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ABSTRACT

The Effect of Hospital Service Quality on the Intention to Visit:
Mediation Effect of Hospital Brand Image

Park Sun-Young
Advisor: prof. Choi Seong-Woo, MD., Ph.D.
Department of Health science

Graduate School of Chosun University

Today, the function and role of hospital organizations are getting more and more
important, and they are continuously increasing. However in these days, lots of
researchers expect to organize a variety of brand images for hospital organizations
through various activities arranged by the organizations. Thus, this study will
demonstrate the service quality and image of hospital brand may affect the trust
and use intention. In addition, those factors to build the brand image are shown
through usefulness, efficiency, affect, dynamism, typicality of the hospital image. In
prior researches, trust was suggested as a dimension but this study separated trust
with three-dimension: social benevolence, expertise, and integrity. Moreover, we
tried to find how the trust are built with the image.

According to this study, first, process quality positively influenced on the hospital
image(usefulness, efficiency, affect, dynamism, typicality). Second, usefulness image
and dynamism image affect social benevolence trust. Third, efficiency image affects
expertise trust and integrity trust. Lastly, this study also shows that expertise trust
and integrity trust formed are the only mediating effects for building images of

efficiency and for affecting use intention to the hospital.

Key words: Service Quality, Brand Image, Trust, Use Intention
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stal Qlth(Dagger and Sweeney, 2006). ©|#|3F AR B#EStH  Collier &
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7Ha 2: Y Anjx9] AFEEAL Y9 (H2a) 84 ¢)u|A|, (H2b)EEA 9]
%], (H2)Y9EA °lvA, H2d)FFE olv]A|, H2e)ZHFA olu|A 4
A+ 9FES v Aol

7Ha 3: B ARl=e] 83 SRFFALS B9 H3a)#8&A4 o|vA, (H3b)E

€4 °uX], H30)¥EA ©°lvA, H3A)FIFY olu]x|, (H3e)AFA
olu|Ro] H(+) FFES ulF Heolth
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2. 34 BYE o|uX|7t AFd vA= FF

7Ha 4: HY9 f84(usefulness) U A= (HAHAE] ZoJA AlF o] H(+)Y
FFS vF Aot

744 5. B9l FE&A(efficiency) ©)WAE= (H5a)AEA 41, (H5b)HAA
A8 H+)Y ¥FE 9F ol

7H 6: MY o4 (dynamism) °|F|A = HO)XEA AFd B(+)e VT
< 1@ Aot

7V 7: LY FFY(affect) oIMIAE H7)AFAAE A AHY IFE 72
Aot

7Hd 8: Ao AF A (affect) o|P|AI= (H8a)ALE] ZojA AlF, (H8b)HER A
ol A(+)9 ¥F<= 7A Ao

_12_



3. ol tigt AH7F 17 o] FAtel WA= IF

HAE A7 A7Agta & 4 & Aaker(1996)= HUME z4hs TS M=
= MEIE AASFS AL, Fournier(1998)« HME= #A S A&
AARstes Ao stuEA ARE ZsAT volrt, BAlE Ajtoluy #A e A
< 8T BRo] et &nAke] by Fajore] AR dFe mAE Ao
2 d4HA AT A A=, 2002; Park and Kim, 2001). d¥HH 02 A4

=4 el diste] =S FAsHE, o83 e g ool tg A
Brtel dsor AR Hol® F Uth(Kramer, 1999). °l2lg olfE=
(affect transfer)®} FAFEE ZH&o] Uyl wjEolvr(As ek %S, 2010;
Johnson and Graysonb, 2005). &3], ThaFgt thQte] EAstar Fujdsdo] Higsh
A, olEd AEE dwdd F Ae GAEA AFTE ARREH, AvAE AF
st Z1gel dujste AFS AE Al @t (McKnight, Choudhury, and Kacmar,
2002). frAFgE ®Meto = Maclntosh and Lockshin(1997)2 wijZbell thdk 174 9] Alg]
7 nAe] BEEAC AF R FS vAvdes AFdE Bisinh wEkA W
doll thet A=s HY ol&atell gAl £ Aoz didste] ta3 & /A
<= AAsAT

rr

o)

A o A8 B AFE HYTA &Ml FH)e FFEL MA ol
o},

7Hd 10: AEAQ A= H10)LA o] &oJAtel B+ FFe v Aotk

74 11: A AZE HI)LA o] &Atel B+ FFE v Aotk
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B. 47U

= ez dES AAEAH. o & EA4Y $EA 29e AT
il

SHASR slalT Aol Fa AUSHEAL olgAA AV A AA A
2~ A S, 99 olnA, Yol @ A, 18
54 27E Axe A8 Stk Adishage] A
e Wa AL B Arow HyTAL

=
and Johnston(2001) 3%} Gronroos(1988)2] A& HlI®O = Al 71A 3%
3}

kl
[ K
&
o
oo
o
>
2
2
d
4

< Hgos
54 97E #H=s ggstgon, A7F AL Rust and Oliver(1994)2] d75 E0)
2 A A Bge ugo 54 AL HE2 23890 121 295 84

=
2 =S Al 7 £@3e MR 5 YAE A== 74T (Bitner, 1992). T

AHQ 2AFEE ¥ 13 2.

R SHA=T FuEd
°

Brady and Cronin
j 2(_]%:_]?} 7 2t Jr(2001),
le]

[
=4 T oA 5 . Driver and
pro3. ATH3} 29 Al gAL ") A Johnston(2001),

3
A3 ARANL z+3=71 9tk A z+sio) Gronroos(1988)

A3 outl. Atlgh el HYn= A A3ty A ZgE Rust and

=2 o}, Oliver(1994)




out2. AtEgH e Mssddo] It Az
out3. At AL g AH|2 A tfal] =

2] A ATk A3
. env2. AtHE S HAA HuE zkF3 o
34 Bitner (1992)

= % a1 A7+
w3 env3. ATIEIH 2] o]& FAdo] AAsIT A

73t

¥l o]uA = Michel and Rieuniel(2012)°] AAIS TR 7FA] L& H
1A Wegtow st on, f840 taliAe 4712 &3S, &4, 954, 3
&Y, Ao dafiAes 5714 3 HtRCE A7 54 YAE AR SAHEG

TH(Michel and Rieuniel, 2012). A& SAHIELS % 29} 2}

d

Rl [e]
gy AT HuEd
utl. AtEH A I57F Q3 o B2 71d9
g st = A 2o
ut2. AL A585S o] Qo] W
484 A Z-ELE]_. ] Michel and
utd. Al dE 359 525 F7= A 2 Rieuniel (2012)
o}
utd. ASTH Y-S 98 ALF 9 M-S 98l E¢
2 ojt},
efl. AUIEHYL 885 S g840F £33}
£ 2 en
ef2. AL B FS AAZH o E F335
. = A 2. Michel and
E%/g = o] O = = le) L
ef3. AEHQH:ETJE‘ Ltgsl'ﬂ] ‘E‘Og 5]1 9}]\'1:‘ 7}-1 Rieuniel (2012)
2t

efd, AU L A& AAZHORE Y3t
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dyl. AP Y2 As|iste] AH-&3ta = A

dy2. AtigIde djdez g3t e A

%LE}'_ _ Michel and
AEH  dys ATiSHEAe ®aH A B e
dyd. ATiEhg e s x2o) wsts Fs Rieuniel (2012)
= 2 20
dy5. AL AAle] FEiopld T
s st A= A 2o
inl. At UL 57ko] 7k Weo|th
in2. ATt ofE 2 o|x=FolAl 7H7telel
= A o
in3. AUSIEAL BAFSolA AANORE b
_ Michel and
3 3] A Py,
ind. ATISHI UL AuEs Fo o} WAG A Rieuniel (2012)
2t
in5. Atist e SASA e st e
2 2
yl AUSHERe AGAs e tEAd 3Ad
7 2
ty2. Athst 2 A HAtglol A HAE2Q B
2 2o Michel and
AW e AUSEYS B ARSe QAT W
Rieuniel (2012)
dd A 2o
tyd. obF w Atishg 9ol A WoeTh
tys. Athehg e tistgde F2 BRIV A

of HE AEE 1A Ao TR ZHGOH, A A A
A9 zo4, AEA, AR tle) 27t 4-57) EFe wEow 54 YAE Hx

2 ZAs U thPark et al, 2014). A A S FEL oy F 33 2t}



2

%;g'-\i‘hol‘ ;j]-j—'-xi‘:_
benl. ATIEHRAE F2] A9 HAE 99 &
Qalx glhn wed,
ben2. ATHEIH YL L ALF o oL Y& 3}
i‘Q]/S] =7 o) -7 1??]__15
g M“:t;j o] o Eo}. 5 = o Park et al.(2014)
N ben3. ATIEIHY L ogA3E T AgEA A
& IES BED Ut Vg
bend. AT AL LS BHEy] & F
Ae@ Bl 5 ey B
honl. ATIEI LS 4ddE yYE&s ALt
UE
2 2 A hon2. At o] FALEe] ZHsitty U=
B o Park et al.(2014)

=
i
oX,

2

u

Fch

A& 9Tl AAX A park et al(2014)

e 2
Mg Hold wsh$E AL gtk

expd. AtSHHA L BAdS I UolA A
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Bahich

(Cornin and Taylor, 1992).

™
sl

e

el
il
fuzel

X
_Z__v

,.mo

—~
;.OO

Ry

doll 7HI

]:g—r

inl.

oz 3HE Aot}

=

N
o)
Mo
o
o

and

A} Cornin

=

.

o}

1

.

787 AR, b

#H=olA Atist

%

Ry

Aol 7HA

]:g—r

in2.

°ol&

Taylor (1992)

ot

;oa

oF

el
o
o

)

Ry

Aol 7}

7 A=A 6

in3.
2 Y

L

1

kel
pul

A A

SPSS 19.00

o
=

&3
o]

2l

0
) —I

7e Z2H=AE

}ed Cronbach’s alpha#ko]

)

= A

o

RS

YA

%, LISREL 8.30

1

9
pil

BAe AN

—
o

il

_18_



A A9 A8 H BEA4 AF

B Aol A e SAFES i A=A

gL ?l
st A gliEAM 3 A28} (Cronbach’s alpha)#ts &1t &
1

o
oL
N

o

N
ox,

QRAEA A3, QJAAAA7F BF 602 HolAa U= AS FAsHa, 7
MAEe] FEns &3 AEAST7F Nunnally & Bernstein(1994)°] A Ag 7] &<
705 9oAAI e ALE YehH(EYRH SFFE A9), W dido] grE
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7
pugl

p

"
=

!

2

2~ FZ o

2 A

k

v 1

‘.mo
cin

.760
831
.855

prol

.824

pro2

v
H

fvee]

X

ﬂ”

pro3

w3 A

o

912
.736
690

out2
out3

AdFA

w3 A

o

.683

860
850

envl
env3

Him
ﬁO
)
R

all

817
678
614
844
617
526
586
.809
775

utl
ut2
ut3
efl
ef3
ef5

w3 A

o

.755

dyl
dy3
dy4

2, 5 E3 2HA]

.785

833
734
.864
824
.766

in3
in4

tyl

4, 59 F3& 2HA

.885

ty2

ty3

2z

1=
w4

el Alzlol e S a9l

796
.855
.765
.749
847
.835
575
.765
.709
.759
843
814

benl

ben2
ben3

ALBl ZolA AlE

exp2

, 5 &3 AHA

L

.904

exp3

</
7o
ale

e

X

exp4
honl

w3 A

o

.828

hon3

n_mo

—

vee]

hon4
inl

.890

in2

a7 o) g At

in3
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22T

}o] LISREL

)

o

o

o gk

AR ol
.000), GFI=.840, AGFI=791, NFI=.857, NNFI=.926, CFI=.940, RMR=052Z A% =7}

Fdom, A

°]-83%

=
=

AA=

df=429(p

—
fite)

A
el

)

o
o

feel

jus

N
2

o)
K

feel

X

i

+
2

™

——
o

feel
_Z__v

]
N

feel

X

i

+
2

o}
+
C
_ZE

ﬂu‘_

—_

__OL

(p<.05) A7} YEY

g
3o

(t-value)o] SAHCE FojH|

21 7

A hH(Bagozzi and Yi, 1988).

& #7429 tzho] 2uT} 2

2=
T

]

TEH
+

o

=
M
mo
_Z_ I

and Larcker, 1981).
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LR FE5eF Qe t-value MEF =
57 20 12.82*
RZEA 68 13 14.98* 728
57 35 10.70*
- 52 33 10.23*
e 64 13 13.76* 7o
. - 60 32 8.48*
=23 354 9 e 03¢ 640
49 31 10.21*
&4 omA 58 19 12.92* 670
51 28 10.69*
58 26 12.19*
&4 omA 58 24 12.48* 706
69 27 13.37*
54 25 11.43*
454 olHA 60 2 12.54* 684
57 32 10.91*
] 58 27 11.32¢
BFH lmA 62 27 11.73* 689
87 28 14.83*
434 oln|A 82 21 15.40% 763
72 25 14.05*
66 17 14.21*
A3 394 Al 67 2 13.53* 726
53 31 10.67*
76 12 16.72*
A& A1 76 20 15.26* 818
69 21 14.47*
61 26 12.55*
A28 41E 62 26 12.80% 718
68 23 13.72*
76 2 14.71*
o] 8T (T E) 77 21 14.92 778
8 24 15.02*
A% X=650.31, df=429(p=.000), GFI=.840, AGFI=791,
NFI=.857, NNFI=.926, CFI=.940, RMR=.052
* FAAE ZF p<0019 A #93
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Aol

1
.

1o} 435t

ox

7
w

fvze]
N
BE

Y E (O matrix) = &

bl 2 ghol 17

S

2 3884 3

10

A

o=

1

kel
pul

7} UEhol

]

el
B
Bl

[~
0

R

_L
fife)
;OE
b

H= A4t

A3} 06~.68FA “17<

o
pjJ

i

o7
o

™
)

R

Frelg wfol 7}

+

|(squared correlation) BT} 7 oF

=
°

2

ﬂu‘_

g

= Fornell & Larcker(1981)9]

i

kel
pal

+o]

S

TEAFZZ(AVE)C]l B IA 43

ﬁo

il

i
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(® matrix)

o

28
43
.06
.53
32
38
38
32
.50
732

39
14
10
56
59
40
616
81
(03)

31
47
1
51
60
38
3
754
83
(03)
71
(04)

(05)
67
(05)
57
(05)

810

26
11
38
43
64

(.05)
72

(04)
67

(.05)
62

(.05)

20
51
62
(06)
62
(06)
62
(.06)
74
(05)
62
(.06)

25
17
50
59
552
66
(.05)
7
(04)
65
(.05)
64
(.05)
57
(06)

_24_

14
77
(04)
Yol
(.05)
66
(.05)
78
(04)
77
(04)
7
(04)

597

47
59
27
515
86
(04)
71
(.05)
67
(.05)
7
(.05)
72
(04)
75
(.05)
67
(.05)

12
1
52

(07)
38

(08)
Y]

(08)
34

(08)
29

(08)
37

(07)
32

(08)
25

(08)

516
3 #2152 (squared correlation)) 4.

50
37
(08)
77
(05)
81
(04)
59
(06)
59
(06)
53
(06)
69
(05)
38
(05)
66
(05)

71
(.05)
35
(08)
69
(.05)
66
(054)
50
(.06)
51
(06)
48
(.06)
56
(.05)
63
(.05)
53
(.06)

(A)
AsEA

24

#()

(B)

h=

=
A8 5.1

HHFA
21Z)(K)
o] -2 AHL)

ﬁo O—H ~ _E




B. ZA T AAS] AT - A3 S 54

AE Fojzte] AHEEE 204 o] 4F~304 mRto] 737, 304 ©]4~404] wwlo]
16, 404 01%~50Aﬂ nlgko] 569, 504 ©]’d~60A4] mIRto] 547, 60A] ©o]/d2 99
o2 Yeygth o5 ¥ HF 7HTAEL 1009+ mRke] 96%, 1009HY ]
24~2000H wgko] 4.3%, 2009 ©]A3~300%HYd mEko]l 19.7%, 3007+ ©]’F~400
T )R] 26.9%, 4009HYE 0] d~500RFY S 15.4%, 5005HY ©]/dS 183% =2 LIE}
WTHREY]) 58%). SHAE AJEEIEE o] 341%, &FUol 4.3%, SAMUO]
16.8%, AE=2 0] 13.0%, DAFH7} 21.2%, 71EF 10.6% = YEFGTH 183 o] &
gxte] AR E e o] 1.9%, =7 U®o] 11.5%, 25°] 30.8%, BHlnF
F5°l 303%, m-¢ 7ol 245% = UEFSTHE 8).

= 8. AT LNy

LIRS = ™ H| &

3 4 89 42.8%
o 119 57.2%

Siks! 20A4] ©]7¢~304] vk 73 35.1%
3041 ©]’¢~404] vk 16 7.69%

404 ©]4~50A] w]Rk 56 26.92%

5041 ©]’¢~604] vk 54 25.96%

604 ©] 9 4.32%

4 745 1009w gk 20 9.6%
1009 o] /d~2007+H wwk 9 4.3%

2009 o] ~3007HY w Wk 41 19.7%

3009HY o] /d~4007HY w Wk 56 26.9%

4009H ©]4~500%H 32 15.4%

500%H ©o] 38 18.3%

n| 7] 12 5.8%

2 sHAY 71 34.1%
T 9 43

3 AL 35 16.8%

A4 27 13.0%

A+ 44 21.2%

7)€} 22 10.6%
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= GFI(.822), AGFI(740), NFI(837), NNFI(917), CFI(927), RMR(.049),
RMSEA(.053)9] 4% ARE A 99 vty tiA2 838 %d 5= 1
E} 5t Th(fair fit; Marsh and Hau, 1996).

2. A7 AA

AA, Bl Myl FAo Al 7R AL T A FAC] B onA FAgo|
e A2 23, 3 Az AAFE L a)fr8A4 oFA, byEE&A olrH,
s olmA, d)FEFH oA, e)F&FAY olnA FolA JFA olw| At F
(o FEFS PIA= AoE Yyt ol2gt A= B AFTHEolA A 53 A3
b= Rithel Axz & 4 vk wepA MY Anze] FAFFEL HA a)fd&
d olm A, b)E&A olnA, o)FFA olvA, )FFH oA, e HIBA oln A
AH)Y dFe U]Z ZAolgte= <2 1a>, <7F2 1b>, <7F2 1c>, <72 1d>, <7}

L R R R ELH] d&e PAA Fee FAT F AT
w3, B Anlze 2HRFAL a)fr84 olvA, b)EEA ovA, o)9F4d ]
A, d)FEFH olmA, )P olv A RFo] FAHARJ FFE A= Aow

s AA9e @ - wm e ﬁw WY BAs olum 9230 el
Agst o 2Nzl @ A3t 2o WA Bele] Aux BF 8
nA Gl ule Fas 2909e AT gk

aga g Aulze 284 R4 FEL a)fr84 olvA

=
m-
o
ox,
o
=)
A
a



= Uehgth old@ At i AwE Py Aulze] FHEAS vpEstA 2 Y
9 Bao] Aulzzh opd AvEzrel AAA, AN A e Y addse
FEARG S dlaEee] Aus EAas g WY onAE e

& FEFe mAA des uiith mebA Wl Anze] S22 BAFX

oot

_I_4
=

rLFlFHJ

flo

1o ofy

&4 olvA, s olnA, d)IFH O]H]Xl, e)

>

a) &4 °l"A], b)A
olm Ao AH(+)e] FFS WA ZAolgt= <7HH 3a>, <72 3b>, <7HE 3¢,

<IHd 3d>, <7HH Be>v EF 71 EAT(E 9).

ot o :iO
re
Lo

oX,

9. ARl FAAC] B ouxd mAEs MMEAE E3

718 A= A t 7k 7Ha A A
a) g F2 - &4 -.26 -1.49 X
b)#AF2 — &84 -.37 -1.64 X
H1 oAHFZ - 954 -49 242 X
d)#gF4 — Y -14 -0.81 X
e)HgF2 — ¥4 -32 -1.87 X
a)d &2 - &4 1.06 4.01 ¢)
b)Ad #& 4 — 8284 1.25 2.83 ¢)
H2 o)2d¥4F2 - 954 1.13 4.68 ¢)
d)AHF4H — g 92 4.06 @)
e)d#F4 — ¥4 95 498" o)
a)Edd dHEFE > F84 15 1.41 X
b)=2l4 d4Fd - T&4 .00 0.00 X
H3 o= dFFH — o454 12 1.08 X
d=24 SAFE - &Y 11 1.03 X
e)edld SHAFHE — 1FA 06 0.59 X

O g Be BAEe] oAl 7hH olmAz} Mol A ojme 2y
G vAEAE BASAT 1 A%, 49 BAE onA FolA f84 of
A7} ALE Bold AFe] FAA FFe WAE Ao JERTHb=56, t=4.15,
p<.001). Wetd Wele] 84 (usefulness) oFIA7h AFEl Eol4 Aol H(+)
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of
oSt
o
ash
o
©
r
A
N
A
X
S
v
l
offt
Z«
(0]
fru
R
R
filo
e
N
¥o,
3Q
= 4
[
Ac)
R
ok,

&% olmx

12
offt
oX,
o
~
=]
m
3
9))
S
o
=
A
A
o
Y
Mo
oX,
2
PO )

AL Eo4d Al (b=30, t=2.88, p<.05) EFol fro|dt FFS "X ASE e

wioh wheba] B M (affect) olRIA7E A s AlFdl AH(+)o] ¥FE v

A Aolghs <7Hd 8a><}, WA ¥ H(affect) PR} HEA AlF]ol A (+)9]

&S v Aojgte UM 8b>e FAHCE AAHS FAsAT o]#F Axe=

st o] AGArsle] EPALR AXHAY, Ao 7

Aes o FAESE st T W i AEAHT A2
J

FAANE 5 e AARFHHE 10).

Aoz 9= A

T —

o4 F DL

N

_\Ol_l_n_‘
Jﬁﬂ

£ 10. B olu| A Aho] AF Aol mA = MEARE a3
718 A= FA 2 t 4 7Hd A A

H4 84 — A3 3904 AlF 56 415 o)
H5a &84 — A&4 2= .68 316" o)
H5b &84 — ZA4 2= 73 3.00” o)
H6 A - HEAL AF -.07 -.70 X
H7 FHFY - AAAH AF 16 1.22 X
H8a ¥ A — A3 394 4lg 30 2.88" o)
H8b H¥FAH — HEAH AF 27 3.66" o)

*p<.10, **p<.05, **p<.01, ****p<.001

_28_



,uldﬂ@.ooga
a._% L»o‘__,_
o#om\ﬂ/;dooaﬂ
ﬂAﬂLH\ < _
‘__LW]%MMHO\L./ W
ﬂﬂﬂ(gl oy | Xy
— T T T
= o T o H g O O H X U T T
ogmomﬂﬂﬁq " @%W,&@ﬁ,
IS MESSEEE IS
o " o~ l%ﬁﬂxx x o)
L_oﬂ;;;ﬁ . ﬁvﬁoomL_i;oﬁzLow_Lg
B r N . X _L@awzvmo X T
T N e X PR ﬁm@o@%ﬂ uroﬁa X
‘:I.fﬂ,lrﬂn._o iy N o = L:o.t.l_l — Joml./uw
O.H .NL ~ 7~| 1_\_/1_ _E T WU_ O#E __01_ _h 10° \m o _.E ol E.o _ :T.: 0 1__1_
ﬂ@mmzmrmmy ) xaom.m moolgﬁﬂewm Hoz.
]A,IF — . o\|/.|1_| 0 ™ .
HA_IX_:J.79.|AWE ﬁo‘_.v_,A M@O]V%AoﬂhﬂAﬁoJﬁALuﬂloE&a
Mﬂ ﬂo 7AO @ — ~//\ 0 _AO % ) 7E HOIL ) \m v&! OE \OI M _E ;OO
oo ufév ur.%.z.@ erﬂﬂoomo_g%% éﬂoﬂ o
S ) | W%;@%LauaM@qll
ﬂ.wmﬂlm_.i% l llﬂgoﬂaﬂ@uﬂﬂliiﬂmﬁ
i a@uﬂ = mwmﬁﬂ@i%g%%gw@
™ B G " —_ o =y o] 0° o X i =Rl
1__‘_3.1_ d_ﬂm] = —_ ohooMﬂ]JdJ.Am.o] —
A = ) < Nﬁox7 AL/U o T
ﬂ@qosﬁ < of ,ﬂE o o ﬂmﬂ;:kﬂ
< LN i o oo wog T oo B b
ﬂou % el Of frse) 9 S.L U a ‘m Hﬂ o o 03 o) M o Bo o)
o = o A BO oo 0 < < A 0 [~ Ty oF ~I o
T VN ol do o Emw%ﬂxo_aﬂﬂqﬁgmoﬂo
ﬂ%iggﬂ A}ﬂﬂ]m W o ) X Y
o oﬁﬂfro A ° | T J.El@ﬂ%%ﬂﬂﬂ.llﬁﬂ
oF W o = > = r I v B ° M ~ ) W o) ©
gy 8 - = S i ﬁa%mhi,ﬂm@ mmﬁéﬂ
i%;l:&%ﬂr i mﬂd@*, uero”woﬁVﬂﬁufﬂoﬂrhmOmEﬂ
ol o P qmﬂ B oz <5 o ol _nylﬂmﬁml.o RO B3 m@uM T 10 o o
ﬂE q ‘_._i T ‘Q.#Io ™ o} m_A_..._ mo /W.. ‘ul N W 3 o M«Mo Jo ‘m_ﬂ e ‘mW O#E T ._.ﬁo
%Egga ° e Nr@uﬂﬂ ﬂr%,?aﬁovﬂﬂ%qigmﬁ%
N_l_,,._o._ﬂVeﬂﬁ = Xo%/ ﬁaﬁo,mlﬂhko/ﬂNLaﬂidogMu]
=M v ﬁqzaaﬁg%@dﬁdélgﬂ%#w
g o = 3  IICC, Ovzﬁ
& Hmn*P %@ﬁ%ﬂ%ﬁ@mﬂ 7Aﬂuﬁﬁamo
H HEﬂDI ,ul.l \I_‘t|i .|7
BER mimfowfwfio
o _.Eo‘ul \Q~O._I ,_n_n_Al cw
I ﬂﬂrlu@m@ﬂ
K o w o = o ol e <
HBLEE o o
T o 21T
Oi@.OMWﬂO
N

- 29 -



2 Yeistth AlA, 8

w

)
N

el
wmo
o

0
X

-
=
o1
oo
-3
o =
~ I
7 i
) [}
ar <l =
Ly 0 b
ok =
[2 0
3 8 2
& =]
]
=
=y m
xI
7 B b 0 ar b
=3 o o Lo i 10
=3 oF 1o ar go Lz
=] (5]
8 |s
o
by
e i
Rl
mﬁ ] al
& Hho o
w3l Ko 5]
Mw ] T

_30_



‘1A ol gelwel t@ AnwA FEE FAtGoM, /1 A7 A 9
BASe AU Al AR AT, Aol AU A A Ao TR

of
oSt
o
=}
R0
A
% &2
rlr
Sl
o
fru
filo ©
ul
3L
o
&
oR,
(o
2
Ry
[
Lo
:;l‘
2 o
X

2 32
=
b
p‘L
ok N
ﬁ rEI
_>‘: \‘1—’
h o
I kS
Lo o
£33
(e} é
o b
™ N
gk
T o og
-
:5 DU
= XN
el &"O ﬂ,
Z o j
rlot X A=)
X ) N
e I}Fu} 0{; o2 Ir
o L Ol
L ol ‘njg N
2 X |o
m & o o= f
m % i N
~{
R L.
— o oW 30
& = . o & B
e r @ ju o
ot ox
O TR « -
2 &8 @ o o
2o B2 o

ok
(o
o
=)
R
o\
oX,

>
>
to
}o{r
o
ox,
2
i)
2
ol
o
2~
o of
ot
filo
=)
S
o
&
o
ot
X
oglt
ox,
it
>
>
to
= o %

of
do
o
oo
Lo
b
Jo
Lo
r
of
o9
=}
>
52
rlr
N
o
fru
=
ul

v
ui
p‘L
A
(o

b

o & o oo
ox,

[
o
m-
o
ox,
o
=)
A
rlr
=
[l
ox,
2
o
filo
=)
fr
P
o
£ 3
o -
(o
o

2
o
o
o
oo
IS
bt
ofy M hu
iy
o

et
s
o
rlr
Sl
o
2
A
> 3L
o
&
-
e,
f
Loog oM
O O{N
fo
EOR
P
rlo
oR,
(o
Lo
=
ot
oX,
o
=}
A
N

%
2
LS
fo
e

Jo
i
Of

ol

kil
doz AABEL, o]F Al Aol A o] gofAtel WA

o 2423, Bl o3 A At AHY AEe
: 1



& olvAt HEA AlEet AP AR, 954 olvAVE HMEA A=,
G oM AL AAAG A=), AFA oW A7 AS] T4 AlF e HEAG Al
o MXe ARE AAS] E4& AASAT. AR ARZ AAHEA e A
2ol gk FrHEA S B AHE An, §84 AL AE o4 AlF ot
o3 FFE v, AR A (b=-18, t=-90)2 HAA A (b=-09, t=-48)°l
= fog dFS vHA e AR Yeiwth E3, 584 AR B AF7E
ol FsA AEA A AR AT FodF FFS vAE A2 YE
o, A3 T4 A (b=-04, t=-19)°l& Fo FFS PAA gE 2oRE Y
Bttt SHARE 54 oluAs B Ao ARAFAS} tEA AE] o)A Ao
o3 9FS MAE A2 YElGTHb=39, t=3.03). I} FFH ojmAE= &
ATl AAGE Aot FLEA oJwF AFel= FoF IFE HHA F= A
o7 yeigth o2 HIPA ovAe AF ToA At MEA AF Qo=
AAA Ao Fo3 FFES vAE AL E YERTHb=20, t=2.37).

ARAROoFE B AFose AR, ‘WY Anixe] AAEFH - B BA= &8
A oolH Al — B AEA AE - B ol gox, B4, ‘W Anlxe] AREA
— ¥ HAE= G8A olvA — A HAA 2g - WY o] &ox AA, W
A Aulze] A7AFd - WY BAE HAYA omA — By AEA A8 - 9
A ol &ow e HF ARE stk 28 FHEMS T HdY d¥
g olH A — FAA AE — 1A o] &/ et ‘HFAg oW A — A T4 4l

TEST F AU AA, 2E HY HAE o 1 21¢F #EE e dFES ¥l
Mulz FA oo #ek ATz, 2004), HU BAVARC] o] &= n|
T ATF(EET 12, 2006), 2813l WY oA FEFaRI(eldS, 2013) T UIH-
e BRE omA7p 1A o] g ke AHAR JFE vHS ATt 3t
Agh, 2 AFE o] fAl9t 2410}2003)9F Brady & Cronin Jr(2001)2] A+E Ed
2 3 Avz FHAALES Al AR AAReH, dolrt HlgE] EoKE3], 715
Mehe A nvge @AY o]H A XS AAIZE Michel & Rieunier(2012)5 ¥
St o 2 g Agsted, ¥ Bl g o|nAE 5714 Aoz AFAEA
o 283 Fort ¥ BAE ojuXrt ot FRE £H|AE vglLd §
AE A g A77F FASeH, 53 HY BIS ojmAo] (U oE

_32_



1997; Keller and Aaker, 1997), & 7ol = T4 714 B BAE ojm A7} Al
o xpE2Ql e PSS MEA 1FFoEAN HY BAE ojmA|et 1A o
8% 719 BA 9lo] Az MAESE AEA FAFAT 123 Fiske and
Neuberg(1990)¢} Han(1989)°] A Ak 4% Zo|(trust transfer) &7} W Ajv] 2

F2 B E YebdS AEA &g 5+ Atk

i
e
-
(i,
i)
et
oft
%
ok
o

Mulz=e] AdFde T3 I4

He AS s &g 5 dglen, ¥ WEAEE w0l fsiAs Bde

3
&
=
&
>
(>
-
2~
N
(o
2
>
ot
40{'
=
ot
o,
(o
rlo
™
il
lo
fof
o
ox,
filo
7
o
N
°
BN
»

2 Aeigsts =8¢ FAY Bart Yok Telw B AdSdA Agns
e WBE vidstn, tehg el £ RIS TEEE Zo]

2% Jo2 nalth oleld WA HAN AYH) UF T A O
& AN YHT 5 don, Yobrt Bl UF ol FEE

_33_



B ooTolAE W Al AR oA e A wA ol gelE
e AdRBAE 12 A9 J1E ATE EdR 4 Wi g SHEFL
S

_34_



=
ox,
e

=
of\

m}ll_«‘

=
o\

m}ll_«‘

_1]1‘.

1=

1%
£ &

[-' U

of
4

ol

FrAE &HA-BAE BA 7 LA S G SR HAE FEl
w3 A7, F=vAREEE] FASteE] TEE=EF, 2003; 53-81

FAA. 719 w9 2 AEA Addde] A HEd WAE 93 A&
2 B AR wizfdd. wiAE AT, 2012; 27(1): 1-25.

dRA, AFE HFEDA BIA= ojuA7} Z]Ro x| mAE FF vt
AR #A2] AT, 2013; 18(1): 45-74.

4% A Hol: TA Aol Fa HAHE A wA= A

A ® A, 2010; 25(4): 1-23.

B AU 2=FE Aoladle] #F AT, dEFHAAATI R, 2004; 32(3):
5-61.

a2 B BAnAR AP el ATl #HF AT o dH F 3
2], 2006; 19(2): 379-401.

sE7|gel e a9 NztE Al FHo] Aol v WA=
of &g A 2003; Fobthdta WA =1

ghidol Mula FAe 7k Aol CSoll WA= Al o] dig AT
o=, upAR AT, 2003; 8(4): 67-97.

B
(o))

7120 FA DAL HlaE F40

ojFH. Anlx FHEo SAF JiEHe] tHF A KS-SQI 2F | 7N
Wk 28 mAIR AT, 2001 16(1): 1-26.

AFD, AAL. Aulz kde] Aol g AFAF. AHIAEAT, 199%;
7(2): 129-157.

Zlgado]l AFB bl HAE o] B AT FEIFAT, 2003; 7(2):

W e e agle] Bolu Ao mAs I BAYAT)3
#], 2013; 23(3): 281-288.

FEEES Ao BAFA JEoA ZIdAde] 9. AT, 2004
5(4): 297-322.

_35_



Aaker, DA. Managing Brand Equity, New York: The Free Press. 1991.

Aaker, DA. Measuring Brand Equity Across Products and Markets. California
Management Review, 1996; 38(3): 102-120.

Aaker, DA. Dimensions of Brand Personality. Journal of Marketing Research,
1997; 34(August): 347-373.

Anderson, E., B. Weitz. Determinants of Continuity in Conventional Industrial
Channel Dyads. Marketing Science, 1989; 8(4): 310-323.

Bagozzi, RP., Y, Yi, On the Evaluation of Structural Equation Models. Journal of
Academy of Marketing Science, 1988; 16(1): 74-94.

Belch, GE., MA. Belch. The Application of an Expectancy Value
Operationalization of Function Theory to Examine Attitudes of
Boycotters and Nonboycotters of a Consumer Product.

Bennett, R., H, Gabriel. Image and Reputational Characteristics of UK Charitable
Organizations: An Empirical Study. Corporate Reputation Review, 2003;
6(3): 276-89.

Bitner, MJ. Servicescapes: The Impact of Physical Surroundings on Customers
and Employees. Journal of Marketing, 1992; 56(2): 57-71.

Brady, MK., JJ, Cronin Jr.RR, Brand. Performance Only Measurement of Service
Quality: A Replication and Extension. Journal of Business Research, 2001;
55(1): 17-31.

Brady, JJ, Cronin, Jr. Some New Thoughts on Conceptualizing Perceived Service
Quality: A Hierarchical Approach. Journal of Marketing, 2001; 65(3):
34-49.

Brady, CL. Robertson. Searching for a Consensus on the antecedent Role of
Service Quality and Satisfaction: An Exploratory Cross-National Study.
Journal of Business Research, 2001; 51(5),: 53-60.

Brown, TJ]. Corporate Associations in Marketing: Antecedents and Consequences.
Corporate Reputation Review, 1998; 1(3): 215-233.

Brown, and PA. Dacin The Company and the Product: Corporate Associations
and Consumer Product Responses. Journal of Marketing, 1997; 61

(January): 68-84.

_36_



Chen, CN. SC, Ting. A Study Using the Grey System Theory to Evaluate the
Importance of Various Service Quality Factors: The International Journal
of Quality Factors,, The International Journal of Quality & Reliability
Management, 2002; 19(6/7): 838-861.

Chen, SC., GS, Dhillon. Interpreting Dimensions of Consumer Trust in
E-Commerce. Information Technology and Management, 2003; 4

Collier, JE.,, CC, Bienstock. Measuring Service Quality in E-Retailing. Journal of
Service Research, 2006; 8(3): 260-275.

Cronin Jr, JJ., SA, Taylor. Measuring Service Quality: A Reexamination and
Extension. Journal of Marketing, 1992; 56(3): 55-68.

Dabholkar, PA., DI, Thorpe, JoO. Rentz. A Measure of Service Quality for Retail
Stores. Journal of the Academy of Marketing Science, 1996; 24(1),: 3-16.

Dacin, PA. , ]J. Brown. Corporate Identity and Corporate Associations: A
Framework for Future research. Corporate Reputation Review, 2002;
5(2/3): 254-263.

Dagger, TS, ]JC. Sweeney. The Effect of Service Evaluations on Behavioral
Intentions and Quality of Life, Journal of Service Research, 2006; 9(1):
3-18.

Dick, A., D, Chakravarti, G, Biehal. Memory-Based Inferences During Consumer
Choice. Journal of Consumer Research, 1990; 17(June): 82-93.

Doney, PM., JP, Cannon. An Examination of the Nature of Trust in Buyer-Seller
Relationship. Journal of Marketing, 1997; 61(April): 35-51.

Driver, C., R. Johnson. Understanding Service Customer: The Value of Hard and
Soft Attributes. Journal of Service Research, 2001; 4(2): 130-139.

Fiske, ST., SL. Neuberg. A Continuum of Impression Formation, from
Category-Based to Individuating Processes: Influences of Information and
Motivation on Attention and Interpretation. Advances in Experimental
Social Psychology, 1990; 23: 1-74.

Fornell, C., DE. Larcker. Evaluating Structural Equation Models with
Unobservable Variables and Measurement Error,. Journal of Marketing

Research, 1981; 18(1): 39-50.

_37_



Fournier, S. Consumers and Their Brands: Developing Relationship Theory in
Consumer Research. Journal of Consumer Research, 1998; 24(4): 343-73.

Ganesan, S. Determinants of Long-Term Orientation in Buyer-Seller Relationships.
Journal of Marketing, 1994; 58(April): 1-19.

Gronroos, C. A Service Quality Model and its Marketing Implication. European
Journal of Marketing, 1984; 18(4): 36-44

Gronroos, Service Quality: The Six Criteria of Good Perceived Service Quality.
Review of Business, 1988; 9, 10-3.

Han, CM. Country Image: Halo or Summary Construct?. Journal of Marketing
Research, 1989; 26(May): 222-229.

Hsieh, MH., A. Lindridge. Universal Appeals with Local Specifications. Journal
of Product & Brand Management, 2005; 14(1): 14-28.

Johnson, D., K. Graysonb. Cognitive and Affective Trust in Service
Relationships,. Journal of Business Research, 2005; 58: 500-507.

Keller, KL. Conceptualizing, Measuring, Managing Customer-based Equity.
Journal of Marketing Research, 1993; 57(1): 1-22.

Keller, Managing the Corporate Brand: The Effects of Corporate Images and
Corporate Brand Extensions,. Research Paper, No. 1216, Graduate School
of Business, Stanford University, Stanford, CA 94305. 1993.

Keller, DA Aaker. Managing the Corporate Brand: The Effects of Corporate
Marketing Activity on Consumer Evaluations of Brand Extensions.
Working Paper, No, 1997, 97-106, Marketing Science Institute.

Kim, YK, J. S. Kim. A Study on Healthcare Institution Selection of Healthcare
Consumers Using Theory of Consumption Values: Focusing on Relations
among Clinics or Small-sized Hospitals, General Hospitals, and
Large-sized Hospitals. Journal of Korean Soc Qual Manag, 2009; 37(4):
71-86.

Kramer, RM. Trust and Distrust in Organizations: Emerging Perspectives,
Enduring Questions,. Annual Review of Psychology, 1999; 50: 569-598.

Macintosh, G., L. Lockshin. Retail Relationships and Store Loyalty: A Multi-Level
Perspective. International Journal of Research in Marketing, 1997, 14(5):

_38_



87-97.

Marsh, HW. KT. Hau. Assessing Goodness of Fit: Is Patrimony Always
Desirable?. Journal of Experimental Education, 1996; 64: 364-390.

Mayer, RC., JH. Davis, FD. Schoorman. An Integrative Model of Organizational
Trust. Academy of Management Review, 1995; 20(3): 709-734.

McKnight, DH., V. Choudhury, C. Kacmar. Developing and Validating Trust
Measures for e-Commerce: An Integrative Typology. Information Systems
Research, 2002; 3(3): 334-359.

McKnight, DH., V. Choudhury, C. Kacmar. Developing and Validating Trust
Measures for e-Commerce: An Integrative Typology. Information Systems
Research, 2002; 13(3): 334-359.

Megivern K, Halm MA, Jones G. Measuring Patient Satisfaction as an Outcome
of Nursing Care. ] Nurs Care Qual 1992; 6(4): 9-24.

Michel, G., S. Rieunier. Nonprofit Brand Image and Typicality Influences on
Charitable Giving. Journal of Business Research, 2012; 65: 701-707.
Moorman, C., R. Deshpande, G. Zaltman. Factors Affecting Trust in Market
Research Relationships. Journal of Marketing, 1993; 57(1): 81-101.
Morgan, RM., SD. Hunt. The Commitment-Trust Theory of Relationship

Marketing. Journal of Marketing, 1994; 58(3): 20-38.

Nunnally, JC. IH. Bernstein. Psychometric Theory, New York: McGraw-Hill. 1994.

Nwabueze, U., JP. Mileski. The Three Dimensions of Quality Service: The Case
of Service Quality Gaps in the U.K. National Health Service?. Journal of
Public Administration, 2008; 31: 1328-1353.

Pal, MN. K Choushury. Exploring the Dimensionality of Service Quality: An
Application of TOPSIS in the Indian Banking Industry. Asia-Pacific
Journal of Operational Research, 2009; 6(1): 115-133.

Parasuraman, A., VA. Zeithaml, LL. Berry. SERVQUAL: A Multiple-Item Scale
for Measuring Consumer Perception of Service Quality and Satisfaction.
Journal of Retailing, 1988; 64(1): 12-40.

Parasuraman, VA. Zeithaml, LL. Berry. A Conceptual Model of Service Quality

and Its Implications for Future Research. Journal of Marketing

_39_



Research, 1985; 49: 41-50.

Park, JC., HJ. Lee, CK. Kim. Corporate Social Responsibilities, Consumer Trust
and Corporate Reputation: South Korea Consumers’” Perspectives. Journal
of Business Research, 2014; 67: 295-302.

Pavlou, PA., A. Dimoka. The Nature and Role of Feedback Text Comments in
Online Marketplaces: Implications for Trust Building, Price Premiums,
and Seller Differentiation. Information Systems Research, 2006, 17(4):
392-414.

Rust, RT., RL. Oliver. Service Quality: Insights and Managerial Implications from
the Frontier, in Service Quality: New Directions in Theory and Practice.
Rolandt. Rust and Richard L. Oliver(Eds.). Thousand Oaks. CA: Sage
Publications. 1994; 1-19.

Schurr, PH. JL Ozanne. Influences on Exchange Processes: Buyer’s
Preconceptions of Seller's Trust Worthness and Bargaining Toughness.
Journal of Consumer Research, 1985; 11(4): 939-954.

Sirdeshmukh, D., J. Singh, B. Sabol . Consumer Trust, Value, and Loyalty in
Relational Exchange. Journal of Marketing, 2002; 66(1): 15 - 37.

Venable, BT., GM. Rose, VD. Bush, WG. Faye. The Role of Brand Personality in
Charitable Giving: An Assessment and Validation. Journal of Academy

Marketing Science, 2005; 33(3): 295-312.

_40_



A% v
AR RE% v SAEH, AuHo = 0~1040l9 e 2
Erh GRIE ¥RI7)e) Mshy chaegide] ool W Jgkg w
A o, Agtmde] AREE & AYs|Es o tehdth of @
e ) gm 2o AuEE GuiAn +ebead BE AnAY Se
?:Z;ﬁ gt 2ey REAoE ARHE FEFELS g00ldoln, LRI
2009 ool Atmde] NAEE Bos= Fevt fE oz
B3 ik AT GRE Adrde] HawEs) uje Jm 3o g4t
Uete = Qo
GFIE A2 Ao ZA PNFI% fAET 2o FAHRF7 BeF
AGFl(adj 2 787 9& Ao usl 55U A8E 0% 2 ARA7E Al
usted YomE FHniel vl wolde wel GRS P4 Fast
goodness Tk AGFI&= GFIE Ed W9 A-FEE o] &3t =43 gholH, zxwk
offitind  F 0.2 0~14Fole] Wele] Qop] WG FE 900l Aolth, Frs]7}
ex) AAG ARl WS ok 2 Aol FPHoR ()9 ol Ut
g % 9
Nzmdo mal Agnde] o= A% FPHULAS Jes A%
NFIOT g1 NFIE 92k ool lzmad vs) Atz o] 90% H4E S
med Mg ouan o) e 0-17449) WAE 2ov, AUAY e SEe
M9 giAm, wwAos gpoldeld +EUNE wdE BT
Nzmdo gs] Adnd £ getwd S nwsts] 98| AsHc. o
Age Agtrde] AYEAFE)E AgEh] 243 Aotk of el
NNEL o amgoz o~140)0) ot W o) Mee wold + ot
AuEe AFFES 900 ol
CFI(com CFI(comparative fit index)A|<+& NFI9| AgS 537 93] =
parative o B 9 FXE FAStE IHoA MEHUT o] e Wt o=
fit index) 0~1AFo]9] FE 7HAIM, 90010l £ AL E Ze o= Ho
RMR(root mean square residual)2 A& A5stal olF g
% o] F2(root) S AT golth o= BRAT| o3| wdo] MyY 4
RMR(oo g1 wyyzmatel 2718 olmlsin gro] 2242 £o mag o
bOMeN g0 E8, RMRE BAHE BEARY ZRBISH ofs #9HH,
TANATE sgazo o WYH NFe glou FFEs) e 2o mdoldt
residual) o o sbgran o) ghol 2A4E wEe VWAt BAHD, Ay

2 050]5to|H ¥ RA=

_41_



olu| x| ZALATF

1

°
il

sty Aol g

RIREIR;

°©

1=

BEr AEXA

==
"o

olo

al7)
L

o
7

To-

Nfo

g

op

WA wpmAl 7}

ol

Tor
g
Nd
)

s

o] & <] Aol

gl

SEDE

Ao B

1

s

o o e}

e ok
o o
O
W o
o
o] 9%
=%
LeLaN ‘Mﬂ
- %o
Ny of
T H
J] =0
)
= X
we )
F TR
‘mu
mwm
< W
] g
(el
eI
w g
o o
e oF
o My pE
W U
al =

6

2015

el FHA Aoz =P

—_

i
Tor

e

T

Tor
!
!
Tor

Tl

Nd

1 016-626-4886

2 7

R

S

_42_




m a2 2Adga ¥ i ASHZS A i o) S EHA A} W
+4uh

1L AsHAAE =dusta 3Y9E FRREEHC] ofbd B WHE, o, BEY F)
SlEAL o] oY7L
@ o @ oty
2. AsHAAE 2Adsta BAddA 2g(d; Ad)E woprAl FHo] loiyrt?
@ o @ oty e
3. AsAM = AU BAAA FEe WotHAl Hol gloidyri?
@ o @ oty
4. Askel ARl A, AFH F)olut 7hE FolM BoIM AE(FS &) T
ofEAl #o] oAyt
@ o @ oty

5. ASHAIM F2 o] &ste= BHol ATH stunt ZHojFA 7] g

H ol &

_43_



W e zAGsm W AWzd o@ A Wi 4Ze GF: AE
qu,

A8 124 IO W 199

1 zAdste PAe FAYE; oA, AY)e Wegse | O | @ | O | @ | 6
Foll lol AAT 2 2k

2. zAdstE WY FAYE] A, AYe v x| D | @ | @ | @ | 6
@ & o

3. 2Adstn Wadel FALE; o, e Az A | D | @ | © 1 @ 16
BA4L Z2+33 oty Az,

4. AUt P WanE BTG Yz DIl@ e |80

5. 2Atstn We| Wesee] Acky Yzrac DI@ | e|a |6

6. =Astx FU| JuAuz Aol ds] ¥A BAE| O | @ | ® | @ | 6
ot

7. zAdstm WY Angtel AFsm A4t Ao | O | @ | © | @ | 6
RZrgt.

8 ZAUsta 3US A ANE AL AL B4R | O | @ | @ | @ | ®
ot

9. ATt WU o] & BHo| AAsrka Aztait DIl@ e ®]0

m e 2T B B Aste W& 44 dFE AEQYT

A8 124 IO W 199

L =4ty 39e e/t 9ag 2ol e /998 3| O | @ | ® | @ | 6
T e A Brh

2 ZA0sta U Angss g ol CHR A 2| D | @ | @ | @ | ®
ot

3. 2AUEE UL FF BB FFHE 4 2T v9ie|leo e e

4 =AU B9e S AFe 43S A% €50l | O | @ | ® | @ | ®
ot

- 44 -



Y Y

5} © © | 6 e 5} @6 | 6 e

i i

+ @ @ @@ @ o+ @ @ @ @ |@

= =

Tle o e e [Belelele o

x x

a_:_ﬁ @ 0 8 B8 @ a_:_ﬁ Qe B B @

i) i)

® e | oo |© ®E e o e O
" ® | - ﬁ %
B S e J ¥
= |mo - = w | ® o
O R R plwl
0 0 0 7 T
"R Aoy [F w w Nk =
g GO R do |7 | B o
4R I plw |z R ok | NS |
du o o |IT | = | ™M %
oo Mo R |X w | o ||
A N I U R I R )
[ S I L Tlw|w |7 O}
o) o o) o [0 mw o | o | o [ fob T
I L I T || @ [
PR | e |® 7_ PP | ® P P
S | T I L R R R T
5 m il B [EE|EfE |F2
T F |Iv5F |8 H TE|TE S
L e el o R pe N Il el i P
IRT] I BT P ] T I L D ey
B P N O al el s s s

oy oy
5} © 6 O 6 © 5} ®© 6 o |6 ©
n n
+ @ @ @ @ |9 |+|@ @ @ @ |@
=3 =3
Tlele e plo [Rlele | oo
N N
a_:_ﬁ Qe © @ @ a_:_ﬁ 0 ® @ @ @
3 3
®Ie e @ e |9 e [\ [© |9
SO N M IS 3
PR |y R NI o H
R ||y X |3 mm W
M 117_” R (o i Mm i) mr il
= & (B e B |0
S X |® e M (o
Tle o | e
o T <R 3 ,NL EL % ° " ot
o c__m S - = = |z M = e
9| _ = |— = il ﬂ
L EEE | |ZE B |TE
ooloB | [ = | M M_ =
o (® K moX s | o |w
N e R R o GO B - =
o |0l ol ol o|J o) |0l o} ‘._M ol
@ | | | ® | | oo
0 o o Ho o Ho o o JU_M o
X
H A A o (A H (A A N |
el R o B )
T BB ) T BB "
T R || T T |
NN RN NN NN NNl o N
e e < |6 “la | | ¥ |8

_45_



FeuTh

-
[

]_

9Y=8 574

Al

Adigta Fdol g AjY

™ ™ ™

5} © |© |© @ 5} © | & |© 5} © 0|0 o @

m m m

o+ @ |@ @ @ o+ ®@ @ @ |@ o+ @@ (@ |@ @

= = =

™ ™ ™

® @ @ |@ @) ® @ @ © |@ ® @@ @ | ®

X X X

a_:_% @ & | Q a_:_% @ e 8 a_:_% Qe e e

) ) )

® O | © S ® 9 | e |© HREICHICRICHICHIS
g oo o I e B - N
o I T OE P | |
TR e o (R w:w_ 7o a_u . .
AR v T W]
e " 4| - RINES G
oF N o ks X -

B [T R EE | 2lE | |m
L RO T N O - S ol
D A R @ |m | D FEER
ol R Tl e e R

e} e NI - O 4 ol L e A )
LI el - ~ |H |k T ol o o | o |
S T S S mm BN T
R SR I i i BEEE
EERLEL | B R EERS | ERERZ
o I PR ol fol Nlop M 5 s B
o .Ma & Al H | @ nga U mw Wm mw Wm ™
Ei ﬂ_“ o o W " W e e Ei m_H o w | |mo |mo w
LT | B I I R WO E R
gE A £ € FAES | BERER
ZAETEIEr) | ERETESS | | EEEE L
X TO% X = R N] R K S e B L R I A R B
R IR e N M R
= e e |« N S P = i e |« |8

_46_



m o2 2Adgadd dig Aty V= FF PEYEE =5 EIFYY

o}
A3 J¥x gt wl$ J¥n
1. Y= 24018t ALY s eFdd dis) &gt D @) ® @ ®
2. e AUt HYY Adlxs £Fod dis)] wEg D @) ® @ ®
3. e 24Ut ¥ s dis] gt D @) ® @ ®
4. Y= 20w g ds)] vtz oz st D @) ® @ ®
5 Ue 2Adista ydo] o Ao
6. Bl 7HA 2 7137 AY™, s 2Adsty 839 | O @) ® @ ®
& F3Ho8 1T Aotk
7. B 7HA 2 7137 AY™E, s g8 AEEAA | O @) ® @ ®
ZATsE WA AFE Aok
8. Wl 714 2 7137t ANYH, Uy 2Addgw 83 | O @) ® @ ®
2 WEE Aot
m o2 ASIY AFFTAETH EA g dEYUTH
1.4 8.0 @
2.4 ¥ . W Al
3. FARE : O A8 Q@ ZIsA O AH @ st @ 71EF
4. A Bl AAH=?

@ 1009+ =Tt

@ 1007F o] ~ 2009k w|FF
@ 2009+ o] ~ 3009+ wgk
@ 3009+ o] ~ 4009+ wgk
® 400%Hd o) ~ 5009Hd W%k

® 5007F o] &

AR $AFAN QAR ZAFY T

_47_







	Ⅰ. 서 론
	A. 연구배경 및 필요성
	B. 연구 목적 및 연구문제

	Ⅱ. 이론적 배경
	A. 병원 서비스 품질
	B. 브랜드 이미지 및 차원
	C. 신뢰
	D. 고객 이용의사

	Ⅲ. 연구방법
	A. 연구가설 설정
	B. 연구대상
	C. 조사변수
	D. 분석방법

	Ⅳ. 연구 결과
	A. 변수의 신뢰성 및 타당성 검증
	B. 조사대상자의 인구?사회학적 특성
	C. 가설 검증

	V. 고 찰
	참고문헌
	부록1: 연구모형 적합도 지수
	부록2: 설문지


