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SRl & Au|29) FAET ] e *LJHH‘E Churchill (1979)0] AL Sl o
A A mEt 2A v5e) SAAE AX JFEAH A DA A2 v EoplA A
71&8 B7FHE & Parasuraman, Zeithaml & Berry9 SERVQUAL, Dabholkar, Thorpe, &
Rentz®] Zwld SERVQUALT FEAA®E 8 HCI (Human-Computer Interface) EokellA 7Y
u - AREEAL gl PUEU. QUISS, 1Q §¢ #23=, 83 7je oledl Avs 45437 #
HY 71E #4d ti9 AR Sle 2839 AR AASH olF B 20) 18 Au|lLY F4
& Zste BHYS W/ RS & vEse Aolth 7 WA SAdA e wHAEHd A
FEALE Hopd] meh A - iy g4 10822 TAE AEVHER TAE 5o 39
7 2Pl W& AHE grl AP FEES AEIEE 9tk o] HeA V& HieEo|
49 Al ek As FAT

:
% (]

2 9T 50 A3ita suds Az PHI%EE E%s}% ﬂw IR, A 0
1‘:_]— A

LA

0

Mo]& AABAT, ol 7[E B dAFE0] A R i‘@ﬁ%%% Eﬂ*o*—o—i APH
H wE FAHES SEI] Y3 dHo)gen, AZAE s FaE 298X (exploratory
factor analysis)& Al =5 S FHoR 2Rl TE Muls £

OlEH i

AP ESSESRIEE

15 ol gslo] bt Fefjd 4F 9 AHLE Ao 29 W3
Y2 BE 2E 7999 &
a4

BTHARS, A0). 2014 BN QB =2 @b
o 99T A B Al 222, 0 3

4% AdE B AFLE 3 Qe
Batel ABus Nulag FABAE kD £ Ut B SHE QEY Aux FA 54

SR AW A B A B4 A SAaTEE o s Rl BEQ
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A2 & Holth E @A) A vish 2ol Qe HlEUsE dEYE B oRolAn, 4
Ede A29e WlE Auls AgA AvAe Ad wEEE S8 g A9

A ET} okt # FEE) Yrleh 22 A2H9) F27 20 o) A AUl FA

2 Pl o 2 Yz e

AT FE A2 SPI Ropla B 1 7<1<§H°1 2 Auz #d

9 A7E An wgl Sl Yool A2d $84, AuFL) B

eb o124 TS AN, T AHA S5 289 A

(service quality)®ll
%:IIE.Q_ z/\] E_
q

A
ol 1ol 719 JEE $3 2342 vAYT FJREAAHY AEolge HH(Zinkhan & Watson,
1998)ellA & & gixo], AFHQ] 20 F op2} SHEA FAA Hofke] AEHEE £ AT
AR 224 vl dodolEt & Aol Eok ¥ AT AEHQ vAY Fd92 ER
Ao Qe mFEA 288 fdez B8 NE (trust)ol tiet AFEE aEs] o)) £33

AZiTh

1) S M~ 2o et o+

Lynn Shostako] 19774, AfHIZ& wtAEE “A&F =mpABeA 22sfok drHbreaking free from
product marketing)”#He F2S BX & 2 g&d ATE] M2 viAg EoplA o]Fo A
T 1 F 53] T84g0] AR wHEo] £ olgrh AHlA 49 273 9 Ao i3 Aotk

Parasuraman, et al-& 198333 AH]& £29 ZHE79 SERVQUALS HE3IHA “AuHL
FAold B4 AuaY AgAR] gdiod a4 Bt anAe] FR4 fdogA AR
ol F2FE U g=9 3 g n gtk SERVQUALS ©% 19919 ARE
o8] stxte 4 - dxEgen yEA R {3494 (tangibles), A1F 4 (reliability), &7
A (responsiveness), EA14d(assurance), 274 # (empathy) & & 5/ xFd3 279 AEESC

olFo1xtt, SERVQUALY A% dA7A wAE S B2 FEAILY Fokf Al2g FH4AT
(of: Watson, Pitt, & Kavan, 1998)¢ll o]2717k4] theFgh Fopoll A Q@A AMEH I glot Tt
o] ¥&& U BRZo| ditFojolx A Aulx Foe E¢go] aHA X e
7HA71% ek B3 Gronroos (1983)7F AATeE AH| 28] FAxpAA AL v, SERVQUALL2
HIAFEO] MHAE AlFds 4 (process), & 7154 +
vt A4 A ArlAe 23 outcome) Y 7]
nlzlek wlo] gt

<

.H
£

=
ox
1o

9,
32

e

|

AL LR E

L

JZi
Kol

=

2 (functional quality)ell =8& &3
Z4A (technical quality)s] &8 vls)

_Bi

ol#dl SERVQUALY ©d-g Hast A % 3 7FA7F Dabholkar, et al (1996)9 AwjA
SERVQUALeIth ©]52 SERVQUALS 7122 7|&Ed# 344 B & o83 avd A
Hl 28 4 F7HHEE ALtk of ¥=s £24 54 (physical aspects), 412 (reliability),
1% 22 (personal interaction), 41312 (problem solving), A3 (policy) <1 571 2 2870 H7}

FEOE FH SiTh
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SERVQUALS v Bttt Al WAl da4g2 £ ¥ G 2dRe + 391
oz e, SERVQUALQ G, e, ZgulEdl ek WEES EF Edoa
itk v iR A A dedxder A EAlgolt wd, e 59 &7E o9
Helshert e ‘H%% Hi gler SERVQUALAE Z@HA] ok H2g xdolth =pAg
R X e FAEL ASAE AF, AT 22 e GRS ORI T
£ d7e HAodlA 29 SERVQUALT &mf3d SERVQUALES S84 02 A el
¢

=
i m
N
o

O
hm
Ao
i
ofm
Lt
=4
-

2% Au2g FLW ARE Aot GEES A%

o o We G DI 2o

<E 1> 273 - MEE SERVQUAL, AMHE SERVQUAL Hrial=

. Mol 22471t 3 OIEOW o]
L3{AH
e AJO|E 3jHe
e ofist Al M 0jRef 0|82 B £ ot
SERVQUAL e olgXEe] JolMMEEE & 2a5) o

2T-SHY | OIBAES] ofrin} Eflof AlZ&ohl| Rs(EC

2z | OIS JH7HRlo] CHE Al M| AT} RESiCt

(BlR7[Rlol4 +ZUY &) AfB[2 ol82fEo| Zhesict
HEM | (Y, L §) Muld AR 7Heic
(A=l EI—EEE ) dof - SA5IE0| Y YAt 2o

Aok | SO el sraLig0l ARERE 3 7l 2T Ko itk
SERVQUAL
SHol2 | AIgRIel Saamol te) Cios 2oL SANEE AE )
rap | 291+ E0 0l0] 9le 2 ol tizt 2ot a0l Solsict
i e R o ;% L} ©7Alsiol chet Helo} amaict
) 22101 AMd| 7ol sk oA
GA et AFHA MulAs Fdo it ATEe2E QlEY Aulxe) £4 238 ¥
202 gshe dol Fet BEG o)t 94 eREE Qe DX GelEee
2219 Al2ES B3 A 2AYE EAS AUH, oz il ER Azt AHA A=
At FAE S AEE 1 917) mFolth(Jarvenpaa & Tractinsky, 1999). o]#% 4w
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Apeh B A A ZA ] BAFGY Fo9 UG @F = GARIEE AdEdolghs 4EE I
HE A Fujgdol] v§H71E #¥HDoney & Cannon, 1997). £ YAl|EE w3 Fdhe
AL mH EE FYLES Adsle] ws - EHE A7 #Este &9 W A Y (internal
marketing) & gl ¥ T Sl

91} Zo] PAfolEdte A2 E AR dAEE UM HlRUAY 2RI ST F
848 P, & FoAe FHALE BoplA AEHoE Aol £ Al2d §84, A
A QlElgo]2, AR, ARFE S5 okt

(1) 1Q (Information Quality)
eEd A|Ee ANAENA 9S8 FRE AFste Frdor FHASA AHEEIL 9l
Tota R FEEHA 24E 4 AHHY GAIE A di d7e 2
o] ofUt}, ©, AREL AAE & thd v|aE ofF 7HAE Zoke
, 2 % WA Ao] Huang, Lee. & Wang (1999)9] dAojth o] FHEAS Y
]

ity), ®84 EZ(representational

F
il

[
2
29,
f
i

ox
ok
X
S
<
(oA
a0 r

0

=,

3o,

2 Ay Mo
k) 5
i rlo
pe

]
finsl

A I (intrinsic  quality), ¥4 &2 (contextual qua
quality), BZA F2(accessibility quality)®] 4xgez UFrn oF 24E + e 1Q
(Information Quality) 2+ X =g /HEatglch WAX #22 F2 1Y ALY, 2J8= 5
iAol 83 4L AR AREAY AF 54 24 A9 R AR, SRY ARE
Eot) E 394 Fdol@ FEIF it A of#faly] 4A FEHAETE Tek, HT
A FAL BEY GA A £ Ye AEE Iudth

B aFdAE oeldt 71& ATE HELE 2 Ig Mul2d FREAE Bk
EozM FRY YAH F4 o4 R FEG S J¥H FARE HHY FEHYS E
2 AL FEY T -3 9 ol &olid' g WS ECE AP eH, WAy FEFE
I 383 AEEAY B AFR(): qEAR) 9 B (A B2 BR)E TR 5

rr
osk

(2) PUEU (Perceived Usefulness and Ease of Use)

HEAAE Fopol A B2 APATES B3l Held A AA, o8 of| FEALE
o] G4F Jifo] Ego] Hrhal FGE Ao o5 o]gdrh= Aol EXlE FHEAILH] IF
A B3¢ o0& AR ARSY] ofgnial =4 F9 3 A3} ReliRivks AR oltH(Davis,
1989). 27 $& FEAILHE o[ & A #8487 HFE AFH Folof it olzfst 7]
FATES vlE o2 Davis (1989)7F /eret PURU (Perceived Usefulness and Ease of Use)® 4
B9 A7tH {84 (perceived usefulness) T A HE/d (perceived ease of use)oldt F AL
2 UHo7e} B3] Hge dAelEE Wlkte B AFAQ Hr18E(d: www.bizrate.com)
2RE 59 &o]4(ease of navigation)ol# &0 AREHE 7 Folt},

£ dFedAe AYP G FHOE GAIE Bt At $ES A8 glon, 53] Y
7h 93k ARE e Ao 4% 22 FES AEVFEY EYE AN IAOE FETete
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(3) QUIS (Questionnaire for User Interface Satisfaction)

Qe Wizsel A% Tt SRS F90 U F Jed 1 7Hed FHEAY Ao
A

=

AOIES AgATY HuBgolth ol = A% F3A8E ASATH BRI YUl
A= E29(flow) ] Mo Ado] 7Fs8tHTrevino & Webster, 1992). o33 E29+
AHATE 7193 FEWAE Y V1S npEslEg J]H Y YA e a3 aglo

2 SATHEEA, AEA, 1999).

Chin, Deihl, & Norman (1988)0] Al2elel that AMgALY] FRAR] HEEE FH] 93]
Fhaket QUIS (Questionnaire for User Interface Satisfaction)s= 19+ Zo] AFE S AHEARTE 4
AL FAHE F ZPETEA , AgE0ie Al2] FR, 8 Al2] gsolge vt
7} Ze] wE ALEAF QlEH o] A8 Bk,

OW A3 1Q7} ﬂix}ﬂu FA87}) 23 D whd, QUISE BEAREATE Al

A3 xEEI G A FHEN
=M TRl MEH 1- “shd] HWQ% Wesol 97l 4). E AlL" FEE AR 8
A LS 474 B £ JEE AZHE =y FRE gujsh= Aotk PAolEY FHA
Aol Qo R 91X AR AFL W FoF FEOE TS QM 2000). s
o h3t BFES olguhfol} FEEA GolHg TR gloH, mAY XU AlLe g
52 A2de U A4 F d9 A2 53E Frltte otk B dfdAe ol
QUISY o F7IFEE & PAlolEY AuAdy Pyl A9 FEES ABF oz ot

ATk

() AFUARIE A7 Fea87

j=|

HERo7 /‘BL H-4 (interactivity) o1 & ZAfrUA o] 4] ] FoAE el A7HET
g8e Bzt 359 A2 dEue /e she BEE o2 & AtHRogers, 1986).
oldx ARUA AL B HlEY2 oA b A3FEe] TNk ol FE F8% Y

f,

Ele=,
3 QAP E(A AE) 9 AREAZEY) g ool RSt 7197 TEa A
A} AFEAEY FEAES WA o F89 7o R ggd,

E3) el wlxUzsd QolM ALgAR} AREARYY) dAtaES AFYE (community) Bhe
Mdog FELT 7% ey A4 AUl elxe F9 F%% ARUEE0] 34 - Y=L
otk ARUE A7 v2Us BdE eFEHErt 3 e ARgAY Al ESC] cq;,q
74 AR ARRAERY GAAEY FE AL Ak AAZANS dEH FBARE
AW ofmEgAe] x7] AEHIE F 3 JMA7F As Fuid IAER slodw AH HEe ’“71]
goEMN Hojgag Ausal o o5l Mol AL ofn] dal ¢l vl
ol AFUEE AEA ZHF P Mdoz AFEE WA & AR
ojg} o ulezIth (&84, 4154, 1999: Rheingold. 1993).

o2, QUIS7H AA
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B9 o403 3 FH, %ﬂ 2, AFUHE(ARFUA M) 9 4SAZ A ﬂr;‘ég ’}%‘?50}7]
= WrH8elz & Schubert, 1998). E& ARUEE 7129 #AnAE BN 14FHE 27
o2 Berry (1997} 4% 1'5& A 5 o 71AR1 AA FAGA Ak(social bonding) ] 2
913 Hgoaw Ao rl53irk

& AAE o3 AfuUANAY F28e Adetal 289l mg Aul2e Frld) A
3P "ol AR AFUE} & drgEo] oy, "AHU 84850 ) 5o YES g
RO, 793 AFEAY] JAREY 2HE Y T weE oA . B 28 A7]Y
T TS 22 FEE TR,

(5) PQISS (Perceived Quality of an Internet Shopping Site)

Yoo & Donthu (200007} AAISH PQISS (Perceived Quality of an Internet Shopping Site)=
AHIARES FEHQ] $EE o THE HY 49EY W)RoRA, U, A4A
7HA, AHE &0l 5 F O A4, 20709 BgeR o]RelA gtk E AFAE o] 71ed A
Hl& 719 g AEF o2 A8k Aula 49 HHEs} Auae] e g o
588 27 Y3 auAEe] Adtte MuA BE 3EHEE F3E ook sl 7lgolt),

A (trust) & LES 7HAT 9l ZRAGAA] da) gzslele ARl vs gz 4E

T 3 28 olE AlEe] AFQQEY thElel e AU} o]FolA grkd:
Moorman, Deshpande, & Zaltman, 1993: Morgan & Hunt, 1994), &R AFe ARAR <
2717 A v S28 9EE FHsE Ao (Quelch & Klein, 1996), ol#e A7t 4
BE B¢ 2HAE ez @ ey uiAg Y 4718 e & dojaglon HeE Suiy
ATH Keen, 1997). A5 A== el A1 AA=9] 4Faclolgd dA1d whalth Jarvenpaa,
Tractinsky, & Vitale, 2000).

AEUl $FNA LHAEe @% el 2ERE Y8 279 FI(Jarvenpaa,
et al, 20000 & T 2950 9l& ¢ AT, AFH R FAY FES A 1489 9
Qe AEE AU MAFE Bad th3t 2uAE9 98X Z(perceived risk)©]th. Hoffman,
Novak, & Peralta (1999)ell W2 <IEl AH|AE0] AlZ9) AFE 7= o= /UF R
W SAE JA dEolFL @k AHAES AElolsie AWl A $AHA EAH
2 97] midolm, A9 AJAES e SEE §8E F Uk Add gz EAES
s X Al disfl & FA A 7L Yk AHAE] LAE ol JERHEe
2ole YHS ZENA ARIPE Buo] qgh g8 Ao F= @] gtk Dayal, Landesberg,
& ( =4 E

1999)= B 7190l FAIES ol 2H|R AR f39 Ado] glee o

}o(- mio

=

[w]
D
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w2
753
D
—
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49 w3 AF 2AA A ARAYE ol gAY
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% Jol 6%, o’g° H%E AA
gom, dgd H2s 20f417} 6%E EVFE AR &F;%EQ A% € HAE 100-2008
A9 FBAE BI%E 7P w2 vles Btk TAHL SAE <E Hol vt sl

labg ; ... ,64.9%,(2108%) .

o o1 %1% (114294
10cH 176% B1g)
20t} 560°% (1820)
2 a0t 6% (734%)
st} ol 359% (125
1002F ot 15.7% (5119)
1002 F-2002 Y 3B.7% (1,160%)
AEY 2002 FH-3008 K 21.1% (6869)
s0atsl oAt 1359% (430)
faet 14.0% (455%)
Xoit 30% /%)
slex 3% (106%)
SR 400 (1 405)
Aof 54 136% (40
iy stela 256% (8632
Hoize 3% (15%)
Je} 549 (1758)
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LRl A& IS Brbel) AREE F 407 el da] 9RAS AxjEAch e
W % FHEEX(PCA  principle component analysis) WS o]&slglor] 291342 vzl

S(varimax) WHO2 ST 80552 oflA 3 1 o1FE VIFLE ogler 1 2 & T
9 aqlo] FEHdied, AF 2de (& D9 2
[e)

R o) 2ol ‘Aj2E Qo] 2(system interface) & HHE 5 Utk GAIEE WA=
SEEHE A HlRY2Y glo] ARgAS FARIES FeAE-2 ve Fa3 gholth 5
SR W& AL 2ol FFAS AHAEY ARBATE dEE PAIES EAT o F
Ae A2 FHY H2Y2 Ao obfe] £& Ad2E Fr3ti gluzte 270 A
OJEE B AHHOR ARBAA AgHA Zdvid HFE H2ULE 9 5 glgol
FAs oty

olgjet Al2E QIH o] XS fAtolEY] B9V shHe] Z3le 22 Al tAK]
Qo BE A2EY gg8old, 729 A94, Fae] goli & JEMY §8& Bl
YGEEL TSR glofof itk

T A 89l FRY AEES A HlERUZ glolA AP 7AdxE 4yt
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Developing an Instrument for Assessing User Evaluations of
Online Education Service Quality

Hae-Ryong Kim*
Moonkyu Lec™

<Abstract>

The online service market is expanding rapidly these days as the Internet has proven to be a
convenient and efficient way of commercial interactions. The online education services are not an
exception; more and more consumers or users are finding such services as an effective way of
learning.  As the Internet education service market is increasingly competitive, measuring and
managing service quality are becoming a crucial issue to the survival and growth of those service
firms.  Unfortunately, however, little research effort to date has been made as to developing a
valid and reliable set of measures for assessing consumer perceptions of the online education

service quality.

The present research integrates the measures of perceived service quality developed previously
in various fields, generates a new scale for Internet education service quality, and tests the
Instrument on the basis of empirical data. It produces a multi-item instrument for assessing
perceived quality of Internet education services. This instrument can be used in various stages
and aspects in formulating online marketing strategies for Internet education service providers.

Implications of this instrument for Internet service marketers are discussed in more detail.

Key Words: online education services, service quality, consumer perceptions
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