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o] e]folAE ‘WA 3Vl 7HE EHEA vebdthal 3% thBitmer et

Aulz o] AAA BN F9e H2e =6 et /)52
Azaok ok Al dake A Ade AP dug @
2449 2224 Qo) A4ET Yk B A2 A0 Ause
2a4e odstn Aul~d Belel WeAS A4skA Uk Ausd
Ha wae Brte vEsze Puelwst vQe ABEHe F3A
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A% Bask Yor, oF Fi uANE U 2IYRE YT F Ut

Z o]t (Rust et al., 1996).

uANA AFHE AFAMu A HAA 27olgt & 4= lth(Schlesinger
& Jeffrey, 1991). T3t Mu]2=7]QGol lojA UF AT 7|5 A=
© IASAA ATEHe Arlze As APt o] v AL 8
Qlo] ™ (Rosenbluth & Peters, 1992), AH]29] 574 14 E0] X u]2=A4H
HBAGofl A Fostr] wjFeo] nAEL AHlE FFAY TS T8 FiEF
o gyt A = A "ot olyd QRJAEE U8 =TT YAFelA

E o YRIASAA AzEHes HFEAREHo] Fado] AAA

HeskettZ} Schlesinger(1994)= W FA18]2~A S “AlgEo] A 29
ZHAAL = BlEolH, AFEECl 4 WM A= dig-st= ol
Aottt ol# g Hol= Muls AS B=g2A 7 & idstd 5 3l
o= Cronin# Taylor(1992)8] F3 3 dX|st= ZHolw, AHF o2 A3yt
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Berry¥} Parasuraman(1991)2 WRAHI2Hd #Helo], AAS Z2tE F

dees =, A, Frsy] s lE vpARe] Fasin, ol %
FHo =R 77FA] #REE AASER AL, Schneider?t Bowen(1993)+ U] -] H]
2AE 24 WY THLY FPE 2dse AeZ s gig 9
FaAe] BAPE 2Aske dHdaddelth g Ao sk olsh e
FARL A skl A AEA dTe delskAR, 4FHd dTe
w e gk A7 o]th(Hallowell, Schlesinger & Zornitsky 1996; Stanley &

Wisner 1998).

Parasurman, Zeithaml¥} Berry(1994)= XH|2 ZZ oA 2 o] 35

Bt 2ALE S0k S ol 48 AASATE AA, HAE NS Y A
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A2 AHIA Aol 2t 32 e, J|IY0| LG
s &xotls A
(reliability) o
of: FBoF A I]E, FGAI) &
AE M3ot=s AL 2 = M54
Hre A ANHIAE HIS5t SIENSIPN| nj;
) MBIAS] BAIAS L
(responsiveness)
of : JEEFE, JEA]H]2AF, SAH S
= AHIA =810 @FCs XAD J=9 ARE 20|
(competence) | o F#9 Z]ex A&, =259 ZAF 55
:{psl] a4 MR AUY, 54, Al 232, EZAE 20
(courtegy) of RAEZHe, g FE5}2 T X
T)2H SHSEF A Ol =2 N
L of: AJH] AP HHE, AB]~ Bl §HE, FAjx2]o] Bz}
(communication) | |
il
ey algl, gz, 384
(credibility) | <f: 7/9/%, 7]eF#, F5 Fee HIH 5
S S Mol e, M oiZ 2l 20|
(security) of. E2]F oFH, AFE orE, #EEY
d24 MBIAN Cigt 85 S04 82 Jts4d
(access) of. Fsl=2o FHi o]y, oi7)AIZL HB]HRe] Hely
1J2HO =2 ot 7)) 8l Lai= o
. of, mAo] B S7E 7o), S FLH A
(understandings) -
YL uref
R84 MBlAS 22/& A0l 2 A
(tangibles) of: E2]F AH, FPe] o, AH] 2 A Fo AlEEE ETF
A}F : Parasuramanys 1985: 47
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©]% Parasurman, Zeithaml®} Berry(1991)= 57 719S WS 2 AjH]
2 AL =AH3o] SERVQUALS A3t 43 SERVQUALS )<
SERVQUAL®| A ©] &% =% E¥(should)
(will), #3220 £A& TFHU FPe=
oAt EF SERVQUALAIAM = 7ItsEe] ou7t '2nart dshs

(want) 32 AMu|2=7|go] AFoF d=(should)FF 22 7| dslet wbd,
_/':

o
i‘l
>
o
=5
ol
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B

o
)

44 SERVQUALYAE "EA AMu|2akgo A ¢
(feasible) Ao 2 H&= FF' o2 WA

ol ook &2 7 Aol ik iRl VItHE Muls FEI A"

Moz AFEo] f7ld WA

2 AE SH3e = Ee Prasuraman 5(1998)¢] Ate SERVQUALS
7lWte g skal Qlth. WS SERVQUALC] o F-ai7e] AMuj2 zzbo] ol
FAow AHJAR WRAHIE HPGAAM Y de SAHS=TH oM

g0l 7bsdtthal SERVQUALRE | 11QbAF]l Pararusaman -5(1998),
Reynoso(1995), Chaston(1994)5<] & x50 AFE T3l HSsA
713 5(007)8] AFolH= INTERSERVQUALY} SERVQUAL F %2§
= HuEAs e A5 Ay F 2o 7pg 2 Aol Auj=AEd
e aAe  AZS  Hrbske AR LY Ao FAoIeH
SERVQUAL®] A=<l Aol AT o=
& Yo AolA SERVQUALC] WHAMRIAES S| 93 =

dEFHo R AMEEH Yt (Chaston, 1994; Edvardsson, 1997, ©]’d3 et al,
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1999). E=3F Kuei, Madu¥ Lin(2001)= WHEAH|2d& ¥ Zo]7] uf Fof

Ty 44S F4317] 9lslME SERVQUAL E¥o] f& AYS 19
73

o] AFo|lX = Parasuraman, Zeitaml¥Z} Berry(1988)7} A|Qtst A=A,
A, 2354, 84822 TA4"E SERVQUAL HEE HEH
(2009)7F 4 B3 SHEFTE AFESAT

oJF= Ao|H(Kotler & Armstrong, 1991), LA FHL ZZ 9 HRE
o
=

Q7] 9% e BEAA] BWe Q72 ARy AYAERG

THGeorge & Gronroos, 1991).

HeskettZ} Schlesinger(1994)+= WFA 8] 2~F S “AlgbEo] A2 tslA
ZHAAL = HEolH AldEEo]l 24 oM M2 -t oAl
At oY Aole AT Te WHE LASANA ATH= HFAA
BastA g4 Best 9es AT webd 9B A

4
FEE Au2Ae Anshy) 98 Wruag BEAY Bat doke A
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o

2. AF W4 AvA 54 ¥ 37 ¥d 54

o] AT WAt Uty 54 g AN #E 542 oe <k >3 2
ok WA FE 460 08 FAF 1027 (22.2%), A 3587 (77.8%) 0.2 o
A7 Bgokom ARSI HYZ ERS A#-2 354 o] 1867 (40.8%)°]
b wgkow 30~344]1 1159 (25.2%), 25~2941 1117 (24,3%), 244 ©]38}7}
4478 (9.7%) 0.2 7} AQJTh w&FFES u o] 1819 (39.7%) 0.2
Zoron AEY =4 1634 (35.8%), 1Z0] 697 (15.1%), Wt 431
(9.4%)=0l ATt AEARE 7)&E0] 266 (57.6%)°|H 779 EHHE &5
2 400-5995+1 0] 1679 (36.6%)7+H4 B tTh,
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<E 7> tidAe] debd 54 9 ARy 3d 54
N=460
g 57 N(%) Mean+SD
qukza A =} 102(22.2)
=4 o =} 358(77.8)
A= (A 240]3} 44( 9.7) 33.85+7.71
25 - 29 111(24.3)
30 - 34 115(25.2)
350] % 186(40.8)
AFFE 15 uEY 69(15.1)
AEdtunEY 163(35.8)
Q) st w =Y 181(39.7)
) 8H¢d o] 4 43(9.4)
A& 2 71& 265(57.6)
nE 195(42.4)
749 200v] 7 19( 4.2)
4y &5 (FHe)  200-399 135(29.6)
400-599 167(36.6)
600°] /3 135(29.6)
AR HF S AL 135(29.7)
=4 gg57l=Z 95(20.9)
=4 O WA} 2] 113(24.9)
7154 111(24.5)
RcRR 3512 320(69.7)
Al ok 139(30.3)
EX-D= RO 253(55.1)
A8 A B 45( 9.8)
ojdo]g 30( 6.5)
QrolH 1S 51(11.1)
oFAlE 30( 6.5)
A e <l 50(10.9)
AP A 127] %k 73(16.0)  112.05+92.74
<7717 12-59 103(22.6)
1<) 60074 279(61.4)
THAZF7I 24w gk 58(12.8)  131.54+91.85
ng) 24-119 142(31.4)
1200] % 253(55.8)
A M 20L& o 7 03] 18( 5.8)
(=) 1-23] 116(37.7)
301 174(56.5)
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SER R

Z}
Aol Tz AY, FHA, WS, BEH, HEHe

LA
3 uAR A U] EATHOZ §o3 ABAo] AU

7

HH] A Z&
WREAH A AogE
A=Y I U8 EFAH FIA  Total r(p)
r(p) r(p) r(p) 1(p) 1(p) r(p)
FAH| 2=
3579
T (<.0001)
3399 5942
© A
o5 (<.0001)  (<.0001)
e 3906 6208 6101
oo (<.0001)  (<.0001) (<.0001)
o 5 A 3554 5193 4578 5758
TeS (<.0001) (<.0001) (<.0001) (<.0001)
5788 8408 7720 8402 7854
Total (<.0001)  (<.0001) (<.0001) (<.0001) (<.0001)
4529 5706 4906 6299 5743 7106
2Rk (<.0001) (<.0001) (<.0001) (<.0001) (<.0001) (<.0001)
R A 3268 1661 1536 2279 1828 2607 4046
LA FA (<.0001)  (.0003)  (.0009) (<.0001) (<.0001) (<.0001)  (<.0001)
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. ATWF S40) BE WRAN2E A4

1) A7HFY S wE Y2 Q4

EAoA  YEAMu2F QAT E oxET ER(t=248,
p=.0133), A#FAA= 304~344] o]atE T} 244 ©]3}, 254]~294] o]t Het
oA WRAHIAE JAAAET FAH R FofstAl =% (F=10.92,
p<.0001), WEFFFO] ¥ES4F(F=338, p=.0183), 7|&EXHT} v E(t=432,

o

4 ANAET FAGHOR F5 Fodh

1r

=6.21, p=.0004), B A ET+ A2 (t=-8.61, p<.0001)
dufj, ZFAEHE FAHANA ZF3E Hdo] WRAHI=E JAAH =T}

2 FY3A E=JTHF=5.31, p<.0001). T3 A HY ZF73H
L

of
)
o
2
o

o7 w9 593 ojArt 1d w|yHF=28.07, p<.000)¥ w, F HI ZF
+e 109 olrE T 21d mWHF=22.81, p<.0001)C. & ZF7|7to] HSFE

WRAR = G erE FAH R FofstA Tk
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<H 10> AL B0 wE R A7

o] Al

RS |
n=460
W 7 N(%) torF p
Itz A4 A} 42.16+6.54 2.48 0133
Ex o] 2} 40.08+7.68
A (A 240] 3} 44.54+7.52 10.92  <.0001
25 - 29 42 55+7.21
30 - 34 38.87+7.22
350] 4+ 39.48+7.01
WEFT 15 uEY 38.05+7.55 3.38 0183
HAEYFuEY 40.47+7.08
dutguEy 41.22+7.73
o sh- o] A 41.58+7.06
AE 3H 71E 39.27+7.00 432  <.0001
uE 42.27+7.79
79 2007] 2t 42.31+5.94 0.80 4949
EHT 25 (W)  200-399 40.17+7.11
400-599 40.26+7.32
6000] 4 41.10+8.06
AR AF 7S A} 41.62+6.48 6.21 .0004
] g 77]&F 42.21+8.20
54 Y QEALE 2] 39.83+7.25
7159 38.36+7.63
&3 H A2 38.69+6.88 861  <.0001
A k=] 44.77+713
S5 A E 2 41.05+7.63 5.31 <.0001
Ad#AAH 36.64+7.26
ojHoly ¢ 41.86+6.50
otoln]Ql Ty ¢l 38.05+7.12
A E 43.56+5.75
Ay A 41.32+7.22
HAHA 12m] gk 4539+7.42 28.07  <.0001
S571Z¢ 12-59 41.83 + 6.70
(hg) 60°]7 39.79 + 6.96
AT HE7IZ 24w vk 4506 + 652 2281  <.0001
Ng) 24-119 41.88 + 7.44
12004 38.72 + 6.97
A H] 220 S o B 03] 4466 + 812 533 .0053
(3 1-23] 41.90 + 7.77
304 39.65 + 7.68
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2) dFZe 40 mE WEAMHEE adE A4

AT gAY SA wE WFAMuadoadd AAHEE EA4T
A3} <F 11>3 2ok

U RAel=de] 5714 AR F A dEiiE igFFEo]l S
FE(F=491, p=.0023), AFoN = TAZL gRV|EF], dWANEE, 7)E

dEG MGl el ANAHE=TF FATHeR FoshA = UTH(F=5.28,

(e,
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2
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f
2

o]3lH. T} 244 o]3}, 2541~294] o]} FHtol| A F7HAd o
EAgH o2 F93HA EOH(F=11.26, p<.0001),
(F=3.96, p=.0083), 71EH T} W] E(t=-4.78, p<.0001)¥ wj F7Ad] ths] <
7 BATAHCR FosiA E=dth AFME 9 7

AiAE, Vs ARt FAA dal AAF =T FAFH R {3t
ESLO M (F=5.12, p=.0017), L&) & AR} A2 (=793, p<.0001)

>
o
H

d wj, ZFAEHE FAHANAN ZFFE= A Yo|(F=3.67, p=.0029), I

d ZFEIIZ0] BHEFE(F=33.79, p<.0001), F HY ZF77te] HSF=
(F=26.25, p<.0001) &zl sl AXAH=7F AR FoletA =%

.

-gAdel tel e AARGY FAHt=215, p=.0319), AHE 304]~344
ojstrt} 244 o]s}, 254~294] o]s HekelA el el AAH =T}
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2 FY3HA =R OHW(F=11.05, p<.0001), 7| &R} W] E(t=-4.82,
p<.0001)¥ wj, FA K} AFF(F=-6.89, p<.0001)d wj, TFAEH= 48
BAHEY A, AEEdolr 5= &%01(F=4.36, p=.0007), &
A ZEI7o] BASFE(F=23.05, p<.0001), F WY ZTH7|7to] #SF=

i

i

f

(F=18.64, p<.0001) th-3-7d° Wsl AXF=7} FASTHOZ F3HA %3

B30 dalid= A8 304~344] o|stE Tl 244 ©]&}, 2541~294] ©]
& FoolA BFAdel dia] A= FASHOR FoJaiA Eokow
(F=4.32, p=.0051), AFAM= E7|&F o] oA, LRANEE], 7]sdR
o B3Agd s JAAAETE BATHoE FostA EUTHF=6.70
p=.0002). LE&FE= A ARG AFH(t=-6.12, p<0001)d wj, ZFAIH

= AFEBAEEG AE, AN IHE= 37‘%01(1%3.70,

p=.0027), A WU FTE77to] FHLSFZ(F=12.58, p<.0001), F HY <+
717ko] BEF=(F=12.16, p<.0001 ) HZFAJo] thal AFH =7} SA 2o
2 FoeA =4t

FEA talxe A" 304~344] o]stR Tt 244 o]a}, 2541~294] o]
3 Aol fZAo) el ANAF=T BAGHoE Fo3A whoH
(F=11.11, p<.0001), 71E Xt} P& (t=-4.23, p<.0001)¥ ], ZZFM= 7%
AZY 85713, VAR, VsdRt A diE] A=Y

gx o7 FodA =UTH(F=3.26, p=.0215). LEFh= FF ARG
=R



<E 11> hdAte] Yubd 54 2 HRER mE YrAuad 29 14
n=460
Mean+SD
TE EA 25
R T4 -84 B34 84
gtz A4 oA} 7.47+1.33 9.50+2.24 6.17+1.47 9.59+1.92 9.42+1.89
£4 o 2} 7.48+1.35 8.5142.55 5.80+1.54 9.17+2.01 9.11+2.26
t(p) -0.06(.9482)  3.52(.0005) 2.15(.0319) 1.91(.0569) 1.38(.1695)
A= (A) 240] &} 7.61+1.36 10.09+2.44 6.77+1.41 9.81£1.82 10.25+2.27
25 - 29 7.33+1.25 9.43+2.37 6.26+1.47 9.69+1.95 9.83+2.28
30 - 34 7.53+1.29 8.16%2.60 5.54+1.48 9.00+2.08 8.63+2.10
350] ¢ 7.50+1.43 8.37+2.30 5.67+1.46 9.05+1.91 8.87+1.98
F(p 0.64(.5872)  11.26(<.0001) 11.05(<.0001)  4.32(.0051)  11.11(<.0001)
NEFF 15T uEY 6.94+1.48 7.95+2.59 5.60+1.64 8.72+1.84 8.82+2.07
ALYt = 7.53+1.26 8.57+2.52 5.98+1.40 9.31+1.94 9.06+2.14
Iut st < 7.51+1.37 9.04+2.53 5.95+1.56 9.41+1.99 9.28+2.31
gk o] 7.83+1.15 9.20+2.00 5.62+1.60 9.23+2.28 9.67+1.99
F(p 4.91(.0023) 3.96(.0083) 1.50(.2135) 2.07(.1031) 1.61(.1854)
AE 71& 7.48+1.38 8.26+2.35 5.60+1.46 9.10+1.94 8.81+2.04
"E 7.46+1.30 9.37+2.60 6.28+1.54 9.47+2.05 9.67+2.29
(D 0.16(.8747)  -4.78(<.0001) -4.82(<.0001)  -1.95(.0516)  -4.23(<.0001)
7F-9] 200w] vt 7.31+1.33 9.89+2.33 6.15+1.30 9.47+1.34 9.47+1.95
dHF &5 ( 200-399 7.31+1.30 8.78+2.38 5.82+1.43 9.14+1.93 9.11+2.18
o) 400-599 7.49+1.37 8.64+2.47 5.85+1.55 9.28+2.03 8.98+2.22
600°]% 7.62+1.35 8.67+2.66 5.97+1.59 9.35+2.06 9.47+2.18
F(p 1.30(.2751) 1.47(.2222) 0.44(.7271) 0.34(.7958) 1.42(.2358)
AR AF Y3 AL 7.76+1.19 8.98+2.23 5.88+1.38 9.48+1.78 9.51+2.25
£4 7 7|&7 7.63+1.32 9.25+2.66 6.16+1.73 9.76+2.00 9.38+2.37
U HEALR 2] 7.15+1.47 8.73+2.39 5.78+1.47 9.17+1.93 8.97+2.09
715 7.30+1.31 7.99+2.71 5.71+1.55 8.62+2.14 8.73+1.98
F(p 5.28(.0014) 5.12(.0017) 1.71(.1634) 6.70(.0002) 3.26(.0215)
a&FH B RTES 7.36+1.37 8.15+2.32 5.57+1.47 8.89+1.95 8.70+2.00
A <FA 7.72+1.26 10.06%2.45 6.59+1.43 10.09+1.84 10.29+2.21
(D -2.65(.0083)  -7.93(<.0001) -6.89(<.0001) -6.12 (<.0001) -7.59 (<.0001)
SRAEH 29 7.56+1.40 8.75+2.46 5.92+1.51 9.28+2.07 9.53+2.17
A #AAH 7.28+1.37 7.57+2.80 511+1.81 8.55+1.71 8.11+2.16
ojdopg gl 7.46+0.97 9.50+2.50 6.03+1.37 9.53+1.67 9.33+2.18
crojuIAFE YA 6.90+1.45 8.37+2.51 5.60+1.41 8.66+2.05 8.50+1.99
SAE 7.86+0.86 9.63+2.04 6.53+1.04 9.93+1.61 9.60+1.99
A& 7.56+1.21 9.04+2.48 6.20+1.55 9.82+1.92 8.70+2.14
F(p 2.82(.0162) 3.67(.0029) 4.36(.0007) 3.70(.0027)  5.41(<.0001)
A 12w 2k 7.84+1.18 10.52+2.47 6.78+1.42 10.12+1.92 10.12+2.25
<5717 12-59 7.34+1.32 9.19+2.26 6.15+1.40 9.56+1.75 9.57+2.30
ng) 600°]7 7.42+1.39 8.10+2.31 5.55+1.46 8.93+1.99 8.78+2.02
F(p 3.45(.0326)  33.79(<.0001) 23.05(<.0001) 12.58(<.0001) 13.70(<.0001)
FHYTFIRE 2477k 7.70+1.22 10.43+2.12 6.74+1.37 10.03+1.83 10.15+2.10
(h¥) 24-119 7.41+1.27 9.17+2.53 6.12+1.45 9.62+1.91 9.54+2.39
1200]% 7.45+1.42 8.10£2.32 5.54+1.47 8.87+1.96 8.73+1.97
F(p 1.02(.3627)  26.25(<.0001) 18.64(<.0001) 12.16(<.0001) 13.52(<.0001)
AH|lZnSo R 03] 7.33+1.02 10.27+2.44 6.72+1.60 9.94+2.12 10.38+2.52
(3) 1-23] 7.62+1.42 9.21+2.57 6.12+1.57 9.36+2.02 9.57+2.24
30]4 7.44+134 8.52+2.51 5.67+1.57 9.12+2.14 8.88+2.28
F(p 0.77(.4617) 5.44(.0048) 5.40(.0050) 1.48(.2300) 5.65(.0039)
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<% 12> AT Ui S & RN
N=460
Wy 5 N(%) torF p
oz A w2} 67.28+8.51 2.04 0421
E4 of 2} 65.11+9.74
A= (A 240]3} 66.13+9.72 1.70 1670
25 - 29 66.81+9.78
30 - 34 64.11+9.04
350] 74 65.82+9.04
ngFE 15 NEY 64.42+9.61 2.89 .0353
AEYFuEY 64.42+8.79
detstun &Y 66.4619.57
) gk o] 4 68.32+11.2
Z2E AH 71& 65.58+8.94 -0.03 .9780
nE 65.61+10.25
7<) 200w g+ 65.05+10.37 1.43 2336
LEd 25 (B9d)  200-399 64.48+8.73
400-599 65.80+8.55
600°] % 66.81+10.68
AR AF 75 A} 66.96+8.84 746 <0001
#4 9874 67.36+10.59
54 U WEA}R- 2] 65.97+8.49
7154 62.07+9.53
83 A4 64.79+9.53 -2.85 .0046
Al 2+ 67.50+9.26
<5 AH 2 65.41+9.53 3.32 .0060
AdAAH 64.91+8.96
ojdolg ¥ 67.20+8.21
Stolu] 1Ty 2l 62.13+9.74
HAE 70.33+9.19
A 66.84+9.58
A 1279 68.73+9.48 487  .0081
<5717 12-59 65.17+8.82
(N<€) 60°]7¢ 65.801+9.32
EHAZTFIIT 240 vt 68.86+8.87 4.04 0182
(h2) 24-119 65.2849.59
1200] 4+ 65.09+9.17
B 220l 5o 7 03] 67.27+10.90 0.24 7850
(3) 1-23] 66.32+10.37
30]% 65.78+9.63
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<3 13> AT gge 544 mE 1A
N=460
Ha =5 N(%) torF p
dnkd A Bl 37.83+4342 -0.10 9219
E4 of 2} 37.87+4.17
A= (A) 240] 8} 34.84+4.75 1051  <.0001
25 - 29 37.55+3.74
30 - 34 38.01+4.32
350] 74 38.60+3.87
UFFE 15 NEY 37.84+3.85 5.45 0011
AEYFuEY 37.10+4.28
AR EY 38.11+4.19
) gk o] 4 39.90+4.13
Z2E AH 71& 38.47+3.99 3.66 .0003
v E 37.04+4.39
7<) 200w] 9k 36.52+3.64 5.99 .0005
LEd 25 (B9d)  200-399 36.80+4.33
400-599 38.12+4.08
600°] % 38.77+4.09
AR AF 7S A} 38.95+4.12 5.48 0011
#4 9874 37.80+3.99
54 I HEALE 7] 37.80+3.90
7154 36.81+4.50
I8 H At 38.11+4.05 1.89 .0592
Al 2+ 37.30+4.56
<5 AH 2 38.24+4.28 2.69 .0209
AdAAH 37.48+4.10
oAdoly e 37.93+3.55
Stolu] 1Ty 2l 35.94+4.36
HAE 38.00+3.58
A 38.16+4.25
A 1279 37.27+4.36 319  .0421
<5717 12-59 37.17+4.51
(<) 60017 38.221+3.96
FTRATH7I 24w Rt 36.46+4.43 6.00  .0027
(h€) 24-119 37.40+4.22
1200] 4 38.35+4.00
B 220l 5o 7 03] 37.22+3.99 2.28 1038
(3) 1-23] 37.37+4.48
30]% 38.43+4.38
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ABSTRACT

A Study on the Effects of
Hospital Staff’s Perception of the Internal Service Quality on
Job Satisfaction and Customer Orientation

- Focused on a General Hospital -

Sun Hee park
Graduate School of Public Health

Yonsei University

(Directed by Professor Seung-Hum Yu, M.D., D.r. P.h.)

As the competition is becoming fiercer in the medical service
industry, the management based on customer satisfaction becomes more
and more important. Customer satisfaction is a result of staff’s loyalty
and productivity enhanced by their job satisfaction, which in turn,
comes from enhanced internal service quality. The purpose of this study
was to examine quality of the internal services provided by a university
hospital as it is perceived by the staff members, and thereby, analyze
the effects of such perceived internal services on their job satisfaction

and customer orientation. Staff members serving the outpatients at a
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general hospital with 2,076 sickbeds in Seoul were sampled for a
questionnaire survey. For 5 days from March 16 to March 30, 2009, the
researcher personally distributed and collected the copies of the
questionnaire. Out of the total 5 hundred copies of the questionnaire,
460 copies were returned (92%). The data collected from the
questionnaire survey were processed using the SAS 9.1 statistical
program for descriptive statistics, T-test, ANOVA and multiple
regression analysis. The results of this study can be summarized as

follows;

First, among the elements of the internal services, ‘reliability’ scored
highest, while perception of the internal service quality differed
significantly according to demographic variables such as gender, age,
educational background, marital status, types ofjob, types of
employment, working centers, period of working for the current hospital

and education on service.

Second, such elements of the internal service quality as reliability,
sympathy, responsiveness, assurance and typology were all correlated

positively with job satisfaction.

Third, among the components of the internal service quality
perceived, reliability was positively correlated with customer orientation.

Job satisfaction was positively correlated, too, with customer orientation.

In conclusion, such elements of the internal service quality perceived
by the hospital staff as reliability, sympathy, responsiveness, assurance

and typology had positive effects on their job satisfaction, and
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particularly, enhancement of reliability encompassing goal or vision
perceived by the hospital staff was effective in enhancing their customer
orientation. Therefore, in order to improve the internal service quality, it
is necessary to make clear the vision and goal of the hospitaland to be
considerate in concerns of the hospital staff, while providing them with
appropriate welfare services. In addition, hospital staff's customer
orientation can be enhanced through education on services and
presentation of the vision and goal of the hospital. Besides, it is also
required in hospital management to constantly explore the areas of
internal services that can be enhanced and manage them in continuous
and systematic manner, which will eventually promote the job
satisfaction of their staff and their willingness to meet external
customers’ needs, while keeping sustainable competitive advantage of

hospitals.
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