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1. e3tel Hel

Kotler?t Levy(1969)7} uiAl® Adg wdy) =
Hor A8Y A5 HES oYE WARY niAY
Mg A8 AFS0] Bol o] Fox grH(Bhuian &
Abdual-Gader, 1997: David & Fell, 1996:
Grashof, 1992: Kotler & Clarke, 1987: Luft, et
al., 1991: Naidu & Narayana, 1991: Raju, et
al., 1995).

Heo] ulAE side] AN ZhEMu|2d g
= F71etn sled, ot 9aAHag A AM
£ °]F7] Y8l E AEAMEAc 288 Byt 7
&3te 55 fXo doke ARe] A HA v Fo]
CHRAEZ, 1994). o8 % 2kaAul2r) vdzHde =
8¢ A 2oz QHHUM, 1S B2 Az
M A7 =BECIES, 1998: ofuldl, 1999; ¢
219, 1998 AW%, 1995: AMAE, 1997)0] AL ¢
EH3 gled, ol =RE9 TEHE %3 A
HdE =YF o},

EAuize] wpAE Aol EYHYA THaAu|As)
aHlate] AlztelA A FHA "ol F CaEA REE
A8 2F 2P Ao FeMujad 2oleln o

ESvEa o ke e WYL

of

F2Y 7¥ 102 4419 99 69 4ASRY 1049 10

of*

S oA s ALE 4 da E ATE 5 UdeAd
ek gao] o] ZoRA Hedl, ol2fd HIWe U3
Muj 2o g Ahvizte] YrE FHoR Y 4 gl:
ol & Hhgolth ety oA ZtA] EMEl AR
e a5 3] 71Ew) 1A ojerrt A
Aoz ATHAAG Hx Aol oh7] wEolct, 17
v ZAuiae) avlzbe duielelt}, adma AWz}
Q) UGl 98 HEQIQ TrEAlelE vhEA xpAloA
Agse TaMuiad da Ug9 s1Felv JdE
7t & glen) gk aFe] FW iAtdE OE g
218 /PR o159 23R ad g Prke EAL
7F Aztstn Hrhe Aste 499 OE Aot an
2 TEAN2E AlFsted o] YUl 2uRte] 4]
zhe- WreAl E9is]ofof Fht

oz oA S EUE AIEATNN AN
27} avlate] o] ofsl A FHEelAord RE Bz
S ¥ AA AAe} 2uiAel 71EH S
Zel7k A7, E g Zol7t ok FAHoz 3t
FAMHlA ol BEAM ofm Holr} vex]? o dig
EQlo] gloly] wBel} o) & sletah= Aol UM 2B
A Hohz] ey, mE goz EMulaE )
B3 Urtol @ LEE 4R So dAFFes 5
slojxof & dolgt AleiElo] £ AFE AE P
o} olgt Eo] Awmla Alge] gelA HrlEolRle Tt
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A2 A BEeA Sgeie $E¢ =78 2
ol Adshe R, 24 B HAME BEA $4Y

ojo} & AATA gD AZE] & AFE A=A
2. ovel =5

B d3E ged 22 A 5L e
1) rEAA HARe) AgRzke) hEAMus A
o WE A ztxtol & HlmPTh
(1) 2tzAinl 2=9] &80l g Azxjol & ¥
nkjgey
(2) 7tz M| 28] Japaglel] Yigk AZxtelE ¥
@i}
(3) 2tz AuI 28 HAEL/RA thF X Zhz}ol g ¥
s}

2) AEAHA HE FFshe =5 BAET
(1) TEMM2 3 S ETI(SERVEQUAL
vs SERVPERF) #2848 wimgc}
(2) ZtEMElA A FF =T F837 My
2l Mulx ghEel SAE FEch

3. 8oiel He

1) ZkzAux A

o2 Ao : rEMulag 2E AU, /M, AY
A gdeR d7e B8, Ade o9, 1479 #
A 2 F2) g X4, 71, oA 4L A4S
EE Y EoFe g5y, 1983)0t 2
23 Fold Ao} 'Yt vIE AAR FFANA Fe
Azold, ol e M A= n HAEG(RF
&, 1996).

228 A B M TEAM A A
HolRe ZE FIEFS TIMH2E TFEa A
271 AFY § TEaHA s AGE dete o)
9] & AEE Parasursman, Zeithaml, Berry
(1988)7F A¥3 SERVQUAL 2dE 7R & 4+
A7t £ - B =27E ST grolvh. A2
e o) =7 o 53 AR EFFYPor FFYPSF

7t E&52 Aulas] Fel £L om FGul

2) &H|R} E
ol e : wHold@ od AlFe disl 4|}

B 25 AR 7R S} AE-E 46§ e, 48R}
A He A 0 AUgeht A
(Kotler, 1997), ‘7122 2o 2™ onl AE
of il Abgo) FH T UAQE Alket 2 AE AgEe)
Al WE AZE Wngye @ i g
(Oliver, 1880).

233 Aol : B AFANE DEMAS AL
F 297} wE BEY AEE AvAdA Y B
ool 74 AEE EFaUd. FEMuzd UG A
wAQ mEe) AxE 23 ol ¥I4E 2uA @

Zo) A5} Be Ao DFAAL
0. o|2H vid
1. ZHEAB| 200 THEH MBAIR} 28|IZe| X2tRl0]

AEMVAE FAZ AJPE Ad7FER A3RFd o
g A, B s ¢ dEoeM JEE HEPY
b golel digk A, Avlal U] dig A7, LEe)
olAje] tigh A3 5ol Aok 2y I E shiel &
oz AAY o /MY a5 mRigerd AL i
AMulzol] @ aulzte] gEolr(YAY, 1998). 2
olfE 2bEMH20] e Aw|A X2to] ThEAH] 2o
gl 28lA Folelal QFeln Anlal a7 AR 2t
SAE A et AR3A FaclA)l ZEaAle] i AbslE
Atg] wzeols] wiieltt aela ol &M dA AT
=i i ARlee] BAd 2 AdEts AP BaE
2.2 oty 4= glvh(olmol, 1999).

Aulzst AFE o AFA B3ARY 2ElAR @
At BEA Aloldle AZaelzt 9l 4 it B3
slge) tfA 2 B2 duikle] FaMuj 2 diglA
Zo Qe 7ld 9 Faxe 54U AP B
ZAulzel A 2o e V1 € 8= Ao
7b g et ol Aalels Mula Ao Ui
B7ME AFAZHFES, 1996: ojvlef, 1999: HA
%, 1995; A4, 1996). I¥BR AFAe} Az}
ko] olEldt A AA el E sl Hol LaAMulas A
g o) HeiMe HHder SEde danAl,

2. MBlx B Az WY K9l

ol Aulzc] g AWAY Az Au2g T4
e NEHY 5459 AP o]FAAT RE &
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el kA AMula A ZE FRE Jdsile
%+tHLoudon & Della Bitta, 1993). weby i35
Aulz & AU F3507] AiMe a2 o
W &350 ANHA Ao R Aot BHe fo
A 718 eAE delgiol fivt

ARH agleld ‘AvAld Fasin PIAE 4}
old pEssle) ARt Aztehed AYH 4L
oA 4982 ARE AuiPHHES, 1996). 53
28z} @] AA 4FE wiAe 238 890 o
T 22 A 7EAloltH(Dutka, 1993).

A HAE HEeQo oL MulA AFA] 4|
A 7IHE FFA71A R sHEE E9EE o)A
AAe gou, Zldeldez AFd H$de NES
FUAZIE o 48250 98E ste 820t a3n
2 olgigt 8%1E FHAIFIY Afulo] digh 4wk ¢
Zo] AA F718le] vl Uig Hrl7E mold Aot

T dAE 47aQeR o] Mu|x AT Al 4]

71z 7lt7t 2&sA Fe 29 9g B¢
AN7e 8902, AFHAN e Mula £E1 2wz
grEo] A9l wldlshe gleld, anE Muls A

|
Al ol 81 F¥3 ATHOAERE BE =Y
AFgol & Fojtt,

Al Ase galaglor oA wEgdlv= vty
Az A FA 2B THE $EANAY 2389 3]
FHEgr gEE FHAIIAE ZEAT At 55
HA| Zald By of7jAlFle a]jlojth ma o
8908 WteA] 2ZE T AFs]ojrio} i),

Mela A Azhel] 2RHY £4-8 Fohle WY
Brandt(1988)e] AIWHE A3l FAXLE &
A% $48 Foplle WHoR, & MYl 44 A
Az el $EGH AER FFME 9FH(1.2), F
3(3,4), 2E(5)Y A FEoz TR, 74 £33
&3 RA FoA AwHQ wEe] E AL (NY
HE(TH Axz2 33®S Addsld SA3H0s {9
A e $AES T8 WYl dn E O 4y
o2e tekgt BY 2FAGE des EdE A
of Zohfe ¥go] Uth(Grubbs & Reidenbach,
1991).

3 MulA H EHET

259 AGEHIM Aulzigd e A% e &

Wtz A30F A5E

Al ek, A APl o Muja oyt HAA
GNPS9 58%& =AAskn 3071 W& (Cronin &
Tayor, 1992), e8¢ #&ld 71T F8% R¥ez
dFEn e 2ol Aula Ad gk 4ot Brown
& Swartz, 1989: Parasuraman, Zeithaml, &
Berry, 1988: Sherden, 1988). °ld, &4 g%
Az A ARE gygsle A& HoE FE2
Fishbein®] t&AeE 34294 2AY A7t &
7 g RHeMe Mz Ag #9829
o] gHadelct.

Al Mula ARQIEEAAM Aulx Z2Fd Aol
7P BEdes AMEEA Sl 2 97t € SAxTE
SERVQUAL Ed=»} SERVPERF =do] gt}

1) SERVQUAL =4

19881 Parasuraman, Zeithaml, Berrye Az
" A 2o Az A-stedA AGA 2dE A e
g, ol&2 AMulze] AL FHoln XEE}r]r) ol
# ARl ez 4827 wlg o1PAN AMR)
Eo| Aztete AL ¥imAl ZFler foim A

Al A di@ 249 Az Hriet] A 2278

gu/5 2922 F4€E SERVQUALeleke thahs 3
=& sidatdvh(el g, 1997).

olEol] 2latw zlzhel AMulsol zlold M@l A
The A8 UE Hed] & fEoE WS g HeA]
71 AR nEYm OED U3 2L ofd, 4o
thgt A ZH(perceptions of performance) & 4H]&}7t
7t 19 1ol (expectation) 9} Hlmgte 2x AR o
e Aol Bolton & Drew, 1991 Cronin &
Taylor, 1992, 1994: Parasuraman, Zeithaml &
Berry, 1988, 1994). & SEVQUALYIAM & A~
z2o] Aol okn 27le ACId)F 44 A
RA(AQahte] Aol EAEe  Awnale] - A}l
(difference)\t F&l(gap)e] A=} W] oJaiy 2
A& FH st

o]y SERVQUALES vl 714 Adezr F4H
o] gtk o] oA 7R AL ATl AHs F
Fsb @Alglo]l Mulxe] AL Hrlste ] o] me|
g8 b F83A AgEAe e YEE 4RE
o AR, F¥4M(tangibles) & A4, EEFY 22 BE
A 83 A, B AT A4S oulsin B4,
A (reliability) & &8 Mulr9] Agojl & 3
49 ARE Ta AA, ¥-8-d(responsiveness)

- 1192 .



< 34E 717e] mdFEle SES A U2 A
e 9=8 ovista WA, 2G4 (assurance)
2052 A3 del, aalm nBdA Alzel HAE
& 598 AFP a8z oA, T34 (empathy)
< A AP AEE FdF dHE vl
(Kitting & Lee, 1997).

olgaujaloiAl SERVQUAL Rdg& &g |+
(#%2, 1996: olwldl, 1999: Babakus & Mongold,
1992; Headley & Miller, 1893: Reidenbach &
Sndifer-Smallwood, 1990) ol¥¥& SERVQUAL
2dg Oz ARER] o o A S 27l
24 . 25 on, A7 olshd AvRe] 97
Auls BEE Mula AY F L6l $5543E 4
2 £ 3l Fa d38902 Ay, 2R, F
4, 283 84S Fn ok

2) SERVPERF =49

SERVQUAL =d& 2EEAelat 1 EA4F &
24 W2 A& w=gol Ha At ojHH =4
% 847} Cronin® Taylor(1994)8} =3, ©|&
€ Carman(1990}¢] A& FostdA "Hulx F&
A3te} Zleirtele] Aolrvhe Aol sirgt G
ety s, 8 sk ol FHATE B
o olE& AMulx Aol "WixR ¥ 4 Ur] Wil
H=33 A &3] AREHE ‘adequacy-importance’
Tz 283 23" o v AGEEd 1ge
(A-A1d) Fb ookdel ‘Aelo]l {AstA M)zl
Ag AFAevtn Ydstn 19949 AREY 24E
A2 AulA Ao #9 We=TE SERVPERF 2
I =

Parasuraman, Zeithaml, Berry7} Algtg SERVQUAL
REdo] Aol tig xZ4n A1 Alelg Xeolg Ad3t
3 AEAHQ - 53] auz} BERore] 271FHEAM
vehde - Z1dEYA gl (Oliver, 1980)€ &
A2 sla A Cronin® Taylor7} AR} SERVPERF
292 SERVQUAL =Edeld Algsh= 2270 &4/5
7 AYE a2 AREAT 2F JIAe Prhe
A2 d43 itk 388N Cronin® Taylor(1994)
£ ANEY oL #3487 Y8 SERVPERF 249

3 SERVQUAL 2®zte] 4 vlad7g AWy

&4, o] A7olN SERVQUAL 2de dFoiidel
471 Q] 2 97k AdelAu AYH Ao ey
o} SERVPERF Rdt 47F4] 4ty RS A3

Aoz velhda HAEMIME SERVPERF 2ge
R? el SERVQUAL =de) R? gt} &A el
o}, ¢ol9} e FFE THE o]EL SERVPERF 749
o F84E FFHAY H2UTEE A2 4G
we 2A2 g #2dd, & SERVPERF 24d¢ A
A8t ItH(Babakus & Boller, 1992 ; Babakus
& Mangold, 1992 . Peter, Churchill & Brown.
1993), ofelg A7 SERVQUAL 29 thek
g 7| BYA] mdFel shid oln] Yy A
+ SERVPERF 29e] #7]7te] Mujx Axn ezl
o] AAE =S & g ¥cE Cronin® Taylorel
25 Rualsta gl

a2 olo| o8l Parasuraman, Zeithaml, Berry
£ SERVPERF Edg 7i'E luaiA 7 gon
APAIE Mula AR Pojoleite] BAE P8l
AEEA  dgddn KRN A 2pNEe]
SERVQUAL 299 $43E& F3sta st

M 27 iy
1. A7 HAH

2 dFe 44 A= de EAu2a 48 &
ulatsl AFAPE Bl A4tols Blstn Ay
= 2dE F3s 48 278 $ley] 99 g
A ZAldTelt),

2. ATy

E a9 g B9 92 g A3 dig 73
A 71EL v 2,

1) o B9 0 © M &4, @ dgrasy,
® 80084 o1t R, @ TE:AF 40097 o3 F
Ro] 27 g HY 3 1] 99 Z2aa w7l
A Rzso] Avjage] RIMUAE Addle d
S oAl ARlde] Adstn F 70 HYS o
deoz stglt

2) TEAMEA 2¥A 0 © d7gdeR 439 T
A HA T 1A olde] wigdel AF LEE A @ A
B3 Aoz 179 ol qddsd AQ¥tsg we
2. @ HY ¥ 239208 skl Asxen oAE
HEdSE A @ O, @, @ 2o BHEEA 2 o
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T4 HAE osistn A7 FHNE FHE A O
FRE S| e A @ H2l - FAH B4 fe &
9 o] FEHE WIS 74 ¥y 2 4084 %
ate] F 2807 < ez sy

3) BIMu2 A - @ AFdY 77N Ege 2
A 258 e A @ 84 BARE Y P
T gle A @ O @9 zdd FRHAA £ 79
g olgatn Aol %%}3}71-?" FEY Ao =79

255 UEAME 7 WY B 3048, F 210488 o
Aoz ABzA} g

3 RABSHII 2wy

AuFHL 19983 SURE 9H7R] A&l saAfst
T Th FhEdE dde F3skan

AaeY PN FEMela AFAR) tiste @
Fod BY xRN HEE vn ’éi-‘?*_'»’i*} 5}3‘20
o, Az FHE dFREA 2ges
g MY eFdA WaE BEstn ves %l‘é}‘ﬂ%
A7 B ¢ AeAld d 21& Bdsin @
Toll FAdIE ST Ao Palo] YE2A} ST

4 A&

2 A7 A8 EMEla FEEHETE
Parasuraman, Zeithaml., Berry(1988)¢) <lsied 7§
w¥ SERVQUALE 7iwtez &o A7zt £3 -1
#aol 72 E o7& AT B e v 7R 8
Qe FAHE F 2070 Bl TaAMv|zd g 5
8E, A3e WS dogge 13, 48 a¥de 5
Hez xAske 5F Hmz ZFsigch. A 9
< ooff BUEe 1Y, o 9EHE 7HoR FAEe
74 A==z FF8

=79 AA 42%% Cronbach ¢ = .94 o8 &
892 FAE ¥sEe] YuAg(Cronbach’s Alpha)
T .66 Wizl 9022 A veht dd FES ad
= AHg-tsict

N

5 AR

ARFHE AR F E4Us8AY #AMsa #
g e Aditn garle 163%. BIMEl2

We7has s 4308 A53

£0)aks 2295998 HFT Ao o] &ALt

SPSS/PC Z2IS ol fsle] zlEe] dvky 54
G52 T8 AR SAaen, =70 Asns) g
= %% 9814 Cronbach’'s «3g Pt 2
12 ZaMulzel 4 Aztale) 2 279 £8448 &
2] e 7lEEA, ANOVA, t-test 9 HHA
249& Agslgc.

ru

. CHARRES| SluE §4

PEC-ERENES R RERE

2 AP AR BaAns avds] Qw5
He (& D3 2

a703¢ & 4AYS 22 vEdw Ao 47
237t SRRL M $AA GUAeE tenieh, 1
Hulz dvlae] du B4doze A7} 57.6%. o
2 ool 71.7%, QWL 31-404 Aolr} 712 A
o, vimd RE 9%z 127 %.%fs}aac}. OI%EJ
U 97 LEFEE 1519 ) 70.9%, 26024
4= 30% ol4g AAsl vmd ¥ —‘%—’F—é—%

<H 1> 2PEMulA AH[XIo| uix EA

—| t=1

(n = 229

£ 4 F B Ol w() &%)
¥ = 97 42 .4
¥ a2 132 57.6
& ot 65 28 4
& 4% olst 146 63.8
gt o4t 18 7.9
254 o]} 56 24.5
e 31-404] 29 12.7
414 <% 53 23.1
1509 ols} 68 29.7

3
E:_‘Lﬁz 151-250%H4 92 40.2
ST o509 o4 69 30.1
A e 37 16.2
B #H¥ 30 13.1
C ¥ 35 15.3
¥ gl D ¥4 26 11.4
E ¥4 34 14.8
F 4 34 14.8
G He 33 14.4
Ay Els 2.192 3
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etk ¥ B8 B4uE See o 232 ¥ndy
LaAulad AFE =2EE ¢4 F Aded ole oE
9} &AMl xdl dE PrlE HEE £ 982 Jeh]
€ Ao,

2) TEAMH| A AFAL] 4ukq £4

B Apoa taAula AFAK EAM gérE
548 (E 2% 2ot
o EAREY Uk B0l d3E 26-404 Alelzt
70%. &¥L 434 gt ol gl Yol 68.1%, SF
Qe 109 ool 32.5%2 €93 HENESE 99
s} o] 3 ZF A4vt vimA 20 ARFECIY
ol ey EIEE C WYL AYslne vlng
DEA BE3ln glo] o|ge) $Hulge] BN &
Aol 28 J3 ¥ FUS-S eRiT

2 ZkEMulA du|xiet MBIzt ZHEAH|A
of ti# x|zxio| £4

2

sAMH2 o tigt Wotel 9BE PlAe THEA
vl &40 dis] BIAE 2 AFAe avlARte] A7}
Zolg Husigled, & f7cMe HIE(Brandt,
1988)%} /5(1996)8 g met 2 Mujx
S0 i Aoz F2¢ wEF(1.2). A2(3.4),
FE06)Y A £Eo2 TEIL, 4 FE &% &
22 FoM 74 HEER 53T ANHA BFo] A4
£ A% (D2 Hgg A FAK22 felstA
e $AES =33

1) ez 2uAs AgA BEacles A
e &4

<E 2> ZrEME|A HBAe Aoty 84

(n = 163)

E 4 7 = A=m W 2%
2547 o3t 34 0.9
4 26301 65 39.9
< 31-404] 49 30.1
ALA o)A 15 9.2
A5 52 319
g 8 ey 78 47.9
WEe ol 33 20.2
39 oje a1 9.2

64 olat 38 23.3 .
THEE g4 oy 31 19.0
10d o4 53 32.5
INCE 29 17.8
B ¥Hg 19 11.7
Cud 16 9.8
azwg  pue 18 11.0
g g 30 18.4
T 25 15.3
G yg 26 16.0

Azl 4e (& 3T 2.
(E BHolAsh Bol Az 2uabe 67 &4
wEgolo® Azhatm Qe Wl ABA HEA
R SYRS BEgoz AdsT YUY, =
zgooz AZse £49) YBdME 2uAs A
bl ZEEALE] Ak 717 - Al Aol A
o BAEe Bael 27E A olRAy
5 7h a4%e] 2e DEades AxaA A
o 9%E, oA $HEE M2 g WEse Azt
B Qe Aoz vehdch

ol & rfr al

=

S rfr

o}

2) ML vl ATAL 8oz A

FrEAElzo] dis] AuiAle} AT R aflen ZYahs &4
<¥E 3> UFAME|A LH[XIe) MBXZF GgEeelos X2l 54 (duncan=,05)
Az vg Azt vl
& A (&=H]Ab) (AFA)

o AHY - ouwF AHAY ¥

ZEAELS 8 e TIAMH2E AT
LIAFEL BAA 44498 geid
AFAHEL o7t vt2n A3t

BEAEE 8T XL 7R D ok

tBALEC] AMEERe 71 - Aule e Aol
AZAHES DA 278 FG3HA ot
BFALEC] S5 YFREL 2 FEEY U,
REAEL ol fe vims o] ago @)

© N O N

Q00 - .020  .143

000 . 012 222

.000 - 014 133

.000 013  .017

.000 - 010 .272. .000 .030  .500

000 - .021 .143. .000  .048  .286
.000 062 800
.000 051 222
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Hetestax 4308 Ab%

<E 4> UABAMH|A UK HBRA7 QM Q00 R Xzt &4 (duncan:=05)
A )& A Zulg
& A (&) , (AZ2h

g HE FE g 449 FE

1. ZEAFES] 5N @A s Fo

000 056 .100

TAEMulzo] dhef &zt AFA7E Qe
Adste $4L (B )9 2o

(B 4elN & & glEo] e A 2zl 3E
Agel gFAEd dE A5dE A8sdes Adst
© W, AFA] A 94edeE Adse &
4 e Yo

3) TEMYA ARl AHFarl duisgle A
ZHate &4

I A &4 F gsiuie AFAN Asd
oz AzZshe 48 (& 55 Zrh.

(3L el & 4 ko] BEMuA F A¥alrt 4
Heden Azsian e AL WRAEAEAY v,
TEAE AnteQle g Afste £4-& dF 7B H
At olF NEANe AAslD ooy} vlad s} ‘SRS
g 7D Qete S48 4wlaisl wEaclew
Azshe 40t a8z YA Wl e Ak
o] Aztagle g Azsle &A4Eolt,

o)/gzt ol TEAMM A Aviate}l AFA LEM
¥l FE Asted do 23H 488 e H4YL

a2 o WEd Qo £ E Apolzt ATt
2. ZEMulA B EYEFe] v

1) $44 vz
BEAls e EPesl0] AY 2Ag HRe]

AeiMe= 2297 tEAMulA ke didez A
HHAQL b AMul A W] disle F85 R (ARA -
77l e #AlE BYehs SERVQUAL w4y &
85 2 AL BATE P8l SERVPERF &
4% FEGD. AEdyeze 7 ndd o4& 23
B sMuz QapRze] giat ARtEQl g7y A
e eyt Aae (E 6)3 B}

(& 6)& By Aox|zinrg zisled Aykql uE
of dig Z@ALE 73 SERVPERF EddMde A
ujxol BE &40 o} folsiA e oy (gatxz-
I E 7Hlam AvE] D] g JAASE T
SERVQUAL ZddiMe 207k &4 & oAl 714
£Aute] Rolg AZL e Ao Jegyt F ¥
Ao EMulad didiME ZIdE neiskx] &
2 AaAl e 13ste SERVPERF 2do] o &
45 Aoz vehi S

a8y SERVPERF® SERVQUAL, ¥ 29 5%
oM ARBEA7ZL AU A U 42 3 E| A9
AREEQl g FAste 8% 84UE FEE £

et

2) BEMue A FAETe TR A v
o] #A :
Bzl A FAETE] FIHEEE #HAs] A
=TE F%te oA 71 Ade] Fdaddst A
Q wETe] WAE B WELE A

2

B

<E 5> 2SAH|A 48|Xet @A ageler X|(Uste &4 (duncan=05)
PRI R Azt vlE
& A (&miah) (AFA)

ug AT ¥ WEg AHAD %

M

L LSS obfg] vl #xje] 3] ¥k

TEAFET}E] BACN FAze =7
RFAES dofutan Wdsi,
L AEAER FEE AAE 7R3 Ao

CZAEALER A4 nkR g A8 did
L ABAES 8AE dEi] de3

[ B S R R e

. ABALES AZEN avbe ARE 7n vk

CABAFES A7HE B S Reld sAe] g

.014 015  .111
.000 .048 -.222
1000 042 222
111035 214
063 .042  .400
.063 .037 .300
11030 222
.083  .037  .214
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<E 6> 2tEAMH|A 49 NDX|2tn) Mebdel obEalel 2 (SERVPERF vs SEPVQUAL)
SERVPERF=H SERVQUALEY
Az &4
oA S p-Zk 291 BDASF p-3 <9
a9 |z} .2917 .000 14 -.0297 663
A dFeAe] /g .3488 .000 6 -.1716 011 2
7hEA Y] w27t Qm .2392 .000 19 -.0438 521
AFele g 3115 .000 12 -.0725 288
224 AAA9 e HE 4793 .000 1 -.1337 049 5
b 2ol g 2646 .000 18 -.1088 110
A% A 49/A8A4F .2804 .000 17 -.0884 194
-2 WE A& vy .3903 .000 3 -.0757 267
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- Abstract -

Key concepts : Nursing Service Quality, The Tools
Measuring Service Quality

A Study on the Differences of
Perception between Consumers and
Providers about Nursing Service
Quality, and the Usefulness
of Tools Measuring
Nursing Service Quality

Lee, Mi Aie”

Service quality is, unlike goods quality, an
abstract and elusive term. However, quality is
very important to marketers and consumers in
that it has many strategic benefits in
contributing to profitability of marketing activities
and consumers’ problem-solving activities.

The main purpose of this study is

1) to explore the differences of perception between
consumers and providers about mursing service
quality,

2) to identify the useful tool between two tools

measuring nursing service quality.

To achieve these purposes of the study. the

* Department of Nursing, College of Medicine,
Dongguk University



questionnaire was developed and distributed to
210 nurses who worked at seven subjected
hospitals in Sceul. Also, 280 people who had a
direct experience with the subjected hospital
nursing services at the time of screening were
involved. They were randomly selected at the
seven subjected hospitals during August to
September of 1998. Among them. 165 responses
from nurses and 229 responses from others
The measurement

resulted in worthy finds.

instrument for a nursing services quality
evaluation was modified from the SERVQUAL
model originated from Parasuraman, Zeithaml,
and Berry (1988). The reliability coefficient of

the scale was calculated and showed high

degree of internal consistency {Cronbachs’
Alpha = .9353). For data analysis, SPSS/PC
was used for descriptive statistics, t-test,

ANOVA and regression analysis.

1)

2)
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The results were as follows :

In the perception about nursing services
quality, there were  gap between
consumers and providers. Especially the
critical attributes in point of perception
nursing services quality, naming satisfy,
hygiene and performance factors, are very
different contents.

In the comparison analysis of the usefulness
tools it was turned out that SEVPERF model
than - SERVQUAL

in the analysis to identify

is more appropriate
And
the construct validity of the tool, it is

turned out that the relationship between

model.

the constructing factors of the tool and

the general satisfaction is significant.



