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3
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4
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sfar qltk olefsh tigt wSdhEe] wigle] wt
stalgo] FuAt Sl oAt FHoE Mgt
Hi FoA T4 WHAIAE 50 FREHA
tfgke] AMuAEEe] tigh Fe/do] U FopA|aL
AHRyu et al., 2019).
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WSEEI PPA Y Au| Aot S ofgke] AujA
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TAIA W R A NS 55 AR
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= BAsto gy dstuse #4d deld s
T3 tH(Waheed et al., 2016; Annamdevula
and Bellamkonda, 2016).
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H| 2, 7, WS 0 ® vpo] 4319tk

upepa] - AroA= g AMHIAFAS digho]
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& - T TE gAY ApHEE Mquaz A
9J&la, Khan et al.(2011), Parasuraman et
al.(1991), Suh(2022)59 AgAT=5 njgo=z
ghe] Mu|AEAS 34, AlEAd, Y, o
o7 o] SFAstaat gt
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A= Wl Adopgo] & tie Ao
b WEoln, S oA Aol 179
olele F¥alal gtk A& W= Zoth(Lin and
Wang, 2015). B3t Alg]l= 1780 @AKol A
= 2 Aol mieel i 717 Wtglo] whgE o
Algd Zlolehz 1] 71el st US-S onjst
tH(Malaquias and Hwang, 2016).

AFE AnjRbEo] AlFel is #zet 7px| gk
FAo] 7|l FEE vl A= Ao,
AP} AEolu A e Al AuA Al S AR7E
A58 7tE F5AAE Aoldks gals ujst
o} BESk AlEE AR Z1gel oEehs 9% 9
2B g FEA7)E Qo] 719e] EeE
= Zolgl= WEst 7o 2 A o)dtHChang et
al. 2016).
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o g glo] ARl 92 @ slow wkeh
3k fste] AlE= digre] xS et v
Ql MPoR 5E 1 o)9] 5 f8) F7)Aelx
AP QL HRto] Bl ofof & Ao FhehEny

BAolRE AnlAlEo] 719e] THIE sk Al
o=, LW 7199 FEel tist YrREs Kb
oz 3t 719l digt HEE SSh(Veh et al.,
2019; Barnett et al., 2006). %3t
of AZ 7199 B Folell
o] Az 7]gel gk AnkAQl ]
(Fombrun et al., 2000), 7}4, ¥4, "4, 7=
SO Yokt Qago] AKH R o] FoXl Avks
2 7199 edldsel gk FAZ Ag=Eelt
gk 4= ItH(Singh and Misra, 2021).
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2 283} Barnett et al., 2006). F3t
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Kang and Han, 2017). wepr "84S 249 o]
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Shanley, 1990).

ATl e 719EelA ol A

Y 2
%
L

=

2L

¢

o 12 ]
ou B fo p &

o o
ox,

ST

FEEe TiR1e Al
Ao gk FHARl ThsAe R, 54 71
G m el oigt A9 Hrolth =
o= AHIAPF 548 AlFo|U A 2ol tisl B
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HAL fstus AMu|AS E3l g ojn|x| 2 H
o] xR AsIelth. o]& Veh et al.(2019),
Nesset and Helgesen(2009) 529 A3qATE 7]
Hro s, dfgke] £, AR, oA 5 F 3719
SAETgow 0] Holqltk
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t}. o] Schiffman and Kanuk(2007), Zeithaml
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AE 7)ol F-aate] FEet s HolE 3o
7 /\45]0%1;} we pE= iéfz‘) ,] o];@;ﬁg}o}
0.7 oPFow yept FSEEErE HsEen,
BE W AVE o] 0.5 o)dow veht 7lE
of Agst s Bo 1 fFTE IRIsISith
Jela 3hEERPYE RIS S8l 7F wi
AVE @t Al gkl ﬂﬂa AT
Aoz AVE Ala gho] ¥
735 wdErIAC] e 2

et al.,

2013). BA43} <E 5-2DoAsh 7o)

AVE Ali ghol ¥ AeAAlsry 25 F7 o

Bt 2i7ke] Al 7

HER o] SRl

Tab. 5—1 Confirmatory Factor Analysis

H e 01 . Cronbach .
EN | = "sa
2841 | 0.818
7| s | 0.7
E 0.909 0.899 0.7117
S| |43 | 0.875
2844 | 0.908
AZAl | 0.744
& gz | 0.800
2| 0.915 0.834 0.731
S| a=zs3 | 0.838
dZsa | 0.853
SHAlA 0.848
5| =as2 | 0.859
&l 0.940 0.920 0.797
sas3 | 0.8M
o
S84 | 0.858
2241 0.838
| zzse | 0.842
2 0.9% 0.913 0.759
S| =2&s | 0.8%0
Z244 | 0.878
NE 0.872
Al
2 Al22 0.869 0.910 0.834 0.773
Q=3 | 0.811
=P 0.827
g
o &2 | o.oM 0.93%2 0.921 0.821
a3 | 0.916




oSt MH|ASEO| Chst Mstof 2ot ASITof Djxl= S

o

A=t | 0.908

SH

| #so=2 | 0.872

; 0.949 0.937 0.824
#0553 | 0.881

c

#Z24 | 0.897

Tab. 5—2 Discriminant Validity Analysis

H1-3, Hl-4= A==k vbd AR
(t=0.667) thgte] Al fonjgh o

A ok Ao Vet H1-2% 717+t

A, g Au|AEd & 534 (t=3.858"), Al
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) l 2
S A e e B I B A ke Aoz LRt H2-32 7|78l
s | 8| a| s | ]85 AR, thste] A st e el A (+) o Y
sad | 0. S nxE o7 YeERdtH(t=11.667, p<0.001).
M2 | 068 | 0.8 A, thsre] A Aler sl A (+) 2 g
sam | 05 | 080 | 089 & VA Ao VERtth(t=4.856, p<0.001).
=24 | 0.68 0.69 0.74 0.87
Tab. 5—3 Result of Hypothesis Test
Qg 0.66 0.68 0.73 0.69 0.87
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4 te 2
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The Effect of University Service Quality on Behavior
Intention on University Enrollment

Kim, Hyojin* - An, Myounga**

ABSTRACT

Recently, domestic universities have become more competitive among universities due to the Fourth
Industrial Revolution and the rapid decline of population. As a result, universities are making great efforts to
improve university service quality to enhance university competitiveness as they change from
supplier—centered thinking to consumer—centered thinking. Despite the increasing importance of university
service quality, research on service quality is mainly focused on companies, and research on service quality
in the university education environment is insufficient. Therefore, this study aims to examine the influence
relationship between university service quality, trust, reputation, and behavior intention. The results of this
study are as follows. First, among the service quality of university, tangibility, assurance, and empathy were
found to have a positive (+) effect on the trust of the university, but reliability was found to have no
significant effect on the trust of the university. Second, among the service quality of university, tangibility,
reliability, and empathy were found to have a positive (+) effect on the reputation of the university, but
assurance was found to have no significant effect on the reputation of the university. Third, it was found that
the trust of the university had a positive (+) effect on the behavior intention. Fourth, it was found that the
university's reputation had a positive (+) effect on the behavior intention. Through the above research
results, this study aims to derive an effective management plan for university service quality and to present a
plan for establishing a differentiated operating strategy for universities that can respond to students' learning

needs and changes in the times in the rapidly changing university education environment.

Key words: University Service Quality, Trust, Reputation, Behavior Intention, University Education Environment
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