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Abstract

Purpose — The objective of this research is to investigate
whether  national culture influences consumers’  service
evaluations. The services industry is receiving increasing atten-
tion from academia and practitioners as its position grows in
global markets. Standardization or localization is a traditional
managerial decision in global business. As the boundaries of
services expand across national borders, firms are required to
decide whether to standardize services or adjust to local needs.
Though it is imperative to reflect global perspectives in market-
ing theories, these perspectives are mostly based on Western
conceptualization of the world. Through a comparison of con-
sumer groups from two culturally remote countries, service qual-
ity evaluation mechanisms are examined based on similar
stimuli. The study tries to expand service marketing perspectives
across national borders.

Research design, data, and methodology — Eastern and
Western countries are known to be culturally distinct. One
Eastern and one Western country were chosen: an Anglo-Saxon
country (the U.S., England, and Australia) and South Korea. In
Hofstede’s cultural dimensions, the differences between the two
are pronounced. The Anglo-Saxon based countries share many
similarities. Samples of the same sites are targeted.
Questionnaires using a service quality scale (SERVQUAL) and a
customer satisfaction scale were distributed. Utilizing Hofstede’s
typology of culture, the service evaluation mechanisms of the
respondents from the two groups are evaluated. Three hypoth-
eses are proposed from the review of the literature. These are
service evaluation habits, importance of service quality di-
mensions for the individualistic/collectivistic countries, and
strong/weak uncertainty avoidance cultures. Consumers from the
individualistic countries are considered to care about themselves
and demand a higher level of responsiveness and assurance.
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On the other hand, consumers from high uncertainty avoidance
cultures are assumed to rely more on tangible questions of
service quality, as these are the only predictable service quality
indicators. A t-test and regression analysis are applied to vali-
date the constructs.

Results — The respondents from the Anglo-Saxon countries
are more generous on service evaluations than Koreans.
Researchers have indicated that Americans tend to give higher
service evolution scores than European, Mexican, and Korean
counterparts. The tendency is the same here. The sample from
Anglo-Saxon countries demonstrated higher service evaluation
scores on every dimension of SERVQUAL. For the second hy-
pothesis, the respondents from the collectivistic culture rely less
on core service dimensions (assurance and responsiveness) due
to their tendency to place more value on group harmony than
individual interest. However, the third hypothesis was not
validated.

Conclusions — The study attempted to expand the scope of
service marketing to reflect cross-national perspectives. Service
quality is known to have a strong influence on customer sat-
isfaction and loyalty behavior. However, this research demon-
strated that individuals from different cultural territories respond
heterogeneously to the same stimuli. Scholars argue that na-
tional cultures are main factors in such deviated behavior.
Scholars and global managers should be aware of differences in
consumer value judgment mechanisms such as satisfaction, ex-
pectations, and perceptions.
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1. N2

S2HZH O MH|AQ| X[ EE FRHX|L1 UoH, 2=
HGDPLHH| MH|AQ| H|E Lot MESICE OlF & MEZ0AQ
MH|A H|ESL GDP CHH| %1 80% MO Estm Qol, 22
LA HAHO|M MH|AQ| HIF2 o 2/32 O =EICL ED LY
GDPO|AMQ| MH|A HIE2 2 594% = LIEILD QUCH (CIA,
2015). ZH[0IA MH[AAHO| X7t SRsHE0| 2t AH|A0]
CHst A7 3| AHXE SHCE of MU[ADF|EO| 2o S+
= X 2| TMZ|O{MRCE ol2{3t HyS HiZ2ZE Vargo
9t Lusch (2004)= OfAH|EIQ| T{2{CHRI0| AHEQ| WBHOfA AH|A
SAMo| wete 2 HHY . QICkn FESt QULCE

MAE e MHIAZ 7|HIOZ SH= 7|90| MH|A HZo| HHe|
£ U0 IotAZ|X] YD SEEHSHH MISt A2, AH|A
O A uet2 IHLHoM THE EA HESts Z20LO|Ct
(Lovelock 1t Wirtz, 2007). O|2{3t AMH|ALHES| SIt= 7|YE0]
A 7122t 20 ME2R EFeR QAED on, 3L BFE
el MH|IAE SHAHSE HSshs 7IYS0A TS AL F2|
£ Q%I ol2{st =HMol o eI AH|AES| MH|AO| CHSt
OlX|(perceptions)?} E2&oz AHAZAD|O|H QA7 IHEO|CH
(Zeithaml et al., 2002). MH|AE CHsE Z710| AH|XEHA &
oz MYSH7| fleiMe, MH|A MIXE2 SEIHS0| oY
Hztot ofs7t MZAEK|0jOF BHCE O[2{et E2t7F A{H|A0]| O]X|
gakof| CHt Ofsil= 7|Yel CHst MH|A XIS HLOF 28X
HIXIE S35t siY=7t AH|XHEQ| MH|A QIX|of CHet Zat
=0|=H £2 7|08 & &+ Aot J2{7| M= MHIAE
7o S EYEAMYE FRISHE ZIYGS0A UoIA =TI
22p7F MH|A0| MEIPYO| O[X|= FEol Chet #E Ozt &
S|Lt O oL [ ECt =951t

mju ro rir rot

AHIRRS| MH|A EE MHIAFHO| 2ASH ZZO| CHYet A
Ol =79t R7h2e7t B[R] ME|AZE e MH|AQIX|
of DiXl= Fgof et A= MetHo|H, ME|A7F 22E ZX
of OXl= Igs 12y W, ¥z oS st A7t st
%t ZOIOICL 7|E=Q| E=17t MH|AQIX|Of OjX|= Jgkof 2
¢ A7t= 3A F 7K SSE MEEES 7K U=, )=t
o| HolE Fe&| oHA| @AALt =7tER =HES, JfelEez T
=OH| 1 E3iEtE Holz BiEez 5t =itz Stos
20f2| AYS =alotn U, 2) F42| Mo Lot MH|
2 ZE0| Ot doIgt MH|AZRE HIE2= AH|AQIX[0f Cf
¢h H|17t O|20{M, ME|A 2IX|0f TSt Xto|7} =7tEsHY K0l
QIR = HHHo=z MH|A MSSE2| XHojof| 7|lst A AX[o

thet elEs E1 AUCE

ojof & GTE 28X Ko7t MDY 2 £ 27} (YO|H 2
7% o=)Q| AH|AIE TIMCE YD MH|ATZ & =7b AH|X}
O MH|AFZEOIQIX|0| DXz F¥E AFSHLX; oot Z3tH
29 Hofstede (1980, 1993)2| CtA 7IX| E3tAIES HIECE
£ I7te| 23HF XO0|E FE5HH, MH|AFEHE I E£= 7t
ol CrYet MH|AZEOl ZFEo| d2| Ar8E SERVQUAL
(Parasuraman et al., 1988)2 HIZtOZ O|RO{XICt. O|E HIES
2 =38 A2t HlunX 2 & Ft o] MEAFHIX|] BE
£ H|WstH O {/QI0] R7h22Hel Qolo| 7|Q15H=X|§ YOt
ZCk
AN

N

A, 23t

=210] CHot HFXE2| "ol= CHYSHA EXsiLE, dA+A=2
SEE A2 1) 23t= SEE ASWEHO|N, StEE S0l 1
W FHEES0A MFEECH Zdolct 2) =t o OF°e 4
CHE OES10 FEX0Fs 553 MztAo= oot}
McCort2} Malhotra (1993)= &£3}°| AZ0f CHSHO| Cr24F 20|
HolstQik: 23t= AR 2N 2xZE 3SE ZEO|CL J
FE e S 22| MOiZto| X|&XMez |X|ELC
Hofstede (1980)= ot T Ttut ChE2 HHHE T2 &= U= At
AMEHNOo| =2 o R 2IE H™MO|sIon, UNESCO (2002)

mjo Hu

o Folof mW=H, 2ot= ARl £E ARH 1Fe S84 I
o, 28, XA, 4384 7|Is2=2 F2oien olz{st 2=ty &
=0 71 co=2 Z'I_S

g0 O, ot Y2y, THRALH, HED BEo Jgs
Cto HEHSHRALE

#EHY Ao|2t= FHOICL 20| Chet =7 gFXE2 37t
Lio| E3E dENY Aoz 7tFoLt XZ29| s &Y
7t LHOIME =7F 2t Xjolef OEIIX|IE FdRAEel ME CHE
SaAlol Kto]7] EXfY Zol2tn FEst QUCL MM =7+
F 22t= 525 AlE = glen, dutsozs H|nE 2
X2 FgE ZI7teto] HHARSIE HYZ|OX|H, HIE ME
CHE =71 7HEX|2te S 23tE Hide s & = UCtn =%
SICt (Zhang et al., 2008).
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S5 J|F E= WSYAol TO|

A g

19"

gt 1o rlot r|r [N Ao Jf 2

5| 7|9 EE THO| FRY AYOERH IPS w9
ZXBept A7l SU7|Y wr sl KM K| BSE
SYANo2 FFS OjXE H2 HOIEIC} (Schein, 1999). el
28k DE TNl 2ait 23 jl0] 1 7|2THlo|ct of
= oho] BatT ZAZL 1 MES TR Uk oISl 5Y
MOl 11 HIEFS =1 I} (Alder, 2002).

XS7K| 22fe] & E&= 2RE ¢ =
= O|E=0| EXgiL OF HEAHLE Ql8E|l= StXt=2 Hall
(1984), Hofstede (1980, 1993), 12|11 Trompenaars 2}
Hampden-Turner (1997) & Z40|C} Hall (1984) & E3}E 37}1X|
At2(dimensions)2 &30 /I, 10 E= 2J0f (1HAH
IME{ ), AlZE (=XHE/SAICHYA), 2|0 32t (7

(HIBHBRE
7)) 22 RSN 08 Sotol on|E| NYE Y H
=

3
o, Yol AXX EL SAICHEE T, 12|32 2TH )
O 37t FY EE AN BRBUFAHOR 282 TENUCE
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Hofstde (1980, 1993)= 2312 57}X| Aoz JESIY=L
1

gt S=adgo| oot S|ugE), HeIFoH el (M
o TS0 et EiE), BE8/018d (M2le] 89X o o
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(<Table 1> %t=X). Trompenaars 2} Hampden-Turner (1997)= &
Sto] XApE 77HK 2 FelS5tRA=0 LSt 2t B EHFo/EST
of. BFEFoyEIFY|, HAFO TET], BHFYSYF|, A
FIFolHEFL, EAFFAIFL, WEREX|EEX S &5t
225 TEOIALL

<Table 1> Hofstede’s Cultural Dimensions

Dimensions Related Definitions Measurements
Ind|V|du_a I_|sm/ Belief in individual actions or .
Collectivism . Low vs. High
decisions rather than a group.
(IND)
Power Le\{gl of inequality in society.
. Privileges of power holders. .
Distance : ) Low vs. High
Attitudes toward conflict and
(PDI) .
cooperation.
Uncertainty Attitude toward uncertainty in Strong vs
Avoidance life. Need for formal rules and g vs.
. Weak
(UAI) regulations.

Masculinity/Fe Level of inequality between -
minism sexes. Attitudes towards work, Vgﬁagglﬂir:ge
(MAS) confrontation, achievement, etc. '

Lo_ng-te_rm Attitudes toward the future rather | Long-term vs.
Orientation
(LTO) than the past and present. Short-term

2 AZE 23 2EF O g2 oBE E}ZER ofotx
Hofstede2| Z3}XIlE2 Z0|Cl. Hofstedel| ZE3tAES
HEER g U HTECR HEFoE 1 Azrkdo| =Lt
gk 4= QUoh J9| dts EEHS AFlatetE HECE st Qo
o, Jfgxo=z2 & HEEZ|ACE ETH 4071= 116,000 ME=
&z O 77t O|R0IN 713 HEH2 ZAILME HEES ot
1 QUCh Opx|[etez MEo| X2et 2HAHE LHEO0|0IM 7|gat 2t
HEl 0|77t HetsiCtn e2{X ULt (Pressy 2f Selassie, 2003;
Nakata 2} Sivakumar, 2001). {2t Z2 &Mz SHstD AX|
HE0[ 19700 O|FO0IH KF°| At2|H 0|t CtA ZHON
UCH= HIEO| Aon, MECH0| IBMAJCEM HEEAO fE
BE SESHK| Rottt= XA LS =X}

2.2. MHAEZX

MH|Ao| 2HE EFE Q510 MH|AQ| 24=4/FS5-d0i| of
st 7|F2 |8 MEO Hgto HnA F LAFO|D eHEEO|
Cf. ATAES AH[XEL| MH|A EXQ| BII0| Cist o=
2H|XFEL| ME E MH[A0] gt 7|ChX|et dEFEe = XS EH
MH|AE H|ms{opotCtn FESHRICE (Oliver, 1980). O|2{g AfH|
20| J|C/RIX|of CHS ZME X|[2HEl MH|A FEHE FHolotr}
(Parasuraman et al., 1985, 1988). O47|0|A &OISt= A2 1) A
HlAQ| £do2 MH[AS| L44/BSH| AF FH7t AH|Xt
2h= Adh 2) MSE MH|AEDE OfL2t MH|A HZe| ZENA
EEe MHA H32l 2Hd ot S25ICh= Ao|CH

MH|A EFo HFHH-HE 3H SFEH (Gronroose, 1982,

1984) 1t £0|Y (Parasuraman et al., 1985, 1988) 22 235t
= UCL & 28 BF J|0iX|et ZOtE H|WBCH=Hl U0 3&
Fo| UX|TH ZFL-Ho| UoiM= Adgtel XHEE T ok
Gronroose®| (1982, 1984) SREP EH2 AMH|AQ| JIOiX|E
™50 A0l xH|XFEQ| ST MH[AO CHot Z[CHel 7|F0|
£3 7|99 oA Y st AH[X} FHO| AM™Z N Ee AH[X}
7t E-71Y0] #Hs2 7|Ho|0[X] S 7|E2E St ULk
Ol S0/ ZEo| MH[A J|Ci7t EF7|YE otL2t E787|Y0|
LA = MY CHERO 7|82 = A= AHEHE EOQICH AH|
20| Ao Cist HE2 IA F 7HK|E2 f2&e0, 7|88 &
W (MH|A0| 2EA 244/28Y) o 7|sH FH (MH|A WS
o NHY)eE FEOI) F SREY 22 MUHAEES EFHE
MH|Ao| 2AEX ZHIL 2UMN EHo R AZoCh=0 QUCH

20" MHAEER =™HDEQ SERVQUALEL Parasuraman et
al. (1988)2| 19851H0f A|A|$H 107FK| XtRo| MH|A EEES I+
Al 571K KIS 2 HHSIRICH<Table 2> EX). 0|52 &
M, MR, B8N, BEd, 3HMeE Folrl, nME9| X|
ZtEl FEO| XS FRACEL SERVQUAL 2 MHIAFZEE 1249
7|CHet Mdute| XHgap)of 7|z=3H0] JHHE|RAO, 2271X|9| =
oz FMEUCE MH|A EAE Parasuraman et al. 9|
SERVQUAL 9| £3 0| 2 AHPX}FO0| CHYs Ao HEA|
7 92| AL8EIUX|T B2 H[E ESE QD CHEEAQ O|f+=
(1) ©Hdnet gap 2 & 0l 20| O 3710 AU,
(2) Ll MHIAZEH METF £ Ao R4 80| A
2 £ JA=7t0| oigt o|FAOo|ACE et €2 M= = =75t
10 SERVQUAL 2 Cist 4t = =710 HEE[0] AFBEUS
D=| A.|H|AJ-LJ<I §7<-II:II-I:é19| %._9_2‘5} Q‘-I"c'?l-% 3}1 OI|:|._

CHEXNQ MH[AZEO| 2ot RHQl ¢ & 29| SEH2 7|
Chet gatel xtof 7|gte F1 QUCh= 0|0, 2B|Xte| 7|thX|=
HEE THE=7E £= HEAZ0 7|8s F1 bk 9| 220
SEYATY0 HEL|7| siM= 2248 Crdoll et g2 1
2fsiof STt Cifot ZotY Hids F1 s LHIAS2, 2917t
JHele] HSYAO|LE JHXRSO| DfX|= A S22 Qlsty, o
LM 2 7|IHE €8 + 7| WEo|h

<Table 2> Definitions of SERVQUAL dimensions

Dimensions Definitions
Tangibles Physical facilities, equipment, and appearance
of personnel
— Ability to perform the promised service
Reliability dependably and accurately
. Willingness to help customers and provide
Responsiveness .
prompt service
Assurance Knowledge and courtesy of employees and
their ability to inspire trust and confidence
Caring, individualized attention the firm provides
Empathy .
its customers

Source: Parasuraman et al. (1988, p. 23)



96 Sung-Jip Nam / Journal of Distribution Science 13-11 (2015) 93-100

2.3. Z7I23Qt MH|AZEZ Ol Tt

SERVQUALS| CHA ZEX| AH2I0f CHet Ui Sed2 T2y
O|H SAl0] &Ti™Ql Zmolct S2Eet= g2 £4H|R2| 7t
X Es TE0 HHEON 0 ZFoz dakg 27| IE0]
Ct. Parasuraman et al. 0Of o8 M2|=l AMH|AXIRI2 7400 @
T wE 279 ABEOM Un o Esjof s|ue FaUCH
(Zeitham et al., 2002). [}2A| ZT}2EH= MH|AZE 0| 7|0
AtGtst FokE D)Xt {74 FICH (Furrer et al., 2000).

712t AH|A S0 2ot MAoLEe 3SHL2 LCIE
722 E AHXFER MH|A EEO| ot @It W IX|7t
A% O|AX™O|2= ZO|Ct (Sultan 1 Simpson, 2000). HA|Z QI
= 1 O|FAREQ| AMH|A E20| 25t Hu Ao HA|ZIE
O] HIN w2 MHA EEEFE FOAM=0, 0|2 HWAZQE
o W2 MH|A EF J|Cfo 7[Qlsictn 2AEglon, St Of
29| MHAZH0| 5 HWATFOA SRS F2 AMH|A
8 2XEs0| M= Yol Hu™ =2 MH|A 20| 7|
QIS FASICE &, AFAIEE 0|23t 22ECez Oo|2Fel
AH|XFEC| MH|AO CiSH MZE CHE 7|0f &= QX[HdE =7t
OicH &50[gh MH|A =HFof 7|elgictn dYHstn o, CHE o
HoZE 231M XO|2 Yot QUL £ HE ALAXE2 &
HIAtE2| MH[A 24 E7t0f g2 O/ /2s Z7I2xE=
BN ED, M2 CHE I7I22HiEe| AH|XE2 O|ZA ! M
HAL010| Fats 8= Ao 2 LIEMRICE MH|AQIX|E4= 2}
o 38HoE Hikl= A2 O3AH|X}E0| |f8 &= ORA[O}
=7} AH|Xto| H|gtOo] O =2 QIX|E+E FOojgiCt= ZO|CL
Sultan 1} Simpson (2000)2| O|=1} S AH|XFE2| AMH|A 9l
Xlof 2ot H{mE HH, O0|= AH|XHS0| FEAH|XIOf H|si AfH|
20 23l o At & = A2 = &= ULCL Cunningham
et al. (2002) 9 Nam (2015) O ZANO|A = O|2AH|XIS0| B+,
E= Q= AH|XEO His Of 2 MH|A HHEE = HIMES
£ 20 A2 LIEtGHCY

<7tE1> O0d It 2HRE2 o= 2AHIAEO| BB o
=2 AH[A 2IX| HE LIEFE ZO|L}.

SMLERe 7 2 KOIFE JFoPEF, 2 gl
mel Yx= ZHFSth JHAIFeINo|N =gddel Puprt W2
T7tES AlEST HEFEoHo|H 2R dslnel et 2 =
7t2=tel 2H[AE2 Yt ME[AFE0| Ci5tY LA S5t
= A2 LHL} (Liu et al, 2001). 7HQIF2| 23fo RS2
EtRI2CH= Ap7| RpMOf Cieh 24O O 2 HOIC H2hA JHel
Fo|=7te| AHAE2 2 R2 MHAE ZOSO0|X| Be 0]
QACE ofof Hi5tof HEHRe| B0l 2 =7te| AH[R =2 HEe
gigte O 2% o7|H, ol2fet 9 WEo & 22 MH~
o Chst 2EsIX| = de0| ULt (Donthu 2 Yoo, 1998).

TH2> QO Brlo| AHNSS BT AHIRECE BEH}
8240 Of &2 HIFS & Holct
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>
b4

rir

o

ME|AE FIHY MH|AQE SiNK MH|AR
gitet HYHoz Ad s MHIS X2
C}. Donthu @ Yoo (1998)| E10f 2|5
Zoto| AHAE2 2R g2 M|

(k=) =
St A= LIEfKCE 2=tdds 2|
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S

0x
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AHRLE AHBST HRHE BHAUNS HASEC Ao SEA
of SlEsts FFo| Ark Of2fst OIRE DIFHE MulLo| EX
S BERHEH QU0 MHIABES 015% + s RUN 8

<7td3> F-O|d =7t AH|IAS2
g0 § 2 HE S = Aot

= 7LE2=3t7h MH|A0 DOjX|= g0 2t g+ 2 2HI|Yo
Mgtel AteS CHE 23H0M= OE A HiX|sHOFSH=X|0f CHSH 7|
Z0| 2 = QUCt oY MHIAEEQ| 200 CHet MM Sk
7t Z+ 230ict CHE0HE 229 7|Q0| CHE 232 JEd o
ZYRHO| Kt HiX|7F East A0|7| EO|Ct o o4 A
g 2H 23A Kol =2HI|YO| sHeloiMel 7| &S0
MYS == A= LIEHCH (Kogut 1t Singh, 1988).

3. a1 24

= g7el 582 Mb|A FEO| AUX8Eo| KO|E =34 A
27t 2 S0 =7t (Ol=, =, 2F) & ot=2 Huwst0], M
HIASEe| 2IX|e] K07} Z7t2etH 2210 o8 = BeX|
£ 8fol= Aoltt. 7hEse| 722 HofstedeO| 23t AHO| 7|
g Flen, S0/ I7tel 0=, A=, =2F =2 22 A
® 7t 490| vt A2 = 5 UL} (<Table 3> HX). =
ot GOl =7t oh=2 23 A Feol AXh thEEel Xt
oM HnY 2 AXE =Ho[1 Utt. SMLESS 7t 2 At
O|FE 7felzoyEEtrel, otddel omz 75, JHelFe)
Ho|of S=ddol 3|uvt ®2 I7tEe AlRSD HTHFQH0|
o =gl U=t 2 R7tEste| LH|AS2 SUSH AlH|
AFE0 Ofsto] Ch2A 28dts Aoz LRt (Liu et al,
2001). matA F-0ld =7tet ot= AH|XSO| M| QIX|Qf Xt
O|F &= H|uwsti, 1 MH|A QIX|Q] X0|S =7t2=tet 2EE
J|E=Ee Sot0 25t

<Table 3> Hofstede’s Cultural Dimension Index

Cultural Dimension Index

Countries IND PDI UAI MAS LTO
USA 91 40 46 62 29
Australia 90 36 51 61 31
UK 89 35 35 66 25
Korea 18 60 85 39 75
Japan 46 54 92 95 80
Taiwan 17 58 69 45 87

Ratings (0-100) on each cultural dimension by selected country
Source: Hofstede (1993)

IZE=20] 72 s SAT™E S5 Aot THEx| (el
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4. At 21t
4.1, ZAIHARLS| QILEAHE E4

= 70l AL E elFEE2 NIES 080 o=l
I3'|?J =7t (A=, F=, S-r)E*%l' | QALY
A Ql=olel MEi2 9=l tiyez +AUE dEX & IHE =
Fole gMez HAZRUACE ZEXOf st 2321 FgS AR
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<Table 4> Demographics

Demographic Characteristics K?;%a??og)/") AnglgéSax (?(?) it
Gender
Male 86 (45.3) 29 (54.7)
Female 104 (54.7) 24 (45.3)
Age
20 and under 3 (1.6) 4 (7.5)
20-29 72 (37.9) 17 (32.1)
30-39 67 (35.3) 12 (22.6)
40-49 30 (15.8) 10 (18.9)
50-59 16 (8.4) 5 (9.4)
60 and over 2 (1.1) 5 (9.4)
Occupation
Government Officer 5 (2.6) 11 (20.8)
Employee 75 (39.5) 6 (11.3)
Professional 32 (16.8) 8 (15.1)
Self Employee 9 (4.7) 2 (3.8)
Student 42 (22.1) 16 (30.2)
House Maker 21 (11.1) 4 (7.5)
Others 6 (3.2 6 (11.3)
Purpose of Trip
Business 29 (15.3) 11 (20.8)
Travel 126 (66.3) 19 (35.8)
Study 13 (6.8) 5 (9.4)
Visiting 9 (4.7) 10 (18.9)
Others 13 (6.8) 8 (15.1)
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pha F4== 0.813, 0.783, 0.896, 0.872, 0.8870|C}. L3t OrEL
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k=L MBR50| alpha H4== 0.958 O|C}. Field (2005)= A_|§|
EE LIEHH= alpha F==7} 0.8 O|40|H Mt 85|21 QU
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2E FOA=2 59579 MH|A QIX|F+E HIALE F 15-.7_*9
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MH|A QIX|E4=0| Xt= 2F 0.8932Z H|LX 2 T4 X0|E &
gol = e Aol SAHMLE RoOlst =FO|RUCH
(<Table 5> &X).

<Table 5> Service Perceptions Comparison between Koreans and
Anglo-Saxon Countries

Countries

SERVQUAL Koreans A-S . .
Dimensions | (n=190) | (n=53) | Drerence | tvalue | Sig.
Tangibles 5.015 5.780 .766 4.513* | .000
Reliability 5.129 6.164 1.034 5.549* | .000
Responsiveness 5.019 5.941 .832 3.367 .001
Assurance 5.141 6.106 .960 5.487* | .000
Empathy 4.957 6.087 1.130 6.438* | .000
Overall 5082 | 5957 893 4.618* | .000

Perceptions
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<Table 6> The Regression Coefficients between Satisfaction and
SERVQUAL Dimensions

* Equal variances are not assumed

2o TMet 2ME 95t AMH|A QIX[F4E SERVQUALZ)
CHE 71X 7HERQIC2 MZ&Fto] HlWdt= Al=7t O|R20{ ALt
ME|22IR|Q] A M E B0 7t HOXS0| o= 2280
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2H SERVQUAL?| 7HEH RQI0M= O|et H|ot ol 7ot
O|RO{ZX| OfL|H 7HEH LQI0Ct MH|AQIX[Fe0| HAZL 2
AE EEs| flgolct 2423 J-0jd =7t dEH0AS0|
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W 22 ZFOAM XIX|=|ACt
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Unstandardized Standardized ’ sig.

B Std. E Beta
(égng::t) 212 209 1017 | 311
Tangible .120 .082 114 1461 | .146
Reliability 133 .071 137 1.876 | .062
Responsiveness | --067 .088 -.064 -.765 446
Assurance .081 .079 .086 1.023 | .308
Empathy .685 103 .636 6.641 | .000
A(rg')f‘sst‘:;‘t‘;” -879 600 1464 | 150
Tangible .268 145 218 1.845 | .071
Reliability -.190 A41 -.160 -1.341| .186
Responsiveness .130 125 122 1.041 .303
Assurance .389 134 .335 2.908 | .006
Empathy .548 .189 440 2.895 | .006

Koreans : R = .874, R? = .763, Adjusted R? = .757, p < .001
Anglo-Saxon : R = .870, R? = .756, Adjusted R? = .730, p < .001
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