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A Study on the Improvement of Auto Campsites and
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Kim, Joohan - Yim, Eun-Soon

Abstract

This study analyzed the importance and satisfaction of camping site selection
attributes using the IPA method of Matilla & James (1977) and Deng (2007),
targeting a sample of campers using auto camping sites and glamping sites located
in Goseong-gun. The purpose is to suggest improvement plans for auto camping sites
and glamping sites through theoretical comparisons and the results derived from
them. A total of 141 copies collected over 73 days were used in the study. As a
result of the IPA, in the case of auto camping sites, ‘community of public facilities
at camping sites” was classified in the second quadrant, which had a high level of
importance but low satisfaction, and "convenience of public facilities” in the case of
glamping sites was classified into the same quadrant in all IPA methods, indicating
that improvement was needed. appear. As a result of comparing the two IPAs, it
was found that the attributes were concentrated in the I and Il quadrants in the
IPA results of Martilla & James (1977). However, it was confirmed that this
concentration phenomenon was alleviated in Deng (2007)’s IPA. Nonetheless, it is
difficult to determine which one of the two IPA methods is suitable. Therefore, it can

be said that there is a possibility of error in analysis using only one IPA method.

Keyword: Autocamping, Glamping, Camper, Campingsite, IPA
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33 411 11 347 33 064 6004 -126
3 403 13 3% 30 0472 44T 34
35 403 14 349 31 0539 554 -102
[ 3% 4 381 3 0263 4088
[912 39 3 413 1 -0236  -2.320°
2913 414 1 401 2 0.121 1766
2914 398 2 38 4 0179 3052
*p<0B, T p<01, T p<001
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Martilla & James(1977) Deng(2007)
89 R3g  Zaw BEL )& 2o Ad Fa%
M =9 M 9 I-P t PCC
1 33 #HA 3.65 1 -0.308 -1.987 190
2 362 22 392 2 0308 -2.253" 348
Qo 3 369 20 392 3 -0.231 -1.586 =239
A 4 385 11 383 4 0.019 -0.127 -.086
N o 5 381 12 379 5 0.019 -0.211 =257
2%
6 358 27 333 6 0.25 1.37 353
7 373 18 325 7 0.481 3.194™ -.283
8 367 21 317 8 05 3.178" =172
Q012 9 396 8 3.87 9 0.0% 0.648 -130
L 10 39 10 392 10 -0.019 -0.26 032
11 4.1 3 377 11 0.327 2215 056
12 4.04 6 3.65 12 0.38% 2.502" =341
13 377 15 3.37 13 0.404 2.3719° -.006
Qol3: 14 415 2 3.65 14 05 3.074’:* 597
A7 15 402 7 363 15 0.38% 2.342° =124
87 9 16 41 4 398 16 0115 0.388 060
014 17 375 16 3N 17 -0.192 -1.721 209
*1‘;31 N 18 379 14 373 18 0.058 0 1%
19 392 9 37 19 0.212 0.955 -.267
20 381 13 392 20 -0.115 -0.83 419
21 408 5 388 21 0192 1.346 =237
22 417 1 379 22 0.38 2.422° 378
23 34 33 383 23 -0423 2434 =306
24 33 3D 381 24 -0462 -2.812" =277
25 35 30 388 25 -038% -29%6" 055
26 362 25 38 26 -0.231 -1.691 269
Qo 27 362 23 3 27 -0327 23717 053
ook 28 362 24 373 28 -0.115 -0.704 -404
gmw D 3B 1T 3729 0019 0505 -1%6
%j‘; : 30 36 26 37 30 -0.115 -0.846 -.007
=° 31 342 32 342 31 0 -0.244 102
32 35 31 325 32 0.25 1.493 344
33 34 X 352 33 0.019 0 198
A4 371 19 34 34 0.308 1.676 =307
35 35 29 348 35 0.019 0 -252
£2901 3.66 3 361 4 0.053 0.46
£212 393 2 3.89 1 0.038 0.279
£29I3 397 1 375 2 0.234 2527
f29l4 355 4 3.66 3 -0.112 -1.199
* <05, T p<o1, T p<001
Matilla & James(1977)¢] IPA A%} QEDAo] 74 z47zF [AHEH 137), TAF
B TN, MAREE 671, VAREE 9719 &4, 38849 A5 242 [AREW 137,
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1070, OARE® 770, MAREY 67, VARE® 12709] &4, 29373

Z¥zh TARES 117, H/‘Hi'— 670, MAREE 770, VARES 1170¢] 4] £
Aok LEAFE] A 'adT A1), 'adTe S2A8©), A48
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UERFTH< 1™ 2>, <3F 6> #FX).
<E 6> IPA A1} H|w
AR Martilla & James(1977)2] IPA Deng(2007)2] IPA
S EATY EEE) S EATY ELE

4,5 910,11, 16,17, 4,5,9,10, 11, 16,17, 2, 10, 11, 16, 17, 18, 2, 10, 11, 16, 17, 18,
18,19, 20, 21, 22, 29 18, 19, 20, 21, 22,29 20, 22, 25, 26, 27 20, 22, 25, 26, 27

(137} =) (137 &) (117} &= (117 &)
il 12, 13, 14, 15 12, 13, 14, 15 1,6 14, 31, 32, 33 1,6, 14, 31, 32, 33
A5 4N =) 4N =) 674 =) 674 =)
o 1,6 178 31, 1,6 178 31, 7,8, 12, 13, 7,8 12, 13,
449 32, 33 34, 35 32, 33 34, 35 15, 34, 35 15, 34, 35
v 970 &) 97 &) (TN &5) (TN &%)
v 2,3, 23 24, 2.3, 23 24, 3,459 19 21,23 3459 19 21, 23,
59 2, 26, 27, 28, 30 25, 26,27, 28,30 24,28, 29, 30 (117 24, 28, 29, 30 (110
° O =) 7] =) 3} 3}

BEA  LE BAVMEIA 598 999 58
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Selection attributes of historical and cultural tourism places in
China using IPA method

OETKI™ . Ol of™
LR - oY

Yang, Wen-Die - Ahn, Yoon-Young

Abstract

The purpose of this study is to analyze the importance and satisfaction of selection
attributes of historical and cultural attractions located in Jinan city, China. This
study adopted the conventional IPA model and the two revised IPA model to
increase the wvalidity of analysis. For the analysis of this study, we conducted an
online survey of 457 tourists who had wvisited historical and cultural attractions
located in Jinan city, Shandong province. Results of this study can be summarized as
follows. First, the most important attribute was safety equipment, and the most
satisfied attribute was the convenience of transportation. Second, according to the
results of the mean difference between importance and satisfaction, there are five
attributes with higher satisfaction compared to the expected importance, in order of
convenience of transportation, understanding commentator’s commentary, expression
of local characteristics, combination of historical/cultural buildings and surroundings,
overall educational value. For the attributes excluding this, there was no significant
difference or the mean wvalue of satisfaction that did not reach the importance was
reported. Third, as a result of comparing and analyzing the selection attributes

classified as common quadrants in all models through three IPA models, seven

To] mERe AFEysty dvietd HAE =S £ BaEtAe.
T oAEdsty gutdishY sl @3 gste vhAlebY, e-mail: yangwendie@naver.com
T(@AAA) AEdSn gt SR B3 H 9y W e-mail: koala@sejong.ackr
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attributes were classified in the first quadrant, five in the third quadrant, and one in
the fourth quadrant. However, there were no matching properties in the three IPA
models in the second quadrant. This study is meaningful in that Chinese tourists
visiting Jinan city, Shandong Province, a representative historical and cultural
tourist destination in China, comparing the combination of the importance and
satisfaction of the attributes they consider when selecting historical and cultural
tourist destinations using three IPA models. In addition, this study can be used as
a useful basic data for the development of historical and cultural tourist attractions
in Shandong Province in the future, given that it is the first study conducted using
the IPA technique for historical and cultural tourist attractions.

ZH0of: oA} 235} 2HAHK|(Historical and Cultural Tourism), MEHZAd(Selection attributes),
IPA(Importance - Performance Analysis), &=l IPA (Revised
Importance-Performance Analysis)

T3 AAS ASAR Al wet FFAES] o7t EE g vt S8t
o ol g 0#7} g5 73 A B3 Asshe 87 9 SH mE,
T3 AFe W Az AT ofd i AF A Aol rhHUTHES I ST
7, 2009). zr%v@} B (202200l w2 2010 oA 2019 Z COVID-19 F-3 3}
7] Z7HA, z-%«l 94 B FRE P23 Z7letgh HE 20199 TRE e
COVID-199] F&Fo= g B Aofe] wai ARE #go] g S5+ 7
& w9k ZoE A dusi A2 T30l 20229 6¢9 29U IR AR
of W2 2021 S5 S COVID-19 d&o] Aoz s457] A& & =
g £ 2% 92009 $1¢HeF 571 91129 e g 2} 4 f3Psid
2020 ohH] oF 31%7F S7k8tel COVID-19 & o]d #5919 51% FE7H
S5 ATHE T ESHHB, 2022). W15 @A COVID-19 F42 =4 & A,
o AT AR 22 A4 A7) ddeg T sUlHE Fos APHeR F
7k Aoz ZidEnh 53] 2020047k E3E ofw] S S WA B TF
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3. TLE-RIEE EA4(IPA)

IPAT Matilla & James(1977)7}F A52k AFY 2okl A A AAIS § 23,
&, 2% 2 Ad B thkst ZopoA] 2t Martilla & James(1977)9] &
Z IPA Bde o849 FaE FA ARE XF, A F9 9E=AYE) =
AL Adpe Yé‘?—oﬂ 443t wAR FAE ) GG $A40] %ilﬁ}b npo] wh}
Ad3E on|E Fojdith 153 PA 2d T A AR WE(ES o859 =& ¢
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Z% keep up the good work)2 A& fFAehes ggolal, A IAHEH(HES 8%
=& WEE, possible overkil)& ) £4& XS otk ZﬂI[IAFE—Eﬂ(B%%
859 e VL Jow priority) S A&9 FYoH Al V AHRH(ES 8%

2ro WS concentrate here) FE JfAo] Q3 OﬂQO]E}
54 IPA Rl £ 859 U5 119 Apolg 4A A5 F AN
AA ZAIA ZAF U] TRE} TERE ME 5PH0 8 ZH37)7) ofHrt
= ZoA 1Y 279 7FsAdo]l Atk Vavra, 1997; Deng, 2007). ©]2i3t A S
B3y 913 Vavra(1997)= KanoRd-g o83t +4% [PA 7|'HES AAISHAT
Vavra®l $3€ PA EZE o8t FAF Hrkek WA F 8 E(explicit
importance)& XF 0.2 47431 7t £4& AHA wiE ko tigh SAAFE =&
H AYE YAF F2=(mplicit importance) & &te] Y& 2 A ATH G-
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Stk ©do] o2 2 Deng(2007)2 H/d#EA (partial correlation analysis)<
23 A A 22 % (implicitly derived importance)E &-83l 3 H [PAE 37
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FA 05 vl aA=AYH ) olde] 299 05 ol dE Mg 67 B
AAT F F AFHOE F 367/ F=o] T 8 8902 FAHUL 8
2%e 08 <® >3} 2.

ook,
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1% o

<E 1> AAl 25} ZREX| MEHESMO| EiGHN 5 AR[E
g9l 2@ Cron
29 9 A4 23 AA | BB | (ayy | back’
= e sa
bl S A FHA A 0.808 0.700
o QAL S T2 Y 0.729 0.638 2.758
S WA F A& 0760 | 0.703 7662) | 087
Ak w7} 0.766 0.677
AxA AF AEF G 0.747 0.676
A 59171 0.671 0.590 403
AL AN} fEI} e BE A 0.744 0.655 (é' 4‘2‘4) 0.825
AqALH dE 0.687 0.567 :
glojokr] A 0.691 0.595
A} EalAge] H53) 0.750 0.677
A= 0.762 0.700
A g} B3 AzE F9H 34 23 0.751 0.694 52% 0.874
A B 73 0.742 0.672 ’
T§9 AE 0.735 0.675
AL FEI fA e thdA 0.794 0.766 5 108
v =4 AA7 e ug Ay 0.718 0.676 6107 | 0818
g&5 7HA 0.768 0.718 :
B AR AF 0.716 0.644
A golA 0.775 0.667
AN A 0.711 0.567 4398
HeA FANA 0.769 0.656 (12"023) 0.895
A A 0.663 0.637 :
A A 0.682 0.589
A7 A A 0.798 0.693
AgE 0.767 0.655
IR 0.744 0.650 2456
7 A A ZHk v g 0.708 0.627 (*9'661) 0.872
43 H& 0.780 0.684 7
F2 v & 0.795 0.697
Ao A% 0.797 0.741
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A H] 2 Ao Mgk U Y 0766 | 0668 (143'712;6) 0915
2 ddge v 0.806 0.712 '
29l s AU g9 o]s] 8ol 0.643 0.528
A9 s Ao A 0.695 0.620

BelFEe F9% 24, AASAE Kaiser B113VF e Varimax A7 54 o1
KMO: 0917, Bartlett's 4+ X 8607310 (df-666, p<.01), F3-4% 4 2-66.314%
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<E 2> YAl B3t 2K MEHSMo|| Chst SRE} SRR Zke| "Wt Ao AN
- )

AEA IPA € EJ

IPAI | IPAT

9 CEER A G
I P 33}o| zq =g

= =

M M I-P t p B PCC
oL g A A A 428 | 403 | 0246 | 4809 | 0.000%xx 0.225 0.137
J:L' ERTESE TR 408 | 394 | 0146 | 2.867 | 0.004 -0.087 | -0.068
:5 TSI e 422 | 403 | 0191 | 3539 | 0.000sx | -0.040 0.018
A @g7HA 401 | 414 | -0136 | -2270 | 0.024+ -0.068 | -0.040
A HE BH R4 426 | 413 | 0122 | 2116 | 0035+ 0.065 0.042
o ERE TP 414 | 402 | 0122 | 2191 | 0020+ 0.069 0.097
A} AN fuT f49 BE A 420 | 407 | 0136 | 2361 | 0019+ 0.046 0.058
A A A E 396 | 383 | 0127 | 2093 | 0.037 0.106 0.108
dglolofr] A 413 | 399 | 0141 | 2370 | 0018+ -0.056 | -0.089
oA} EaiAglel EE 422 | 406 | 0159 | 249 | 0013+ 0.052 0.007
1l A7 402 | 407 | -0.055 | -0.943 | 0346 0.171 0.145
G | o B8 AFE 20 849 2% | 404 | 418 | 0141 | -2.35 | 0019 -0112 | -0.110
A Ao} Bale xd 406 | 420 | -0.144 | -2527 | 0.012s 0.079 0.072
agel AE A 411 | 415 | -0.037 | -0.664 | 0507 0.052 0.052
] o} HE3} 19 A 426 | 422 | 0042 | 0961 | 0337 0.058 0.050
g A7 el ey 426 | 407 | 0191 | 3.965 | 0.000%sx 0.015 0.019
A dl&H 7% 420 | 418 | 0025 | 0475 | 063 -0.061 | -0.076
Wy Ane AT 425 | 405 | 0260 | 3816 | 0.000%xx 0.174 0.095
e o)y 418 | 439 | -0211 | -3770 | 0.000%xx | -0.049 | -0.036
b Wl 429 | 393 | 0362 | 6102 | 0.000%xx 0.015 0.005
9] FANR 428 | 398 | 0300 | 5512 | 0.000se | -0.102 | -0.047
A ERRE] 418 | 398 | 0201 | 3802 | 0.000sxx | -0.062 | -0.032
&9 AR 407 | 393 | 0136 | 2483 | 0013+ -0.049 | -0.020
N A A 433 | 407 | 0261 | 4600 | 0.000%xx 0.008 | -0.029
Ay 416 | 399 | 0169 | 3.000 | 0.003 -0.017 0.003
7 EES 402 | 389 | 0129 | 2392 | 0.017s -0.079 | -0.064
Al Zubn) & 400 | 396 | 0134 | 2363 | 0019+ 0.075 0.087
< PR 403 | 389 | 0136 | 2401 | 0017+ 0.081 0.050
FAn & 402 | 383 | 0194 | 3.021 | 0003+ 0.132 0.089
Asle] WA 426 | 413 | 0129 | 2674 | 0008+ 0.158 0.098
A A9l Ao A A 419 | 405 | 0146 | 2764 | 0.006% -0.025 | -0.060
ol A9 S Y= 421 | 407 | 0139 | 2630 | 0.009 -0.051 | -0.062
N EEER R ERE 430 | 409 | 0208 | 4111 | 0.000%s+ 0.057 0.065
e A9 A ge) T4 420 | 409 | 0112 | 2078 | 0038+ 0.036 0.073
A9 d2ugel oa 8ol 407 | 422 | -0.146 | -2.666 | 0.008+x 0.168 0.142
490 A olole] thopy 419 | 410 | 0092 | 1759 | 0079 -0076 | -0.034

1) I : Importance, P : Performance,

2) #exp<0.001, *+p<0.01, *p<0.06
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3) Vavra(1997)2] &= IPA
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Menu quality perceived by family restaurant customer
influencing switching intention via monetary value

EAT N =)
Y - ohRY-

Yang, Xuesong - Ahn,Yoon-Young

Abstract

The purpose of this study is to examine the influence of menu quality perceived by
family restaurant customer on switching intention via monetary value as a
mediating wvariable. Data were collected from customers who have a experience of
visiting family restaurant during COVID-19. The final valid 344 responses were put
into the statistical analysis. The result can be summarized as follows. First, family
restaurant customer’s perceived menu quality factors had a significantly positive
effect on monetary value. Second, taste/cleanliness/hygiene factor of menu quality had
a negative effect on switching intention. Third, in the influential relationship between
taste/cleanliness/hygiene factor of menu quality and switching intention, monetary
value plays a partial mediating variable role. These results implies that menu quality
of family restaurant is the key determinant of monetary value and switching
intention. Hence, if managers of family restaurant want to decrease customer’s
switching intention through the increase of monetary value, they have to provide the

high quality menu.

ZHof: UM AEZE (Family restaurant) , M =2 (menu quality) , 2MA
ZFX| (monetary value) , X&F 2| (switching intention)

* (AL Az AEdigha %‘?_EH o SRAFH G A, e-mail: yxs77@naver.com
s (WAL AlFdsty S wgus sdB3Edew Fﬂ-r e-mail: koala@sejong.ac.kr
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The Effect of OJT Satisfaction on Self-esteem and Customer
Orientation of Part-timer Employees at Fast Food Companies
- Focused on Pizza Restaurants

2O0At - wd”

Yun, Ye Ja - Chong, Yu-Kyeong

Abstract

The purpose of this study was to find out how satisfaction with OJT by restaurant
part-timers affects self-esteem and customer orientation. A theoretical review was
conducted on the effect of OJT on pride and customer orientation, and based on this,
research models and hypotheses were established, and questionnaires were developed.
The data collection was conducted online for 3-months using Google Docs to 400
part-timers working at P-company stores. A total of 317 copies(79.25%) of valid
samples were used for empirical analysis. The data were analyzed using SPSS 20.0,
the demographics of the sample were examined by frequency analysis, and the
validity and reliability of the measurement items were verified using factor analysis
and cronbach’s alpha value. In order to verify the research hypothesis, multiple
regression analysis was conducted on the relationship between OJT and pride and
customer orientation, and a simple regression analysis was conducted on the
influence of pride on customer orientation. As a result of this study, part-timer’s
OJT, which plays an important role in restaurant companies, can be applied as a
manpower management tool to improve job execution ability, and the importance of
part-timer’s OJT was emphasized once again to restaurant management companies or

franchise self-employed managers.

FHO : OUT(HZuFE2R), OJTUEE, ANYH HEE0|H, ASH, nAX[eY

T AEY e ekl A AGAF WMANEE, e-mail: cocopizza7@naver.com
(AR AEUgn saBgst oA 4G AF 24, e-mail: ykchong@sejong.ackr
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A Study on Developing Hospitality Service Quality
Measurement in Healthcare Industry
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Chung, Se Wook - Kim, Hong-bumm

Abstract

This study proposes adapting the measurement dimensions of the quality of
hospitality services to the measurement dimensions of the quality of healthcare
services. The methodology of this study was to examine the existing dimensions of
measuring the quality of services in the healthcare and hospitality industry. In view
of wvarious dimensions for measuring the quality of healthcare and hospitality
services, the 10 dimensions of the quality of service and the selected dimensions of
healthcare services were employed. The findings indicated that the Tangibility,
Reliability,  Responsiveness, =~ Competence, ~ Courtsey, — Assurance, — Security,
Communication, Accessibility, Understanding, and other dimensions of healthcare
were affected by new dimensions of healthcare. The results of this study are

considered useful in enhancing the quality and measurement of healthcare services.
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GE oM Wskshe dBAn2] Judds HAERE @A47A9 o=
ARl gele] wiste A8 Eokth 90doie] gool s AW A8s= A5t
A Aejeh 2 A2EE AFE FoE WEa vk, 201080 o] Aol M=
dpFolr FHHA g eyt 45Ho2 AFH ik T, BAMHIA
o FEAEAMY o= AL 2FHAL e s wHE F ok o " 4
TAEY] SBAu 2] e GO AL gkstal glow, Sgxuar) ©x] A
Y AR SREA g AW vhes BRHCE Afse MWLt agEa
A= S & F UtKSevert, 2008). ol AB7HEL FFF HIE AH|Le O
d T°, AeE, FEAIA ATHE £ ArlE B AES SAENA AlEst

% = .

Aol NES ER=r} HI Y& F53 a1
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™

o
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<HE 1> ZAMH|A Ho| M+

A A DERDESE D
WEEA(1993) B9 E=ARE R 84 Ay AEE 99 A 3A
olm] Al A @ oA (XS 3=
A XN8E 1—]61 HE 39z Ao
. AR A e WEHE HES AEsE0] Feks
713HH2005) AE AQu2za A8 2 A2ES on
e Aashe PM B e ek 2
o174+ (2011) dulz A z)E ia}-g]. Mdoz Ao
TZAZAY F o Fo|gRte] YA
2 aT Au2Els 9129 Wals AH

Fottler et al.  $AEE & O thgain], AW ARk A Aol Adoz Ise

(2010) Aoz} T HEAT HE A2 HTos Ho

Apg: ESAL(1993), AAEHH1998), A7IRHH005), ©AH2011), CIFFSH2017), EEHH2016),
39 (2016).

2178 3HH(1998)

o|FH4t (2017)

2. gEAMH|~ F4

FEE3H MRl F4 ol 20| obF FHEA &k 60dthell, B AMul s FAL
MYers(1969 of o3 Hxz HAHUY Fo FHow A P, a3, 24, A
£49& TPt Ao A e A e E ARE s, ol A8}
A% BE AI2FHE ou)o] £33 B 9 a7l AlgEHE M
Hlag2RE H5S 5 9l Ao a3E ovjsia %E‘r AL dand 52
A2 A% AH, AR, 314, ASE Aol fle= vttt riATe s,
AL B4 glo] AR, o, AAEA 9 «]EHHVE A e 5 Ae A

SJulste A%A4o] gk
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Dobedian(1982)-& 98¢ A 712 s FALA] MES AYslgon, 7)<
A F4, ti #AA F4, #AAR A SHAE o] AAEERET, o] AYdAx
o|F 7|&ARl SFHo] ZxHUeH, & T Ve Ay o5Q1Y AAH HiE
go] ZxH o] Zo= Ut
Vouri(1982)8] ool A= JEAHI2 AT & Yehue A4 93-S ovjste &3
4, 71es dvlste #e-7ed F4, 99 ALk B8 T A4 F3FY BEE YER
= B84, 22 Jartalel AAIAE dothe AHAHOE Fofsith

g dAI9t A= Parasuraman et al.(1988)9] =4 H7IRE 10714 244,
9N A FES ARESIAA, AR|29 YA £ Q] Tt Al FH o] 7Fsdt
A HATE o]F AEAMHIA FAE LH|AENA YR AR|A FAT 2E FEY
AT FA HIAE AR @AAE A HIA FH oA B AHAE
EEOE BT =700 Qe RS € F Aok £ 28 A87(2017)¢]
AT AFE Y YE7|AEL SHIAEY WSS a4 913 AJH| 29} HIQ1E A
H Qo] 53l F83F 8R0S At gloerng AW A5 & FY
o5 JfrEA ] AH|agto] opd AL A B B Fo| AMR|AE AE)e)
of AFslof & 7oz FA .

2> AEMHIA RS FHSK= 7Y 2| wsl

T4 84 BA AP AR AP
F8 Au2 oEMMI2 (Fg, g, ¢ 5) Hle)g Mul2 (A, 113, A B)
Au)2 AA 9 gel FAAZAD 32 S (4R
A (Medical Provider Centered) (Patient Experience Centered)
g Y- IR} RE 3z}
ol g fu) A (Disease) / AW X8 AR (Well-Being)/ 2H oy}
Had Ik T 973 Al AE F3 o8 A4
A o7 Al FA FEA] AMujz A T4

(P94, 49, 2 9 A1) (P94, A58, 1 9 AA)

,.4

A& AHRQ WEBSITE(2015), ZEi&(2016) #F8H5H2017), ¥Hd-&(dll 2] wT)(2019).
o)A (DBR(FoM 24 22 4))(2013), o1F4H2017), HAF4H2018), EEE1/H2016), £3]%4(2016).
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gko) ]E]-E Az Q19 Folu Q12el wet HE tE At e
7} 9/1% Bk =3 X5 9 F& Zdet AREo] vl AH|x
1_—1% g5o] wj¢- Eth o] AMFE QEAHIAY FHE AHF o

FF3hE FAS FAMOF aF, AHl2Y] A wgk A@A ol B Es|of gtk
et al.(1988) AFEAZFH FIARE AN BF AHES &

A

i md
r&ﬂ
°X.°l

424 TE MEglon, Aux 548 17 7| 57 <

A FF '}O] oz AAEIA o] Bdo] o Aju|2ol|A FHELstA AL
Hi e offZE A&FHoE EHUA 1 BAAS AWty wiEolgta &
HHE9-8 4, 1999). Parasuraman et al.(1985)9] 102+ 84E F3A, AFA,
373, 59, oo, Falg, A, orkaE, H2E, e gk oE Us
on, AFH AFE Fsto] 198RS 134, A=A, w3, S, 3749
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T 8e2 Ssank G @A) PANIE 1077 S8 571 ans
o B0l AT Stk <& 3>o AN WAAFEE A

m w N

I AFEE TFALAES A% AFEolth 3AREH eAns F
S, ) H-1E2] Ao A= Parasuraman et al.(1988)2] 103+ =& 53¢
of Hr} FAHLAE A8t om, Z4zte] A+ ug} H7FAHASY AFAPEE

Kol

3, Parasuraman et al.(1983)9] 103} 84+ &
QF AgEo] WAL, o)F S HE b ‘?} &
2, 0|5 FE3}4} v]=r2] [OM(Institute of Medicine)llA]
BEE FANSE W8-S RO R QEAH|29 oA 71A] 7&-04 E 3 (Six Quality
Aims)E AT 95 A Y 84 FERoFE A T4 MBA, ERA, &
4, AAG, ABPoR FEIATE GAA Ao ® A T4 Auls F4
SRS Axst vig 9v] de FHLAEN 8T lon, o8 IFEHFHS
A5t o8 9HQ Helg AuiAE B f857 FLET T
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B AGoA ZAEE AsAT T Myers(1969), Donabedian(1980), Vuori(1982),
Bopp(1990), Woodside(1991) IOMQ001)e] AFEo]l AAIZE 74 84S
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BCarmen(1990) ®Bopp(1990) @Reidenbach (1990) @Woodside (1991) @Babakus et
al.(1994) @0Scardina (1994) @Bower et al.(1994) @Dianne(1996) @Jun et al.(1998)
@IOM(2001) ®Kilbourne et al.(2004).

= d7e B4 ATE Foked Ad ATl gBMulze 3E AulidN
TR *F%EJ“ Ao} 2] e Arss EEshe H 1 540 o <&
>oA] BEAE A o] Bolo] & =4 A saudgE T4 =24 dx9)
o AT Aol PFIE W 2 £l F A0 B, JrAMs FL
& W94 gelshe Hels 2 e sk

4. Z2uEEE MEls 22 S

Fa)delE) Aol 1 UE HE ARle 54 Ajlolga & 4 ot 5
W9 ABIE A4 ALEE §2IH SE BF YD glovh 44 2
INE A, AR 8, ANE, AVAAE 5o A Aol $RHE £
40 A1o]] dEoIch ole] B8 Aul: FAe B A A AHIAE 1T
She £ A ATk s, Auls FAY 54 A7E Tl ABAolx B
238 97} 712 BEolol ABF £94L T & UL A0 DU, AA) 59
QANE Al FAE ) PHoR AATas, 1A AF, TR 34 BT
] B @%o] 919_  ZAZke) Ak Al o] BEG o B853 Yk

Az} A7} wjS- %—go}u}z FAT} 28RS AH| 20 bigt WXIQ} T3
Q ds T3 F2 °’*H% Agshe 540] e, ols 2 Aul~ 4 9
el 43 92 gtk =, 39 avAkEe) Hls FA9] ke 1
A7} oS- A on, iﬂgao]uq, B EE 94 l~rr7} A}*fﬂ SRFH F8
2AE7A w BAo] A, 2010).
HAFIN2018)9] & APl F HAdoA Bl 5dl Hﬂlé F4o) oA
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5 W T 7EE Rtk o3 FRES 8 M«l HEEE N E
A AT FAMIE Fokd F gk TERIelN 2R o] Auls F49
S S22 dYH= A £ dugAdAe &4 B3

omr)Be AUz A FHLL F AR, AU, dOhY A4 So| $4L 2
A3 B 2 4Be oy, seIAE Hug A4, 297 dE Qe 94



AH| 29 A Fo] F4& AAske H & 9 st Aok 957
HZAE o)Al A FEE Aoy MulaE H
FE Addstae B2 FEA %’%X% HolW, Ao
PRO(Patient Relation Officer) 5] T84 AMH|A~E 28314
3 B o] Sy g2 3 FA 4 FHLAE Jol e}
Vs AoE AoEo] <& >4 AEE S Btk o] 74A AHIAe AlE F
sH7} BdoA AFEHE FEAHLE At F, AL, ASE, 1A 0A], 7]
B} AH]2Z AAEFR o, ol AA FE JA A ARREE 712A AH|AE A
& A olth

=

ofo

<E 4 Y U ol2MHlA BN 7yt SAK

o4 BT 9 A 54
D oo ER:
A % @ A=Y A Aoks- @ A=/ Ao}
EEROE SX-1E RIS § 5% 2 300y
@ AF 2= Pl WA A 5) | @ 2AZ vl 9
D ARG, o, B ) | D A8 AR, ok 334 5
@ 2ol WA T I A | @ Adel Wl sy i
24 | O oE AT 3 BE AR | O e AT (RN
© g A e @ AN =8 WuE AT
© eja A 34 CREERNE S
D WA A AT @A Al § | g -
R D A
SEE N Sk S 2 %ﬁﬂl%l 45 9 A
@ _%'_Ei—j}z_o ® #4d Ag
Dy ey O 39695 4n A3
I @ g ez Az 2V s
@ AEA= 5 $HY o) @71 A A
@ wolul/ el Anx O Zoldl/ el Au)x
@ =g A @ A=2) Al
Gz e ® AF 29
@ ¥y @ 2opa
AF: Lewis(1984), Osen(1992) ZA AN 2019) ZEN A (2016), 1Hd-2(H L T))(2019),

E2°

o] (DBR( Eo}ﬂlzlfl (2013), HAF4H2018), EE215H2016), £3]F(2016).
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A AR FABTE ARE A SHALA itk

XY

2WH A2 AFFO A AREE AL Qe AHI A F4 7R R B9 7l AFE St
ol Edg 7Hes 2 AEE BRI

=4, S29deE AdolA AR AREIL e 8L B HEd At B A

TE 3l ol EUE F4 WHAEE R

AR, A2A ] G A AREEIL e LA 2 Hed #e Fd A+ 2 7

akal, A oo A AREE L 1A 9 g =

=3t

A A2 d2Ao] AMulA FA HrEA|E(Healthcare Service Measurement

Index)& 5 2 AASL

<TJ2l 1>
Aul A FASZA Ax s 2~ d " E] A2 A2A o] AMuj2
(ARl F47F 10244) (F2 &4 4 3n) (F¥4 £4 4 4%)

4

Healthcare Service
Measurement Index (HSMI)

F)-9] Aol L sosldE Auls B4 24 Pkl HBAT
A 2430} TR B az—g— £&3 o 2 Bo] o, olo] g57)eo]
A Mg FA PAAA0 24 E7E B8 dAoln, 399 7oL 24

=75 A8 dAeltt 53], Mula 2 H7E 10744 A} FAeas 283t
= Ao ¥ Aol Adsigar Ao AHgsHA Hith

B A7E Jds7] fsto] u-9)e] #d 2AE AN-E24-EF- =29 YHe
ok LA, £, RS EEdith £39 g wul-9] A8 3 B EoF

SR, o= Al, 204 T2 &8 AdHU A9 A5 F2(Google),
AlEstal SR, g&sgKr A2 AR E(DBpia, RISS, ScienceON), %3] &=
A, e =7 AN ARIE T8 ARt £3S AN mekA, & dTe
s2udE AHEY #2458 WEY A 78R 34 HEE Ao
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S I TS QI A 2 S e
3l

1 AEls F4 HE 24

Al AuEdAAN 7P tisFeE AREL e 233 Ase
SERVQUALe]™, &4z} 7]t} Q121e] BAX] AFE ol Anl2= A 33 4
e & TS Ulil Aok 2y Carman(1990) 789 B3¢ An|2&
Aedte AT A1, dutste] /& FAHCE A7k 53], a6 57|
o] 384 AMujze] 5HE 71 GAIA SERVQUAL £ Al, dutsle] oF
5 W3 Bt (Eks b, 2006).

<E 5 Mb|a E3 &= T
T ¥ Au 2 AL AF 4 9| 33 5
- HANAE FF
S8 | e e, ass | A BebE Al | - peEe eaE
(Tangibliy) | S AR A% | gnong us peie | - ATV EH dvel 2ot
& onlals 444 8.4 aea B s E
AHelee] 88 QL
- @ A4 ojgx
- oJz-sd A4 B olvlA
- Az Al that 419
- ok A7 g5
. @ 5 - oAlaB o] A4
SR sty RN iy RV SR  ER T
(Reliability) 2AAS S A S g = %Iig A =1 /oS-
H1g 2 B SRl Aoy
- A8 obdel Ba A3
Rlacee! 4 < 9] NeedsS A1&3HA) - aAg woels g9 Ee
: 599, 92g 5ol 324e] Neads® AW oo | - 32 EAES 919 B
(Hespogpivens | “aafel apvl = A e Ay |- R
] ~ A0 oe A8A
54 599, 9189 59 ity [ T e T ek e S
NHAg HFSE sHel A=
e 5a9 el S 3 A ARA R | A A g A s
(Courtsey) | ZIEARl AHI Y AR ke o | © Ao ae may T RS A
R E 2 M A D P O E e e o
(Asswance) | 5 i Aegel wdely | Fesd@u Al
oha 599, 4¢E9 59 Hu|sg W a7 - AL S8l e o A
g ] Al Aol 193} o 2ol - AU Aol th 2131
Gecurity) | oz gl @zdo] ag) | <Ak GIE AEE odRlsE | - AekA BANEL A%




90 FRAAFAAAT / A4 AlE
S RA SAA | o Anlzg AFeHE FHe) A
A5 |
R = 3] SlelE At Lue
399, AgRd (% 5 . 3o
ek | Smel elor e | el ;'°“ e b = A I v i T
(Communication) ﬁ_‘:% =) . Q]u];]_‘_‘:_ “ s o= %01 AT 4w =
et e A - sl ASluE Aol Mg A=
298 Hend NS FiEpn e
229 | O= Al A e 2odel | - 2o Shed sig Hee)
(Am0531b111ty) FslolA, vg 42 5) H2gol4 i;{o];{]g‘ IT Aze] Sol
A Al A4 S0 A2 g0l
o Ao - 499 194 Qe HE
ane) | ZEAEE 279 gJgo] Holu B SR
ga ol | U5 g lgols 4xs - el A el A
(Understanding) | gl xjuf2g) ek 8k LSRR e
- . 2 o w3191 o o
ey | e RFRIRGIEEE | - aad e g ge
(effectiveness) H]_'E_%] %— Ei% Oé% ‘/1\" 9,)\“\‘:‘7]":’1 EH?J‘ _ /—_(17;;]?} HH]—}—\— Zﬂ%'—-% %?} E-\l}
= . e | - AES 284
N6 3 | gaqw asde g | 20404 2049 e | ij%q e g
H xOET aLg o] = =3 = =
qurchrieal | Az ulzd & Arae A He 3 kel e e 4l

9 2 W] g

584 Hjo] 4k 3 3 i _n 3 Zola= Lt
effcency) | Al A1 *E‘la}lai” A - é““}é% s ey
- g A4
- HHI* Zil*cl Lﬁ‘ U Hx
o8/ 7% Aol A A FEE C RS die We
W3 (Caring) | o5/ 99 S I g e | - 2R TRy
& E:“o\:] QoA 01] /\l\_ ‘\'_Z'“aﬂ = E“_._
4 & - Asle gn A4 P
- A& BAN RS 9B
MU =g AFse 589 A=
AU 2 AFATHA] 2L EHE
t7] Azbel 234
83349 AH] 2 AF W 2u]A) - ABHE Aulze] yigo]
58 wE Apl2g ue 42 Qe 29 Sl <5} vlwate] Aol gl
(Equitable) PN AR 22079 A
- %]%OI] Ao|A Aol gl=rte)
prgx% ,-q]:r. RS x«]u]/\ﬂ. %ﬁoi - ;]E%A%%zﬁgz} z-“%%}é
(legitimacy) & Al AAgoll B 0% | - o8k AJA So] Awsp
- o83k A8 Fo| HYgP
- 479 Ar 5% Amel
= E‘ 7 o _ [s) E Al S Z E < Z E 3]
oty | S/ w20y w2 g | AR IE A - s 3 A0
989, AxA] g/ - A4/ AR/HLY/ A2 ok F
Hole g AHAEO] §RH, AHo= WEY BHE] e 34
oA (Safe) | 399, AeEd AU IZE ATE | - 2ol Bk diw 8
B3l T Azo g 84 AFste e = =

AN (Timely)

HE Auzg

AZA ool ols) AT
bl Askg A U] Ae)
Fsd Azl U ox

“ok AT F4

B B ERIREYS
A3

S A A A

- Al FANRE 99

MR A A Fele TEe A%

8 34

AZA A5 o)gaH 27}

“AREE S RANZTE B
Asjo] e AgH N

A=, AxA oY/ Bl ol o] oyt - S EA| 20 AFo] A
(Patient Ccntcr p ohd $kA} 939 o)y Au| A o 1
od Mo Aoz o BEEPNRE
AT AFol HENN?
&E B o oA EHO] iSOz - a7 S EA4%E HE
294 | SRR s Aol syl | - el AE B e
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S " HEE AT w80 A%
e Al e A 49 3E haE A
T ok A e AE
o) W] side)/ VIP A9 EE
59 4 e ek A4
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