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An emotional labor perceived by casino dealer influencing
customer orientation: Mediating effect of job stress

Autel - oteg”

Kim, Na-Ri - Ahn, Yoon-Young

Abstract

The objective of this study is to analyze how emotional labor perceived by casino
dealer affects customer orientation, and to examine the mediating effect of job stress
in the relationship between emotional labor and customer orientation. The results of
this study can be summarized as follows. First, casino dealer’s perceived emotional
labor had a significantly negative effect on customer satisfaction. Second, perceived
emotional labor showed a significantly positive effect on role overload related job
stress. Third, in the effect of emotional labor on customer orientation, role overload
related job stress plays a partial mediating variable role. These results indicate that
casino dealer’s emotional labor is the key determinant of job stress caused by job
overload and customer orientation.

FH0] : ZHE ==(emotional labor), HFAEY A(job stress), T2 XN

(customer orientation)
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The Importance-Performance Analysis of Tour Conductor’s
Service Quality for an Abroad Package Tour

elgto} - ZgE”

Rim, Hang-Ah - Kim, Hyoung-Gon

Abstract

The purpose of this study is to analyze the differences between the importance and
satisfaction for the service qualities of tour conductors in group travel products. To
this end, a self-administered questionnaire was distributed to 400 respondents who
had experienced all inclusive tour for the last two years. A total of 358 questionnaire
were included for the final analysis for this study. According to the results of IPA
matrix, most of the service quality attributes of tour conductor were shown in “Keep
up the good work” and “Low priority” sectors. The results suggest that respondents
tend to evaluate tour conductor positively particularly in terms of their problem
solving abilities and specialization. Although there are quite a lot of attributes shown
in “Low priority” sector, these attribute also need to be taken into serious

consideration for further quality management strategy.

FH0] : 22 0{SHOILEXHTour Leader), BHEE(Satisfaction),
Z2 = (Importance), MH|AEZE (Service Quality)

* (AAAD Al e

1%’ 749983} ¥AlEY | e-mail: hana-newyork @hanmail.net
(AL AR Al F T g :

5}
1W<, e-mail: hkim@sejong.ac.kr



DN
N}
fol
i)
r

BAGAT / AR Als

LA &
2010%€] 2016714 W=Ql E=330 0] =8 AT 13% A= E A%

rig o

>

2

H oo o
o ok 2L ofN

TS Hola glon, 2016 St AH 3] sldAte] W<l oﬂﬂ%%o
d ¥ 20% S7hekanh 1A A dEe] A2 SEFIT) o)
A 42 179%, 224% Z78kd L, 2016 715 a9 si7|Adgo] AAsle v]&
< FIT Bt} 34% =& AGEHS] #7128 51.7%, FIT 483%) o2 YelgrHet
=l 3], 2016). o|H g SATAE B3l BH, A7) B Fo APHEo]
FIT A9 A Zsllobets oz A7 2 Aapde] HARE, dojiEe] o
2, M2 T8l o T2, Ao g PR T3 22 995 i

=)

of H7|A Y& dzsta vk A & 5 ArkLuoh & Tsaur, 2013). ShA|%F
A7 A AP GEFL WGl A Z7Fseta, =76 7HA ¢l oE 7é7<§f'>‘
T A%l 371 Wl o1& 53] fEA 3’&%7-‘4% | frEAe= A4
de 7led FRA@E, s 9 FEAeR FAE Ve FEARAAN L)
A4s] &-8-sta(Cronroos, 1976), 71€4 29 dAE =52 F e 714 &+
A

)
B

AB)2)S 73 AlAoF e Hert gt
, o] FFAYAEA FLHEH 36t s
5= dlok b= mAdARIER ] 75H FA QAN 2)& 1AREES] o
£ 2%sHA st A4 84t E ¢ IHEATE, 20015 Vincent, 2000; whipple
ach, 1988). &, T9ddg&Exte 712 F4 P dAE 7 AgAte
g rHAE o] 2 g loke AolA oAt AAY AstE Ad w99
Zko] Au) A EZ ] 3k o|s)7} 4Aolth (Mossherg, 1995).

AT 29 W FoAgAER} Fat s fu7|AAE dEol U=
HFo s FoAgRAEAT} ATt A2 FH9 xS} HEEE
5}/\,\‘3}. 2 AT A% FoA, 7| A A dEF S o] &t
ok -_;Lgoq-ago QX}-OJ MUl ~gd SA4E ?"ﬂ"i ojuj gk 94

0

Al
o

M st 18/ st

L
-
3L %
‘ﬁ‘

‘ ro oy & Hr K
rulo rhz i ko e b
W

mlm il
O{N
fo o
_o‘g

g ol Ol
Eat=,

o
=2
€ 590 4 S gl 992 SR
o

EY o, ?'é}frf— Oiffﬁﬁﬁlow =9]o]
A& A om g F-oll =FHE 7]eoof



s ofal7| x| wojojPAEAL Hu|aFde] FR=-EE (IPA) 23

1. 517—9,10:] ogo] Z]_o:] 3k

UEASE, Ake) A HEE SN FAATE Sl D) FUAL

= = R4
Q12| Av] 8 xﬂ%ﬂ% A ol Eﬂvo}oq ofge] RE Y Aas 2%

Zﬂl

J

2hy 4 %— st wmqﬁ:i s & gk —o1 %940#63 e
“AnHow PHE NG dS ol B, olg 17te] olAu s, AT

9 24 3 BAE Bl S A o 5}# AV Zejd ¢ ATHEAA,
2007). ] AYRJNEA= AP o2 sfof7  Folo] ogPAte] d4] An]2~om of
9A A ME| 2Tt FRE A G0 9,1% 8% 932 @ st ot
(Heung, 2008). 7+Aldc 2 HW AYPE - A (20142 o3 dERte] 7%
A - 3AA Qg VAR ERste] AAsk itk AA, 8 2Ed FHE o

P& et Mdste] nAERFE A5 FHjof sk o] A A
gzre] Aot &4, AP o] E B3] g8l dgelA AT = AHl A
7} B E Belsta grsslor st wEiAtel™ Elrolt). AR, ofd ] An|rt
Q&2 Ao BARE A57F B7] vl diabd e HFA ARt YA,
gz AYALE tliEste] oJPatel Tol ARl RIMAAE P30 e U= Al
Y e ALY tiEAtelt), wiA| o 2 oo gRlEate o Fo] 157
oFEH FH o] oA avt AlFE = e FEEtL AUA uAEY] HEEE =
A 7= FAlOl o] el AgdE ATl A =F FAI AL she 1A A=A
Ag3 FPsfof gttt oo} o] oo EaE ofd) AH] 20 ol A
g Fdste Tl Bdglel nAHe] £FE Bl P BV
AA BEEE Fole FAld|, nvtEo g Q3 7|d FA=
2ol 2AtHMossberg, 1995; Wong & Wang, 2009). &+,
oAFRlER S YuHddH FAYGLR ol 2Y

2A9 Adg  ofg} FAHYLEAS] H5iEe Bl FAMAE Fddlokete
o & A TR, AR, e 2

7} -‘4’\}5:%-‘4 4w "ﬂ%ﬂé}i’i‘:}. T8 A a4l 24 4 i st A

|

oy
BN
O:L_’/
(o
B
1
1o
£
0%
ro
i
5
19
N
mlo

o negn Aws) BEdcl S, 9 BE AL AR DAL 5



Aot FFE o] qUtt olefg FHolx AT L&d Aka s
N A0 Z2H SASE AT F ook FtHCohen, 1985; Schuchat, 1983).
ole} o] ool EntE VAR thdet S TPty wEe] uA

ol oY AEAT} A Foke Myl g 7ot W7b B g S4E 1

2alA ol ozt ¥ 4

o fr
5

2. FrolofRPQEAte] Mulx FAI} HEE 3

ol 7R AR EF -2 AP AER e} dA] TRl =g B2
Agget HT 5o, AFfdo] Frksta slof AAAME| 29 BFo] HA E0ls
3 glont, s7|A AR FE 0l Y &L AR HAMRE A o
gt Este 2AlER FAE ok @Arlel =k ool dEatel 22 Q14
el B4 FA 80| % SHEAE - UA S, 2007).

TP A &R} MU AFA 2 d7|A| A3l Fejshe of @A) JHds = BlEe
A3 792 Az mEstet FAEATE olgle oldAolgke S4= 7L 9
tHelid 3], 1996). Aul=FZ2 e HF Hrbe Foloyddsatel Pt uASo] <
A3t el ofell 545 aL(Heung, 2008), ol B2 FH 0| 54378 el d&
ZH Mu|2=FA L 719l Bt nAe Aot 2A e iAol e AE

Seflof gt 7R A gES0l ot WAnp e ol AR 71E 4
FAFEAE AU e BRlA, LA 543 s o B2 dF= T
© TP ERte] Mulx F4 (71%&4 FA)E A= Xdﬂ_%ﬂ \'411} AR

2

| & 3= i & e
JIEAE0] Al Fdhe AlH| 20 S U
W, oAgPFE ATl 29 F8% 84R JNTE FE M‘ﬂr(Mossberg, 1995)
oo AEAtE AP B 2o HFH A ARl 7] W] 25 A4 =
Azl gk fAed, DAY LFeE, AMH|A Ve AYPAEAA 1 AA =
shue] Aoz 14 4 AUth(Geva & Goldman, 1991). 1811 11\3151 %9404
A& ] Au| 2~ FH SHSL A
Ag¢Z 0]’.1_. AE AL 1% ItKChang, 2007). Songshan Cathy &
Andrew (2009 o3} AH|2 7t ofd) Av]2 vhEE 9l Adof mX|= J3F
< 7\’\}5} ATFE B3l FAAPUEAY AH| 27} AP A S0 ANHA
Vg 2 d¥%e Toe A gtk o] 9ok, B ddToA A=
Bt 71l 78 A Agshe 8Qlo® FejogAEate] Mula 4 S
3 ok SRR 9 Chang(2006) = 9loj g ql&rte] Au|~Fdo] ulg- FQa

r
ofi
o o 5 B
o =
T
oXLr_g’l
A
< 5
or g
=t
108
w
N ©
>§
ot
X 8
ol
€ X
—"ﬂ
gﬁ
JJ,J
'y
zzﬁr
o &

=
M
T,
ey
o
o, !
B
q
1m
M
i)
fr
&
L:o
ok,

HU
o

o=
L-‘_I

A=)
ko i I m
Sk H1 é

B>



ol7l& sh} o Ee] AlFuivt AgAte] tig FAE FAolE 7HE 8l 2
JRHAFE| & & I vzt Fgsta gtk olgldt Fh T T8t
oA YPAEAT} AFote AMH|20] FHo] A FFS Tl s AF
n 2] ggko] mj Avhs ARNE 2 HkRo] ofx)7} gitka & 4= Qi) ofd uwh
2, I elola FejodggErte] Mu|AFAE SHsta Hrsl] 3 Al=E0
A&EH O o] FojA a1 °1D} oz ¢1FEo] SERVQUALE 4#7 Mu|~Zd =

& Z83iA APAR|AE ST AR, BRI - 1344 (2012)2 718
SERVQUAL# 22 Mu|2Fd HE7 ogru|xe] & 2 @t e 79
of P&t gk Mu|AFAS S e A drhe T =3 A7
Utk gukshd 7129 SERVQUALS 749 Tl Add AL 283714 o
&t AYPMH| A~ FA F A ATES Hrlshe HR2 e FFeA] Eaitt

T Bo ]D} a5E FefYAEA AMA|
( gl

AH] A %%17@4;4 F3}o] X
= 7.44?4 AT Bt do) fofeld

)

2

é‘ 1

A% }94 4959 9548 4A 0
al

F(2013)2 o]Fo] At oA gAEA} Au|2Fd FE3 a1E Farste], A
17 5 7FA] eRIE U, EAA S, M, ddedss) ez 49
Z o] 7tEFet 2P ETE AEtdnt. B AFAE oA E(2013)0] AAIEH Al
2FA SAETE AEste oA gdEnte] MulagdE Fars HEe A
oA EAstat aFivk

FQE-wELE BA (IPA: Importance—Performance Analysis)& AFEo|Lh AlH]
27 AYa e T8 H45 dskd  FeE(mportance)R R
(Performance) & &B|A7} o/GA 1Ak A=A A E4317] fal mHAR ol
A ek 7)ol IPAY 7] 2 7L w2 e EXo) g 1o £ AEo)
U el s AH 5] g ] o] F2 gAE 3 gt Aolth [PAE AE
I} A 2o gk o] &2 RS S5 fete] 54l o] &7t o] & Aol o|
g T AA7|eA] AR | 7 £ FAEE ol& $ ISR o8t
2227} F7VsHAl Fo X, ZF £49 AUAQ TR} TEEE FA vl
A4 et= 7719 ol tHHammit, Bixler & NOE, 1996; Oh, 2001). ©]el IPA &4
2 Yyrle i F9% (Importance)2t TH%(performance) S =% ko] =
FAta 42l $1x]of wheh AIAHEHR(F2 AP = A2 Keep up the good

O

d
=



> A

H3F38} A&k Concentrate here)& 70 9] 7|h7He Eou} whE7H2 vrol 4l
S 7 Fo o glERte] Muja FA gist HEEE T A F AR
BAE 7)&Aof gty Ea A 3AHEH (PS4 Low priority)S 7€)
ZIE WY AL Yol FA A0 R FooPQlEAte] Anj A F-d gk
HERS A7 i

over skil)& ¥ A9 7|th7HE ko Z7H ZolA HAo Au|x 4 A
o & ZHE 7T F Uk ol& AH|x F4 S AT FY =89 E g
g & e o] slow Il glEte] Mu|AFA S Hrlste BEAAE,
T A YRAEAT} Fasfof st o] 7HA] A2 9T o] mE AH|x H4
of tiallA] mAEe] At e NE AMu| 2SS Uit T8 =9 A AF
o B H 59 S vluslA AEske Aol B8sitn B 4 St

Q7E Tl A sFEAe] BY golo] B A FLESE A
Aol2 PAZ Wmastag A= 0|8 dla T P& A
NEQOE AN A8E 15709 AU 2FA 24 FEe
o 4EA] EFAAT 154 AU 2FL FRe S st 714 39
]

I 2
oo W I rfz
o
o
N
oxl,
o

N
ol
o)

FYHy, EAdZ5E, A4, dPsidsd) ddEHs WES 3t ok
AEA = dlQufl7|xod ) TG gk AP JE 38 Y3 773 9]0l
AeAle] Au2Ed 158, U AFEANA 54 5EIAA F21e) &
goz FARAL SHIFEEL Likert 5 HER A3l on ofs)xte] Uut
4 543 2 A7 5o ATEATH 54S setab] A9 Y, 49, 49
S Aol i A AR £PE 98 FREL BRAER PAHIT
2. AEFA

B ATE 29olg ddA A 2FAY FRE-VEE e Folg BHI

kN

s AAERT] wEell, ol @AEA St A TIAAY S AN F



712 A Y Fefo]gJAEA Au|aFde] FE=-ERE (IPA) 27

224 olyfe] AT 204 olde] T 409 S HIOE vHE F3Y F B
SEE $5 Yo AgHgor, JPAHRT, shi, FE)E o A5
oMY F4T HSde] Lekel ML AYsH PE Tl A4 B o
95717 ejs) Aol MME e WA PO A 1YY ARS B
oz AR £

ZAZE 2016 29159 5E 3915U7HA] 3023t HA o] o) A
= 4"_“% F 4005 T Sl daAel AU Fedsl 71d @ RS Al9lsta
& 3B/F-E ARkl

o] 1587 (408%) .2 A
3(5.0%), 30th7} 707 (19.6%), 40th7

2] 189 (5.0%) = 40~50th =¢] dzZo Feiol whEt
A 7]1E0] 2947 (82.1%), ml&°] 609 (16.8%), 71E} %(1.1%)g§ 1—9}7} Ze
BIZ Holn ;h 2L AMEA] 1289 (35.8%), M FH 7278(20.1%), 7€}l 484
34%), A9 329(89%), A9 AEZ] 24(6.7%), T4 207 56/) 7144 14
(39%), 3 “3,( 2%), 712 6%(1.7%), M8 69(1.7%) w22 YEehyit) g
go] 7%= tEgd A - uaL Alg Be EY 154 (43.0%), 494 gt Y ==
et 15078 (41.9%), 158w & T o3t 288 (7.8%), AEUlgt &9 == A
267(7.3%)2] &2 YERIT]

o, s Qal7)A] AP v EF T oH?M?l%l o34 2-53) 7} 208
3 (581%), 13] 1269 (35.2%), 6-93] 1678 (4.5%), 105]°]7¢ 69 (1.7%)2] T = e}
Wit} o g BAR = oo} 1187 ( 330/), AR 627 (17.3%), fra 4878 (13.4%),
el g 4678 (12.8%), = 367 (10.1%), AN AA 247 (6.7%), 51| 168 (4.5%),
71} 8% (22%)9] T2 JERRT

5%
S
M
T
_O‘L
£l
&—l
w
Ny
F\°1

L le



r

BAGAT / AR Als

(E 1) 229 A7SASHH £4(n=3568)

IR R L I CORC e B EE S B
A9 w4 146 408 4 8 22
o 4 212 59.2 AHFA] 128 %8

20¢h 18 50 A4 32 89

30th 70 196 A5 72 20.1

A= 40t 176 492 i 2] 20 56
50¢h 76 212 2] 4 6 17

60t o]/ 18 50 7dd AEH 24 6.7

A% & 2A 82.1 71 #<44 6 17
=
o5 nE 60 168 7143 14 39

71} 4 11 71ek 48 134
497 et ojsrel 4
A EE 150 419 ubAL 2 8 154 430
& et gy Tt 29
S IduE o Azohet
d T 28 73 e 2 73
ks A
(E 2) #=9| oiuf7|X| o{&lH 3ol chet S4(n=358)
o CI K EIERE

R ey T T IR B
- 12] 126 %2 10072+ 139 388
A 2-53] 208 1 ogy  100-200 1 310
el 6-93] 6 45 H] 200-300 % 156
2

103]0] % 6 17 00gkglold 52 145
e o
(37, wads, 46 128 ShutFo] 126 3H2
Aol 5)
FitolAlok
ATNE BZ 18 330 EERo] 48 134
Ze|o] Ao} 5)
=8| (|, AAueh 16 45 = 26 7.3
F(olgeol, 292
7ol Lk B A3 B 1BA aqga FEFE AL 2 6.1
=7} = Gk &
de 62 173 HEEE] 18 50
CE % 101 oA 17 47
AFAA (M E,
a8~ ¥y, 24 6.7 EEMEN 10 28
23591 F)
=5 3L
ZIEKAm g, ekzelh g gy ded Fol 2 6




712 A Y Fefo]gJAEA Au|aFde] FE-ERE (IPA) 29

o) 7|7ke] 79 2-38to] 1319 (37.0%) 2 7P Be EIE Holm g9low 4-5
k1269 (35.2%), 84F o] 649 (17.9%), 6-74F 37%4(10.3%)] <o 2 Yeidth &
PAre] A 715 2427 (67.6%), FRXT 567 (156%), 55 307 (8.4%), TAF 147
(39%), 71EF 10%(2.8%), 1T 6H(1.7%)2] o2 Uelyth ogAu]e] 2
1005+ m|RF 13978(38.8%), 10020054 w|RF 11178 (31.0%), 200-3005+Hd 1|7t 5678
(145%), 3009k ol 52 (145%)9] «o2 Yeytth nrjee g o] g ol gAte]
735 SOl 1267(35.2%), 71EF 8978 (24.9%) 25-5F0] 48W(13.4%), =H-FX 26
8(7.3%), 7 F& AYAL 2298(6.1%), AEIFA 189 (5.0%), FE|FHF 178 (4.7%),
221l Fol 109(28%), H=H Fol 29(0.6%)2] o= Vet

3. FololsleAt AHIAFEA M Hol A

B

i
re
-
=,
2
s

Tolodg)ol&at MH| A EA-EE et FoE UEE
Q1L o5 7t AolE Lolr 7] 93] -SEE t-test(Paired t-test)S AA| A TH

il
5\
o,
ol
o,

. EX FEx Zon wEL 0|
o B B G Aol t
1 2407 B2 AR~ Alg 420 353 670 12647+
2. AASY GO A4 Ye v 413 364 4P 10628+
3 94 7 2(ex SA71A), A 55T -
SRR [ e Y 350 47 10,136+
% Hgjo = o) B
4» 3%1104630“ =8s T :‘7—7~|°ﬂ7‘ﬂ A% °] 412 352 604 15777><
N © olg Yo| @
5 AT R 9 e o -
6. T Akel] $I TE A AE w409 346 637 12999+
7 A%E 93 g 5 418 357 609 13.267x
8 7] AT Al 0@ g 2 Aels .
& ST Aty * e 361 810 17.092¢
9. QIEARA Swol Bl #e 342 347 ~045 949
0. QA AP e 99T g 30 p -
x A _‘%—'_ N X o X
1L QZA2A A7t 9E Balex Ae - .
5, pele] A=, 19Ig A S 82 52 10771+
2 UA A % 2 AT A A o o - -
g 89| AT ) " ’ )
13. A& APE 4 J= FEE AlF(ex. - _
el WEAY, AN AT 391 33 55 L
14. BBA A oJahet] 4A A (ex BAA -
_E_é_q% ,/{37“ 5H§) = 388 342 458 8.768*
15. &3 Aoz doler] A A(ex.
A *}fw}%, RS E- b 362 337 246 4197+
S

#p<0.05 FEAA FIF



Aol 7} 9}

}

°
pl

9/]

[e]

-

tol] SAA R

<

T/ A3F Al

g

O
fis

3

FABY

30

o 7 o X B F oo HH T B W TR
No A &8 W N L T L I e
mﬂﬁu%o#oﬂlrﬁ mm@o%c_oﬂuoﬂﬂo%%

0 N, = . ] n K

mﬁ_m<oﬁamﬁww @%im,awﬁ;ﬁmwﬁf

iy N — o0 —— — K
%mﬁm%@ Sl S N
ﬂoﬂl%dl =B N s o= 7 o
= B M2 o o2 X i T o
Porm‘_dlEﬁexLo» :_e_,WJ‘_ﬂuMEU,#ﬂLMﬂ_%_/A
oy = - 5 AR o R o w )
= ﬂ%mﬁ%%mg @i%%ﬂlﬂ%@ﬂr
ny F_E s % ﬂao#HXMﬂfaﬂuMcmM
Y R o R B TS
drogr v KXo X dro=r o Wom X Mo 10
v B TH B ey Mﬂwaz@@%wﬁ
KT e B Ao Ty BB 2

i AN oW E T oo R X
o}/ < ,Wdﬂo.‘“umo,.kldl WWPOEE}%O A;‘I‘MMdﬂo_E
K o Hliﬁoiﬁwr‘_dﬂ ;oAiMaoE,ﬂﬂ_Wﬂﬂ&ﬂA
= N o oo AT W o N W
Do T TNE R Ry ® o™ E5d
R o L T
woA OLAA%Q%% Wimﬂ&ﬂu_@zz%d.ov

—_ | _aml%x% Qo o= XS G
o —~ 7 " A ]P;@.vdﬂﬂﬂ%oiﬂz%ée
T L w5y ool B TR g T
—_— C3 :._l,oljl‘w,wnooTﬂE ﬂodﬁﬂfbl@r‘_w.lﬂnﬂafahﬁro

T . L WEIEE Tp<h B2 FE
iy N o o I -y F lﬂoﬂoAMﬂd.moﬂn
of o T O o= A K oon ”%otﬂl._‘ao_ﬁoioﬂo, B
oo T g T ES KRRy _Pelex
T 0 = oo o o) ﬂﬂ:T?ﬁnﬂﬂﬂl%W%ﬂ
R S I T S | a1 = S oA o KB

O —~ = M | .bf . 1rJ-o‘.|§_r

B o = Nr < 6 <7 70 PNrP_seoszoﬂ;u%_z_ﬁ
© B owoEiend I Ifsicalid
uly O R S R . . - ¢
a] < o oo F ok R ISR N W N SR

T9of Yl LAkl A

T

R

o

[

o] 914
he

[

=
=

3 oF

HA

o

A HE

A7)

=

b,

o

A, g5 AFellA 1l

3 gl
o)
A

3

of

2=
T



31

T (IPA)

QT_1u

Nfo

_o/]

1

N
Hio

2

g o] o] AEA}E AH]

3]

2] 2 7] 2] o]

9]

T
3.600

T
3.500

3.300

4.5007
4.2507

W

04 4.000
Ko

3.7504
3.5007

U

ol

T

7o
ol

o

ﬂ‘”
il
~

|

BN

0

~
B

T
%

=
<

N
%o

oW

o3

s 5t Ael

9. 1&AEA SR} 53] e

s

pil

@ Aol o)

8 A LA

)

=
o

1

10. AEARA =223 vid (ex. Fol, @A o]

12. #3A] A Artg]e) F5 2 A

71 7 Avdlex. A AFREIALE, Saelar] 3 ow

=
=

2o

ljo
7

Nd

il

AlEAL M|

[=)

(g 1) =20



<

T/ A3F Al

g

O
2Rl

ERRS
AEAZA FAGAT U exdol, BA o]

s 47

ole7] fA Ar(ex. AR AFFEIARE, HaEF7]

2 UEs.

. &o
i
3
)
=)

(ex

o
T

71 A A

o

3

1

4

737

l
=

Zle e o3

1

1

ol A

yal
=

Srpge

[e]

[€)

o

b =

, S E AF), HFH| A o]
A AAFEA L 7o) w2 2] YK(possible overkill)e] PG o2 AH]

wer] 24 5)

M) 4

Els

24

ECIEEE RIS

AR 2

S

T it

A

o= o

=H=)
T

J)

[¢]
3

A &

1

T

141

PAIRE, 2™ X =

o

kel

UK

ox

i
gl

A

1 47t

o

2l
s

oo‘l: S

SEE e

<]

A kel ol odAYA o

E
=

g “dEel o

<]

3 4 Aol

SEEER DB

]

o

AL A AAN7] vzl &7 A<

2017 EAA, W=<l



33

_‘]'J—l, 71%@ B

5

3] &-&-(.Cronroos, 1976)

(17 Au)z)

4= o 0 %X o
@%MWW Hmﬂﬂﬂwr%%
| \H val )
x5y B B @%ﬂm&%Jﬂr@?%%fr%] -
— g ©T oo oﬁlomMoﬂao_e,,] %LtHLAl]
~ o’ ) up Lu%]7%§zﬂﬂr1du%1‘£l
I B mﬂ?ﬂﬂw_{wquﬂ@%oxohdasz
Moﬂ,;,ME dnm)ﬂwﬂmwmﬁ@Eﬂwov%@ﬂu%&u@mm@,%%atﬂ_,ofm_.ﬂ
SR g M&%#M@Z%ﬂﬁﬂﬂﬂﬂ.Aﬂﬂs
i I S LET a__v_aggéﬂﬂndrwa OB gy T
z#%@m.mﬁ %oTWWmﬂWﬂﬂﬁW%%E@wxﬂEEﬂﬂ,o#%ﬂl
) o T~ i
mhﬁwﬂf.dﬂ %mﬂm%ﬁwiw‘ﬂ%ﬂ%o_iﬁrurﬂ%ﬁ%%ﬂrﬂ
N g o ﬂ(7_.1d,may ,,,,ﬂommwﬂoﬂEuAlﬂYi N
Ao SERRERERDL a@éﬂﬂ%o_%Azm
N m_ﬁewmﬂﬁ7i@ﬂ_o%mﬂ%%ﬂﬁr%xﬁgﬁcm
R i }%ﬂuhu.W%iﬂ%u@o#b@urﬂ%@ﬂﬁﬂﬂ%
%%ﬁ?u& X %7%4@Hﬂ%40%ﬂg%kﬂﬂﬁﬁiog
kP EE oﬁoﬂ),ﬂﬁm;ﬂowww&@ﬂm_ﬁi_ij fmq%ﬁww%mrm
O e G- < < =~ R
PpIiy a@@m%%ﬂ%w%ﬂ%w%gﬂaﬁ@%@ﬁ
do B gy O %ﬁ@%mﬁﬂﬂe%soﬁuv,ﬁeﬁﬁmﬁiﬂ_@mﬂ}ﬁ
ﬂaﬁ_z_ﬁogﬂﬂ o jux;u]mﬂﬂnoﬂ.ﬁiéo ﬁucquﬂ,\//ﬂ
- Mﬁymzﬁ%iwﬂlmj% gﬂAg%am@
oY b e o Y M;],_.odn.,% ¥ =
%M%iﬁwm ﬁaiz_:fﬂjwﬁﬂmﬂwﬁwﬂ%mﬂﬁ”ﬁ%%www%
B - ﬂrimﬂﬂrﬂm}%ﬂ W%ML_L?ﬂ.;lﬂo%ﬂmmo.x%
m%@%%@ﬂ%ﬂ@%Eﬂé%;%xwgﬁﬁqqg%w%
) - — 1_|1r
m@g;@ww@ﬁﬁWQWWM%M&@g%@g%%ﬁa%
= T Mo op = N = ol % ¢ oo oy X N Jp Ho®o
Nlo ht Aordlm_-ﬁo#a_,o ﬂﬂ»,]:b il — R S T
%ﬂ%é%ﬂmgix%M%?@ﬁ&ﬂﬂ@%W%am@ﬂﬁ
S ﬂ@r#giﬁp_q_xéﬂL%ﬂm W
m%%b%%?éwm___aéogma%njxﬁuwﬂo%?mﬁuo&mmgmw
< __O<‘| ol = )
Mogwmw%ﬂaa%Wtﬂ%ﬁﬁﬂ%%ﬁﬂﬁ@rhmﬂ%ﬁ?ﬁ%mo
TR ﬁ%aﬂﬁﬂxm;lﬁwmﬂ%omﬁmﬁ_@%]ﬂ%
W mmMmommu.@g_wﬂ@AEﬂﬁwiﬂﬂAAeﬂ
B o WO T »E o7 Emaqowf]
o ) ﬂomoyob %) o) ol m b =1
zxﬂuﬂuﬂﬂ}muo_eﬂ
< o T O e

Shal, AfH]

A5

A A

=)
RN

il

°
pud

o‘—ﬂ-:l'Loﬂ }\1 o] ‘31

3

Al v

]

713 (2006)



<

:r_L
/ ARA Al

Oc:)]?j

Sel By
1l 073

Y
T MR
o.* 1_|,_1r
ﬁxﬂo_,&ﬂe
Mz?%__x@ﬁﬂu@hq
~X .‘;]wﬁv 1F.
aamn:a@,,mu?7wwﬂﬁdur
oﬁofoLMzTMO‘.EIEaﬂ}WﬂHT 70
mL,Mu%éﬂnﬂﬁ?moﬁ ﬂu%ﬂ}
Wm@.iﬂM%ﬂw r o ﬂWiéi
&a&@ﬁ%z@h%g %&o_b}tm_g&ﬂ
X o N I ~ ﬂﬂk_aaﬂ_g_o_
%Mﬂ&@%%ﬂggw ﬁmmoﬂjﬂﬁmﬂwwﬁm
c_awr %Wﬂ%%iﬂ% i oLoA%ﬁﬂquruﬂl T
LI7LJ|nnOO_ﬂ1rO OL‘T‘”_.E‘I XLﬂE!iE#NAQLAO#E O~E\| ]UA|]
mog@xim.ﬂ@ﬁaﬂ.d oﬂlo_}z.qw@__ﬂlﬂm M.nﬁ% o
ucqwrm_xV Y ﬁanr %4%@? xb_uiurm_au wmu%uﬂﬂge
EZD_A qz,]ﬂﬂ.ﬁ‘lq ,luxﬁxﬂ‘lwr,mﬂﬂﬂﬂ R X G <0
§¢a]?o we 7og:ux_._se1r = o] ﬂ11k
o X af%w - % 41g_a$pau%ﬂ o K
o#wrw%wwﬂr.afﬂuﬁmbﬂ mnzmmﬂamﬂﬂﬂﬂﬂﬂﬂo &ﬁzﬂeﬂ%ﬂ
ﬂAOMkmﬂ‘Wm%ﬂthout ,_wyw“iiﬂaﬂl]ﬁl?&o nhnﬂw_ﬂao_ﬁ_.
‘_tEWMw_mﬂlawﬁﬂnlﬁuT %m“‘w_io&_.nwdwoio_ed_u dﬁ@l@.ﬂm:o
WQ%MmE%%%M% %%ﬂawu%@%@w EEE D
1gyx§gm@;%1 %ﬂamwwm%m%w %ga%x
s ﬂi__ﬁoaﬂs1o oy T ° x & w ™ T ﬁ41¢
.61ﬂ ﬂo,ﬁ.1iﬂﬂo =0 Lf]o_ewﬂ7 %UE]% o X o
u_uﬂﬂow%%@_ ﬂu_auwz d.ﬂ]mﬁi%xd‘ﬂ» Alszaﬁx
Evo,,?1ﬂﬂ%ﬂrw 7 %%ﬁo%ﬂ E#M#Q\fk%?ﬂ
ao.*ogw_ﬁﬂﬁl,ﬂ\ﬂﬂﬂﬁfﬂlﬂ..% ﬂdL”AﬂLgmﬁAMTQUAkWWMLicE
W_MwaETlﬂufagmmu ua.mﬂ%zfmemntwwﬂcfmmmﬁ?u%Wﬂ
m%tygy;wnAoéﬂé%é:ﬂ@u%tx} ﬁancf
- 1_45n ]koﬂr_nnqﬂ — T o D ﬁesu_f = e
o) EOMEHL;EHO #oxo;om,bo:._.,o‘, ﬂl] ol _,ToL
‘.ﬂ.momw‘l_l ﬂOﬂ&o}HﬂH]mM Jlﬂwu‘lc 1r.l] ’.HLO“WLO;OTJ._! ﬂo
dxe7ﬁn mEdv‘m_rqe%o ol 1rx_|€‘|o,Al ﬂoazoﬂo ,,mudl
ﬁ;[Ema% omon%ww?mruwut?%@%&@@%ﬂ}ﬂ%ﬂ
io@@ﬂxig:f XWEEVP%Q:L imWMaﬂm}m%ﬂ%
Epwusom%oioemnjAaﬁaﬂ&%ﬂﬂoéo%%vrxf_
wwlLDH;l‘.ryﬂﬂ‘a_v ﬂ%dﬂoLﬂrﬁﬁa]L‘mﬂdloauEﬂﬂﬂL&AOM\%LLW
uaoe}.:ﬁ e 1Mo§1ﬂ @clu_P T °
fﬂ‘/\lo:i,UI‘d.MﬂOﬂnoﬁﬂ ﬂ_HOrv ,.LMVIOL_/\UI\THHWE
quggawaggoﬂﬂqa@g}%m
7ﬂai;xﬂﬂﬂéﬁmﬂ@%1xﬂﬂmlm
%_,T%uwﬁtooﬂo]r%AmﬂmﬂH%M7
o! T .dlorlﬁ_/i;ﬁ] o) ©
éﬂﬂ.%1aﬁaﬂ X = = 9 I
I LR o o 5 g M = T ulp
ﬁﬁfoﬂwﬂ%%eﬂéa
X o B. \‘IO
%@%%ﬂa%aﬂm
;OE ‘A# .HLL 1__/| Mmﬂ O_E 1u_|
ﬁoﬁﬁoq
quo],
=



A7 A A Y FofoFRJAEA M| =Fde) TR=-TFE (PA) 35

AnE8
AP - 47 (2014). ofogAEAe] 5ol g B2 A7 HFels MF

Ris

s AR WFUAAT, 26(7), 315-333.

HEARL - 284 (2012). = lAIEAL Mu|AHT7EE 913 H=oiE A
AT, 24(4), 251-271.

ol/d3] (199%). ARA |~ FA el A3 A AYSAT, (4), 171-194

o]&E (2013). %ﬂoi?fﬂ 2] o] oAPEA ] ofgPlEat gl oAl gt
oA}t whEel| nX= I FFAFAY, 270), 115128

FA 8 - A (2007). dEY oI P
A 31(3), 329-347.

HFES - A8 (2001) FoAYdE AdEE/dol ek AT

SmolP A @3 (2016). 129 A== AP L

Ap, J. & Wong, K. (2000). Case study on tour guiding: professionalism, issues and
problems. Tourism Management, 22(5), 551-563.

Cronroos, C. (1976). A Service quality model and its marketing implications.
European Journal of Marketing. 18(4), 36-44.

Cohen, E.(1985). The tourist guide: the origins, structure and dynamics of a role.
Annals of Tourism Research, 12(1), 5-29.

Chang, J. C. (2006). Customer satisfaction with tour leaders” performance: a study

A

rJ

—|~
2

of Taiwan's package tours. Asia Pacific Journal of Tourism Research, 11 (1), 97
-116.

Chang, J. C. (2007). Travel motivations of package tour travelers. Tourism' An
International Interdisciplinary Journal, 55(2), 157-176.

Geva, A. & Goldman, A. (1991). Satisfaction measurement in guided tours. Annals
of Tourism Research, 18(2), 177-185.

Hammit, W. E, Bixler, RD. & Noe, F. P. (199%). Going beyond
importance-performance analysis to analyze the observance-influence of
park impacts. Journal of Park and Recreation Administration, 14(1), 45-62.

Heung, V. (2008). Effects of tour leader’s service quality on agency’s reputation and
customers’ word-of-mouth. Journal of Vacation Marketing, 14 (4), 305-315.

Luon, HF. & Tsaur, S.H. (2013). The effects of age stereotypes on tour leader roles.
Journal of Travel Research, 53(1), 111-123.

Mossberg, L.L.(1995). Tour leaders and their importance in charter tours. Tourism
Management, 16(6), 437-445.



36 sHABAGAT / AR Als

Parasuraman, A., Zeithalml, V.A., & Berry, L. L. (1985). A conceptual model of
service quality and its implications for future research. Journal of Marketing,
49(4), 41-50.

Sheng, H. T. & Jin, H.T. (2014). An exploratory study of service sabotage of tour
leaders. Tourism Management, 509-519.

Songshan, H., Cathy, HC., Andrew, C.(2009). Tour guide performance and tourist
satisfaction: a study of the Package tours in Shanghai. Journal of
Hospitality & Tourism Research, 34(1), 3-33.

Schuchat, M.G. (1983). Comforts of group tours. Annals of Tourism Reserch, 10(4),
465-4717.

Wong, J.Y. & Wang, C. H. (2009). Emotional labor of the tour leaders. An Exploratory
Study Tourism Management, 30 (2), 249-259.

20179 8¢9 20d dxn A
% Z

20173 9¢ 259 &%
20179 09€28Y HFE T+ A5 2 AA

H
g
3
391 B} 2

>
we oxb )y r



SHMHYALAT HRE M1= pp.37-51 MZohetm gatdtdod 74 2017. 9

2IH2E(Inbound) S=21 HEXIR{HEY SY =24

Study on the Characteristics of Chinese Inbound Free
Independent Tourist

L *
xEE

Jo, Nam-Do

Abstract

Since 1997, Chinese government has permitted personal oversea travel and
outbound tourism industry has increased rapidly. Chinese spend travel expense much
more than other country traveler. And therefore the competition for chinese traveler
is as fierce as ever. This study aim to offer a practical point of view for development
of inbound local tourism and visitor’s destination selection. As a result to maximize
travel experience of tourist destinations by Chinese tourists and contribute to
revitalization of local tourism activities. there are required expose informations of
diverse local tourism content and public transportation, accommodation through internet
and mass media all the time. furthermore expending to provide information of travel

destination based on mobile application.

FH0f : QIHIRE =21 JHXIR0{EZ (Chinese Inbound Free Independent
Tourist)
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The effect of customers’ perceived value and satisfaction in the
all day dining buffet restaurant on behavior intention:
Focusing on five star grade hotel in the seoul

* e =k
g 0l5E

%|

Choi, Young - Lee, Chung-Hoon

Abstract

The purpose of this study is to propose a plan to help hotel buffet restaurant and
to provide a way to actively cope with competitive situation in competitive
environment in a rapidly changing dining environment. The purpose of this study is
to investigate the effect of customer ’s perceived value and satisfaction on behavioral
intention. For this purpose, we divide the customer s perceived value into three
dimensions (hedonic, utility, and social values) and hypothesized and tested the
effects on customer satisfaction and behavioral intention through previous studies. A
total of 310 questionnaires were used for the final analysis. The questionnaire survey
was conducted on customers who had experienced using the All Day Dining Buffet
restaurant in the Seoul area.

Key words : 32X JlX|(Hedonic Value), 8% J}X[(Utilitarian Value),
Al&lH J1X|(Social Value), DZ4BtF(Customer Satisfaction),
AHAN #=9 = (Economic behavior intention), AN #SoT
(Social behavior intention)

«  (A1AAD, AEhstn s34 stat vAlaY . e-mail: cn0211@naver.com
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2000). B35k 919 F 71A] 7R 9 @A ASA TEAE e & 4 ok s
A& eI AY Aot E2F 2= 3k = A}ﬂﬂ 7¥2] ol J&F
A Hed, AY9E Fshe A THeFd 29s T Fd &
o} #do] gltkm AREA ZEAE A th(Babin et al,1994; Richins &
Dawson, 1992). webA] & A e A AU Sl15 Sdlo|tte]d WMo ~Ex
= o83l & AAER AT WS g Ao A9 A7tE VX E A, a8
A AR Al 7HA] AR T slste] S8kl

= o ﬁ B r\r

1) = 71|

T 28] AE &M e®2A A% 2 A7 B owi yeue
Falth (Holbrook. 2006). A2t #EHd 71x]& &B|A}7) ojug 3k A Fo| v}t
‘Q“??JOE"H dolx AZF} Q1S EYE /A JHX2A EA %]
S 7gEts ARE et oA #HEkd 29 iRE e
Jojel At 499 Bl AReE 2999 d9S Asee
gl I L CLE e

arO\

it o= = T e A FFolH, ol&AE dupiy
3 & = A #HE AFE 7 o]tk (Solomon, 2002)] A E "ol
Y Eg ol& 1A A2tE /A S Apsted o] gatuat )

5874 JAE WNG BL/N'Y AN G GLAAR TE Ho) Ak,
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ARG B87HE 2B AlFoly Av|2=9] 7HEY date AlFE 74
At 2R3l A ghe ME| 28 AlTEE 2N de B AZste 7S $2
Al ke ASolth MR EL7HE LA aA e AYRTE A Fo
U Ayl ze] 714 S Fo4] dhe Agolth & AL Ak AES A
TFuelr] Yate] A Folyt Au|xe Uet ARE HAEsts w288 7kE uf =)zt
she 7HIE gEth & dreMe “518A TRl X 287 YA
g TR TR SR B0l fA, 2009) A E HolEo] HAEH o4 1A
o Azt 7 E dTsked ol gstaat

o
-
S
o
ol

3 At=lH JHx|

APSIA 7HA = AR B Qo g tE AMEERYEH A He A
219] olmx|o] o7 HolFr(Bearden & Netemeyer, 1999). Rintamaki et
al.2006)ell W2 ALS|A 7HA|= FH9 ofel AR FAEC] Jlew A WA
© Al digk el F WHAle AHA FFeR UrolA itk i ATl A]
© &HAt PF AFAH F BE AFEC] AlFoly AH 2ol dig A%
g oo 7I5AQ JHRETE ARAQD ZHAC B S ke Pitta &
Katsanis(1995)2] A= WolEo] YArEH o]& A Aztd 7l S dFsle
o o]gstaat gl

==
3. a4 "

2 ATE(C.S: Customer Satisfaction)= 1170 A|&o|iv} AMu| A7} Eghe 71
o] AR ES T3l Uehd 275 o] AR 7]t (Expectation) 9 AHE-
71 AFQ d2H(Performance)7te] A Ztel EUX|of gt 79| 7tz o)t} ﬂ—
2 AZolE 4 Uth (719, 2000). 7—‘4‘%}5% wo] Hrlete 7HX] (Value)gh= A
al

B A2 BAYA P A sto] viE
< 63:‘% H| 2] A %‘4(1%% 7], 2005). Chang & Albert(19%4)= &
Aoyt 7HHY *| 2t 7HA| 7} ‘?l—f—l?_oﬂ == 3 P, U]Z]E}*Y /‘qﬂﬂ'é}uﬁl /\H]X}

2008). AH|ZHg ol YEh =

Ae4 7 e=n=
ol 23 IS 3itta 6}‘}ﬂ,\13}(]9‘ourrner,1998, 4ﬂ€ 2009 ok W
AFlA Agse 7 et Avzke] jhgolal, AH|7Ex] o -45 H| 259
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A2l #do] vt (Anderson and Srinivasan, 2003). ©] ¢} o] ¥# #~
B olguo A g84, AEA AU EE54E NS sold 4

Atk WA B Ao e g 22 7S AAEI

HI: H2Eg 249 A 7Hxe aAntsEd 4 (+)9] J3S v Zlo|th
H2: | 2Ed 179 884 7He S g (+)9] &S v Aol
H3: ¥l 2B 1749 ALSA 7]e aARSe] F(+)e] 3= A Aot

Fishbein & Ajzen(199%5)+ % =g wEo] AxgA Adz Bher} P53}
g FHY 7502 TRl HES dFAtele] TSR
M F8/A FHE oniste Aoz Hoaiith aAELE oW AFFo|v A
29 8 ANE F3 F O FRE 7H & il g2 AEEY 7dE
g ok ojyel a5 AIEY A% JUE FAE ke dol® AM-Sh(Oliver,
1997). A 7t€ 71X 9} % oo B3 (Bolton & Drewl1991)2] 917o) A
T E de A% #e As vlaste] vehd 37849 A zte] A A4 o
I ALY EATE 2AF 23E UEITE AT EW AHA dF e
A AR PF o} AHE A PF orz o] AW 5 gtk AAA %
A Felele, o B A8, A% dF T Lol AFH SH JF=
5

==
Al a gEeltt Wi ARl dE oEe BF 530 A AxyAelA
I o] 71 B A A vl dFE vA= A PFEoltt AkElA 3
e T4 A% BEAN A 2 v gE aA59 A 9= € Wit of
Yzt 74 aAAlE YFE TH(HAE], 2009). HHHAET o]g nAe] wE
=7 Ees A ) 3, Zend A, A9 dE 22 AR SHe v
I uAe) FAA FE o=t A 2 FH FE, TS HIT e AR
PE o= T3 mobd Aolgke 7IdE € o vk weEbA & ATl e vt
2e 72 AN

H4: H2Ed 17| it AW oo A(+)¢] 932 nA etk

Ho: el 2B 2] w52 4 o] H(+)9] d&F& vA Aotk
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o] QAL A& gt Srto] kg AL o
A9t £310749) $5E 2Ae) o] g3H5ith.

el W9 HaEdE o8t
= 99 H2EZds ol &stn A EHE ¢
e B, AR 7= HHEsEY
o]-§-staL AS|ZHE e ‘ﬂ@ljr Aol QA2 gh A4l R oot
Aol A= Rintamaki, Kanto, Kuusela, and Spence(2006)2] 12471%] &4 352
o 2 YAE 53 A=A Ad FootA] Fe=thhd: mi FothE Akg-st
o =8 71 v TF(CYUe o] 28 HHAEGdA Aude A Ek‘i
o.7s), 284 7k o9 23U o8 YuEA2Egd A AshA AAME
o U o] 39 H2EY o] & Al A& 7HATE 77 JJATE ). /‘}ﬁ@l
712 5709 &8 (U o] 3E HuEAETF o] go] A& Yo TS FU
s s S

T e A2 S A, 184, AEA Al A 89 A9
o A 2He
]

o r%ﬂi o = Kl

v 2=

AR o] RHHAEFS o] & F A, B-H, ARE]A TEA| o g
Q12]o] Aol gk whEo R HoJgith. & ATelx= Mano & Oliver.(1993)¢]
AREe] GBS ulEo R AE 54 A= A3 FsA derhsy:
¢ 9] gth)E AMESte] /AR (U o] 3E WeE ~E o] §o] wHEA
dith e o] 38 FHHAER S o] St F) e R ST

o 349 PEoe

B dFde 249 Prors aAso] YHHAETS o83 4PE u
o g AEI A FHYALE st ot A AdodeR A ofsisith
Dawn & Thomas(2004)E°] A53et A AR d 5 Ridste Al Fule=
& 4 AFUAIAE SHUFE ot YAE 58 H=(1H: W FskA &
=, 54wl FYdTHE Agote] B AT S AEwdte st 2 27
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2, met
éErkottir}n:

B TR gl AT SelA gRlEAM s of &8 dSH e, 204 adl
AL B s o] 89 Fof Fo ST . Bde] AwkAQl
A =5 37t F o] 74 B S SHstket oA AHeEH B AT
A E 1A B_?_v‘i‘éi(CFA' Conﬁrmatory Factor Analysis) & A& ?‘5}&’5\‘3}. =%

g A 1 A% g

7bFed mdlg Bk ( Ryu & Jang, 2()06) As E}Wé < 7&%‘—&71 ﬁokﬂ Rainl
Q9 Ba} & o] H4 04 o|ARYU, HAN & Jang, 2010)e]2 f<4<] CR >
1965, P < .05 o|H BARCRE ot oz Az gdAe] sitka Hglt) 18
3 AVEZS 7 AR E(CR)Z AHEste] 1 gho]l AVEE 05 )4, /id Alg=

£ 0.7 odold HF EldAdol lka 3tk w3 Il e S AFs] Asl F
TN 2F AT AT S vlwste] AVERte] oAl AF @ Eok F
735 W edde] lva BYTh($-FE, 2012).
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A, B8, A7k nANET PEIEENE, FA)] VAL 9F BAS 2
ohHI] 9% AT PRMPAL B MUY S ARG et Be 2R

A A3z Yepgt X2 = 550976, DF = 201, p = 0.000; RMSEA = 0.075; CFI
0933 TLI = 0923. £ 29 23 T Normedchi - square(x2/df)%ke] 30|38
(Ryu & Jang, 2006;Bearden et al.,1982), CFI2} TLIgte] 0.9 ©]4, RMSEA#ke] 0.8
olslo]H & 7153 RdE & 4 th(Bentler, 1990; Ryu & Jang. 2006). wha}
A B AT e Atk & 4 ok

-

A 77 AR o R e AR ARV FAoR fosh vEiEd
(B=0546, p<0.00D) °l= ANFH 77t E255 AAUSZE HoRKitke
nlgith ohee 284 7HA7F ISR The X
urawbtﬂ (3=0.554, p<0.001) °]& &84 77} =

= AL ulgth wek ARElA ZRA7F aAvE o R T A
Tr%pﬂ YephtEd (3=0.355, p<0.001) ol ALl 717} =
Foldthe AL oujat)y, nAREM AR =R 7he HH
FoeHA YeRtEd (3=0620, p<0.00l)olE mAREo] &S
woRitke As onlatn, aARtEo] FHAER Jhe AY HEE 4
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AR S PN FREYAS el BEe] Lrlolthy HHH2EDY o] &
wAe] A, B84, AEA s} DANS, PEI=(AE, FH)e o4
= TAst AR 3l oW G FeAld B M S ARSI A <&
4>8} 2k
(F 4) 71ddd
7 AERASF CR. Pk A3
A 7> (L) 0546 7634 ook e
R84 THA->ANE(HD) 0.554 8311 s e
ALE A 71X >3 e > 0.3% 7.249 ok e
A A -2 HA 0.820 2.424 0.015 e
17A‘ULH%@AE<H5> 0.798 6.894 ok e
#+P<0.01 ##P<0,001
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uAe] AZkE 7R 7F AR w|X]= Gl A3 7MEHA A HEgF )
2 (ARAF = 0546, CR. = 7634, P<0.0D), 84 7k (AEAF = 0554, CR. =
8331, P<0.01), 183 AF8]A 7}x] (FZAS = 0355, CR. = 7.249, P<0.0D)E 2L
Atz o3k A 9IS A Aoz Yehd 7M1, 2, 3 & A9Ed
o} TEgh mARkEo] o] i ok nX& JE] g 7MY A #e
g2 olgmne WELE AWE A=(ARASF = 0820, CR = 2424,

= 0798 CR. = 6894, P<0.0D 77 #2]3 2%
MAE Aow deht 7M 4 55 Y G9d. He B aTdla
o Aug Ao TR

AmosE °l & SHRE F49 Ak t= <ad 1> yEhd vk 72
7Hazg el A3 Aefshi S7he] el B A9 E I He gl

A4 59
E9 o §aAe] A7 ARG, 184, AEA)E W sES ol & 1Al

S ()9 dEFe vIAE Ao® Ytk uAESe] dEtE, 884, ARRlA
7L ol dSE HERS} Foltke AR N 4 ik ol2d A7 s}
Ao GFE L2 wAEe VIt ARA V) E e AR =t Py

= (0] G vAE AeE Yeisth 1A

= A %
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(e |

Note: X* = 550976 df = 201; RMSEA = 0.075; CFI = 0933 TLI = 0923
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The Effect of SNS Characteristics on Corporate Credibility and
Purchase Intentions for Super-Deluxe Hotels

2gs|” - ohe

Kim, Yang-Hee - Ahn, Yoon-Young

Abstract

The purpose of this study is to examine the effect of SNS characteristics on
corporate credibility and purchase intentions. We selected 326 final wvalid sample
among super-deluxe hotel customers who have experience of using SNS operated by
super-deluxe hotel at least one more times. The results are summarized as follows.
First, we found that all SNS characteristics showed significantly positive
relationships with corporate credibility. Second, among the SNS characteristics, only
interactivity and information reliability showed significantly positive influences on
purchase intentions. Third, we found that corporate credibility mediated the the
relationship between SNS characteristics and purchase intentions. In other words, the
interactivity and information reliability of SNS characteristics can contribute to
increasing the purchase intentions for hotel products only when credibility is
warranted.

M0 : SNS EM(SNS Characteristics), TIH& = (Purchase Intention),
1Y M= (Corporate Credibility), SNS OIHIE(SNS Marketing)

x 0] =& Al 1AA] AlEdEgn 1%%5}% *—1"}5}1"4%’&9] A&ATF=2 2P A<
s (AIAADA TN T cdA37H G
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