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5211 ¢ A= 71l 7o) Afold ol MHlx FHAS AT F A
A BT S 7Y MHls s AAR AeE A o
Zkel g tol] tigh AfolE wWlaste] A ZkE AUt Ve wow

° ]

e

I
S

Mul 2 FAdo) e Ao, AztE st ldsERG oW Au s
EFdo] B AL

ojm gt} o] /dL Oliver(1980)7F AH]~ 2 W=
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I EYA R A g

o
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-
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Ho
%
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ot
N
=
o

<3 2-1-2> PZB(1985, 1988)2] M|~ F4 o] A3} 7

PZB(1985) PZB(1983) h!
A4 2184 k&l Mul2~E DS ¢ 9la, AESHA £
(Reliability) (Reliability) & 4 e vy
84 34 EYA AA, A4, &, AFUAolAd A5
(Tangibility) (Tangibility) o] gk
© Tl A) KR =iyS]
o e °n e AME Fa A& AP AE AFske EHA
(Responsiveness) | (Responsiveness)
a7 o] 5]
(understanding) T
Q) ZE= A TEA]
A (Empathy) Mol A AFsE NEA wlE el B
(access)
oA} A
(Communication)
g4
(Credibility)
ord A g4 Qe A o AF e} ZAE AEshe
(Security) (Assurance) ==
=dA
(Competence)
4%
(Courtesy)

A} & @ Parasuraman et al.(1988) A} +-4d, pp.12-40.
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© 1985l o] Mulx FHES
doll A4 A& Fske] 2270
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Parasuraman, Zeithaml and Berry(PZB)
w718 107 o), 1988
G 5 APew A AT 534

QAZ nl=o)=¢

A= U 2= A

S AFHA, FE8A, $9A, T4, FAAE FAEL oI AYELS
MEAS B8 A, AA Mujx 7]dozEE 7|dE s Aujs $
TS 2270 e g MRS Wit Ao AlgetE ArE o)
T RE ‘A FsA LA THAR FRIE 7TH H X
o, AAR AFHE Muja FE A e 227 o] s AES
W=t} oluf MulA FAS AAeE WHHS Aula FA=AA A7}
1 oAqua FE-71gEY Auls FEojth ZF g5l e e
2 = Fago] AlgE F5 9, AurAQl AuA FES 279
M= FHakElo] AbgEth SERVQUAL R3S thekgh Aujz~ a4l
A FH TR 490 o] BYL o8@ T ATEL <E
2-1-3, 4> Az stA ).
<3 2-1-3> SERVQUAL =E3&eo] AL 1
T qead | meas] | AETA AEEd | gEuss
Parasuraman et al. 245} =4 SN, ~ o g g
o 1o ooy DB PZBUSEA 2RA Ed 2
Carmn EH o T2 Y, - T2 A E RE EA A _
(1990) o] it o - 00 prpigggygar gm0
Fi d & -
inn (’i‘ggl)Lamb o ;Uﬁ ; 6 PZBUSRISA | wANS 271
Babakus(;ggol)”hlg‘ﬂd %) M3 PZBASRISA | 2AA md 157
Baker Ei(ggogomm A7), 7t 60 PZB(1988)5AF  WANS 27
Cronin and Taylor | &3, WAl o 71d 34
o) et s 60 PZB(1983) §-AF ol 270
Bamgﬂ(lgagg)m‘bﬂt AmesAuls 10 PZBASDGA  wAYS %
oC t al.
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<3t 2-1-4> SERVQUAL R3¢ AL&AF 2

A $YHE  Awwe AR AdE A9 R
Parasuraman et al. a2 o e - 5712k el 057071
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Baker and Crompton 05 oy s R - ANk E ol ds]
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Cronin and Taylor AT | W ZA ol ~ AL oF &)
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Brensinger and Lambert ) 1= 0.4 olma - Ak F o s
(1990) TAHE §HEG RQRA 064088 5 oo a
Oco?lng‘&ft a ame emzma gaws 0797092 5 A4 ot 7
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b5 ol Al-ol =4 (1997) A A

1. 2. 2 SERVPERF =3

Cronin and Taylor(1992)o oJ&f Au]2 G283 Aa}ol] 7| Z23}aA} 3= A
T2 AYE EYPYOF Parasuraman, Zeithaml, and Berry(1998)¢] t}Al
7HA Ak 227 5SS auiE AEstE Ve SAsHA gal Aujx
ks 43t SERVQUALY SERVPERF E3-2 AHl~ #34 =
el Aol ZIdHE FAst=v shA Fi=rkel 3 =4S ofr]ekaith
Cronin and Taylor(1992)= SERVQUAL L.3&o] AMH]X~ #F2 Z
Zksl7h HAderial sty Muls Fdo] = Adkea =
$t SERVQUAL =3 tigt njiS Alstdled, v 58 uee
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A & /M4
SERVQUALXt} SERVPERFeo] ¥ E
O >~ ‘]
SPRVPERTESS F38  wa 2 wa, anes a9 pas
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A7dolt}, (Babakus and Boller 1992 : Bolton and Drew 1991a, b : Brady
and cronin 2001 : Churchill and Suprenant 1982 : Duncan and Elliot
2002; Smith 1995).

ol 4o Al Ay E SERVQUAL-SERVPERF %+ =3<& vluwstd <iI
2-1-6>¢} o] A& 4 Ut}
<% 2-1-6> SERVQUAL-SERVPERF %= & #H] 2l
T SERVQUAL =& SERVPERF =&
A LA} Parasur Zeithaml and L. Cronin and Taylor
Berry.
wdo] A A 77 o) 3 3}
7ol Aol FEA Y Aok B 5F) 71 =4 kg
=49 A 570 A4l 22%5 (4427 570 Ahel 22%5 (228 F)

Ag 1 olFA- ol F AN Frheke AT

1. 2. 3 KS-SQI(Korean Standard Service Quality Index : ¥r=rAJH] 2~
FAAF)

SERVQUAL Eo] ofilS /NAAA dddoz Ml F4 S 4
£ F de AEE AHlE FE BES o]l Alel olFde] 20019 1E
o] Aol Al AA gt SERVQUAL Rl A= Aujz=e] gt 5l 27
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=% SERVPERF 2g° #4<& w21 b KS-SQIE A #=wa 3
AW 7 498 wF ggoE TAs ek 435 4 FEe
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L 3 Al 2o 7

1.3 1249 #4 2y 74 24

Gronroos(1984, 1983)+= AlH|~ #4S 7|<4d F43 7|s4E54, 23k
dog FEIYGL VEHEFELS uEo Auag2REH de A3 E

25 sy, el st FEot Ve AEE S sl MY
2 Ee e AAEAE nletH, ofgel sk Aol th(o]
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A ool del st HWA, 23k wd EYEES dAle wol wA st

U7} SERVQUAL =& 9] gHAlo] thgh Hlsto] dojupwiA 44 F4d &
g Eo] Aetx At (Boulding, Kalra, Staelin, and Zeithaml 1993 : Cronin
and Taylor 1992 : Parasuraman, Zeithaml, and Berry 1991, 1994 :
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Hl2s 34 2ge <Oy 2-1-1>9 2

<9 2-1-1> 239 4 13
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1. 3. 2. SERVQUAL 53¢ 239 4 =<l

Parasuraman, Zeithaml, and Berry(1985, 1988)% SERVQUAL & &o]

A AHl 2~ FES AEA, SEA, e, SR, A 5k, 2270
_]
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H )
PgEoZ FAdHo] Qi A

st 544 F Afde AREA %
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34 SRt Y o w2 A A FHAtt Parasuraman, Zeithaml, and Berry”} Al
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Zk& :© Parasuraman, Zeithaml, and Berry(1988)oll 4] A-27} A €]

- 16 - ; J_H _-;‘I:r_ ]_..” =



1. 3. 3. 339 E 2 (Three-Component Model)¢] T4 =<
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Abstract
A Study on the Effects of

Railroad Service Quality on

Customer Satisfaction

KIM KYUNG-HUI
Department of Public Enterprise Policy
The Graduate School

of Public Administration

Seoul National University

As the recent competition between enterprises becomes
keener, the differences in specifications and prices of products are
being decreased and only the remained competitive point of
enterprises must be customer service. Enterprises that recognize the
importance of customer service invest in customer service in various
ways but when it comes to the results of customer satisfaction
surveys, in fact, customers are normally unsatisfied with enterprises'
service.

In order to bring about customer satisfaction through the
improvement of service quality, enterprises need to meet the

gradually diversified customer's expectations and accurately analyze
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and reply to customer needs. That is, through empirical
investigation, it needs to clearly recognize what service quality
customers really want is and through service strategies that reflect
the result, it needs to bring about customer satisfaction.
Differentiated service marketing strategies are required for the
railroad industry to have competitiveness in the competition between
various means of transportation. For this, this study attempted to
examine customer values and prepare for a theoretical framework
about the casual relationship between service quality and customer
satisfaction based on service quality recognized by railroad service
users. Furthermore, it attempted to reveal the importance of service
quality by level influencing railroad service users' satisfaction and
clarify the effects on composed variables and the structural
relationship.

As for the first stage of the research course, the notion of railroad
service quality and customer satisfaction and components for
empirical analysis were provided. Railroad service quality and
customer satisfaction applied public institution customer satisfaction
investigation model, PCSI model considering social quality of the
public section customer satisfaction and railroad service quality was
composed of 4 levels and 12 quality factors, namely product quality
(easiness, specialty, innovation), transfer quality (response, support,
sympathy), environmental quality (comfort, convenience, aesthetics),
social quality (integrity, public good, safety) and customer
satisfaction was composed of absolute satisfaction, relative
satisfaction, emotional satisfaction and general satisfaction. In order
to examine the establishment of the causal relationship between

these variables, an analysis framework and 9 research hypotheses
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were established.

The next stage was the performance of a preliminary survey such
as literature survey to verify in advance the measurement scale and
content validity about the construct of this study. Through this, the
constructs about the effects of railroad service quality on customer
satisfaction were reestablished and basic data for qualitative analysis
were secured.

In the empirical analysis, frequency analysis on general
characteristics of samples and railroad service use types was
performed and through verification of reliability and correlation
analysis, it was confirmed that the components of railroad service
quality and customer satisfaction are variables proper for the
purpose of this study.

For the verification of the research hypothesis, multiple regression
analysis was performed and the implications for the findings are as
follows :

First, it was found that each level of railroad service qualify
influenced all the absolute satisfaction, relative satisfaction,
emotional satisfaction and general satisfaction and it supports the
prior studies that claims railroad service quality i1s the important
antecedent variables having positive (+) influences on customer
satisfaction. Accordingly, the importance of the overall railroad
service quality management for the improvement of customer
satisfaction is emphasized.

These are the factors of railroad service quality influencing
customer satisfaction but it can be considered to be the result that
aesthetics and public good are the most important variables.

Consequently, special management on these quality factors 1is
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required.

Third, railroad service quality characteristics that are thought to be
important according to the types of trains, sex and regions were
respectively shown differently and it was found that customers using
KTS focused on convenience the most, customers using conventional
trains on response, males on innovation, females on aesthetics,
Seoul and Gyeonggi—do on response, Daejeon and Chungcheong—do
on convenience, Gyeongsang—do on safety and Cheolla—do on
specialty. That 1s, it suggests that the railroad manager should
establish differentiated service strategies according to train types,
sex and regions.

In conclusion, it is required to strategically manage railroad service
by taking service quality by situation according to the results of the
empirical analysis to raise the use values of railroad service and
improve customer satisfaction and follow—up studies for customer
needs that will change in the future and value measurement should

proceed.

keywords : customer satisfaction, railroad service quality, PCSI
Student Number . 2012-22746
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