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ro | =22 (@R A (B . | 558 [2%8 =28
k)@ | (md)  |OArE9] 29 @/®x100)| 291 | 29
g=7 | 627.36 24.55 67 65 275.25 227.9% 1 1
YA 750.11 497.65 72 105 417.89 179.5% 2 90
g3+ | 408.19 16.84 131 36 253.18 161.2% 3 2
SR+ | 283.36 55.07 95 58 282.57 100.3% 108 49
SHMAl | 541.53 53.45 9 13 540.90 100.1% 109 28
SoT | 361.02 33.89 54 14 361.87 99.8% 110 27
TEHA 54.97 35.85 210 145 176.57 31.1% 224 89
I 37| 4364 7.61 222 143 140.95 31.0% 225 46
SIEAl 74.32 93.07 140 113 257.06 28.9% 226 116

Az Y 2. 2017. MAHHKIES 12fet U X|F 2t E2AE £F H|W A7 IEST HO3H: p.11 XM=E
HIZOZ XA HY H X7y
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Bl AR ole] Rl 2 S0Ce] ShilK|do] wheA &
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=@l mHE=CH

A2 HE 2. 2018. £2 SOCY MAN I+ U D2 EXt WEk p.146
(3) sl Zule] g7t

FEAFF(2016)= /=R THARS B8 I3 =2RAe e st
H, R 4587 S7RIE Y 7502 X 7F FPARI0] 42% GEEO] SR
&9] HePdo] Alud Aoz FrRrt 587

30720l 17802 42% WA=, Fgd FHolA

d

6120l 37E2= 39% 7HAH Ao= Frlsigich w3k 1&E2 IC 307 W AL
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A = 5 Ax FEO| 14, 3%7} e e A
MR- 59 MeoR FES 70.7%7} 3l
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| TITEEEH

e 2148, Aol 428

‘ 2838, X

o307, Aol 217, X Wzt 1785, 3}01:378

Az FEUSER. 2016, F/I==2Y ZeAE 2 A+ p.105

O3 2-13 | 1970-2015'3 MH|AHE #H3}

<1970%> <1980%i> <1990&> <2000 > <2015H>

45.6%

14.3% 31.5%

A2 REWEL. 2016, BII=2Y

AFF (2017 & weiHlE= APgsiglon, 2016 Syt AA9] e
whlgo R 46 859, XY 7 2 24 359, TAIR £ 22 4xYo R Felg]

WS ERHIEE RO ERfe R QIR FXIAAZN o] &AL ARVIRIE A &5t
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ALEZXt=

CESASEH

7=
oIzt
2kt
Ink <]
Feuig EEE
RN
WSl | el=Al|

SRiSA AEEmOpLE | %
V]
ENiee] %
fzresulol ZH(AYZ)

ARZPIXIHIE

E2EZ9| GHIEIFEZA
HEXE A7(6MH)

AE: 24FF 2| 2017, nESHFEe| H]

HUX|E ZAKT). p.30

H2-10 | S='E X|YE nESTHIE(=2TH|, HU+=L
T2 20144 20154 20164 HiE
NSEHA 89,175 91,447 93,040 19.90%
BN 31,473 31,630 32,293 6.90%
CHZIAl 25,754 28,115 27,321 5.80%
QIFZCIA| 24,424 25,332 26,276 5.60%
LR 14,243 14,858 15,017 3.20%
CHEZIA| 14,738 14,149 14,719 3.10%
SAZAN| 7,624 11,096 10,331 2.20%
A= 106,608 112,269 122,408 26.20%
Zee 10,162 10,247 11,955 2.60%
3= 13,783 16,658 15,909 3.40%
=i 14,419 16,483 17,330 3.70%
AMNET 18,103 19,664 21,988 4.70%
AMEE 22,331 23,798 25,475 5.40%
EIE 13,434 12,823 14,446 3.10%
Mt e 9,657 9,907 10,637 2.30%
A= AFE Q| 2017. wELER9| HI2 L MuX|HE XAK1). p.104
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L ERUE FHOE oFolgont Jlgusl 5 WARAL A AN AR
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5 AP 719 2 0} Fo] AE, ATRY L FEL 20 B A,
N B, B B7h 3RE A1 EIE W A 5 Selginh 4 20119
QTEAL AR olF M0 Su Q7AT} Urhgom, KTX £90lF 34
b Sk ST, neEs FRjol A

[ex]
o wsln RS HRLE Ap|e x|ode] AHcie] WEEe Slsii

(GNE X7HSEE (KA 22 B7h
KB FZIAL 2014, KTX 10530] ARt AAKY, pp.47~48

J3 217 | X9 2t 0|SAH Hst

(2004)
Rig: ZZA. 2014, KTX 10E9] gatet AAFE. pp.63~54
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o3 gEF olgo] 7hsst LEAHAL HA| ZEQ] 16, 3% (16%ki), SHKTX:=
6.1% (6%ki) 2, KTX 2gol 3t FEGFaT= 22, 4% 228k ook, =3} F5
FAR AFAPE 4tdolM AR FhEAIEC] TS A 6, 247RHdOIN NS &
8,94671oR 43 2% J7ISIRoH, A& AFAY] FFEFA FlEAEAS
71.7% S7Y=EJct

S KTXE o|83t o7 4= J1E Ao H]s)] 42~46% Z7}=Igom, HAEKTX /N

33 2-18 | KIX IS0l M2 SE AIS2HH SHE&at

45 KTX(2004) FGEKTX + SEHKTX (2015)

A= A58t 9. 2016, SEKTX 480 ME [ESE 018Hat ¢t p.27

Jd3 2-19 | M9, FEYY HETIE XI=Y Hat

80.0%
717 B8 A ERER
70.0
«— BF% gt s00mOf| M M2 HFX FLEAHE 240 71.7% S 7+
60.0
50.0
42.0
40.0
le— 844G 112 500m-1000mOfl N BFHFEA FHEAHB A0| 42.0% F7H
30.0
20.0 15.9
10.0 6.3
5o 2.1
0.0 ; C—
500M 500M~1KM 1KM~3KM 3KMNEKM 5KM~10KM
-10.0 7.0

Aia: gEst 9. 2016. SHKTX 7HS0| ME SES?t 0|t G+ p.76
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(2) FAFE7IAIE 718 2 F7pHE E Eg

SEuERe 250k EREXE 53lo] IEEZ 4, 767Tkm 15, K9 7F 5834
F42% G, 1EER IC 307 W A A 70.7% £, TS 24 5 FH
7&E olFtE 28U o] 8AES] WAL 718G 58/ F whEolA Heks!
3, PR T TRt 71X 2 Wekel FaxRtee] Adutet AR o 8Ate] REE 7He
Ato7t dA3sI), BRIAE RS R¥sks SOC AL Tt 8ab371E Sl &
Flste gront, b =11o] SOC AldE JIdtl w Hed, wEE 5 4< Ao
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ot AR 7RIS WEE ¢ AT WSS BISITHIEARA s
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3, AEAIRIEIIEE 2 918 E B9 S AvEA Jhe, 71E KDLA

o AR EARMGATYE F7} X1 oe ZAP|RS thlslsigich
AVIR AR ARk E3h SOOI 9% 4, A 9FeR 14

Elof SOC AlQie] ARElA Flell et B2 Astelgint. drfe] REe AHng

Q.

l

@), 7P e, 9 AROIGRE TN FR, 1 AEE )
M5, Sy REe 2d augsEdet 1 ol A 5 28 S

o, QPR BRI Ak Al the 7Hs SPEAKD s, ol S Al
9 BRIToR PRl ITHEARA §E, '19.4.9).

olefat AE AROE 71Ee) ZAR-ARYE fio] BEE BAAAZ A
U, obx 93 gEur 2Eglon] mES0C ARIY| Tl AR TS Wi 4

Sl PHE U WKEE FSRIK] G ARoltt WESOC Ao AsHe 3t

fita)

ool 71E AANA EXolM Blofut HA| ol&APF =713 Qe BEE, adt, gt
A 5 AdEdE a8 et sl

=gy r(AH P)

+58 60~70% +Z# 30~40%
b= 7 30~45% H|==H 26~40%

| ¥ emmsmssazieiee l--------_ ------- L4

2019.04.03. OHIEIFEZAL M= JHEHE RA=2E MAPE M7y

A= AR

|]:0II
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2) 0|2t SH2 WIHHA 2 22

SEARE AR B4, Ao B4 et £A15L olHe] eiol
A Thgspl Al i B3] 71 AMe] BE4EEE BsR 2] ohd, Sulg
2ol AR =50] Eiglrle] o o] AR FAE Bt FasiKla et

nhER R TEAARIONE AR AaAe Shash] Seiis Alkle] AgEsl
Solg W FNES thgoR FAENE BHT Bavh ek 25 wEHo
U aEAEe] gut BhEe TR B4 NEY 71ES FHOR ojejzon,
22 5] TARHE AR 207 WS Lefsh A7) HaE Qo wher
9](2016)%= 71 Ao oA FFHQ WE MHIAS FF5] I Thy

S FrIxIESo] el glout, REEREE Alejstale oAt Alde] F7Pt o] Fo

ot
ﬁ
o
N
3

59 WS ek OS] ol §Ak ARIAIERA THe] ATatlolA Tholx|a
(2013)% HEDFS BHOR F25H0] Foll FTFL 71K 2012
olelal, Bk BABAS AN A BEE thERLS Al el Zlelskat
2 A BANERE I w3, FEWERE ARwER RS R
07 APPE) FREAE THIOE BT thet B ZARE 2006 3E] o

AABHAL T 71l olE AlEsl e EA 7R $ARER E85tal ot

o
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M

r.!
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oy &30

50
H

e
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K= https://m.post.naver.com/viewer/postView.nhnvolumeNo=16085173&memberNo=25154814(2020.03.03 &)
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03 wSAlRe| Mtaat X AMHIA E2 WL

= JoME 7IE 2 dEE Sot0 WSAIYS| NS f ids SEoIRA. 01E HiE2
= Mgt & N0 =55 ?/6t0] MHlA SH HIPIES HESIRH. AHIA 2 I
2 SERVQUAL Z&E MEALH, 7IE Ze0|A 9 SERVQUA DY ¥ S35 HHEY,

2 oH0Ae MEItsHS MTHEUCH SERVQUALS| THE2 2 H0IA HEst Mg
W 20|17t 2e5HH, Ol= AH|AS] 7|CHX|=t *E!" x| XIOIE 2loj5tA| ECt WESAMH|AL)
H2 2 2HE, TAIRYEZ O[S0 7|CHX|2F HEX[0 CHllA EAGIRAL, 0F HIiZC=
AMHIA SO et MiZE H7HE TIYSIUCt. EAZ0 BEMEIAS] HAE= XY 7L X|F
SHE CARYELER U= LHEL, SEXCZ H2iol0F & WSMH|IA S50 HIAIEIALCT.

r

Elom EIE

1o ofm o

L

1. WSAIAS| M=t Y EE

aSARS] SRR ESE F4517] flsiA A ®iztel it Zids AEiskal Al
dadol FF= vixle 8ss =5 27t Sloh. gl =iztel dit
o AwEA, & AtolMe] Aol thiet /idE F-stkar olof dit Ades!

Hm

35 FY0lM AlFshe ARl 7ol 7P 8ol E8E= TS 5o (e
€], 2016), olel gt APATE FPH 02 HES Hoks W WES AP AR
of 7HRE Z1ohel AA| At 7o) EUR] F=o IR|F dol digh Frt= HIw|

j

0_1_4

H3E wSAtdel AMzadt H MulA SE ot - 49



T R 9], 1999). olof 7[i-EYUA] ©]E(expectancy—disconfirmation
theory)©] 82 4= 3lom, o= URPHoz THij1E ofwt MH|AE ©085}7] Ao
oja] Z1ofl thRt 7|7t FAdEA HaL, Al o181t AgIE A9 7 dherEt Hlust
of Aulx g7HE FITHPY €, 2016, Oliver, 1977). AMRA SR ARl Ho
2 od A7hs wle AeR, FAT dRolRiE Tl XU A9 Rlol = Qlst
o t2A Wolsoxl= A= A (perception) ol2t 2A2|eHs oA gt

0

[¢]

J23-1 | MHIA Ho| ZHeol

7iol@
oe = 3 28
1 E2A | |
2. OUAE
3. @
1 — e
5, 4 N~ < oI/
6. Hg Ab|A &
7. #2s - =
8. OIFN OIR/E) /2
0. 2% ¥H — | WAz
10, 220 cyet
LN

X2 MEY 9 2016 p.19 I 2-1 KRR
Parasuraman et al. 1985. p.47(figure2) {Xt=

APz FQ ol2x JHEE AMujxo] thet 7|th(expectations)2t AlA|
(performance) & Blalsh= AXFQ] Ipgoz Fogh 4 JrH(HEH ¢, 2016.
p.23 Ml Oliver, 1977. Parasuranam et al. 1985 YAFR). =] Alg§eiLof|A]
+ ARES] BoE 7|diet AlA| 1He] xpo]= AAEAY TEE, H Fawet
A 7t xpo], T 7] o2 tefstA Aelskal it olgh WdelA] Akt

1) Ulo|t Z0AFH, https://ko.dict.naver.com/#/search?range=all&query=%EC%B2%B4%EA%B0%90
(2020.06.05. ™)
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S oheE, ol w=oHte 7%"—‘%‘791 S A= ez F3FIM ARt=

= ZHel| djell ‘=wlo] we &2
Eles

£ 701 o

=2

‘FulSo] ukEsl=E Hr o] on|2 HE H A
oltH(FEH, 2016. p.10 FQE).

HE3-1 | M AR AT He
AR EE) 20 ==
S57 20| HIZ5ls E5 S0ko] ZTRAHIA0 sl Z010| L=
24015(2004) Mza W7 10| MSdte & fol JH|A0H| CHol Z=2I0] =77}

FEHQ A UBE

=2 2| (2006)

AH[A} QHHAIZ

[

AHZPE AgXoz Nf2 L7 HIIhs AHIXF QR 5

Zx= 29 (2007)

BHE

WY 10| MSots 5 201 SSMHIA0 Cs FHo| QK15

of Lyls Fp OiEE

28k, 250] (2009)

SERA M=

7P BA0 ol 7HA TSR0l Ll REY

M2d 2l (2009)

=UNHE

FHO|| CHoll FRISO0| IR Q4= Q= 11 JHRI0] HMZ L7l
Q= Xz ABHL-QLO| X}0|

484 2 (2011)

=X M=

SXRIA(ERA) I SXSTE ZHGIH SXIHE 0130 tiet
FEHQ GIIZM JHQI0] =X oiEtis 2 Uy Lyl e

0|M%t 9| (2011)

g4t M=

I‘:'|§ O MEoks AR MOt MHIA0M CHEE HEF

T
ol o=k

A0 (2012)

DRSO el OfF A0l Ll 22, MK o4 B

XA 2| (2014)

MEQIO| HZg FEO et oA

Z|

4 2l (2019)

Az Z2H 2. 2016.

p.26E XMXpt

=9] oo 7[H-EYX] o
I 977} F188(Roch and poster, 2006. Oliver, 2009. Van Ryzin, 2013.)%]a1
o, IAoM= 7|cix|et AAIX]E] RlolE AHAER Zolskal JrHFSY 2,

2016).

2715101 AHEH

=g Haslo] vERL Al Aat Peig AR
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2) wEAIH| FURZF N Y

AFAIET ARBAE 5, R 5/ T /337l digt BAES Tt

oM AAEAL glom, ¥, 25 FHe| Pt FE olFal gtk wEAEY &
e FUAFFHIM d12istof sh= olf= 7182 BVt Xy PEE
3 AXE FHoM FZshs F2o] Bol, oAt T AldE FHs
o] Fasht} U4 91(2014) 9] AolM AASh= SEXMARI RS =Rlo] Ashk=
AFEY, Az, 84 T FEI0] AlFske 4% MHIAE o 8shs BAoIM =
o] 7131 Ai@shs gtezMe] SEAEE Fgsks Aot s HoLt Al
Aol disii= S5 ARt=E 1 BRI} Sote wl oA siME=rlol et 2%
.

33 3-2 | FENAXIES| /HEa £

ACMUNEG AU LMD L MUHE FULEM In YAR SUNE AR
¢ w8y _ RmMuNE

SHmyol
47150 Y& gt
/o veg

®

X2 oM 9l 2014, BRIBY REYM UHS 9ISt KE MY A7 p.49

P A2 AlBEE Aulae] 23R $5 Qo= 7i)1e] FEE 7|29 7|tiA]

£ uigon o WEER B 4 9tk ol] B APolNE FAENE Ariwet
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2R [ALEIE MYl — s [Mapx|E
‘ZEAM| (3EMHA
8= 1_’ M &3t
OIR [7HQIX Btx E———ﬂ HYE | — (HZXE |
AEYHA

A= MAH AR

H3E wSAdel AMzadt H MulA SF 7t - 63



2. MR =ES flot MH|IA FEH GIIE HE
1) SERVQUAL 2%

(1) 28 A4

AFARAS] SRR ETE vefslr] flsiMe AA| ol8Ae] wEAE THEE, A
AL 5ol ot FEE e gefshe Aol Besith ont, mid HEZRAE Hig e
= 783 80le welsh= A2 offy] uieel] Atade] g3s Fe= FR% HrE
Fohlie Aol B4 a3t FEofth wEA & dqtolMe SEUFEolM Faoh
[oloz AP SR SR, SHWEE 71RA] B 84 ARkl R
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=YL, F7HAAIY M eal] WS, A, Ve S5 BESHE K| X9
Aol WA AR EAEIA aES AEEoR wefsy) ofEe # oY
2, TR WM aEMElAs aEE TRE R Hefsketld] AV EXgt

£ AE 53l SERVQUALS] AH|A
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(2) SERVQUAL 23 7l&

Parasuraman, Zeithaml, Berry(1988, 1991)¢] 7|thEYUX] 28} ‘AMu|A &3
2 71digk Au|Aet 73S M| o5l o]FoZItY &= Gronroos(1984) 2]
Hpg o2 SERVQUAL 23do] /fL=|Qict. Aulx FEE7HE st iHo= 71 @
o] AREET = SERVQUALEH-S 1985~19880] m]= ulAE] @slofa whf
< 1990 ZEytoll SE|glom, xFeRl &F, ¥ T TR ARlA AlgHRokollA
AREE]AL Q) Gronroos(1984) 2] ¢+tol] ofslH ‘AH|A9] E&lol2t 7|oiE AH|x
oF x|ZFel Afula9] xjo] 2hal Fefsie] o] gt Zehek A7t g Afu]2et
FAroHH WhESE Au|A Elolgt & 4 laL, 7[digh Au|ad] mIx|X] 2XE Zeoll=
80| oy AHIARE wEksich

AW o2 SERVQUAL Eol|A9] AulA E2& ‘A= (reliability)’, TH-8/d

A

e
fltje

¢

(responsiveness)’, ‘3%7d(empathy)’, ‘&A1’d(assurance)’, ‘“F-3/d(tangibles)’

o 57 57 FBL AMekc MRS We 4 g P ARrRe sk,

H 3-2 | SERVQUAL T3io| MHIAZE! 1M QO| 57}X| X}

T 5 oo
! A28 (Reliability) OFSH MHIAS 2| St HESH MiZsHs 5
2 SHAIA(Assurance) MHIA HESAELQ XA, FF 28, A2 HE 59
3 F&8(Tangibles) A, ZHI, A, ARLAHOIM £ 59 o
4 S&E(Empathy) D0l JHRIH! HE MBSl 53
5 [HS(Responsiveness) | 7|7{0] 122 §1 =2t MHIAZ HBste 52

A= 885, 2005. SERVQUALESS 0|33 JITEY MUIAZE SO 2st 8 p.35
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J3 3-4 | SERVQUAL 7H3=

L)ete%‘minants of Expected
Perceived Service > Service —
Quality
Perceived Customer
R Service M Satisfaction Level
® Reliability Quality about the Service
@® Assurance
® Tangibles Perceived
@® Empathy Service [
@ Responsiveness Perceived Service Quality
_ YPS—YES
-—
ES=PS ! Acceptable Service — Satisfactory
ES>PS ¢ Unacceptable Service — Unsatisfactory
ES<PS @ Ideal Level Service Quality — Delighted

Am: BiHS. 2005. SERVQUALEYS 0185t ZZ7HAE AMHIAEE SHO| &5t AL p.36

rOI

5RI10] YREE Al 7]chel Aal2e] Aol Tis) FE=lo] T-points BHE
Az ZReo] o5 7o) AxHGap) 2 AHla FAE Bk Tao] ke Al
A% Aulzok Axlstel WSk Aula Blo] Hnl, AYE ATt 7lche

Hn&’L‘

27t 7
A|zo] ZulE ool AulAad] 48 E7Fs? Zog B, SERVQUALS
thea} o] Mula FES Aashs o §-83F 7IHoR 289 4 (s,

2] Au| Fol| gt Z|diet 71d k] ARNE AL AHA AFdEE
BAE 4 A FoEA, Aulx FA WIS el =sfof 3 A AHIAE HES]
R} W ZRHS ol 19 7ot K2 AlAGR R 1
7Y 5% 1AL ZltipEold 7199 AfulA =88] gk g7} FrolE 7 Tk

A g o Aok =3 73’%‘ Ae]2o] tisiM = e A2 ZARE AAISHo] AH]A

_1
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(3) SERVQUAL B & 7]1& &

ol
R
ik

SERVQUAL &3e] &J3k FAFRL o] 8AE A@et “/dat et 71" & X<
Atol2 BH== Gap-based A2 o]FoixIt}. 1990ty o] & AMulA FH A
o] 2 5% F shh SERVQUAL 2¥o] 44 /e Sa) AEA e Auls
Hoto]| B-851= Zo|cH(Boulding et al., 1993; Cronin&Taylor, 1992; Zeithaml et
al., 1996; |X1, 2014). ol=2{gk 7 2 A FA FHAS] ThAaste} HdRt
A FROZ o]RojFon, 53] RIS 2ol ot M2 AH|A Fof A&

=
o st PP ThS Hot Zo| X|&H o2 48| Yk

AL HE TR
Carman 1990 R, MM, B3N, oFEN, F2M, EY, Jiel, HI8
Headley&Miller 1993 OIE7IsM, 4H0|Y, MY, tSY, R, MAIY
Andaleeb & Basu 1994 S84, ZH0IY, 8y, A2y, Hely
Dabhoika Thorpe Rentz | 1996 A =0, MY, NN MEEE, A6, FH
&N 1999 FEL, MY, BEY, e
aols, s 1996 S, MM, FEY, ZdEol

2ol LipAl 1997 | AFFEEL EEIJEI@.; 2=01s, g2, EH%;Q, 8549, AMES,
' FEY, MY, MYy, H8d, 06, Rl
HE 4 1996 ey, HEY, SYY, GIE, 718Y, 235d
oz 1908 | HeEY H TFS, ;or:ég, =3 gy, UEEEY, ool
01y, 0189 Haly
oz, &g 2002 HEOIY, RAY, t3d, 234, M2
oS 2005 HEY, Y, 7Yy, sS4, HEd
5, d| 2010 015d, Hald, My, oy, uEEE HS
g2, 0|2, dHE 2012 HRY, Y, 7YY, S8Y, SEY
=92 2013 RYY, MEY, B8, 18y, 3Ed
EEN 2014 HEY, SEY, Y, SEY, g0l
Xi2: OghH, £74. 2002. p.257 EII510] XXt XHEHY

H3E wsSAdel AMzadt H MulA SF ot - 67



ol 5% OWL 7\ AfElA ) Blasiod BEE MElA £50] 255 A
H|2o] et B 37 e, ofi= ARl Alaspt S8 onjsich. wEAmls
9} oje} o] 71141‘8 A1 ST AT AElA eETe] HIIE F510] ol8A A
#o] axks thed| Wolkseizint. 7Fs} £1(2010)2F =-¢-2H(2013)> SERVQUAL
85 ol AN MulA SEOR IR AE ZIYet vt glk %3 £1(2010)
T 58710 £837 oIS Hofsl] flsl wEsTE Al FE 7k Fel o
Slatx} siglom, wgAHla F2E s MRSkl Sls TSR (RIZR]) ik ohet
7Idhshz Al *x(ﬂﬂiil)—%% 7 BRIk AV, B, W3] 7R a4
£ B9 nEate] Mula ERS Frsiith S84 ol SRIES S8Ate] HA E
S diEEo] 98% FECR MBI Y AR FAlEo] FE FAVY FHL
HARE aEo 2 FrIsiic). v HEPde) 73 -8Rt Ardol thigasset 1.6
i, \‘4171*3% 1 58 =Tl QIASHE Zlo= FAREIIOM, 8RS ol8shs FH o
F7H AT TV 2 adol 8] HER whEolhe s Helith E3h =%

ZH2013)2 AMeA] Ma Alagle thdos Ale] F/de eidh Aot nis 91

rLl

SERVQUAL E8-g Bl aAu|20] 22¢ vla F7isigich waAd, o,

SAZIAL ARONY, T2 @A= SERVQUAL«] SN AN, HEZA HES

3, B3 QAlRH sl Qo 22 152 Q1A (Factor Analysis)< %
o3

o AN, 33783, PO Thaslste] ZAS 1"6@6}ME} AR o= MulA F
2L of/do] ol Hlsl] 2 £FEOR QAL JIths A EQ
Erof| JFFe vRlE 84 T HATM UE2A Bl R/ 52 “%ﬁo” '5:}%01 7V
2 TS Rl o= Yeith nHAR oke] SERVQUAL E3e - gAH| 20

A= AHIA9] o] 8RS T]djel AR AT AHIA QIX] 4
& ARIE Sl MHlA F2e ﬁlﬁbﬂo}ﬂ, Ol THA] FINEE] Au|A TEEOLo] WAIS
= T SERVQUAL.J 7|8 5xFd Qola} ﬂ%}«]

8 FFE IR FRlstaxt 3}%\"3}.
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2) 2 H70M2e] SERVQUAL XME HE

SERVQUAL =3 A& fleixe 71E 739 2oke] 4 54 945 aEAA
9] E/go] ¥iodsle], AEFFEHS 5t nFAA TF E s 942 =F
slojok gtk wlEhA] ok T} o] gloE 7¥ke] £ FE-S 571K]2] wEAlH|

2 37 7329} SERVQUALS] 521 8t AARA, BAE (X)), 48 &
AG), A4, B (F), MR (RFF) o= Mool E44&
Sich Agst RoRlM AE 9 Al FA SR dWbEoz Ak
SERVQUAL®] 52118 5 Hopol| T2 #8517] Hrk= wEAde] B4
gF AHIA G5 HAS AMSSHe Zlo] Aot #a/de B9 A1, A,
59| ool et AuA FAE FFohs AR 23k Aokl dloly 7]
SE3F 9aeto] AAlof AL Qi B Alae S skt )l
A= olelol thEuE AlA, 18 T2 9 QHAIE 5] AN 55
NS S A=

[¢)
o2

o
oo
rlr

o
rE
o

X'E
b
ol

FEE

rUZ: ol
Sl 72)

13 3-5 | SERVQUAL XM WEAH[A X[&

TU MZE BN aEMHA ZH x|E

WEMH|A
SERVQUAL X|E ‘L% 1 = X|Eo| 74y

Holizl SY/THAZIS a6 HiSok= de
* S|, Alfl S O[HIEN HEHLUX] 21 MUIAS HZsh=HE

Ciyet SXX|0| B2 S 7IsES MUIAS MSsk= Ee
HHA N 23 HiS 0%
28 S 018 HXY

X=: MR Y

HSE wSAdel AMzadt H MulA SF 7t - 69



3) WSAE MHT B2TAL

A& 2k, Ao U BaolA] o] g3k LEAM thet ARIEE wjolsly] Slsled 7}
ek Muls 8ol thel ZIei4zst A4zl el 278 sk, olo] ANl
Al S el AR Aokl ZIeloHe mEALs S 4%
3 TEAHIA 50 Alolot @3 W HZAE 5ol thet 7 a9le Sl
FAVdO] SRARIEA S Alslant slgich AEEARS Ao 78 Ao ) Ea] o
o £ AEST] W Tl A s 2, AEQ UEE 52 A}

o=
shglom, TERE 7Rz o) 0K ek Re wea] otk 2 BvE A
(likert scale) 2 AF5IAT
BN AElA W RS QrEeR AR TAIGE
A} 1,000% AIEE SHOIIh EASARRE A 109 o} 50% Bl U 50

ob~100%E 100%F oo g2 EEsle] RALS XS5

E3-4 | M2XAHR

™= LS
20| = X% 7k U Ko} U S Al 018Xt B4 UEAY YT ZAf
HREA GRS | 51,0008
ZARS 220l 42
EA12E 2020.06~2020.07
xo Mo s | ZEAHIA BH X S8 (MY, AFY, HDY, 324, HEY), 1568
e LWERTIY HE QIZE §

A= MAH A
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B35 | MEEA IR Y ENRHE A MBS

E ‘1'*;;,20‘1* 509t ~ 1008t 108t 04 502 |2t
o
A 5008 3005 2002
BEAl oAl O[FAl  EfemA|
Y WA S ZEA OABA URA
S| WAl EMAl EFAl MMAl ESA|
MSSLA HxA ABAL REAL 3EA FEN oRA|
Shtgel ot OHEA BEAl OMIAl olmAl 3R
ma | ommen | S| am) BN seEA ZOA 34
o | omzew | SEFNL ol maa Eew oma 9o
0| oEmen | TN mxy ozEg o ZAa ma mEA
=) A HEA Sl BMAl  HRAl AEAl gEA|
e | T HEA OAMAL ARA HEAl A
SEEML e | oaxy =my sad sEA Msew
LsHAl oA OMA MEA =MA KRN
OREAl oAl TEAL AEA|
Xt2: XX A
H3-6 | MEXAI SCXEM
7= MES | HIE%) T MES | HIE(%)
A (1000) 100.0 20CH (178) 17.8
=Xt (523) 52.3 30LCH (182) 18.2
EE O Xt 477) 47.7 ALY 40CH (234) 23.4
0z (345) 345 50CH (261) 26.1
22 71E 617) 61.7 60CH OJA (145) 14.5
ia T ole 52 23.2
7|Et (38) 3.8 bNE] S (152)
REEEN (219) 21.9 T AS (503) 76.8
BAZICIA| (75) 75 1002Hd 0|2t ® 8
CHTBA| (54) 5.4 100-1992+24 (32) 3.2
QIHIHA| (67) 6.7 200-2002+ (119) 11.9
EFEAA (25) 25 300-399%r% | (159) 15.9
AN (33) 3.3 400-4992r% | (139) 13.9
s [ St 27) 27| 883 "goosoome | (152 | 152
Ko | AESS L (©) 20667 "~ [eo0-600mtel | (134) | 134
&= 267) ' 700-7998+H2 (89) 8.9
SE= 24 24 800-8997+% (59) 5.8
Y= @7) 7.7 900-9998t8 | (44) 44
a2t (51) 5.1 10002t 94 Opy (66) 6.6
HAE (75) 75
Xi2: AR RS

H3Y us

AHOl MiZED W MdA ZE 7t - 61



MEEARS WAt ool ulgo] 52 3%t 47. 7% SASHA ZAEIRlen, W
AHE 44,34, ARG QAHEo] wret BRsle] Al XY 71 o FAlek
RS U oAl F wESToel itk OIS ARsigon] Ak cheat gk Ale
2B 587, A, KX 02 Ald wlssh gton], xlof U 592 587,

rlabe, i wo= Uk

o gy | FI% 2 SBA TR OSEN%) | XL SN F2 015HEH%)
583 | mamA [ KX | 28" | Xe | B
e =L (523) 78.2 1.3 10.5 62.1 26.0 1.9
04Kt (477) 64.4 20.3 15.3 47.4 28.1 245
20ty (178) 47.8 30.9 21.3 40.4 26.4 33.1
304 (182) 75.8 13.2 11.0 52.7 31.3 15.9
0._1EH%1 404 (234) 81.6 9.4 9.0 59.4 27.4 13.2
50cH (261) 74.7 111 14.2 61.7 24.5 13.8
60C Ol (145) 73.8 17.9 8.3 57.2 26.2 16.6
1002t Oj4 | (500) 70.8 13.8 15.4 46.8 34.8 18.4
71_'7'5 502t-1008t | (300) 74.3 16.7 9.0 59.7 23.0 17.3
102508t | (200) 69.5 18.5 12.0 69.0 13.5 17.5

A= KA 2

3. WSAMH|IA EF Tt 24
1) uSAH|IA FE B}

SERVQUAL RI%E B~ Eao deslo] Agsl BAA, obaA, Bk,
e, iAol tislel AN ATE Qe e RAGHEE B A
the 0] Uehdtl, Zhzte] 40k Aula 0] distel Fldieks 423} AR 7

Hot 252 ZABIIT, AL Halal ARlol Bt EASIERIE A AT
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Sh Kol Tig ¥olx, QUYL A e olHlES] §ge Wx| Ui WEA

HIAE o] §3h AR, HEHS TRt SRl Ho] GOl MHIAE H35H

A 2F AeMH|lAE BAGEER DEHA, KTX, S8l tigh Aula F20]
The Bl o] AAE. RS 7 MA0] B FE/dE AlQlstal g Ml 542
7THiAE e AER7E =4 e AR 22 Aos RAERILE RAREER A
HEHE PAKY, F3E aFA, A, AEAE, BRGS TEAPE 7IdR| =T A
EX7t =A Vet ©A] 2719 BARIE Ao AT KTX7t Algshz AfH]
& FolM AREES ZIdiAlE 7P 2 Aulas FAVIeR BARERIon, QP dRto]
7[R B AEX)7 2A) YERstth S8A1] Z-felle ThE Mulakthe /g0l =
A vebgen], F24d, AR, AEES 7IHRIEG AFAPE ER2 Aoz v

e BAId ey 22 g2y Mg
S oo [ as [ oo [ as | oo [ a5 | o | a5 | o [ as
CHEA| 5.03 5.20 4.72 5.35 4.87 517 4.67 513 4.61 4.45

SEA 518 | 518 | 464 | 576 | 5.02 526 | 488 | 516 | 492 | 4.66
AEA| 530 | 543 | 478 | 543 508 | 530 | 4.92 508 | 492 | 449

g 514 525 | 471 550 | 4.97 523 | 4.79 513 | 478 | 453
A= XA =y

HSE wSAdel AMzadt H MulA SE 7t 63



H3-9 | XY ZEKTX MH|A EE HIPHS

e Mg S B2y ey x5y
=
- T | #E ] 7 | &5 | 7t | 25 | I | EE | | | EF

A 6.01 588 | 532 | 545 | 509 | 486 | 579 | 564 | 526 | 504
SEA 6.30 | 6.19 | 522 | 578 | 522 504 | 589 | b.81 552 | 533
AEA 6.25 | 6256 | 488 | 538 | 483 | 483 | 583 596 | 517 | 5.04

R 6.12 6.02 5.22 5.51 5.07 4.89 5.82 5.73 5.30 5.10
XE: ’AF A

E3-10 | X|9 2t SBXt M|A FE YIRS

BAIS A 224 g2 My
=
TE [ [ 45 | An | 45 | o | 43 | o | 4% | om | 43

CHEA| 487 | 495 | 572 | 570 | 502 | 49 | 530 | 502 | 410 | 3.62
ESN 487 | 499 | 5.81 5.87 508 | 502 | 516 | 495 | 416 | 3.53
AEA| 505 | 515 | 591 5.91 525 | 520 | 512 | 492 | 422 | 3.51

g 4.91 500 | 579 | 580 | 508 | 502 | 522 | 498 | 4.14 | 362
A= MAH Y

SiRgre] olnlg 7|tixleh ASA|e] Aol S BLlsiRR, 1 Afol} Khe
ol MZFEr} 3 SlnlalAl BT ZAIR Aghwo] tholo] 4R, mASEER 1A
Sli). X|od 7k o] 50] glo} &AL Qo] Z|dixIe SR Alol7h FA) 1}
Bt AP} AR BEl Ao e, Fadol ARlEt e Aow e
o} tiREoR ARAPL AT E37} W Aow et Ala o] Hadh 2
o= BAERI, KTX AElA0ME o] Artasbl te Aow Ueht, wa
S} KTX7} A 5 0] 88 wherial ol8ab} Lyle Zoa Raje)
Solel AR AIE ZWE KTXH EA530] BAglo] AHaah 2 Ao LRt
th S84} olBAllE BAA, B, 4, ARA, S a2 AgEn)
2 Aow Ueit) ol8xph 4 1 olo] olak S| £8Alol7] wiEel HA

8, A SN Afadpt A yehd Aoz FeEnh
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J2 3-6 | XY ZH wSMH[A M Yot

-0.4

T = ad
4
T mou
o ET2
E

-0.3 -0.2 -0.1 o 0.1 0.2 0.3

niEA aEEA mliEA

(a) I&HA

-0.4 -0.3

-0.1 0 01 0.2 03

n2EA aEEA mliEA

(b) KTX

o 0.1 0.2 0.3 0.4

mL A aEEA mliEA

(c) S8

YNT=HPSIN RSP

MR WSAYEe| M=l | MH|IA ZH F7t - 65



JB3-7 | X 2 AR KTX H7IAR, 93 BEE

35
3
25
2
15
1
0.5
0

Ch7| Al ZE =

nli=A mEEA T A

(a) D&HA

3
25
2
15
1
05
0

CH7|ALZE =

nEA mEEA AEA|

(b) KTX

A= MAH A

HEEE Al Do KTXE] oAk Sol chob Sygeteban 42t
SRer] ZARE 3, Al BN 83 RRolH ARAGI BEE} e
AO% Pk KTXE ole Mej= teloly BEwrt e sos $4s3)

3

o} ®x|Ee] AZwe] Tehe Mu|A nEEL o] FH2o 2 HylE 4 glon] 7} 4rhy
AEAH| WFES) 24 éﬁ“— The 1383 o] Ueidth aEHA, KTX, 58
Ap B %L:J\]Oﬂ’ﬂ«l 7t 7P A Ve en, 1EHA0} KTX= theA] A
FARE] TEE7} 7P WA e
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J3 3-8 | EAIE XY 2t SAfH[A URE

48
475
47
4.85
46

455
a5
a4
a,
435
a3
415

ﬁ
=

B

BEA BEEA m=kA

A= MAH A

(2) XY W aLEAH A

Rlod U BAHIALE Al 7 REAHIASH 0] TAREER WA, KohE, S8
Aol tigh Aula Exo] ke me} Zo] AR WA Mplas The Aulanc)
ARl Thet Zleirler ASR]7} 7] LreRgon, ebgAlol 7P vl hEgich
BAK, P, A, R4, SEA 5 RE Mulad] disl] 7Rl AwAY
5% 27 Ueton, A&l A4, ARAS At AR 27 LRt
o}, Aokl Al EAL obdol Z]diRlsh Al RE A LR, 5] 5 ofl
E7} Aulaol FRRS FR] e Ao Wiy HEAe the Aula Bl )
AR ©, WA Wokslo] BAA 5 AW o]8A] FEAe] we Aoz ke &
87} Ol Ao 7F o £} AlalA ot wol FW, ware Aeie 4
RAo] 7|cRIoh AlZA| BF 7] Ueiton], WelAlold 5 iele] ARE
Q= HEo] Tekei Qo] AmAe] Exlo] £ Lehdirh
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E3-11 | X% Uf HAMHIA 25 Hbes

o AN oY H2y GRS 3ty
=

S om [ am [ [ as [ oo [ us [ [ as | o [ us

A 442 | 427 390 | 408 | 464 | 455 511 498 | 428 | 4.22

N 425 | 4.27 398 | 444 | 498 | 450 | 5.23 515 | 423 | 4.00
AN 4.74 | 451 437 | 4.51 506 | 4.37 529 | 466 | 483 | 454

R 4.44 4.32 4.02 4.27 4.82 4.50 5.18 4.97 4.37 4.22
XE: ’AF A

E3-12 | X9 W XI5k MulA S oM

BAIS A 224 g2 My
=
TE [ [ 45 | An | 45 | o | 43 | o | 4% | om | 43

N 5.62 545 | 580 | 589 | 543 | 533 | b5.61 556 | 443 | 418
ESN 568 | 538 | 5.87 | 591 526 | 486 | 5.71 557 | 430 | 4.07
AEA| 559 | 530 | 570 | 593 526 | 500 | 5.67 563 | 3.81 3.44

g 5.63 5.42 5.81 5.90 5.37 517 5.64 5.57 434 | 4.08
PN IN RN TS

E3-13 | X9 Wi S8} MulA S LIRS

a2 Ag g B=24 Y24 Ny
S oo [as [ [ as [ [ a5 [ o [ a5 | o [ 45
CHEEA 513 5.08 4.50 4.29 4.97 4.80 5.20 4.96 4.85 4.57

SEA 5.28 520 | 464 | 447 510 | 484 | 5.28 517 480 | 4.47
AEA| 5.70 5.59 510 | 4.91 519 | 4.9 5.61 5.45 504 | 459

g 5.32 525 | 470 | 451 507 | 485 | 5.33 515 | 488 | 455
K= KA A

AFAE]A0] TIhR]9F AFX]| ] Aol AAEE F7IRE A3, K| Ul A A
& AV, RsHE Mulae FEA, $8Aks AAVe] Atast & Aoz yE
Wtk HA MHlAE ARAM R, FEA, Hge] Adairt W Aes
LERten, AsPEE A2, P8 FHolM tE Al His =A] Adanrt

we Zoz BMEQich
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J7 3-9 | XY L wEMHIA M Yot

R A r

-0.3 -0.2 -0.1 [1] 0.1 0.2 0.3 04 05
kA mERA mOEA
(a) HA
|
B2y pe—
el
T cor —
3
S
s [ —
-0.3 -0.2 -01 1] 0.1 0.2 0.3 04

nEEA WEEA mOEA
(b) RIoHE

o

A

"Il'lll

=

0.05 0.1 0.15 0.2 0.25 0.3 0.35
BAEA WSEA mOEA
(c) &84t

INEHPSINIESES]
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J23-10 | X|H L AL} KTX LH7|AIZE, 27 2HEE

35
3
25
2
15
1
0.5
0

Ch 7| Al L

mEA mEEA m2EA

(a) Hi&

45

35
3
25
2
15
1
0.5
0

Th7| Al 2t FELIE

ECA mSEA LA

(b) XI5

A= MAH Y

SEAF A ET s iR AuAdA HEA|, FEA, ATA] o2 YER] f
SIS olF MdEITE £ Zor U=

7A@ 59] TEE ZHE LA {30 et xlo|7t Weekal= o, o
7IMREE FEA, 89 WEEE URAP) 2 AoE FrHEH TAR R XY
Ul wEAH|A0] ek BB AR 285} RSP, WA SAR UeRton,
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HAE 2EA|, BEA] EAROR Urhgh KI5HE Mlioiis AEAE 74
WA Lebton], ol 2EAllM AlSH £l B EAE B ol BEE £%

T "olxle Aoz wdHr

38311 | A K|S Lf mEMH|A SIS

43
45
44
432
a
38
36
3.4
HA Xord SEH4
nliEA mERA mEA
N =HIPSIN o]

MR WSAIEe| MzEd | MHIA FF- FIt - 71
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Jd™4-1 | F2UEA 2 W of

2xUHA 98 = Bn+T¢+ (= (I-B)" (It +¢)
TR0l BY DE  r=AL+0, Y WA 2Y BY Y= Ayte

(-_r1 2% (structural model))

n QULQIM m HERISS AEMFE mxn WAL

. ’\J

¢ e £5 AZoliFs UEA U0 XIS ol0jsks MASS mx 1 HE

x +59| px1 HE

& &N Aotﬂ 4 nx1 Hﬂa 77 ’”IH LH*"H'¢EQ mx1 HE]

0: T BHORISO qx1 HE, € Y SRS px1 HE

A, n AMRoIsS ENsIEE MAE g :._—’F%FJ B qxn BHBZ
A0 m HHR0ISS EHsIzE MAE p EMSSTH BRE pxm B7H

SEM E&& o]2x xR (Structure Model) ¥+ FE 3 (Measurement Model) &
oA 27| JIMPAIE Heolohs WA Be uRitt FRAEYIA 02
Aol Wiks RAEolL AAF 0= Atslr] al e WHo=E QlakiAls flsh

< ekl & 4 glckols] 9, 2013). Yo SEM
By ZH dolME  HOFFH(Maximum likelihood), Mk HAR1E
(generalized least squares), ADF(Asymptotic Distribution Free) S0] ¢ith(o]ahA] 9
2013). SEM EEES ¢Jst 2030 2= [ISREL, EQS, AMOS, 18l R 5 tleF

3 Zeogol glon, ¥ Ao 57 1Kl RS olgstel Be Fsiit
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HI

FQ WEARFRRA(EHARY, e, SBYE)) = FAIE WH4(Latent variable)
2 AR5t olF AW 5 Ue tUR B (observed) TlofEe}t HERALE B9
Lozl SHUOIHE &835le] SEM B3 7E0Iict E3h 8 wEAIREale]
AAA WH47F SERVQUALE S Boll 5% 2ol ikl dgFEs 46k ¢
Uo7} FHEE agAldol| tigh o 8L AMztest o' 1t WAV S HOlEA] RYER
Mg Bl ERIFE BAVY (Reliability), 873 (Stability), /3 (Accessibility),
R/ (Informative), HH(Comfort) K40l et FZ&(Service leve)T 7|t
(Expectation level) & 8 A H4(Latent variables) & AHsh= QQlo=2 A%

3 + 20| 7|dieEEt
=2 A9 E wBAAE gk 3R Ao Aeskal ‘ARt " olehs FRA
SRI% A it 8 FAAE ¥ge ARIEAIE KEe} 3

] | S wBAIA
O] HukEQl THE T (24 (exogenous) W2 AR TS F= HAYHSE 7HIS

£
ele B/RIeIM RREEESE FH0R Teslel BRS TEs
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Y42 | Bome By X

Min = ﬁlyi,ngqmn + ﬁ?,i,nge,i,n + ﬁB,i,ngg,z}n + Bgsocio + C
r=A8+0, y=Ante

o7 1A
Tt SHEY O U3 BSAK no| VST FRfs

B: 3= Fxienel A 2t

& SHEY i0f Tt REAY nQ| ZMlEs: (BE U 7I0HE, M)
Esocio” SR MEZHE Q4 FWL (48, AS §)

T BAY, oY, Y, g2, HNY B8

Y WEAMO| HEY DIEL EXA

=} (ML Ny P oL T
EH AL A
g2Y B2 Y 2 5
‘ (pQJE) ‘ ‘ (p07€) (Only 1™ =75 Hi=)
=y 22 oYy 22 H2yg 32
(PQ_R) (PQ_S) IO

ogt

32
- LENAY sl s el sl
A 7UES O e aE= (general satisfaction)
: 7|TH(ES) ] \‘; - 2 AIL2|2B,C
L HEAREY ! Mz = (Z2FA + 712, X|Y WE H=r)
: ZX(PS) -R) ; (PQ2ES = 1)
£ 4 (PQ(ES =0)
Hzorgy | | 7401 £ AN WSEY XH#
(Gap_R) y | (MM X|H) (g 5)
Mzt / 71 \‘;
xﬁ(l%.ﬁ%‘:.é;g W | : ICHES) DEACH A2 :
- ‘ : = R N
: : 21p9) ;
Mz ZEY ¥ Y Y ) 4
(Gap_l) (Gap_C)

A= KA 2
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oigt 2 9 7dieE, ARSES 94 SERVQUALOIM AAE 2 o]
SERVQUAL &< al'$AB|A SAdo] FefsiA] A7gdste] A=, P, A4,
B, S ARG, e BN werdtEE A3, WAL 85

REEESE ZAME ARtSe] Kol
=

¢
i

Ha-1 | SHEES 8 He U 24
EESE "% 25
WE DEEL ZRfHS
- = ”—‘.JD*) HEN WEMH|IA HEE
AZ|Y (Reliability)e] Z&
oY (Stability)e] &
== - ‘e JZECH=7
ESTITN B2 (Accessibility)Q] 2! :_a;l—_r!%
HMEM (Informative)2| E& ‘TtA JZLCF=5
‘HE=
x4 (Comfortable)o] Z& =54
‘Tia JEX| 94CF=3
SERVOUAL M2 (Reliability)e] 7|CH ‘R QP=2
50 A2 OFYA (Stability)l 71k IR =T
EHQa 2 7|4 . -
e FETN H2A (Accessibility)2] 7|ch
(Latent HEH (Informative)2l 7|tH
variable)

e
il
0x

(Comfortable)2| 7|CH
(Reliability)2] &zt
(Stability)el &zt

(Accessibility)2] &2 Al

>
fu
0x

2
ozt
ox

2
N

It
[l
rE O
4>
Y
0x

ox | md
HT
0x

(Informative)2| Xzt

=Y (Comfortable)2| Azt
Bt pEALt HAY MY
(Observed | AZtHs | B8&EHOIE, A H28 HZ (HE-7|ch) 2t (-6~6)
- AH-7|C] -
variable) | (&X|-7|ch) MEXEOD, SIAF TH7IAIZE A2
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HLOE H £4
oF 24 Mz
FEH IUE Mz
e =1, Of=2
ik A
A yes=1, no=0
AESIpN[e: SACA yes=2, no=0
AT yes=3, no=0
A= bE=1, 7|2=2
Al 2205 | |
AR WNIE[G gg=1, AUAS=2
e HeS0 NSt £ CH
1002t OJgt 600-6992t | yes=1 | yes=7
7tel A | 100-1992H 700-7992 | yes=2 | yes=8
A5 200-299%+ 800-8997t& | yes=3 | yes=9
*MaSH & | 300-3992+A 900-9997t | yes=4 | yes=10
AE 400-4997t 1000220 | yes=5 | yes=11
500-5997+ yes=6 | no=0
ol 10218 o =8 Ay km
EHE(EH-RAUY/ M= 2AT) %
AAuE HEOBHB|A 3
EMBA TTOoOXT
=|owT
HARSI 3
XY 7t OISAIZHSEA-ELS XI0)) =

2 XX+ &b

SERVQUALZY] 5tf] Alg]&A g 40| 7} =74 227 AYe 3elS Q5 Algs &

] 43 3 Cronbach alpha £V AZ|= A4S =S

Cronbach a = —* (1 o? 7|, k: 88 % o HEER 24
k-1 o’ o THES & B4

th& 9} 20| Cronbach alpha o] 25 0. 601402 ABERAL Ao} aigd A
FES AFHY] oM dEaiFal gls Aoz ERIE S

bS]
S

A

1) OE 820 1M I EX(multi-item scale)?] LI LR AT X$E2 Q5 92| MREE AMFT

A%2M 0.6 O|M0|H 28755t AlB| 4=
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Cronbach alpha value

(=]
== oA | mama | oKX | S| awea | omem | L
HAlE | 0.769 0.687 0.915 0.648 0.846 0.862 0.766
orgd | 0.724 0.691 0.598 0.693 0.797 0.753 0.758
7|tf| 829 | 0.788 0.671 0.761 0.778 0.823 0.796 0.851
HEM | 0.841 0.855 0.786 0.800 0.897 0.883 0.829
MM | 0.866 0.828 0.872 0.848 0.873 0.881 0.869
HAIE | 0.723 0.657 0.802 0.584 0.802 0.841 0.694
orgd | 0.714 0.747 0.686 0.670 0.788 0.772 0.730
A= H2Y | 0.781 0.681 0.784 0.771 0.809 0.792 0.850
HEM | 0.812 0.837 0.755 0.763 0.888 0.814 0.802
MY | 0.843 0.831 0.868 0.807 0.874 0.882 0.834

ol
ol
K3
S
ol
%8
o
2
)
r)*
Yot
+
1o
&
)
o
ol
rol
r
)
fotn
Su
[t
o
it
o
3
n)
Pa)
12
)
E
[e]

2
i
i
o
bW
o
=)
Pal
12
L r
10
oy,
®
W‘
El
ol
3
¢
i
i
rJ
)
ox,
<
ball
%
N
i
i
T

s1m 7|thE(YR) & MEX|(XF) R2 %

o WS A KTX AT SEAL | Al Aot AR U S8R
ZAY 0.619 0.628 0.640 0.658 0.645 0.699
o8y 0.519 0.677 0.625 0.720 0.739 0.757
¥z 0.822 0.810 0.790 0.647 0.738 0.753
SERY 0.784 0.679 0.667 0.727 0.803 0.675
Y 0.700 0.668 0.662 0.738 0.773 0.664

MRloh 7Rle) £ W47} 2 G TR B90) S iAo R 509450
9l o Urhtor} ohl, FEu Aojd 2o Uekith X9 7k Eao]
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A 3420} S8R10] QWA AR T ol 24-20% 4
o} #xe] 70| 2E Ao Uegr, RE 4
ool Fleiel AES Ze sEOR QSR How

4z20] wloleft 71

]}\-] “X—]EA—]"O e =& H]

(70% =&l
H4-4 | 20 M2 5 U J|=250| #o]A
7|ti=ZE = A=X| Hl0[E HIE (%)
= x| 7t o X< Y
< DA KTX o YT PO JRPCES ol
6OK|' 6072"
N 153 128 716 179 270 551
A 47.7 64.8 45.8 42.5 56.7 62.4
RpSis) 24.2 40.6 29.6 41.3 52.6 43.7
24 58.8 58.6 54.5 54.7 55.9 53.2
HEY 70.6 73.4 57.5 62.0 70.0 61.7
Y 39.2 57.8 42.7 47.5 46.3 43.6
=rs 48.1 59.1 46.0 49.6 56.3 52.9

PN=HD SN ISP

T3 ofelol Zo] 7o) Altele g Bal Fgsigion,
TEel, Al BolA 7iQl ARARIE R|E
Colr Altele BYIIA RGBSR Foleke] mae TEslgint

11«111].9_ AolM HEEH

HAIE e
ISAY 5 HAfes MU DEMHIA S5
BN amee | MR, oM, F3N, MY, AN B
- 7l ZFHE MY, orEl, H2d, EEY, WEY 7
del5d HhEs M2t EXHA A2 OFMA MM MEHAM XM X2t
. x1||:| ?otﬂ‘r‘ |_|§|o- n_roo HLT O, oEoy J'H—|o X‘”EI
(Latent variable) .
wELH My | MY AE, FFY, HOE, 9 E2d MY
(HRI-71EH) CH7IAZE A, 22 gEld MY, 7 Td: Jd

A A" AF XY, sE=E
ABlZRE4 1T X5, BAEE0T

NUER, BREQ MSAE +, 719 28d A5
EHEH oI 100ty of B OIE AHEL HA Qa3
(Observed variable) XSIE SRS(ERE 20N/ HMA| C 2
Sggs EtXIY B2 At (E8A-HSES X0)
XY W A8 B2 AR (S8A-HSLE XH0))

A= KA+ Y
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H4-6 | S0k ZE Zu}
o7 CHEES /28
7|& YET (Baseline satisfaction ratings)
MEIAMXIE (Socio-demographics) .
Carrgg;eé al., WEALH H2 (Mode access) Ord?nrgjelloglt
ZHXQI 2X| (Subjective well-being)
E3AIZt (Scheduled and observed travel time)
Cats et al., AMH|A BEE (Satisfaction with service) Ordered logit
2015 WEwWE 08 HEf (Frequency of using PT) model
£l U EX| 0|20] thst EH= (Attitudes toward travel
De Vos et al and land use) Linear
2016 B AE|IAHMIXIE (Socio-demographics) regression
WESLE B2 (Transport mode access) model
E347{2| (Travel distance)
AMHIA 24 i 1
Ettema et al., 1 leAq (Service attribute) Ordered logit
2016 (Travel mode) model
MEIAMXIE (Socio-demographics)
Friman et al., E8 &4 (Travel attribute) ISEE;EZE:;?
MEIHHMXIE (Socio- i
2017 F2|AMX|HE (Socio-demographics) Model
E34A|IZE (Travel time)
Higgins et al., EXT (Congestion) Multinomial
2017 AZ|AXMXIE (Socio-demographics) logit model
2| (Location)
EWEN (Trip characteristics) )
Mao et al., TEAE 9014 (Modal flexibility) r';"“r';'gi
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ClE S3siE] (Multimodal behavior)
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St-Louis et - At (Travel time) ) Linear
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al., 2014 — regression
A4S EHEHN (Travel preferences)
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ZAUXQI 2X| (Subjective well-being)
Susilo et al., =5 wWELE (Travel mode) Multivariate
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Ye and =a uE4H (Travel mode choice) Structure
Titheridge, DTZ(_OE Sl &M (Travel attitudes) Equation
2017 = ASIZXMXIE (Socio-demographics) Model
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® 2|4 (Reliability)

= QM (Stability)

H2H (Accessibility)
HEH (Informative)
=M (Comfortable)

HY X} 7H2

MEXF HOlY A} A

RRH UHE

rh

gi1e

AHEIZAHIX| Z (Socio-demographics)
WE4THI (Mode access)

FHEQI 21| (Subjective well-being)

E38iA|7t (Scheduled and observed travel time)
MH|A 9t (Satisfaction with service)

UEuE 0|2 HMEf (Frequency of using PT)
SN EX OIS0 S EHE

WESH H (Transport mode access)
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Sou
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i)
H

2

ol
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«
R E
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®
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®

K ©
[EUNNEY

w

EURN U £

v 7|AIZE @ 2stelM Eali7|2] (Travel distance)
& MY oY HFEXY MH|A 2 (Service attribute)
v AE0E, AEoE % EZE%& (Congestion)
v KSAE{US 72 A5 “%  2X| (Location)
21109 St SHOIL SHE = EslisiEf (Multimodal behavior)
¥ WEWE 234 = ESESEM (Trip characteristics)
& FCIZFESAZEXO| (E2X - HEWE % wWELHSHM (Modal flexibili
. -
T
E3H8HEY (Travel Behavior) SRt (Travel Time) 0|84H (Transport Mode)
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SUMMARY p

The Effects of Users Perspective on the Transportation Systems

for Balanced National Development
Bae Yunkyung, Kim Sangrok, Kim Junghwa

Key words: Balanced National Development, Perspective Indicator

Balanced national development is a key policy of the current government and
these policy is being promoted by revising the "Special Act on Balanced
National Development ;. The transportation sector is a major sector of balanced
national development that promotes economic, social and cultural activities in
the region through smooth movement of people and goods. However, current
road planning and assessments do not take into account the impact of regional
development of infrastructure, and only supplier-oriented assessments are made
in terms of effectiveness. The purpose of this study is to present a methodology
that can reflect aspects of the perspective effects of road infrastructures in the
policy-making process.

In this study, it was intended to develop an evaluation system of user
perspectives that could reflect changes in social perception and the problem of
imbalance between regions, and to this end, it analyzed the effects of the traffic
business and derived the index. The effectiveness of transportation facilities on
the public experience of various services such as accessibility, comfort, travel

time, and traffic congestion of transportation facilities was analyzed by applying
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the SERVQUAL and the SEM model was established. As a result of the analysis,
we find that the factors of quality, expectation, and feeling as the main variables
affect the satisfaction of the overall transportation system. This shows that
factors that determine the satisfaction of the transportation system may vary by
means, suggesting that the service aspects that need to be improved with more
emphasis to improve the user's perceived attractiveness by means.

According to the analysis of the user perspective indicators, there are many
areas with insufficient accessibility, such as IC access time taking more than 100
minutes for highway accessibility. The analysis of congestion duration showed
that traffic congestion is getting worse in larger cities, especially in large cities
with more than 500,000 people. The difference in services between passenger
cars and public transportation showed that the larger the population, the
smaller the difference in transit time between means, and the smaller the size,
showing the lack of public transportation services in local cities. In addition, the
proportion of available transportation in the county area is 32% on average,
indicating that the dependence on passenger cars in small cities is serious.

In order to systematically realize balanced national development, it is
necessary to reflect it in the policy evaluation system in consideration of the
user's perspective effect. Using the user indicators of this study, it can be
applied to the revision of the target value during national planning, the selection
of insufficient transportation services, balanced regional development and policy
evaluation items, balanced development indicators, and public transportation
service evaluation indicators. In addition, the government aims to harmonize
regional efficiency and equity policies for balanced national development by
suggesting differential policies by region and means, such as selecting accessible
underdeveloped areas, converting means through metropolitan transportation

facilities, and supplementing public transportation services.
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= AIZAl | 133.7 | 160.4 | 26.7 | 239.7 | 174.7 | 207.1 | 67.2 | 182.3 | 124.5 | 141.6 | 154.4| 87.2
OJHEA| | 163.7 | 173.8 | 20.1 | 233.8 | 196.1 | 210.4 | 76.7 | 123,56 | 116.8 | 140.6 | 119.7 | 43.0
HEAl | 147.3 | 167.0 19.8 | 246.0 | 200.2 | 158.8 | 78.2 | 142.5 | 134.4 | 107.8 | 138.3| 60.0
A [ 1244\ 1717 | 473 | 221.3 | 1953 | 233.1 | 79.1 | 1158 | 138.0 | 162.0 | 120.4 | 41.3
HIA| | 1485 | 147.7 -0.8 | 238.6 | 164.7 | 189.6 | 112.7 | 220.6 | 133.5 | 133.9 | 145.6| 32.8
EAl [ 127.8 | 1561.8 | 241 | 222.4 | 169.5 | 209.9 | 69.4 | 177.0 | 108.3 | 123.4 | 124.8| 55.4
SEAl | 1254 | 166.5 | 41.1 | 237.6 | 187.0 | 202.7 | 71.7 | 110.2 | 150.3 118.3| 46.6
Q&A| | 121.3 | 1642 | 329 | 2485 | 1454|2422 | 721 | 985 | 885 | 166.1 | 93.3 | 21.2
AFAl | 149.2 | 1823 331 | 239.4 | 199.7 | 2254 | 82.0 | 98.4 | 845 | 1685 | 90.8 | 8.8
O|FA| | 1268 | 180.6 | 54.8 | 199.9 | 183.1 | 228.6 | 71.4 | 125.9 | 94.0 119.8| 48.3
TEAl [ 132.3 | 1571 248 | 228.0 | 184.0 | 194.0 | 74.6 | 80.5 | 1275 | 130.5 | 99.8 | 25.2
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XY 12 . %:o%r g:or%r
st | umm |5899 un | o | 2B | T | = s me | F ) O
o] oz |HEEE | ot | omp | O1BH | Agx [TRHA|TRIEE miEm| " | O

£ A = = | ol - Szt | 0 | OEAR | OEARE OEARH 2
OfARH oAl | o
7| =l
OrdAl | 122.8 | 180.3 57.5 210.4 | 181.9 76.8 | 122.4 | 139.2 126.3| 49.6
OIZAl | 121.7 | 1644 42.7 238.9 | 1789|2123 | 68.7 | 119.6 | 137.1 | 126.2 | 131.8| 63.1
IMAl | 1625 | 2071 44.7 238.6 | 1561.2 | 218.1 | 79.1 | 1526 | 111.1 129.1| 50.0
O4FAl | 136.2 | 192.8 56.6 200.5 | 164.1 78.1 | 120.4 | 108.6 118.7| 40.6
SEXA | 177.9 | 217.0 39.1 2493 [ 1702|2419 | 78.7 | 171.8 | 111.4 134.0| 55.2
Al | 128.8 | 148.3 19.5 2254 1 177.0 | 194.1 | 92.2 | 1419 | 141.8 | 143.2 | 141.8| 49.6
185.0 | 248.8 63.9 | 257.0 | 204.5 90.5 | 160.4 | 121.4 157.7| 67.2
RAFA| | 134.0 | 1835 495 194.3 | 161.2 76.7 | 123.5 | 105.0 121.2| 445
Z=MA| | 168.6 | 226.1 57.4 232.4 | 179.5 92.7 | 149.2 | 127.2 139.2| 46.5
Z;j UEA| [ 192.0 | 2395 47.5 264.6 | 219.7 75.8 | 221.1 | 1429 207.41131.6
E SoliAl | 206.2 | 262.1 55.9 288.7 | 243.1 111.5 | 213.1 | 100.5 198.3| 86.7
&FA | 2135 | 2732 59.7 288.5 | 164.0 103.1 | 214.6 214.31111.3
XAl | 211.2 | 283.7 72.5 304.9 | 2675 87.4 | 198.4 | 152.6 196.6 | 109.3
Ef8HAl | 187.4 | 279.4 919 | 2849 | 261.3 84.2 | 60.9 | 1411 749 | -9.3
1275 | 176.8 49.3 206.8 | 168.2 83.9 | 164.8 | 120.5 156.7 | 72.8
23| &%7A | 1355 | 1838 | 483 | 206.6 | 175.8 94.9 | 158.2 | 99.1 146.1| 51.2
== HIFAl | 135.4 | 194.8 59.4 227.2 | 151.9 93.0 | 185.3 | 106.4 161.6 | 68.5
HFAl [ 123.0| 158.0 35.0 189.1 | 156.1 84.8 | 165.0 | 128.9 1567.9| 731
134.6 | 1835 488 | 2156 | 173.4 81.9 | 139.6 | 126.0 136.9| 55.0
FOIA| 1 121.9 | 142.2 20.3 188.5 | 133.7 72.7 | 65.1 93.1 78.0 | 5.3
ORMAl 1129.2 | 1455 16.3 2243 | 135.4 78.1 13.1 | 103.6 50.8 | -27.2
=3 MAAl | 145.3 | 203.9 58.5 | 206.5 | 252.7 88.6 | 160.0 | 182.1 160.0| 71.4
ue STIAl | 134.8 | 190.2 b5.4 199.6 | 166.7 80.0 | 133.3 | 101.6 129.9| 49.9
=AAl 1 129.4 | 170.8 414 200.1 | 152.6 67.8 | 134.1 | 124.6 130.4 | 62.7
SFA| | 1267 | 154.9 29.2 210.9 | 146.6 80.4 | 139.8 | 100.6 135.4| 54.9
HZEA| | 1451 | 218.1 72.9 228.5 | 193.1 91.0 | 123.7 | 146.7 133.3| 42.3
AZAl | 1255 | 170.2 447 226.6 | 160.0 81.5 | 204.6 | 1184 133.8| 52.3
1418 | 1914 49.6 225.3 | 181.6 80.4 | 167.3 | 133.7 162.3| 81.9
FMZFAl | 1415 | 1814 | 40.0 | 206.8 | 178.1 92.2 | 150.2 | 142.6 150.6 | 58.4
e} QIMA| | 142.8 | 1471 4.4 213.3 | 1241 96.2 | 154.1 | 100.1 117.8| 21.6
1 TAAl | 141.7 | 185.1 43.4 213.3 | 168.0 92.7 | 164.8 | 152.9 163.5| 70.8
HSAl | 149.4 | 169.8 20.4 218.2 | 149.0 69.2 | 120.5 | 106.4 116.9| 47.7
ZAAl | 141.9 | 183.8 42.0 2325 | 163.9 75.6 | 180.4 | 135.0 163.4| 87.8
Al | 140.2 | 186.6 46.4 213.0 | 1744 73.7 | 146.2 | 125.3 142.5| 68.8
a} 181.6 | 231.6 50.0 | 268.3 | 215.7 78.6 | 163.9 | 150.7 1443 | 65.7
2= oAl | 179.9 | 216.1 36.2 260.1 | 202.2 104.4 | 190.9 | 179.9 182.0| 77.5
2 2.179



A e S | o
o sexi9f 2 | 5 | oy |y | =y | |
S | UBNS \gage | I ) R Lo | 2B | me | me e | ey | B | S5
s | a [ome| ome (TERE | omipr omapr | VB agx TSRS 2 | g
OEAR! oA | tigm
2t | =0l
XAl | 168.0 | 198.8 30.8 239.6 | 1914 77.1 | 169.4 | 150.0 165.0| 87.9
ZA| | 184.3 | 206.9 227 266.8 | 191.1 72.7 | 129.1 | 145.4 135.2| 62.5
HUAl | 164.2 | 223.6 59.4 236.7 | 240.1 92.3 | 161.2 | 174.7 160.9 | 68.6
LtZ=Al | 176.8 | 187.6 10.8 276.4 | 159.3 81.9 | 106.7 | 137.7 131.2| 49.3
152.1| 2125 | 604 | 2424 | 2160|1771 | 813 | 163.7 | 113.9 | 154.0 | 141.3| 60.1
ISIAl | 167.1 191.7 24.6 2427 1 179.0 | 181.8 | 8b.1 149.5 | 139.2 | 187.2 | 146.1| 61.0
FOJAl | 133.6 | 1721 38.5 198.0 | 156.9 74.7 | 140.7 | 122.0 136.2| 60.5
AAAl [ 1642 | 1845 30.3 232.6 | 170.6 73.8 | 114.4 | 118.7 116.5| 42.7
AFAl | 163.3 | 182.9 19.6 239.1 | 166.1 | 187.4 | 72.3 | 134.4 | 131.1 | 157.4 |133.6| 61.4
;‘gg Ot=Al | 1475 | 230.2 82.7 233.2 | 242.7 91.0 | 155.4 | 100.7 150.0| 59.0
XAl | 1349 | 168.6 33.6 2125 | 147.7 79.9 | 116.9 | 113.3 114.6| 34.7
FFA|l | 1453 | 2188 73.6 230.3 | 211.7 99.3 | 195.4 | 122.0 179.8| 80.5
GXAl | 161.7 | 1955 43.8 239.9 | 172.3 | 1555 | 66.8 | 134.2 | 114.8 125.7| 58.9
AZFAl 1327 | 2124 79.7 209.8 | 239.1 776 | 128.3 | 125.6 128.2| 50.6
24A 1298 | 211.2 81.4 205.1 | 233.6 81.7 | 168.4 | 27.0 163.7| 82.0
163.8 | 217.2 53.3 2418 | 220.0 | 234.7 | 73.4 | 143.1 | 130.7 | 199.2 | 142.1| 68.7
Al 1169.2 | 208.2 39.0 238.7 [ 1948 | 285.6 | 70.0 | 138.4 | 134.2 | 235.2 | 138.5| 68.5
ZaiAl | 171.3 | 1916 20.3 266.2 | 196.5 | 166.9 | 70.7 | 156.8 | 149.0 | 139.6 | 153.8| 83.1
ZA QAL 1169.3 | 192.0 22.7 254.0 | 184.0 | 205.4 | 60.8 | 105.2 | 140.5 | 172.8 |112.6| 51.8
[ TIFEAl | 166.3 | 209.9 b3.6 205.6 | 230.1 67.0 | 138.4 | 130.5 135.9| 68.9
HHIAl | 188.7 | 257.0 68.3 270.5 | 156.3 955 | 137.0 136.2 | 40.7
SHA| | 177.0| 2675 90.5 271.2 83.56 | 181.3 179.5] 96.0
AFEAl | 166.2 | 223.7 57.5 230.8 | 234.8 77.0 | 2105 | 171.6 207.41130.3
UAFA| | 161.4 | 184.7 23.4 233.7 | 167.6 | 176.6 | 59.1 125.9 | 92.6 | 157.2 {109.0| 49.9
HEE | RmIZ=Al
£y
KEx|| AMTHEA|
MNEE-EXIXIAl | 1225 | 151.6 29.1 184.9 | 150.7 82.1 128.0 | 121.9 124.7| 42.6
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Ao 72 | mIEWAC sus
= | Al | HE | HF(2h)|LAH6h)|2HE(2h) |2H(4h) | BHE(Bh) | 2HE(8h) | 2(10h)
NEEEN 264 | 224 | 321% | 13.7% | 43.6% | 28.8% | 20.9% | 15.7% | 11.7%
BAZOLA 322 | 280 | 163% | 48% |201% | 122% | 8.4% | 59% | 4.3%
CHTRoA| 355 | 31.0 | 17.6% | 46% | 236% | 14.3% | 9.4% | 6.6% | 4.2%
OIEOIA| 341 | 309 | 162% | 4.9% | 21.8% | 13.1% | 9.0% | 6.3% | 4.4%
BEBAA| 363 | 314 | 184% | 43% | 23.7% | 13.9% | 9.2% | 6.0% | 3.8%
CHEIZIGA| 354 | 308 | 195% | 51% | 24.9% | 15.4% | 10.8% | 7.2% | 4.9%
SAHOU| 390 | 352 | 104% | 27% | 145% | 87% | 63% | 4.0% | 2.5%
29 | 290 | 248 | 29.7% | 10.0% | 37.9% | 24.6% | 18.0% | 12.8% | 8.6%
TYA | 332 | 299 | 153% | 4.8% | 21.5% | 13.8% | 9.8% | 7.0% | 5.4%
801\ | 380 | 339 | 11.3% | 35% | 15.1% | 85% | 5.8% | 4.4% | 3.2%
MYAl | 356 | 31.0 | 19.7% | 6.2% | 25.1% | 14.9% | 11.3% | 8.6% | 6.2%
SHA | 248 | 212 | 39.8% | 16.4% | 51.1% | 34.4% | 25.6% | 19.6% | 14.3%
SM9Al | 434 | 395 | 80% | 1.5% | 95% | 53% | 3.6% | 2.1% | 1.5%
botEAl | 385 | 348 | 80% | 35% | 11.7% | 7.3% | 59% | 45% | 3.4%
oAl | 329 | 289 | 21.9% | 52% | 288% | 19.0% | 12.8% | 84% | 6.1%
OIFAl | 286 | 250 | 254% | 8.8% | 35.9% | 23.7% | 16.6% | 11.8% | 9.2%
meidl | 400 | 361 | 72% | 22% | 102% | 6.0% | 41% | 2.9% | 1.9%
mzAl | 422 | 399 | 51% | 09% | 65% | 33% | 1.8% | 1.3% | 0.9%
Z7I= | NBAl | 365 | 320 | 14.9% | 3.6% | 185% | 11.1% | 7.6% | 49% | 3.2%
oAl | 321 | 289 | 19.0% | 87% | 27.0% | 18.8% | 14.4% | 10.7% | 9.0%
2mAl | 409 | 367 | 83% | 22% | 11.5% | 6.5% | 35% | 2.6% | 2.2%
u=Al | 428 | 374 | 96% | 1.2% | 77% | 33% | 1.9% | 1.7% | 0.9%
ZoAl | 329 | 287 | 232% | 7.8% | 29.2% | 19.9% | 15.3% | 11.1% | 8.1%
ZmAl | 335 | 289 | 243% | 59% | 30.9% | 18.8% | 11.7% | 8.6% | 5.9%
SiAl | 37.6 | 331 | 12.2% | 3.9% | 206% | 11.3% | 80% | 53% | 3.0%
QMAl | 333 | 278 | 266% | 7.2% | 25.6% | 16.0% | 12.4% | 85% | 6.6%
u=Al | 408 | 378 | 34% | 05% | 51% | 26% | 1.4% | 08% | 0.5%
OFAl | 474 | 440 | 2% | 06% | 34% | 24% | 1.4% | 06% | 0.4%
T2 | 369 | 324 | 193% | 44% | 21.5% | 15.8% | 9.9% | 57% | 4.2%
2 2 .181



Rej72 | mRswac sus
| A | HM | HE |ES()] 26| 2H(2h) BH@h) BH(6h) (Br(Eh) [2H10n)

2rEAl 49.1 46.4 1.4% 0.6% 2.6% 1.6% 1.0% 0.7% 0.4%

O|A| 38.1 34.1 127% | 4.1% | 12.9% | 9.9% 7.3% 5.7% 4.4%

A 50.4 48.0 1.1% | 0.4% 2.4% 1.2% | 0.9% | 0.5% 0.4%

OZRA| 52.4 50.4 0.4% | 0.2% 1.0% | 04% | 03% | 02% | 0.2%

SFHA | 357 32.7 | 104% | 52% | 19.5% | 156.0% | 10.9% | 84% | 4.9%

A 44.8 39.9 9.6% 1.8% | 134% | 7.8% | 4.1% | 2.4% 1.0%

BFA| 40.2 36.3 35% | 06% | 6.1% | 3.4% 1.7% | 0.9% | 0.7%

A 46.6 43.3 8.4% 1.2% | 95% | 53% | 2.6% 1.8% 1.2%

dSA 46.7 44.0 21% | 0.2% 5.0% 2.3% 1.1% | 0.4% 0.2%
e | SollAl 56.3 53.6 0.1% | 0.1% 09% | 01% | 0.1% | 0.1% 0.1%
=N 45.8 441 3.7% 1.0% 79% | 65% | 4.7% 1.3% 1.1%

HEA 53.9 51.9 11% | 0.0% | 26% | 0.7% | 0.0% | 0.0% | 0.0%

EfEHA| 50.5 48.1 0.0% | 00% | 0.0% | 00% | 0.0% | 0.0% | 0.0%

SFAM 53.6 50.7 2.4% 0.2% 4.0% 1.7% 1.2% 0.4% 0.2%

EM2C| MEAl | 502 | 477 | 15% | 03% | 37% | 24% | 12% | 0.7% | 0.4%
HEA | 451 | 412 | 113% | 32% | 14.7% | 94% | 66% | 4.6% | 3.1%
HOM| | 411 | 369 | 91% | 17% | 10.9% | 56% | 35% | 2.1% | 1.4%
OWIAl | 465 | 429 | 21% | 01% | 53% | 2.0% | 07% | 0.2% | 0.1%
MAA] | 538 | 50.6 | 3.3% | 05% | 3.6% | 1.8% | 1.1% | 0.6% | 0.3%

x| BN | 538 | 516 | 0.9% | 02% | 1.7% | 1.0% | 07% | 04% | 02%
&=AAl | 532 | 51.0 | 1.0% | 01% | 1.1% | 0.7% | 04% | 0.2% | 0.1%
ZFA | 610 | 596 | 05% | 00% | 0.6% | 0.3% | 0.1% | 0.0% | 0.0%
=2\ | 532 | 515 | 06% | 00% | 0.7% | 0.3% | 0.1% | 0.0% | 0.0%
AZAl | 549 | 518 | 0.1% | 01% | 0.1% | 0.1% | 0.1% | 0.1% | 0.1%
HEA | 409 | 364 | 128% | 43% | 187% | 106% | 6.7% | 4.9% | 3.7%
OMAl | B30 | 50.2 | 42% | 12% | 56% | 32% | 2.0% | 1.6% | 1.1%
ZAA| | 476 | 444 | 37% | 06% | 56% | 3.0% | 18% | 1.0% | 0.4%

HeEE

=N 55.9 53.7 0.8% 0.3% 1.4% 0.6% 0.5% 0.5% 0.3%

XA 58.1 56.3 0.9% | 0.3% 1.7% 1.0% | 05% | 0.3% 0.2%

EHEA 63.8 62.3 01% | 01% | 03% | 02% | 02% | 02% | 0.1%

Hetge A 451 42.0 36% | 09% | 53% | 3.3% 1.7% 1.3% | 0.7%
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Ay 7e | mISWAE EE

= Al HR | HF |HFEh)|26h) 2H8(2h) |2HE4h) | 2HE(6h) | 2HE(8h) | 2k(10n)

ne
0x

Al 52.3 50.5 14% | 0.6% | 2.5% 1.8% 1.0% | 0.7% | 0.4%

SEA| 32.0 274 | 184% | 58% | 26.9% | 19.1% | 10.9% | 7.2% | 4.4%

YA 476 44.6 2.6% 0.1% 6.9% 2.0% 0.3% 0.2% 0.2%

LEZRAl 53.8 51.6 04% | 0.0% | 0.8% | 03% | 02% | 02% | 0.0%

TSA| 441 41.4 4.9% 0.8% 8.0% 4.5% 2.9% 1.3% 0.8%

TLOA| 54.1 51.6 1.8% 0.1% 1.4% 0.5% 0.2% 0.1% 0.1%

LA 48.8 455 21% | 0.0% | 3.0% | 0.8% | 05% | 0.2% 0.2%

BFA 51.5 49.6 20% | 04% | 33% | 2.0% 1.1% | 0.6% | 0.3%

SA| 60.3 58.3 02% | 0.0% | 0.7% | 06% | 02% | 0.0% | 0.0%

Zu=E
AT 55.6 54.0 0.5% | 0.1% 08% | 03% | 02% | 0.2% 0.1%
Al 55.5 54.0 09% | 0.2% 11% | 07% | 0.3% | 03% | 0.2%
SHA| 61.6 60.2 0.1% | 00% | 04% | 02% | 0.1% | 0.1% | 0.0%
dFA 61.3 60.7 01% | 00% | 0.7% | 0.0% | 0.0% | 0.0% | 0.0%
=dAl 60.6 59.7 1.0% | 0.2% 22% | 02% | 02% | 0.2% 0.1%
A 425 38.1 6.7% 1.1% 9.5% 50% | 3.0% 1.7% 1.1%
ZatlAl 43.5 39.0 75% | 09% | 7.7% | 44% | 28% | 1.6% | 0.9%
LA 48.0 435 55% | 05% | 4.8% 1.9% 1.6% | 0.8% 0.4%

AT EN 54.3 51.9 1.9% | 02% | 3.1% 1.8% | 06% | 0.5% 0.2%

AN 49.3 46.7 4.1% 0.4% 2.5% 1.6% 0.4% 0.4% 0.0%

S3A 56.2 53.7 20% | 02% | 29% | 08% | 05% | 02% | 0.2%

ARA| 53.6 50.9 0.4% | 0.0% 0.7% | 06% | 0.0% | 0.0% 0.0%

LAl 58.5 56.6 0.0% | 0.0% 03% | 0.1% | 0.0% | 0.0% 0.0%

e HIZ=A 45.7 42.4 4.7% 1.7% 6.5% 3.8% 2.5% 2.0% 1.4%

T/ =

A= | gpmAl | 460 | 429 | 2.9% | 05% | 35% | 1.9% | 1.0% | 07% | 0.4%

A

E=-NPNWN 52.6 50.6 1.0% 1.0% 1.1% 1.0% 1.0% 1.0% 1.0%
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SE | X2 7 DAHA Y UEE 28 Zt
= e
23 Variables Es. (p-value)
WEAY UEZ(EEHS) ~
S HN(EREH)
SERVQUAL 50 Q4 7|CH (AR L) 0.485 (0.000)
HZ SRR 0.701 (0.048)
A A -
WEAAY AT Holg &2y -
(&A= |ch) EO|E CH7|AIZE -0.077 (0.092)
27 g2 0.346 (0.000)
g4 -
AtH D3 A3 -
erTee AE XY -
A3 H A R 0.139 (0.025)
A= -
N N -
7479 BT AS -
=% o -0.023 (0.036)
SX —_
AL J‘ggg_;;filz,\_ _
S4B e
HA 23Sl -
EfX|S HIAZE X{0| -
WEA|AH DIEE =~
Satis 1
=3 H =~
quality_R
quality_S 0.891 (0.000)
quality A 1.41 (0.000)
quality_| 1.497 (0.000)
quality_C 1.287 (0.000)
7|CH Bz =~
sl expectat@on_R 1
expectation_S 0.901 (0.000)
expectation_A 1.289 (0.000)
expectation_| 1.453 (0.000)
expectation_C 1.199 (0.000)
A Ha =~
gap_R 1
gap_S 0.497 (0.007)
gap_A 1.409 (0.000)
gap_| 1.426 (0.000)
gap_C 1.448 (0.000)
P-value (Chi-square) 0.000
P-value RMSEA (= 0.05 0.000
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Variables

Es. (p-value)

DENAY UEE(ES8S)

SERVQUAL 50 24

Z2 BHRERHES)

7|CH (R EHS)

0.601 (0.000)

M SR

-0.606 (0.080)

WSAAE HZ
(&H|-7ITH)

=5 IAY

ENE=Er

S C7IAIZE

-0.189 (0.030)

EEREE

0.242 (0.000)

A H R

g

ol

7HE X%

f2E0=

A0S

2882 NSA +

oFRe BER A

U
R

U
?

quality_R
quality_S
quality_A
quality_|
quality_C

1.13 (0.000)
1.469 (0.000)
1.043 (0.000)
1.095 (0.000)

7

expectation_R
expectation_S
expectation_A

expectation_|
expectation_C

1
0.971 (0.000)
1.17 (0.000)
0.907 (0.000)

0.987 (0.000)

s =~
gap_R 1
gap_S 0.754 (0.000)
gap_A 0.89 (0.000)
gap_| 0.634 (0.000)
gap_C 0.676 (0.000)
P-value (Chi-square) 0.000
P-value RMSEA (= 0.05 0.000
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o
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o3 Variables Es. (p-value)
WEAAE OHEEC(BLH) ~
S H2(ERES) 0.330 (0.000)
SERVQUAL b0 24 7|CH P (ERYHS) 0.410 (0.000)
N Ha(ER -
WEAA HZE A "HAY -
(EH-7|cH) RiFH| H2IZAE 0.04 (0.002)
g4 -
Ay -
At &= XY -
=] INEIEEDESRS 201 -
A0 -
HRS0 NSt £ -
7t7e HET A5 -
=7 oy -
=5s -
AAu S ML 53H§I¢ -
EAMEHA IR
Tesr HA 2esls -
EfXIS FIAIZE X{0| -
WEAAR OIEL =~
Satis 1
=3 B =
quality_R 1
quality_S 0.998 (0.000)
quality_A 1.328 (0.000)
quality_| 1.168 (0.000)
quality_C 1.15 (0.000)
7|cH = =~
ok expectation_R 1
2 expectation_S 1.023 (0.000)
expectation_A 1.211 (0.000)
expectation_| 1.039 (0.000)
expectation_C 1.061 (0.000)
M =~

gap_R 1
gap_S 1.119 (0.000)
gap_A 1.441 (0.000)
gap_| 1.321 (0.000)
gap_C 1.338 (0.000)
P-value (Chi-square) 0.000
P-value RMSEA <= 0.05 0.000
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23 Variables Es. (p-value)
WEAAE DR (B&H) ~
S HN(ETH)
SERVQUAL 50 Q4 7|cH (R HS) 0.708 (0.000)
Mg H(E A 0.804 (0.015)
A "HAY -
WSAAR MZ YR H2Y -
(&7 |ch) YR UM -
27 g2 -
g4 -
b 0.01 (0.049)
SREY AE XY -
LS| M A H R -
A= -
HeS0 NS} £ -
7179 HEA AS -
=1 oy -0.033 (0.07)
= 1.327 (0.10)
INE:IMES e 251> -
E4ds HA 285l -
ATAM FHIARE X} -0.021 (0.017)
HEAY FIAZE A 0.018 (0.09)
WEAAH DEEL =~
Satis 1
=3 Y =~
quality_R 1
quality_S 0.921 (0.000)
quality_A 1.026 (0.000)
quality | 1.055 (0.000)
quality_C 0.934 (0.000)
70 He =~
sl expectation_R 1
e expectation_S 0.944 (0.000)
expectation_A 0.995 (0.000)
expectation_| 1.02 (0.000)
expectation_C 0.912 (0.000)
Mg Hae =~
gap_R 1
gap_S 0.826 (0.000)
gap_A 1.123 (0.000)
gap_| 1.014 (0.000)
gap_C 1.091 (0.000)
P-value (Chi-square) 0.000
P-value RMSEA (= 0.05 0.000
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7= R
ek Variables Es. (p-value)
WEAAL OEEL(ZLHS) ~
S HNEH) -
SERVQUAL b0 24 7|0 EH(ER ) 0.778 (0.000)
HZ SRR 1.047 (0.021)
LR ™Al -0.178 (0.042)
WEAAY FMZ oY B2y -
(AH-7|cH) K|oFEY CH7|AIZE -
27 g2 0.284 (0.000)
CE 0.374 (0.016)
_ k] -
g7ed IHE X9 -
ALS| B A H RN -
A= -
N N -0.254 (0.088)
7170 EEA AS -
=7 oy -
2Es -
e =k eusn -
TesT A 2SI -
EfX|S HZARIXIO| 0.004 (0.026)
WEAAH DIEE -
Satis 1
=3 B =
quality_R
quality_S 1.156 (0.000)
quality_A 1.133 (0.000)
quality_| 0.959 (0.000)
quality_C 1.369 (0.000)
7\cf Ha =~
StEos expectation_R 1
e expectation_S 1.106 (0.000)
expectation_A 1.132 (0.000)
expectation_| 0.946 (0.000)
expectation_C 1.272 (0.000)
Mg Ha =~
gap_R 1
gap_S 1.131 (0.000)
gap_A 1.149 (0.000)
gap_| 0.828 (0.000)
gap_C 1.146 (0.000)
P-value (Chi-square) 0.000
P-value RMSEA (= 0.05 0.000
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7= 34 zn
oy Variables Es. (p-value)
WEAAL OEEL(Z4HS)
S H(ERH 0.28 (0.001)
SERVQUAL 50 @4 7|cH (R HE) 0.524 (0.000)
HZ SRS
WEAAY RZ A HAY -0.1 (0.001)
(EH-7|CH) RFH| HPIAE
A 0.24 (0.001)
g -0.008 (0.008)
AE XY -
YREY AP M A H R -
KA -
HeS0 NSt -
7179 HEH AS -
=5 oy -
=2yE -
NE:ImES e 235 -
St HA 23Sl -
ATAM FHIARE X} -0.01 (0.015)
HEAA FHIARZE X 0.011 (0.053)
WEA|AH! OLEL =~
Satis 1
=2 B =~
quality_R 1
quality_S 1.027 (0.000)
quality_A 1.225 (0.000)
quality_| 1.181 (0.000)
quality_C 1.125 (0.000)
7|cf Has =~
==k expectation_R 1
expectation_S 1.112 (0.000)
expectation_A 1.229 (0.000)
expectation_| 1.137 (0.000)
expectation_C 1.141 (0.000)
Mg Ha =~
gap_R 1
gap_S 1.282 (0.000)
gap_A 1.497 (0.000)
gap_| 1.374 (0.000)
gap_C 1.422 (0.000)

P-value (Chi-square)

P-value RMSEA (= 0.05
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