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Needs-Based Customer Value Effects of Family Restaurants on

Customer Satisfaction and Behavior Intention
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Abstract

Purpose - A pre-study on service quality-based customer val-
ue is conducted with the path structure (perceived value of
service quality—customer satisfaction—behavior intention) based
on the hierarchical model of service quality including interaction
and outcome quality, physical environment quality and the
SERVQUAL model of process quality, namely, reliability, re-
sponsiveness, assurance, empathy, and tangibles. In addition,
customer value in the service industry is studied by dividing into
the two-way structure of utilitarian and emotional values. This
study classifies customer values of family restaurants through
the customer value model based on the 4x4 matrix needs sys-
tem of Jeon and Kim (2009). It illustrates the path structure of
customer value—customer satisfaction—behavior intention target-
ing college students in order to generalize the customer value
system of family restaurants.

Research design, data, and methodology - This study estab-
lished seven hypotheses based on the relationship between
each type of customer value (food quality, convenience, social,
emotional, interior quality, service encounter, and purchasing)
and customer satisfaction, and the relationship between custom-
er satisfaction and behavior intention.

The study data were collected from students in the
Department of Business and Tourism at Kimpo University. In all,
294 survey papers were returned of the 300 distributed: 253
pieces were used in the final analysis excluding 41 with in-
sufficient and less effective answers. For statistical analysis, the
statistics software package SPSS 15.0 was used.

Results - The results of the analysis are as follows: first, the
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customer values of family restaurants are classified by seven
customer values: goods quality value, emotional value, con-
venience value, social value, purchasing value, service encoun-
ter value, and inner quality value. Second, emotional value, pur-
chasing value, service encounter value, and inner quality value
had positive impact on customer satisfaction. In particular, pur-
chasing value through being included in functional value was
not classified in the previous study; however, this study could
classify and generalize this value in a new way. Finally, custom-
er satisfaction had a positive impact on behavior intention. This
showed that college students had behavior intention — re-
purchase intention and word-of-mouth — because they could be
content with the food items on the menu and the service pro-
vided by employees.

Conclusions - The main points based on the above-men-
tioned results are as follows. This study with college students
as study subjects could be classified into four dimensions,
namely, generic value, usage value, purchasing value, and
physical value and seven sub-dimensions on customer values of
family restaurants based on a 4x4 matrix needs system. Then,
to confirm its generalization, the path structure of customer val-
ue—customer satisfaction—behavior intention was verified. While
existing pre-studies used simplified values by classifying restau-
rant values largely as utilitarian value and hedonic value, this
study classified various forms of customer value, and that cus-
tomer value especially could be expanded by adding purchasing
value. As a result, it is shown that marketers need to diversify
their customer services because this study proved that customer
values can be classified in various ways based on customer
needs.

Keywords Family-Restaurant, Customer Value, Customer
Satisfaction, Behavior Intention.
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1. N2

Korea Institute for Health and Social Affairs0{ 2|5t 20104
717 RE|LEte] AHX|E T AMEEH| HE2 220%2 LEtR
1, 13 HIB0M AH|9 HIE2 P3| =2 A2Z(2008F
S| "7\ 40.1%) LIEFGCHKNSO, 2013). 2}0|Z=AEIQIo| H
ot & REo 7HE2 dIt=0| X0l 7tEa 121 7H19|
HENS QAP ol w2t 4ol glErt HoiXT YUrk =3
2010 7|& 4l dt= FE Olfe "HOHL(37.0%), 71574
HO| ABHM(15.5%) 2 LIEFL, Q4 sl HiFE & 2~33
(43.1%)Q1 o2 XAFE|QICHMGEF, 2010).

59| Y AEZE OF2 MAASAHELE 20104 7[&
9,0277Y, D= 3310 = HA| SAIFYC| Oj=W0| 5.96%
£ AX|Sta ACHKNSO, 2012). FK| MMM HISES =X

AT 2HAE2 fZEAEYS Sl AS0| o= AMF

T2 geyoz e 5% 4 Ul B2 08T + Yot
023t 2487 T2 ALY £ HAS @S 4 Y= 1
A7x|o] M5O R olR0jd 4 Ct.

MBl2R0IM MB|l2AZHE Jlgez st DKo thet M
YOITE MONE U ZIEL, 22N HYEL S MYASY

e
O] QA RE(Brady & Cronin, Jr., 20011} Az, SEHE, =M
o, 344, 888 S IPHdEZE 9| SERVQUAL R H(Parasuraman
et al, 1985, 1988)2 ZHZ MH|AEZRSX|ZIK|->DZHOLE—
MEOIEO| HAELAXE MA|Z|RUCHCronin et al., 2000; Chang et
al., 2009; Lee et al., 2007; Lee, 2011; Lee, 2007). =5+ AH| ¢
o] LZIIX|IE AEX IJiKX|(utilitarian value)Qt A THX|
(hedonic value)SE £338}1, 0| 7[X|S0| nZot=q}t Hso|r
of g2 OjX|= Z23Rx2 MPE|RUCHLee & Overby, 2004;
Babin et al., 2005; Goetzinger et al., 2007; Ryu et al., 2010;
Lee et al, 2011). O| 7IX|E0| CH&|  Sheth, Newman &
Cross(1991)Q| 7|&& 7HX|, d&A JIX|, Azl JHK|, A 7t
K|, &€ 7HK| & AH|IZHKE LMK ZE O &3S = o
Tt sY%t dEFZE IO ZZ0| =LHOIA LIEHFD QACE
(Leea, 2010; Kim et al., 2012; Yang & Shim, 2013; Kim & Cho,
2013).

71F OAE AN AH[RRS| EFEZ (X, oHH, AR,
F4, Xotdel S Maslow(1943)9] S75CHAEL 7|5H, 3=
XN, MA™ 5 Park, Jaworski & Maclnnis(1986)2| 2 XI|A=ZS
2 3A FEz|n QAUck 33H Jeon & Kim(2009)2 Kim &
Mauborgne(2005)2| AH|IPHA 211 Park et al.(1986)2 £
T2 9 Levitt(1980)2] XMEXIZIE 5SS HIECE 4x4 OjEEA
STHAE MASIACE D52 7|E MHAZEQ A ZHOM
™Y £ Qe MH[A0| Ofsh AHXIERADHS T 27(H
old E), X 7 S2E AP, YEMQ 7 AR
& 278, 228 2oLt M2 E28 87 S22 &S
ALt

[2tA 2 A= Jeon & Kim(2009)Q| 4x4O{EE/A 714 A
718 MH|A9| AHIRHET RES HIECZ miZZ[ZAERS 1
UMK E ROt O &35t0] /st MM AHASeR 042
oL Hz 0|8%t= Cfehde ez AB|ZE oif; 2R
DMTIREE 2F 7HK|, FUMQ THK|, ARBHL| 7K, EEIH
7HK & Yl ZHX[Q] Xt MEEE JHK], Z-EA JHK|, Hold Tt
K|, Ar2ld ZHK], T 7H], MEIAT™E 7], 32|2 HUEE
7R & €& 7HRI2| SIRIZHAEE HMetstr|2 ok ot & A

T 0| BHO| YistE oloty| A AT DABIS—
#so|zo| FRIxE ALY

r

2. 0|27 HjZ
2.1. DZTHK|

D Z4T1K|(consumer value)= 1ZH1p 7|9 = ZHX| BFEOIA
=olE[7| & PICE OAPES I|YUQ| JHA[HetezRE 22 HO
OlM 2o AQH|8S At ZWE X|Zot Zo|n, 7|gad
2 HMEO|Lt MH|20i CHsto] EF 00| Qs X2 = U= B
M7IX|E LBICHAN, 2002). YHtMoz MEATO|AM CHED Q)
= JA7HX|= “&Ee| AHIE fI6] X|=% 7HH0M 22 EHO|
Lt &% = O Do AH|X[Q FabA HIPEh= a9 ¢
Moz Ho|x|m QJCHZeithaml, 1988; Kotler & Amstrong, 2008;
Kotler & Keller, 2009). =3t nZTHK|= 7|8 7HX|, Atgld 7+
X, 28H 7tK|, HH 7HK|, 42X 7K & AH|ZHKEZ 2RE
o 22 AHXSA SEH2E ZHEEZ THCKSheth et al,
1991).

Z|20] Jeon(2012)2 1ZMIIXE HLOt PHES= HOISHAUCE
Z e JA7HXE "He Ao Fe AS HWStY AH|XPF =
Ile ZHX2te Sk “X|Z7HAPRE 7| 0| MISSHICY 4LSh=
NMTEX|el ®erolzt st “ZHAIMer § 1nAa 7|Ye| ¥F ¢
ZoIM FoBtRALE &3 A XA7HK= ®¥E X=27H4, g8 +
UAe BEHOU §F, XE7t81 SEO| Az, 222 2E
SEeA(7H, AlZh =E)QF HY S O, JHAHeHS ME
744, POD(point of difference), 2 =744, USP(unique selling
proposition) & &0 a2} CHASHA| Meke 4= QACHD SHRUCH

ME|AHE2 AHHO = MH|AO| CHSH X|2ZHEl EEE 198010 &
=Ht SERVQUAL(Parasuraman et al., 1985, 1988) Sl 1990tCy =
Ht ~MSERVQUAL(Parasuraman et al., 1991)1t SERVPERF(Cronin
& Taylor, 1992) 52 AMR3I0] T7KSID QUCE AfH|ARIO| DZHTEX|
O Chgt =Lfelel Mt+= IA F 7Kz f2=2 Utk 0 &
SLk= SERVQUALEE(1988)2| 42|, 884, 2y, 384, &
g & MHIAEF Cigt X|A7iX|-nABE-d =00l H=7
X2 L0l SXHE0| oJ8f AHTE|ACKCronin et al., 2000; Chang et
al, 2009; Lee et al.,, 2007; Lee, 2011). EE C}E SlL= DHIHKE
A8H™ JiX|(dtilitarian value)2} 2N 7HK|(hedonic value)E2 &5
S, Of ZHK|E0| 1Dk HEo|=0f HE OjXl= HFULCE
(Lee & Overby, 2004; Babin et al., 2005; Goetzinger et al., 2007;
Ryu et al., 2010; Lee et al., 2011). £3| Babin et al.(2005)1} Ryu
et al.(2010)2 HAEZS Chele=z NAMIIXE H&8H JHX|Qt 3=t
M IHK2 242 FES DA ARS WSO |z o] AEJE
£ AHFGIQUCt ESH O 74K E0| CHoH Sheth et al.(1991)9] 7|
IS IV PN P2 C ks ) VNP o) v il PN P B s ) N S =1 25 B DN =
AHZHXE DA 2 O -5t e 77t s2st d27%
2 3t x| 20 =LHollA LIEH D UCKLeea, 2010; Kim et al,
2012; Yang & Shim, 2013; Kim & Cho, 2013). 29| Ll EESE 1
HOZO|M ECH FHESE MESIEE TiCh
=9 OAE ATF0M AHX| 22 WA, o, A,
4, XIoHdel & Maslow(1943)2| S5LHAMELL 78X, &
, MNAX 5 Park et al.(1986)2] S =E2o=2 JH 4}
Ch. Z[Z0|= Jeon(2012)0| AH|X| E7E HMESa 2HE(
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84, Y, 49N), 2HIFEY 2EEFEY ABY, MEY),
2R SHELUY, 3gH) S22 MEA =R

Jeon(2012)2 YO s E71E S&0te s8Rz 21 1
AIIKIE LAt S0 =EECED SIACE DA7kKE HY
7HX|, 2B|IFEEL] ZHK], nAZHK| SO Ml ZHX|Z LpFRIct. H
A7HKlE MESY 2Ee &8 2HAHEEe 7HX= AHHE
o BEe| 48, nd/HKs 42A S 878 KSR T
st Z40|2tn SERICE.
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<48 1> a2 AET AATHK| 2™
Jeon & Kim(2009)2 Kim & Mauborgne(2005)2| AH|1pH At

ZED} Park et al.(1986)0] 2712 9l Levitt(1980)0] HZ XIS}
Sg HigoR <1y I} 20| 2YUN S70| AT

Tol P 87, A8Y 87 5, 121 22/F 87 5 87E
FIHAIZ Y TR0 SR IS 8T, AN 87, 4T
g7 S0 AN 875 I Ul FKIe| SRKY 5 4
HE2A STHAES MOHSHACL 1SS ABIA0| CfsH 2H|XIS

do i o

T2ES Brady & Cronin, Jr.(2001)°| Az2tg Gl ZAWEZX =
2 ZEEEH S AMHAZEZEO QAZEDIt Parasuraman et
al.(1985, 1988)2| SERVQUALZE SO|AM =S™T 4+ Qe 74
N x
o

=

= A4 818, 228 2oLt fREd2 =28 &7 28
TESHALE

2t 2 A= Jeon & Kim(2009)9| 4x40HEEIA 31K A|
7|8t 1ZH7FX|E Sheth et al.(1991), Ahn(2002)2| AH|ZHX|, 12|
11 Parasuraman et al.(1988)2| AMH|AZZE S8 HjiZo=Z H2|st
7|2 3ict o] O|2E2 SN 1AIIK|EE <8 1>1 20| &
A IHK|, FAMO| K|, AFAL| JHX|, E2|H JHX| & Ul Jt
Aol A HESE 7HK], Z-8E 7K, He|d JHK|, Aleld 7t
X, 7 7HA|, MHAFHE JHK], 22|10 HdUWEE 7HK § 25
7EX|Q| SFRIZHXIER Mot &= UCH

oM AFT ANEH 2 HF= Jeon & Kim(2009)2| 4x40HE
SlA A T8 MH|AQ| AH|IXE T REZ HIEOE miz
HAEZO| DHMIIKE UL AEHS 0|8S= TSNS CHA
oz R2RSIV|E oL

22, 140t

It

u]

F=(satisfaction)2 LHPH O Z Oliver(1980)2| 7|CH-2 Y X|1jf24
ofs “AZ0f CHet 7|CHet X|ZHE HutE H|wdts XA
FEEQ HIPE golxla Urth 53|, 08 AFoM 2
2 aH[AF AE2|H IPEo| XBHEHZ X|= CHIH| Cfe 2
| QIX|H e, E7EFS| Wz AH[AEO| 2IX[H 1
Ciet EoL 7|t/=2X|el XA 1 2o FMH Htg, 2|1
SEHENS| FaTH +=F0| CHE AH|XIQ| BtE & CHUSHA| He
T QJUCHPark & Cho, 1999).

Zeithaml et al.(2006)2 A{H|AO| nZHOtES MH|AZE XE
22, 714 81t &2 53T d=o|Lt MH|A0 Cist 24F
(feeling)O|2t1l SIRACH, MH|AQH MES 22 R 7441020k
S-nMoze SO HETXOM MAHEQl MH|AO| FZEI}
Mg X[2erta SRk Me|AZo|M =LiQlel nHBH=0)| oY
ot 9= oot ZEFAE MH|A FEFIf NMDEELRO| A,
MH[A ZEO| X|Z71X|QF DAMB=0to| 2|, NATX|Qf 24Tk
Zofo| A S22 3 L= = UCt

LEH Ol Ao nAHOE2 MH[A FH(Chang et al,
2009; Caruana, 2000)d} A{H|A ZEZO| X|Zt7+K|(Cronin et al.,
2000; Lee et al., 2007; Lee, 2011; Lee, 2007)E M3lH=Z o}
0, HFOAEE AuNsE A= ZEFXR0M O dg2
SiCt. £93| Bendall-Lyon & Powers(2004)= AH{RA0AM =T
X MHIQF AMH|A EEO0| Cfsy ZtzZt JFXOHEE(structure sat-
isfaction)1t P4 2F=E(process satisfaction)—FEHE DFZE(global sat-
isfaction) > ES2| 0| AZFTARE AJSHI | SIQICL &2 HL19}
A U= AAZEK|QE AAMBEZNO| A= NAMTEK| - A0S
HEOro| AEFXE YutNoR X|Zsh= H|E|COjH| HASl 11
HIHK|E M2 SICKYang & Peterson, 2004; Wahyuningsih,

o ¥ e
L=
Py =2

[e]

2005).
&Y, o2g, =222l AEY, F8Y & MHAYe MAAL

Ol LIEMH DA7IK|= A F JHXZ2 20t ATk A HRY
= JAIIKE A8A JHK|(utilitarian value)?t IF{EE K|
(hedonic value) S & 7HXISO0| ZPH=R0| 242t Febs OX|=
Al(Lee & Overby 2004; Goetzinger et al., 2007; Lee et al,
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2011; Babin et al., 2005; Ryu et al., 2010; Byun, 2005; Park &
Jeong, 2005)E & = UL} & EWj= Sheth et al.(1991)2| C{A
7| AH|ZFK|E0] aAptz0| 22t deks O/X|s= H7H(Kim et
al., 2012; Yang & Shim, 2013; Kim & Cho, 2013)& & %= ILCL

I Z2HAEYES 0|83t= AH|Ats HFEEDt EUE 0|O|
x| X|Z7pk|-nAUS o zo| H=TE(Lee, 2011; Lee,
2007)014 2E 2HHQ FBS DXl #H2S Hol HOR LiE
WCh HAERE AEag 4oz st Aps N8N T
o 2N FXE RAIX-RHRVS-YS|0| FRPERY
et al, 2010; Babin et al., 2005)2, AMH|A, HO|M, FHIA =
SHEQ| X7 ANE->AFO| o] A=TX(Park & Jeong,
2005)2, UIIK|-nZHoESHEO|Co| AZFZX(Byun, 2005;
Yang & Shim, 2013; Kim & Cho, 2013) S92 & AA|L|UCE

M2t 2 A= Jeon & Kim(2009)Q| 4x4OjEEIA 314 A
7|8k MH|AQ| AHIXIET HES HIECZ mHIz|YAERS 1
AHIEX|QF NAHTEEIRO| BAIO| et ATE ZCHSHD, BAERQ
S ez MH|AO| UAMIIXIE HESE 7HI, d8H 7t
K|, Hold THK|, AtRld TRK|, TRIY THEK], MH[AFHE 71K, 3
21 HdUHEE 7K 522 2Rt AMH|A9| 2t DMIIK|—-1 Y
UZ-WSO|=o| HEFXRE ATSICL

23. 3o

2HIXFEE MH|AE gttt £ HE/E0HEES| IFEM T
f, BRicoize, S0HEo| 72, SEM/EEN HH 59| &
BO|A ECh. §3] AH|IXE2 MH|AQ| MAtol| EO{SH7| I
=050 Chst Y2 AH|XIS| MAS = 20F FLS 5
Ch ok AHIXES SEEQ AHHELD 2-EQ AtHE o &
Atz R HAZ S =M, Hoi2 MH|A HEOo|M
He Mmel BE Yol WY B st 3WH
(positivity bias)9| HES ol7|= TtCHZeithaml et al., 2006).

HH|AQiolM $SO|EE MHIA| DATIX-DHBIZ-HS
O|=9o| AZTEON A X§0|22|=(Chang et al., 2009; Goetzinger
et al,, 2007; Bendall-Lyon & Powers, 2004; Lee, 2011; Lee et
al., 2007; Park & Jeong, 2005), Z=%O|x(Chang et al., 2009;
Babin et al., 2005; Bendall-Lyon & Powers, 2004), AMH|AOjZE
(Lee & Overby 2004; Yang & Peterson, 2004; Caruana, 2000;
Byun, 2005), @#=92|=(Lee et al, 2011; Ryu et al, 2010;
Wahyuningsih, 2005; Cronin et al., 2000; Lee, 2007) S2& ™
T[22 QUCE SHX|BF DHREES| AFXES HS2=E “XH0[E2
UL EEOETR TEBI0) 0 BS7Io| BAE GiTel7|wCt
= MH[2O0 2 =L HE2 20 =St K25kl Ut

2N 2 A= Jeon & Kim(2009)2| 4x40HEEIA 14 A|
7|8 MH|A9| AH[AFET REE HIECRE mEZ[ZAER 1
HIHK| > DM Z>HF 0|0 HZTZ0M {082 =t FH 9
L E Tost= dHEo|E2 S17|2 $iCt

]

F

—_

2t N i 2 qjo
2 X [o oo fot

ri oy
Y rlo

H1
Hed 7HA H2
A8 7HA H3
H4 H8
kR AR Y=
H5
H6
H7

24. 424

2 o1 Jeon & Kim(2009)Q| 4x4DEZIA KA 7|Ht A
H|AO| AHXE T ZEE HIEC=Z IfL2(YAEZS| NHIMK|E
28 T, LM THK|, AHEAC| THK|, EE|H JHK| & U
bR ANt HESE 7t d8H T, mold T, Arzld
ZHK], T 7HK], MHIAEHE THK|, O2(0 MUHEE T & Y
o 7tXIe| StRI7HA|E2 H(Qtste Aol

mEp 2 ens HUAHAES 018ohs CfEMS Cho
2 TAIKS EFOT, OlH0| UsBLE Holel| AshH 02
PP DARE-BSO|E0 FRIXE OfF FKQ| g M
St @TDHE <1F 29 20| HABIC
3. 7td4d
3.1. 2 JiX|et nHOIEatol B
311, MESEIKI DABETIO| T

AEL SAS O AHIAS ZTFSolN SMBTO| 2
8 MBTS Taoln Yt SOl HAEHO| HED MHlAS

Z =7

=
HESEl £40| Zot7| WZ0| 0|8 1HS0| &1 MHAE
| Hole O B2E 586 2 o ¢+ At
Ctatk 4= QICtT SHCKZeithaml et al., 2006).

HAEZo| SA! Otut 0FTd(Babin et al., 2005; Lee, 2011;
Lee et al., 2007; Lee, 2007; Park & Jeong, 2005), EE &M
of n SUst FE FXl(Lee, 2011) SO SMFEO| X|Z7HA|
ol &2 O|X|= AR LIEFGLCE

Mt 2 o o 1 AIZxMoz njay
A=ote 84, SEQ Az AR, BESIE 34, 713 O
A 2, AR Yo 2 34, gy
A2 MEZHAEZ HESE 7HK|Qt nATHEIRo| Ao
50 Ci2at 20| 7HdE d8e += Ct

ro
[o
>
ot
N

22U e mjo

H1: MIZEZ 7tXl= 24250 g+ dg= 0jE AL,

MHIAZEE 4228 5 ZNZHEN ofLzt 21X 2tE&E
ES =St QUCKBrady & Cronin, Jr. 2001). 2|AEEZEO| O]
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A2 HMO|L F AlMo| He[do| CheiMe nefdt 5= @
CHJeon & Kim, 2009).

HAEZO| HE|TH wSO[Lt HOAY 59| F2[H HAEEE
K| Z7HK|QF nZ240t=(Lee, 2007; Park & Jeong, 2005)0], &
of HMEX 7HX|7t LZABHE(Ryu et al, 2010)0| 3YXQl &
OXl= A22 LtEHRCE

mEtM 2 d7s Helo nE, WeF HoAYE, FXAE &
H|, 2ot AlZH] &2, oYM S8 2HE YA EZC
Hold 7HK|QF nZMTREDNO| pAof CHsHO CHEf 20| 7Hd2

2y & Ut

mo ox ©

=
9l
‘o(;k

H2: Hold 7HK= nAR=0| F(+)el &= 01E Aot

3.1.3. At g7kk|et DAREDe| 2

2HAS2 SEe M2H £40| 7|Ee & SSAEE 018
SHHA 22 & U= MY HYs SHIP =IO, 0l2igh At
g 7tX|(social value)= AtZ|& TCHO|Lt X}7|0|0|X|Qt Z2 Atz
ANH X|2et &t&H0| QJUCHSheth et al., 1991).

Y AEY O|8ASO| 7HE + s 1o &2 =& T
gHEQl O|OjX|, M2lHoz &/ AFL= BUME S| AM2ld 7t
X7t DARER0| MR Fes OiX
2011).

et 2 4= tse

I
| &2 oL

rl_r
N
lo
Hu
i
m
4
(=l
":
[0}
°

AfgI% x|9l, m24o g 272 HYelasol A
sl4 JHxiet mABIZTIO| B0 Chetof CrETt 20| TS A

¥ & Yck

H3: Al2ld 7= D4RES0f F(+)el &= OE Aot

314 ZEHIEK|t DARRDO| 2

AHRISS MHIA HES S| HIh 20| 12 & e 2
7|2 EOl mE BERIZY FHS won, we, J|E, E7
g St 72 WM YHL UUSZ iKY oF, 33,
=0Ig SI 22 SN UWS IAUES YAAZICHZsitham

et al., 2006).

IjAEZE 3 IAEINFH YAEZO| MH|A HEFOAN LS
F e F2 L2, 7|18, 80, E/42 S0t €2 A I 7t
Aoz ™AL FEE 0Kz A2 LIEHRCHRyu et al,
2010; Babin et al., 2005).

metd 2 e musjARolM 7|En EAL, 78
2 Ay, ApRABe 2, B Algyt vn FY, Z0j2e SE
HF 82 2/HE 48H 7HKQF nB=atol Ao st Cf

=St 20| 7tdE 28 5 ALk

al
x
[

rot off

He: 2 s DABEO) (ol ¥FE 0" Holct

3.2. =2|N ZhX|et nZMEIO| A

Jeon & Kim(2009)2 fslof= gie MH|AAIMO| i3t 272
228 8780 S|YUCH AHXISS SERVQUALZHO| MH|AE
Zl(Parasuraman et al., 1985, 1983)0A EZ|& A|Mo| ZEH|Lt
%, AF ARLIAOIN BE S Q¥4 XS 1KANoR |
25| B JEih st EIKSCt Sthi(Zeithaml et al,

2006).

HAEZO MH|A EROIM ZdRE + Aes AU 28
FolLt HAdD Z42 21X 20| X|Z71X[t a4ntE
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