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ABSTRACT

The Effects of Complaint Handing Time and Service
Importance on the Customer Satisfaction: Focus on

the Rail Service

by Park Chae-Og
Advisor: Park, Jong—-Chul, Ph. D.
Graduate School of Business Administration,

Chosun University

This study examined the impact of complaint handing time on the consumer
satisfaction and the moderating effects of service importance. As a result, when the
complaint handing time was fast, customer satisfaction was increased. And this effect
was powerful when the service importance was high, but there was not the effect of

complaint handing time when the service importance was low.
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2-6. A H] 2= 5

g
AR 23] 55 Al w el oF g vk (a5, 2002). /‘1 2 Al Za2 Sl Al
EES
(Swanson and
IRl =
A, 2Eal S e 8% dFS TAe AeRE gelESlvk(Johnston,
1995).
ofofl whal Au]x=isfo] thgh AMuj23|o] AsfsiA HHE, AL GE AAVPoR
AghE AU FAA FAAsES A HER Vg AHAS HEolds Zﬂﬂ] Hrt
(Lundeen, Harmon, and McKenna-Harmon, 1995; Smith and Bolton, 1998). th4- A
e a4 &S Eoto] Aledr] wiel oby-gl 53 AHAE AlEdte 7Y
g AuaAdsiE 4Ad3] AT e vk ZE Yol AnaAdsE HAagstr] 9
s Vol YUAINE, AL o W] Au| Aol dis] S e ASow dEha
. AG7HA AgATEs AuEntet Zo] Vge Au|a3] o] ek s 7|
- 9

wmEo] sk, 1 MuadEe] A Awd u e

rm

of malo] mEw s1gle] AFFE AFolt Aulzr} sulAe] LTATE FEAA
e, Qurdom WMELJL SN, $¥ AFHoR FARAE gede A
(Deng, 2007: 3%, $34, 2006). ol &M A7} F8a Aujag s dA e
A HESHE AL ohu], Fdsttn 47shs el vk Aotk F, ande] a7
b RYA AFeIG FYA Al sl FHHT P mAFoR FAHAL 8
=) ol# g EA4S nEo R Kano(1984)i AN|Ae] 2pAgS FaA9 wEwe 7
B WEEE BA0] D o9 Ao Mdd FA, Q94 A, 994 EA

o Al 7HA] FAL AR FEEI QU (ZHI) ).
=

=
2 QA (attractive quality element)s F<0] W W& FA F55F|
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B wARPAY AdH Az F ,
S 2 X 2 BAHEA S 4459
FAA, Az BgA L] gE Az AN AR Fasl BANCD o3
R CHE(L, 164)=6462, p<.05). 2 ARFA L] Ba Az AN Aol hERS
(=9 Ao} vaste ) EEs} ¥ & AoR Utk hE 49 M=403 vs. =8 4%
M=333). webd SARHAY Aol MEFE(=Y 4o vaste), LAVEET} &
o

b Zolehis <P 1> FEAM fEelA AAEE & 5 Uk
[e)

wE, QNs FRE OB UER @rbs EA

gy ENEAE nARgRY A3 24Fenze] 45deans) EAdow &
o) &t A JEFITHE(, 164)=4.84, p<.05). FAA R AW Rw Aux &Ao] F93 H
$ A/ MELF WEESL B BobAE AR UThrhhE 45 M-434 vs

e} . .
8 AL M=329). vHlE Au)A 2957 e A= Au) A Xy A A wE o)
F UetygA ekgkghmE 49 M=347 vs. =9 4§ M=340). 23F oz Mujxs &4
T oA o AR Aol d3dE A= AS & F AAT wEkA Al A

Algte] =¥l Aol vaske] wE A AR ¥ gobd Aok UM 2>
=

RN

RS

RRIESE S

MH-2+ Qo
o2 A0 N
T 700 (W= 177
oI 200 |La 51
=2 1.00 | MU~ =2
000 |AMHIA =R
= 62
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Z&piS BEE
EEREEEEE EEE T N

= NOIX 225 0| 4.3467 9514 75
MulA Z2E M | 34762 | 15340 42
2] 4.0342 | 1.2590 117

= KNEBIAZR% 1 | 32903 | 1.5098 31
MblA ZQE M | 34000 | 1.4654 20
2] 3.3333 | 1.4787 51

=P KNBIAZQ% 1 | 40377 | 1.2338 106
MblA Z2& M | 34516 | 1.5006 62
0] 3.8214 | 1.3639 168

Ml =8
A N AsE o dls F SOSE |
=d 2¢ 37.9934 3 12.664 7.618 .000
2H 1764.077 1] 1764.077 | 1061.099 .000
Xelol2t 10.742 1 10.742 6.462 .012
sEeE 4.848 1 4.848 2.916 .090
Ml =s2E 8.046 1 8.046 4.840 .029
QX 272.650 164 1.662
Al 2764.000 168
=& S 310.643 167

a. RNz =.122(=&E& R M= =.106)

<2 1> ARa AP AR U Femghe] AeEE Rt

o]y zolE: F v FAA R AHuT] 98] t-HAE o] &3 3¢ E A (sub analysis)
S AABAE 1 Ay Au A S4o] Fadt A M) ke] mE A (M=434)9 =
d A-(M=329)2 FAA A7t o 5kA Ve BFHE(£=3.788, p<.001), Au]~ FRE

e Aol Anla Ay ARe] mE A (M=347)9 =¥ 4--(M=340)2 FA 4
AFol 7k ol shAl Al vhEFRTH(t=.256, p=.776).
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45 -

3.5 -

&5 -

MEAZ8E & ME~ZCC &

WH27|2 WE F2
Oxelz|zi o2 42

4.4.1 &4 312 (A

EETCE N
Mol 1.00 | W= 80
It 200 | ca 35
22 100 | HYx ES -
2.00 | MHIA B2 "
< X
JIESHY
Z&p4 Q=G
HeDlet =2c EEE N
= NBIX SR 1 | 42745 | 1.0598 51
MBI~ ZQ% M | 35862 | 1.4272 29
2] 4.0250 | 1.2424 80
= MBI~ ZQE 1 | 3.3478 | 1.4650 23
MHBlA Z2% M | 3.1667 | 1.4035 12
2] 3.0857 |  1.4260 35
2] NBIX ZQE 10 | 3.9865 | 1.2659 74
MHBlA ZQE M | 34634 | 1.4159 41
2] 3.8000 |  1.3390 115
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MH-2+ B AH
Z&BS: DIEG
SINIIEEa=

A A HI= 8 s | BRNES F Solsts
=8 2d 22.3252 3 7.442 4.537 .005
M 1142.311 11 1142.311 696.396 .000
Heldl2t 10.018 1 10.018 6.107 .015
=RE 4179 1 4179 2.548 1183
HMeldl2t - SRS 1.422 1 1.422 .867 .354
2@ Xt 182.075 111 1.640
A 1865.000 115
=& & 204.400 114

a. R HE =109 (== R M= =.085)

HA SHEHAE vgo 3 B At o, B A AV FaEAI) BAALR
FroskA YR THE, 111)=6.107, p<.05). FAA o= A uH, Al /A X A3
o] ¥l Aexrh wE Ay VR ] FAAN dFE nAE Aoz eyt o1y
U A SRSt tEA EEA Y 71 AulAs Fazke] duAgant BAA R

frelskAl A WEbsvHE(1,111)=.867, p=.354).

4.4.2 B3 37 (A=A}
<E 6> AR Ao A SHAD
ME-2+ 0
b1 gh Ao N
ol 1.00 | = 37
|2+ 2.00 Lel 16
2.00 | HHIA =2 o1
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Zxp4 OEE
BT EEEN TR N
= NBIX 2% T | 4.5000 6594 24
NBlA Z2& M | 32308 | 1.7867 13
8 4.0541 | 1.3112 37
cg NOIZ EQ%E 1 | 3.1250 | 1.7269 8
MBlA Z2& M | 37500 | 1.5811 8
8 3.4375 | 1.6317 16
S NHIZ Z2% 1 | 41563 | 1.1670 32
MBIA Z2& M | 34286 |  1.6903 21
S| 3.8679 | 1.4283 53
HH-2 & 2T
Zxp4 OEE
NEE
A et | Nes | mRNS F golss |
=SSy 79.3932 3 6.464 3.654 019
e=po 578.769 1| 578769 | 327.167 000
=EIPIEL 1.987 1 1.987 1.123 294
zQc 1.126 1 1.126 637 429
Mell s ER= | 9.735 1 9.735 5.503 023
%t 86.683 49 1.769
= 899.000 53
3 8 106.075 52
a RHI=.183 (+ZE R MI =.133)

o] SHAE neo R  FAATe ostd, A7)k Au
of st A yebwvh Leu B A 7]k AR
doz F98A4 ERUHE(Q, 49)=5.503, p<.05). ARA FQoEI e A
FolE BEAE Aol mE AolE Holx| & glou, Aulx FawT B A9
T EEAY WE o Ul 9 B2 AoR YeEy d9dor gAE
a=9t A glo] wmpE Aujx JfAde] oHHFE MHEV} FolAE
ou, Wi A EL Au|e] HAo met thEA e 5 AuAa7E SR8 &
& AgolE Al A A Ro] REERe 2 n A A o, Auart Fa %k 4
3 H vk AR olvh whEba] A

upel thEA Q1A ES & 5 A

offt
)
)
o
hu
do

koj
i
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of
)
gi

rif
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