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ABSTRACT

Study on IPA Analysis about Service Quality
of Golf Driving Range, Expectancy—disconfirmation
and Switching Behavior

Lee Gi Ryong
Adviser : Prof. Jeong Myeong-su
Department of Physical Education.

Graduate School of Chosun University

The purpose of this study is to present the subdivided consumption
behavior of service quality in golf driving ranges by comparing and
analyzing the pre-registration importance and post-registration achievement
of a golf driving range to measure multi-dimensional service quality and
analyzing the relationship between these factors and expectancy
disconfirmation, switching benefits, and switching behavior through the
structural equation model. In order to achieve this purpose, sampling was
conducted with participants who registered for gold driving ranges in
Gwangju and Jeollanam-do from November 16, 2009 to March 15, 2010
using the convenience sampling method. Moreover, independent samples
t-test, paired samples t-test, one-way ANOVA, and structural equation
model were used to analyze results. Finally the following conclusion was

derived.



First, the importance and achievement of service quality items in the
consumers using golf driving ranges was statistically significantly different
in tangibles('modern facilities and equipment’, 'interior facilities’, 'exercise
fitness of interior facilities’); reliability('service promised’, 'concern for
solving if problems occur’, ‘reliable sport programs’, 'providing sport
programs which makes a promise to members’); responsiveness('providing a
sustained service plan’, ‘rapid response to members’ demands’, 'spontaneous
efforts for member's convenience’, ’'providing immediate service to
members’); assurance('staff’'s degree of reliability’, ‘stability of sport
facilities’, ‘staff’s excellent sport knowledge’); and empathy('concern for
member’s position’, ‘good understanding of member’s need’) and the mean
of importance was all high. The importance and achievement of factors was
statistically significantly different in all factors of service quality(tangibles,
reliability, responsiveness, assurance, and empathy) and the mean of
importance was all high. Finally, in the results of analyzing a demographic
difference, while high importance was found in the high—educated, young
people in their twenties and thirties, and high earners, high achievement
was obtained in women, the high—educated, people of forty and over, and
middle earners.

Second, in the relationship model between importance of service quality,
expectancy disconfirmation, and switching behavior in the consumers of golf
driving ranges, it was found that tangibles, reliability, assurance, and
empathy had an effect on expectancy disconfirmation; expectancy
disconfirmation, on switching intent; and switching benefits, on switching
intent.

Finally, in the relationship model between achievement of service quality,



expectancy disconfirmation, and switching behavior in the consumers of golf
driving ranges, it was found that reliability, responsiveness, and empathy
had an effect on expectancy disconfirmation; expectancy disconfirmation, on
switching intent; and switching benefits, on switching intent.

Taken together, it is confirmed that the importance and achievement of
service quality in consumers of golf driving ranges influenced expectancy
disconfirmation, that the assurance of tangibles, reliability, assurance, and
empathy which are the importance of service quality was closely related
with service quality demanded by customers, and that the assurance of
reliability, responsiveness, and empathy which are the achievement of
service quality was actual variables which influenced directly satisfaction
and re-purchase. Also, in both importance and achievement models,
expectancy disconfirmation was an important variable which lowered
switching intent, but as consumers perceived higher switching intent, they
had higher response to switching intent. Consequently, it is necessary to
reinforce tangible and intangible service in various aspects to meet
consumption characteristics and desire through sustained monitoring of
service quality in actual consumers for effective marketing strategies in golf
driving ranges, and assure satisfaction beyond an expectancy level which
can inhibit their switching behavior. However, despite the reinforcement of
internal service, since the expectancy of service quality is always compared
with other service and products, it is necessary to analyze competitor's

service strategies sustainedly.
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a2 4. Three-Component Model

XE @ Brady, M. K., & Cronin, J. J., Jr. (2001). Some new thoughts on
conceptualizing perceived service quality: A hierarchical approach.
Journal of Marketing, 65(3), p. 35.
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a2l 5. The Multilevel Model

e

>_ ol Sy
o
02 gy

XNE ¢ Brady, M. K., & Cronin, J. J., Jr. (2001). Some new thoughts on
conceptualizing perceived service quality: A hierarchical approach. Journal ol
Marketing, 65(3), p. 35.
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a2l 6. Hierarchical Model

X2 : Brady, M. K., & Cronin, J. J., Jr. (2001). Some new thoughts on conceptualizing
perceived service quality: A hierarchical approach. Journal of Marketing, 653), p. 37.

skal Tk oy gk Aol HIME fE oy FHo=E JAH4E FAHET
SERVQUAL®] Parauraman 5 (1985, 1988)o 2J&f 7] ut= At
Parauraman (1985, 1988)¢] ¢4 m 59 Aju|2o] st 7| the} Aol

et As A A AR NS dyoA FE gFojx = Jde
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2

Atk 2y SERVQUALS H 5o 59 vldo] AWsHA ATt <
E E£9] Babakus®} Boller(1992)i= SERVQUALS] A A< =Wl 7|t A
ko] zolo] AWMU AAvroR ZAs= Ao ME FAAAER
WA M| AF A AAAAE Bu Y 5 dvkar FAskdYh ol# e
T2 SERVQUAL®] efFAol ZAE A7|sIHA tetaQl 238 Aehsls
W 2E AERE 9F A A H A Cronin & Taylor, 1992; Teas, 1993).
Brown, Churchill, Peter(1993)%= SERVQUAL ZAeol|A 7|t} X zte] o] H

e

PR HASE AN2ELS 4Y

<%
2

wAdE 7 s 7 Ao de A4

A v Zpol e S W FRATH R A AL, 2006).

1 [e]

)

= A

Ol

@ SERVPERF 2%

Cronin¥  Taylor(1992)= AW AFZES MM F3Zddo 7%
SERVPERE 7IEstdtt ol&8 A543 ATolA SERVQUALCIA AMEH 5
N el 227) dEo| thsl SERVPERF$ SERVQUALS $F4& nudhs
ATE ST d7 23} SERVQUALS AFtiitol | 470 A28, &
SEHA, Agah, H2EF=)FE 270 gelAwt AgsiAl JErsou
SERVPERF= 47 AbelA =5 Age Aoz yeuth Avrt

o

SERVPERF= Mu|234& & S48 FaMx Vet AaE g2 55438
4% Zavt gk dEAel ol addolwA FA¢ B&4 FART

= Q1A Qo] A, 2RAilol, 2003). ofdl el “dt’d(2003) % FaAlH|

P>
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AE Ude® 7% A3 SERVPERFO #e] xth A% 8-S 53l

® 7" =9
Driver and Johnston(2001)& & ¥ 3k Av] 2ol sl Frhe AH| A9} ymr)

= WE she 2uAE GEEE @l FEsbe] zAld A Au s

e

Ae 4 EHA(interpersonal quality: soft quality)¥ Hltheld  F4
(non-interpersonal quality: hard quality)® %F¥3}%t}.

o]y 22 " ol7]= AW Gronroos(1984)7F Aletsk A EZ 2L A

HEAS S5 G2 BRIAG. soft FAe Fr AYEL wUw

2) AMzFEAY T4 2 JFe L

(1) Av =549 HE84a
LuAEe] glste] QlaEE AuAEde Aula sge] AZslor Aty &
WAl Adshe Aulast Agle] Az ABd Aol dele] AvaEol
A7V AulAete] vuzRy AZ=dAvta vl o714 Gronroos(1984)% 7]
e Mul=ol A zbd Muj=e) S 7PA A el o] MujaEdo] A4
i FASEA o 8S <w 8>3 2ol AT,
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Soft Quality
{interpersonal)

Soft Attributes

- Attentiveness/helpfulness
- Care

- Commitment

- Communication

- Courtesy

- Flexibility

- Friendlinezs

Hard Quality
(non-interpersonal)

Hard Attributes

Access Functionality
Aesthetics Integrity
Availability Reliability
Cleanliness/Aidiness

Comfort Responsiveness
Competence Security

a2l 7. Driver and Johnston2l Soft-Hard &2&!

W3 Parasuraman, Zeithaml¥} Berry(1983)2] Al 17252 Gronroos2] ¢

TE 7|22 3lo] AnaEAe] FAQ L By ARFH oz o -3k

JILHE AHl A~
(Expected Service)

. MUl A &
(Service Quality)

AlZbE AlH| A
(Perceived Service)




¥ 2. w70 AulA%EAL Prhshs 10714 24 e

AR QA A 9]
34 (Tangibles) EAAA, A, AFE YAART B9 9F
2127 (Reliability ) okdrEl MY ~E AEelA st Y
554 (Responsiveness) | 3742 F3L 5742 Mu|AE AFsid s 90X
¥ (Competence) Mul2~5 Fdsted 2838 7|y X219 &AH
ol d (Courtesy) aAE HEsE FP9 Ay WY, TEG
218 % (Credibility) A2 AFare] DA, ARA
oF4 4 (Security) A%, oA o ZRE A
H271 %5 (Access) A7l 4 2%
AF YAl A
fHre7el e Zel 7 7]gola, nANA e TR 4
(Communication)
78] o] 5
(Understanding the AR a5 S5 gE T =Y
Customer)

XtZ @ Valarie A. Zeithaml, Leonard L. Berry, & Parasuraman, A. (1988). Communication
and Control Process in the Delivery of Service Quality, Journal of Marketing.

Algafol dvtal aAEe] 7|tk AulAE wek o] 2 d Y| tiE Au]kd
2ol 719 S ofs, At AV, e A, AL
2%, MDA S 59 bl ZPA7E 9

S ERE BH GAHOR ofFolH iy, o

£
~
o)
~
A
Ao
lo
s
b
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o
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An Applied Service Marketing Theory, European
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MBIASAH

AHl A HE \

ZO| XM Z o

AMUIA XI2H B}

oo S Ao

a8 12, Mulx ®otel g 2ol

(1) A¥) 2 A A (service encounter)
AUl el e Akt avrE feld o gly] we] e gabAge &
ok shar A7lel #ofEojof 7] o] Mo RFE AuAATAE 4
8 ®Elg)E Erbestth whEkA] Au|2ol A= Q1 R ARG oz A e A

W2 el S4el B & Ak 433 Wl gl 5w Az 49 5

B aAREEE ST # Qe A8 97 W] Aus 9he) F8A
e AAA Hu ool ;AL AMAEAARS F FL 8AE P
Shostack & AH]2x H4& w7t Al 2ash A4 4

o
2 Hal oo FHY, A, =Y $ & Xl gl

(2) °]v] A (image)

Aul=g el gigk g AulaFsAC W FE dojA A x|t
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gal eyl Ak AR AL aulAsk A& ugs gulsie au &

azel Auzo] gk x| zbel] @GFe vA= E UE 2% 24T AHA
S0tk Anjae 2 B4 FdA el A AulzAlgAtet A
Huith ARl2E SH% T Fdd F/E BHa AHAE Sddit AH)
2o deold TEe] oy, 23 #9917, AETIS| ALY AEx
2 FH(essential evidence)Y} FxY =7, 399 =By X} A& F9
FH 2 T 7| (peripheral evidence)= L AAZE Ao HHAS 77 gIA

MUl Al S 22 OE ofn A g el dehske] Myl et

AR GRS Foh wEbA AR At o3 AEe o] ddk=
2ol SA wbEa Aol flshE MW ae] HxFor Algsr|m gk
el AgstE Aulae] FAE st uhel Abg, 3, Eeld S o T
371 % shal 7HA, ARy Aol A, B4 Ao m R R g

B84 FHEAo] AMuAFd AW i e 5o xd A
FATES Aydd ey 72l 4 Bitner(1992)= <1¥ 13>3F Zo] A
v AazAo Ao stAx AFgx7Ee] AAE e E 8 AASte] AuA &

94 #A43 B ATEok] 2 /E sk 2k Aus 87 498

A PFER R, Auls gl g el s s A e
3} B oW Qe WAE hE o|EAow Awsti oo Y A
A}
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<2 13> Bitner(1992)2] Mu|A x| StA-AIEX A =Y
A& : Bitner, Mary Jo (1992), Servicescapes: The Impact of Physical
Surroundings on Customers and Employees, Journal of Marketing,
56(April), p. 60.

o A, §74 AAM, L;Ed FFIH I = HE, 24
HAohar Atk

w3l Wakefield & Blodgetty © A Ajv)~9] $HHo] A zg Au] A 3749
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g, dAnl e AaA-S AAEAT. o] A% Bitner7b AlA & servicecape
AF Ayto] wEH GAAE AE
oA @ AZHE AMEA Frz Mua B8 g

Aol gk Aza FHdo] e vk oo folgk FIgFS vk
sk Th
Accessibility
(BRI Y 24)
Facility
aesthetics
(& H0]24)
Seating Ferceived Satisfaction
comfort Quality of With
(A Ob2fo) servicecape servicecape
Etectronic
Equipment/display
(&I 28/ )
Facility
cleanliness
(g dZ4)
<3 14> Kirk L. Wakefield & Jeffery G Blodgettel 9132 &
NE ¢ Kirk L. Wakefield & Jeffrey G. Blodgett. (1996). The Effect of
Servicecape on Customers' Behavioral in Leisure Service Settings. Journal of
Service Marketing, 10(6), p. 47.
U A2 olfFAet AF-HA998)> An A =84 gl gk H4d A7t
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1) 7| EY A9 o]&

A&7 27 7]

7] th (expectation) &}
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o714 71te] M-S Tolman® 7]t o] & (expectation theory)ollA] -2 3t
, Tolman(1932)8 7|t & Iutd oz & A Fo] ojHl QFHE= EAHES

=
ZtEvhal sk s s e Adelebal 3hglal, 73 (1995)2 arAo] Al H

>

Hl 2o tsle] Wl ¥ Fedli= 7]F(standard of frame or reference) . ZA]

It LA A o] el whek dwbAel Ao U AAE WA, Abde T
=3 T 9o HrF Abeo]l9l A I (performance) 2] Zolol| Wl AE Hrhs)

E vk AA Az At Ziged Any o SAA =
A A (positive disconfirmation) 7} LA 3L HAA Az AArE A At
of mA A E3tvpH FAZA BAX|(negative disconfirmation)”} A %
Aelsts <G 3> 2 o71A Yol dats BYx
o 2nt AREEY, et At BEUAE Fiko] v YA d¥dFE +

T, 2007).

al,
& ddstE v v)E

A

2aH 2o A4 A9 > A7) .

OXO“Y == ] - U]'*—‘T
A A = A7

A4 54X AA A < A7 Eurs

T2 UES, OIS (2004). S2X A/SC JIHSLXIIF DATE0 DIXIS SS0| et o
23~

7. MAS=E, 18(1), 23-44,

AE W Aol B nAe] Ad @ A%, v Fea 52 a7
o PAH HYA= FF AFTANAE A, w0l thE P4

A 2 AHAE g3t ES ghvhal gl
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2) 7| BU X 7 wd

(2

ZIEL A ZEdL2 Oliver(1980) 71 Alkst Aoz 79l 7|&¥ THS|A

Ae AABH L ASE AT oR A4Pvs Helson(1964)9] 4 &%
, anAE RS ATl A&l gl A=, s, fU1Ae ol

W, dw 449 A4erEe $54 Bl 9we wAE AHe

(Helson 1964).

ol 2iAl & t+1)

SARHAIE ()
TOH = ALE
ki \ l
l K| 2= AR D
EH =) l
l =2
Ol =)
] | ! !
T OHCE Hi+2| e =0
=27 o x| 297
AP > EP AP = EP AP < EP

T OHCt+13

gd 17. 7l =LA 2d

XtZ : Erevelles, S. and Clark L. (1992). A Comparison of Current Models of
Consumer Satisfaction/Dissatisfaction. Journal of Consumer Satisfaction,
dissatisfaction and Complaining Behavior, 5, 105.
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PR 2u AT v Aol g A
Fol A ANE A HR, heow A 2uE Fd 948 A48 A
sz gl A AHsh Wlanskel, ZHsh 4 19h A ehel els) ]
AgrEe) pio] AHM, oldA WAR WEe] FEe thA AT o

d3ks 7 Avke AR <a¥ 183 e Yoz AgE ¢ vk

.,
=
>
==
s
o
¢
A
[0

JIy
(expectations)

”J;\

(satisfaction)

=27
(disconfirmation)

A2t
(perceived
performance)

aE 18 =YX 2

X2 ¢ Oliver, R. L. (1980). A Cognitive Model of the Antecedents and
Consequences of Satisfaction Decisions. Journal of Marketing
Research, 17(4), 460-469.

Tl & Al AR sl 2 Rew AnAE wEs 8, vk
2 A4 A5} AdAR Anc wew wwEes Ak AA AEATA 7]

fuch w2 Aoz dAdtsw §A44 & d A (negative disconfirmation), A4
g TR ¥

2]
RNow FHHH FAA EBYUA(positive disconfirmation),

A AEsh 2ty B

rlo

W G A (simple confirmation)@F il 393t}

5]
upebA] <zg 19>9F Zo] wedAet $AA B9 Ag wEHIA Ha
t}
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Olive (1977, 19800 Tse and Wilton(1 988
Yestbrook(1387)  Olive and DeSarbof1998)
¥i(1933)

Churchill and Surprenenant(1952)
Wi(1993)

2ICH
{expectations)

CELR DT
Spreng, Mackenzie and Olshavsky(1996)

¥ Oliver(1 350) -
Churchill and Surprenant{1982)
‘ =2a7x| Oliver and DeSarbol 1388) =
g:igif:ﬁ %Zi;ﬂ%lfggg?m (Disconfirmation) Bearden and Teel(1933) (satisfaction)
Tee and Wilton(1988) Churchill and Surprenant{1982)

Churchill and Surprenenanti1952)
(1390} Oliver(1980,1981)

F2HE Ao
{perceived
Performance)

<HDp- T
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4 BA, ey weEd dAUk B4k, oo BANE AddoRe
Behe S YA, ol® 2831, FAshe o YoiiE EAS AL A

Spreng, MacKenzie, and Olshavsky(1996)% &34 B A9} HAH EAdF
, AE T BYAR FA4HE BYAY ARS A4
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