlEZ, B§Edl

Tab. 3—2 Respondent’s Characteristics

class frequency %
M 139 52,1
gender
F 128 48,5
sophomore 53 19.9
age junior 123 46,1
senior 91 34.1
home dining 38 13.5
home room 247 87.9
connect
point library 7 2.5
(multiple cafe 25 8.9
response) dormitory 7 2.5
etc, 5 1.2
PC 85 30.2
connect Laptop 191 68.0
device
(multiple smartphone 66 23.5
response) tablet 26 9.3
etc, 4 1.5
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4.1 EF=72| Ef=td

ETEYORE o]Fozl AEAE Bl 39
doz ZH=TEA] B SPSS Z
< B3l FofslglEtl, <Tab. 4-1>¢lA9} 2
Zh W E AdgE 2417 QM (exploratory
factor analysis) 23, E& WG4 FEAIE
+ KMOgtel 0.50013ololA &A17F §le ACE &
AT Hurjoon, 2003]. 3kl A1e] Q1A A)
F H9E 0.5013 0= AYgE Zlow HriEnh

o Z YeRIA vlad & AFEE Hol1 9
< glslck
E3 AMOS 22.08 83 Io1F Qo

(confirmatory factor analysis)©
A= X290 pge] 0.05Xth =1, NFI, CFI¢]
< 0.90)4 183 RMSEA7} 0.0582th 2o A%t

3 mygow FTITHEZE 2003, p.213; A,
1996, p.103).
2 AgelAel ERlA 8y Avke <=

338.228, p= 0.071, df=71°I1%13, GFI, AGFI, NFI,
IFT g2 thAl2 0.90)d1™, RVMSEA=0.01924 <
€ 7Fsd o= agen. S4YEEe) mEske
Estimate?t .410~.8629] ®9jel, SEE .067
~.3119] ®9lel 283 CRk 5.719~15.2119]
Aol lor, selig=o] allel FoiA= 4
= Felaro] 0.0000k+0) 02 FA7F gl AL
2 JekEnh

4.2 718 #3 Znt

B AgolA AR HgE Alele] FERAE A

TZE2EH(SEM; structured equation model)
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Tab. 4—1 Explanative Factor Analysis & Reliability Analysis

Loading
Construct | Items # Factors KMO | Cron’a
Range
LSP 4 778~ .630 730
LSS 839
LSD 3 804~ .625 685
BE BCB 4 815~ 713 759 795
BCE 2 .899~,899 .500 763
SS 4 .897~.838 801 .895

AMOS 22.0€ 83l AFsIonh 4 7
A7y, AXNE AFEZA g AP AFELS
<Tab. 4-2>0 JehIQIth. F2EF ] x2=47.777,
p= 0.131, df=4°]%)aL, GFI, AGFI, NFI, IFI #t&
A2 0.99]m, RMSEA=0.0202.24 =& 7Fs3 7
oF vhehdoh

el g 7HES AT A% AREA
gk A= <Fig. 4-1>0 FAE] ek A=A
7} BAASE F23Hp<.05, Supported & Yes &
HA) AAE HAFI glon. ole} 2 HF A
< e 2ok

F239 A2AFE B ngE AAZE o)A
T FAEo] QAABRE AR
o M= o] mlg- A VERGTH.761%+). &=
ol BIFALY] MUIATEE FaFs WAL QIS
H(407#xx), SRFAZE AA|GE AR 27 )L w5k
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Tab. 4—2 Path Analysis of SEM

Tab. 5—1 Descriptive analysis for ANOVA(1)

Hypo| Path |0 | S.E | CR | b |Supported SR S (R
Hl |LSS— BE| 761 | .074 [6.200 |***|  Yes Lower | Upper
H2 |LSS— SS| 407 | .198(3.264 [*¥*|  Yes 1| 68 (4922|127 391 | 452
H3 |BE— SS| .383 |.2953.419 [***|  Yes 2 | 59 |420]153| 3.80 | 4.60
72=33.358 df=3 p=.131, GFI=,952, RMSEA=020, LSP| 3 | 82 [3.74|1.25| 346 | 4.01
NFI=,937, TLI=,908, IFI=,942 CFI= 941 s | 58 |380| 111 | 850 | 410
B W e P e
5. F7} 24 2 | 59 | 576|113 | 547 | 6,06
LSD| 3 | 82 |492|117| 466 | 518
E‘ O‘j-?—oﬂ/ﬂ“‘ ]J\Z]"O/] A t_?bl:oﬂ Iq"j’]' H]EH]I} }é/‘] 4 58 4.98 | 1.02 4.71 5.25
b Qe MulzA "ol igk /14 o] T2 tot | 267 |5.36 | 1.16 | 5.22 | 5.50
Al JAE ARMNNE F7F A4S & ofH 3 1 | 68 |5.27|124| 497 | 557
o) &EAlA| 7oA u 2ot B &Aootk Bt 2 | 59 |497]1.39| 461 | 533
& g 9lom, od gk SEAlAAE AE BCB| 3 | 82 14521135 422 | 4.81
B} Serke AsRe Zolt vl 4Ht e N e et Bt I
Aoz sfotnl sl Q) AR e ko, Be [ P
2 3l skt ot o] Bk ks afof 9 | s9 6:24 1'.06 5:96 61 51
& Zlolth BCE| 3 | 82 |552|134| 522 | 5.81
B2 ATl sgA A A 8R0S S5AS 4 | 58 |595| 87| 572 | 6.18
] = AAREY o7 FHE BEAstuA}l sttt tot | 267 | 597|114 | 584 | 6.11
(Kang & Choi, 2014). AAIZF vltiH Au] 2 A3t} 1 68 |3.89| 1.75 | 3.47 4,31
AAISt] ok 4= Q= A0S o] Fh= =& 2 59 | 3,97 | 1.74 3.12 4,03
A = FARolt) ZEL) nlolg 2~ AglolA] St SS 3 | 82 |377|155| 3843 | 4.11
EE RPUAR A 20 A1E A7k P e e e
317] Eﬁh‘% | BAGAA BAR Eojsljof sl =9
o= siFaljof gtk wEtA o]& SsAlEdlA & . o olcl ZlTl1\.0. &
SIA7IH SRS 2 ARG R XS Ex]suo] ;j;:](!q Hfj ;;lzl:;*:%ﬁl;;];_
5,‘— 2}\1:]— =] [s] —L <o I} CRUA -
o o e OFo|th e AR 9 AAAGF
SEIRTE ST A8 RIS S ) v we 2ol 9EGE AP 2
011/‘1 =14 EUS SR R AR T sG] e Tsoln], )= Bl
2 FHL weIAY TAA LA A T AR A AR e] B e J2o)r)
o] FH& FATE ol we} S5AE AN 39

ezt 2] 24 (ANOVA)E F3l
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Tab. 5—2 ANOVA Result(1) Tab. 5—3 Descriptive analysis for ANOVA(2)
= .
Construct Algek|  df X?]g— F Construct N Avg | D i?lstz)r\(:;)ln i?e;,C;
between | 13,30 3 4,43 | 2.65% Lower | Upper
LSP | in group |440.29| 263 1,67 a 139 | 4,06 | 1,35 3.85 4,30
LSS sum 453.59| 266 LSP| b 129 | 3.87 | 1.25 3.65 4,09
between | 51,66 3 17.22 |14, 70%* LSS tot | 268 | 3,98 | 1.30 3.82 4,13
LSD | in group |308,01| 263 1,17 a 139 | 5,31 | 1.156 5,12 5,01
sum 359.67| 266 LSD| b 129 | 5,42 | 1.17 5.21 5.62
between | 21,65 3 7.22 | 4.40%% tot | 268 | 5,36 | 1,16 5.22 5.50
BCB | in group |431,52| 263 | 1.64 a | 139 | 4.80| 1.33 | 4.57 5.02
- sum |453,17| 266 BCB| b | 129 | 4.98 | 1.28 | 4.75 5.19
between | 29,12 3 9.71 | 8.10%* BE tot | 268 | 4,88 | 1.30 4,72 5.04
BCE | in group | 315,20| 263 1.20 a 139 | 5.83 | 1.10 5.65 6.02
sum 344.32] 266 BCE| b 129 | 6,12 | 1,16 5.92 6.33
between | 4,88 3 1,63 .59 tot | 268 | 5,97 | 1,16 5.84 6,11
Ss in group | 719.21| 263 | 2.74 a | 139 | 3.82| 1,66 | 354 4,10
sum 724.09] 266 SS b 129 | 3,77 | 1.64 3.48 4,05
tot | 268 | 3,79 | 1.65 3.60 3.99
Eroxe FAFCE fFoskA] BA vERgth Al
20 2= Scheffed] ARMEAA AE a4, AH Tab. 5—4 ANOVA Result(2)
g 2"loAE FHe1), FHH3), HHelA, - A
3 Aol WD FHE), 22t e 7 Construct | AW | df | yy | F
ofell Al FTHD), HEH2), FEKB)IAe] Hfol7k £ between | 2.87 | 1| 2.87 | 169
o3t Zoe BAET) LSP | in group | 450.72 | 266 | 1.69
oA B9 Shis st 49 ol s um_| 999,59 | 20T
9/] %701_ ‘;-l =3 _‘_ji:l‘_ﬁ ;_{]_01 E/H-T’;_]', JT_LH o}_e_ between .73 1 73 .54
LSD | in group | 358.94 | 266 1,35
HlolE 5 7ol 7o o]9le] tefgt &so] W cum | 350.67 | 267
Ao ol &Fo] 22 ek AlojolA % HIthHA between | 2.05 1 | 205 | 121
AATE AFelMn e}, Hel g BT |A Z}o)7} Q) BCB | in group | 45112 | 266 | 1.70
=AE BA3ITE <Tab. 5-3>lAe= v|a} - sum | 453,17 | 267
BEo] B AHa)ol £ 13993}, BFo] e between | 562 | 1 | 5.62 | 4.41°
@E‘(b)oﬂ —-‘,—?l' 129 /"}0101]/‘19] Z']— SESE] -Tié‘_ﬂ"ﬁ' BCE | in group | 338,70 | 266 1,27
H]E_Z:j‘_-ﬂl—olq—, sum 344.32 267
_ between 22 1 22 .08
<Tab. S-4>eliAfst o] sizurioleiz e SS in group | 723.87 | 266 | 2.72
t-&-3t7] 915 HABCE) A AR BtA] Zpol7t B sum | 724.00 | 267

Hoz fejapl ver.

61



AMe|AAT, HM103 3%, 2020.9

& ot a5A 2 A ofstel] o}
A, B ultjE AARE ol u)z, 9], RiEEd|
AoIA ezt Aoz} =R BA A, 5AH O
Ao = UeRith.

Q7o) e Qo ololx ANEE el
sk et 2o 94, ANE A7kl e A
Zeae] Aste aoRhd Tre} Ptk

AR, Bl ARk Qaze) Aulzelq 72elA
Bl 2E) e SA7E AZshe Azl
2 gake v

A, HIhE AARE Gd7Ee] Aulzlla ZFelA
2N 28 528 B3 S} A|Zdshe Aul2nt

ERo|= YIS vtk

AR, S AZbehs Ao SsAlr)
A Zehe AuAERdE Gee n)Xith

ol9} 2 UY4-g 53l £ drdne] Axes

kAt o] MuARIERE Eol7] fJsiE
HIT T AARE GAd7e)ul ] AHIaAlzE
< ALH o= PP =E Bfsljof k. 53] Al
H| 2P AA 2B 3} AR 2 DA 2o A B 248

£ T 3

wojof gt} dE EH Thkdt Fel= Fh), B2}
5 2 HogH ol dgsA Ad=fof ik

SFAEL AoAnlzoA 7R og IR}
olg]2 A A olE WY} ¢ WY F83}t
Al AAFA G, S SHoM 9] He)E AlFdhe ol
Qto = QIAsta rial T

F7HEA A= S5t frEoll whet Anl A 2
T, A2 gl AR 2RO A €]
o] ExE ARkt SzAFAc]

R
fu

AAZE 5 Afplszelol T $414S

it}

o 1>
5 &

A
=
=

¢

62

T8y 271 2E3E Al sl R Ae] Bt Aol
SAHSE fFosiA] Al ol AR I
=& 5 Uik ZejMuzoMe] E|UlE sje}
slo] HS o7t 95 & AUtk

a2 FAe tEgde] o]RoiH s W Ful
of Hlal#Ehgo] B A A 194 ¢
A IFAA R FRtolg] s Wolgl= A
ol o vl 13kaL Qltk. oA IRl A
o] TEE Tl v g2 HuEsed st
AL oAS A o7 FHsa Qokal B & glo
o, vt AAZE 97t o] FAq A1 713t
of ol tjgt Heto] Haghe & 4 Uk

B Ao] AopArgre: 7 tistael] AskE<l 8
AETE iR st ths A, 281 FRE
AR b IWES SEARE At Qloke A
o] Q7] wiEel Aze] sjAel Fosfiof gt ko
2 3% AT E Tt ZojMnls 387 ag
A 9 a5 el g AE3lE A AFTAE
a3 et o

]_

fo Sk

)

(AN
A

References

(1] Ahn, Yeon S. (2018), Service Management,
Changmyung Pub., $+32], A2 7%, 4.
[2] Ahn, Yeon S. (2020), The Impact Structure on
Co-Creation, Shared Value and Customer
Satisfaction of Customer Acceptance for
Servicescape: Focusing on Theme Park Service,
Journal of Service Research and Studies, 10(D),
1~11 kA2, Au|2a2A o] 3Zof| gl a7 8-0]

T2 U TR DAUS v FF

S e e R



Bichel AlARZF oiaiziol MlA AT} 23 RN slofala B U SAK AY B

o

TZ HUAAR| RS FA0E

[3] Bak, Seong Uk (2008), An Empirical Study on
Influence Factors of On-line (e-Learning) Lecture
Achievement and User Satisfaction(Master’s
Thesis), Graduate School of Hanyang Univ., ¥14%,
221 SkFol|Af o] Ao} R 9l T FEFasl
of T3 AT

[4] Christoph F. Breidbach, Darl G. Kolb, Ananth
Srinivasan (2013), Connectivity in Service Systems:
Does Technology-Enablement Impact the Ability
of a Service System to Co-Create Value?, Journal
of Service Research, 16(3), 428-441.

[5] David Xin Ding, Paul Jen-Hwa Hu, Rohit Verma,
Don G. Wardell (2009), The Impact of Service System
Design and Flow Experience on Customer
Satisfaction in Online Financial Services, Journal
of Service Research, 13(1), 96-110.

(6] Debra Pettit Bruns, Nina Vanessa Kraguljac, Thomas
R. Bruns (2020), COVID-19: Facts, Cultural
Considerations, and Risk of Stigmatization, Journal
of Transcultural Nursing, 31(4), 326-332.

(7] Hurjoon (2003), AMOS Structural Equation Model
(Advanced Ed.), Hannarae Pub., 2003,

(8] Jennifer D. Chandler, Robert F. Lusch (2014), Service
Systems: A Broadened Framework and Research
Agenda on Value Propositions, Engagement, and
Service Experience, Journal of Service Research,
18(1), 6-22.

[9] Kang, Young-Hwan, Choi, Eun-Soo (2014), An
Analysis of Structural Relationships Between
e-Learning Company CEO’s Ethical Leadership,
Task-oriented Organizational Culture, Learning
Organization Level, and  Organizational
Effectiveness, The Korean Journal of Human
Resource Development Quarterly, 16(4), 113-142.
g, e ol 719 CEOY| &4 2y,

HAA G 2413}, gz
Zkol Fz22 TA.

[10] Koo, Wonil Dongchul Hahm (2018), The effect
of servicescape on customer satisfaction, word-
of-mouth, and revisit in Theme Park, Journal of
Tourism Management Research, 22(3), 1-24.

[11] Lee, Jong-Yeon, Kim, Juri (2013), Analysis on
Structural  Relationships Among Learners’
Perceived Usefulness, Learner Satisfaction and
Related Factors in Mobile Learning in Universities,
Journal of Korean Education, 40(1), 49-79. o],
A7, “oigt mutdedolA szake] A 7E

848 2 skatEEet Hd aRlS 1k 724
WA B4, T alS.

[12] Lovelock, Christopher H. (1994), Product Plus: How
Product + Service =
McGraw-Hill.

[13] Lovelock, Christopher H. (2014), Services

Marketing(6e), Pearson Australia.

[14] Park, Kyung Sun, Eun Mo Sung (2012), The Influence
of Students> Perception of Instructional
Performances on Learning Motivation, Learning

Competitive Advantage,

Attitude, and Learning Satisfaction in a Higher
Education Context, Journal of Educational
Technology, 28(2), 289-315. ¥FAA, A& 5. «“tjs}
&l meAke] mesgol vt A o
Q12o] SkAke] Sh557], ShaEle B Sk
Tof mAE ¥, TS .

[15] Prahalad, C. K., & Ramaswamy, V. (2004). The
future of Competition : Co-Creating Unique value
with Customer. Boston, MA: Harvard Business
School Publishing.

[16] Robert J. Glushko, Karen Joy Nomorosa (2012),
Substituting Information for Interaction: A
Framework for Personalization in Service
Encounters and Service Systems, Journal of

63



AMe|AAT, HM103 3%, 2020.9

Service Research, 16(1), 21-38. Cognitive Assistants: A Service-System View,
[17] Siddike, Md Abul Kalam, Youji Kohda (2018), Journal of Creating Value, 4(2), 255-272.
Co-creating Value in People’s Interactions with

64



HICHE AAIZE Faizol AH|A 4Tt 29 F2LHI Hiol2{A 2 I SEA} 43

=

g
r
il

Ahn, Yeon S. (ahndreo@gachon.ac k)

Yeon. S. Ahn received the BS., MS. and Ph.D. degrees in MIS in 1982, 1990
and 2002 respectively. He worked as a software engineer and IT consultant in
KEPCO and KDN. Dr. Ahn is currently a Professor of School of Business,
Gachon  University. His current research interests include technology

management, service management, information system evaluation etc.

65



AMe|AAT, HM103 3%, 2020.9

A Performance Model of Non-facing Real-time Video
Lecture Service: Focusing the Perspective of
Coronal9 Virus Environment and Learner’s Orientation®

Yeon S. Ahn**

ABSTRACT

This study was attempted to demonstrate the service performance of non-face-to-face real-time video
lecture service conducted in the coronavirus crisis in early 2020. Lecture service is divided into service
production and service delivery from a service system perspective, and its role of lecture service system
and the relationship between lecture service benefits and service satisfaction perceived by learners is
demonstrated. In order to demonstrate this structural impact relationship, the result of analysis through
a questionnaire survey on a total of 268 undergraduate students at G University, showed that the role and
level of the non-face-to-face real-time video lecture service system affects the service convenience and
service satisfaction.

In the additional analysis, the learning orientation learners group perceived the service system level or
role in the lecture service and the service benefit itself higher than the relationship orientation learners
group. In the past, when a face-to-face class was conducted, learners group who attended a lot of extra
curriculum activities perceived the benefits of coronavirus prevention lower than those of a group that
did not. In this way, it is necessary to supplement the lecture service system by identifying the role expectation
in the lecture service for the high relationship orientation group and the preferring extra curriculum activity
group after detail research.

Keywords: non—face—to—face service, real—time video lecture service, service system, service

convenience, service satisfaction

# This work was supported by the Gachon University research fund of 2020.(GCU—-2020—03370001)
#% Professor, Dept. of Business Administration, College of Business, Gachon University

66



