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The current research proposes a restructured model of the Korean representative measurement of service
quality, KS-SQI 3.0. As social values have become an important theme for corporate sustainability in
management, companies are being asked to fulfill their social responsibilities and corporate citizenship.
In addition, service quality is an essential factor for the success of companies not only in service
industries but also in manufacturing industries. KS-SQI 3.0 reflects these issues and consists of four
quality dimensions: service outcome quality, service interaction quality, service environment quality,
and social quality. By analyzing responses from customers of convenience stores(N=900) and mobile
communication services(N=900), the present research tests the reliability and validity of KS-SQI 3.0
and causal relationships between service quality and its consequences. The results of confirmatory factor
analysis revealed that the structure of service quality composed of four dimensions with eight sub-
dimensions is satisfactory in terms of goodness-of-fit and reliability. Tests for causality by structural
equation modeling indicate that service quality affects overall service quality and subsequently customer
satisfaction, which, in turn, influences customer loyalty and happiness. The current research provides
theoretical and managerial insights and directions for future research on applications of KS-SQI 3.0.
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(Table 1) Mu|A Z& 2 of o7 &

4= AR 4% 27t e A4 ol&
Zone-of-

2004 | Teas & DeCarlo Rk )5 Toolgfa%ce Eehab?;ty g)) ’[3 esp(;ﬁsweness 3) Assurance
Model mpathy angibles

2004 | Johns et al. o3 = _ Reliability 2) Responsiveness 3) Assurance

A Empathy 5) Tangibles

Physiological needs 2) Safety needs
Belongingness/love needs 4) Esteem needs
Self-actualization needs
Knowledge/understanding needs

Aesthetic needs

2004 | Chiu & Lin o g SQ-NEED

JAEF Relational service quality
. ATZEY 0] Potential quality ~ 2) Hard process quality
2005 | Gounaris N 18 INDSERV Soft process quality 4) Output quality

Efficiency 2) System availability
Fulfillment 4) Privacy
Responsiveness 2) Compensation
Contact

9005 | Parasuraman 2}l 0 E-S-QUAL
et al. ) E-RecS-
QUAL

Technical quality of core service
Technical quality of peripheral service
Service process quahty

(Functional service quality)

1)
4)
1)
4)
1)
3)
5)
6)
7)
2005 | Peir6 et al. i/ ~7)9] _ %; Functional service quality
1)
3)
1)
3)
1)
3)
. D
2006 | Tbéfiez et al ;7* )] . g;

1) Process dimension
(Functionality, Information accuracy,
Design, Privacy, Ease of use)

Collier & QP E-Service . .
2006 |5 5 ) ; 2) Outcome dimension (Order accuracy,
Bienstcok a3 Quality Order condition, Timeliness)
3) Recovery dimension (Interactive fairness,
Procedural fairness, Outcome fairness)
1) Interpersonal quality
= ~ 2) Technical quality
2007 | Dagger et al. o5 =T 3) Administrative quality
4) Environmental quality
Sénchez-Pérez - . ~ 1) Tangibility 2) Reliability 3) Reactivity
2007 et al. e~ &9l 4) Guarantee 5) Empathy
Dagger & 1) Interaction 2) Atmosphere 3) Tangibles
2007 g 88 & A0 3IF - 4) Outcome  5) Expertise  6) Timeliness
weeney
7) Operation
Eisingerich & o3 3 _ 1) Technology service quality
2008 Bell =4 = 2) Functional service quality
. 1) Service(Physical, Personnel)
| _
2008 | Chao 3= o 2) Quality(Merchandising, Operational)
= 1) Tangible cues 2) Responsiveness
) } _
2008 | Chang <8 e 3) Reliability 4) Assurance 5) Empathy
1) Tangibility 2) Assurance
2009 | Chen 23 g - 3) Responsiveness 4) Empathy
5) Reliability 6) Information technology
2010 | Cameran et al. SAZA | elgEol - 1) Audit performance 2) Expectation Gap
Miguel-Davila o3 o _ 1) Operative aspects 2) Physical aspects
2010 et al. =3 8ot 3) New technologies 4) Human aspects
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(Table 1) AMH|A Z& 22 o] o7 & (HI5)

dqx AR A5 =7t ¥y A4 g
1) Physical environmental quality
2010 | Chahal & Kumari| @27 = HCSQ 2) Interaction quality
3) Outcome quality
Martinelli & PR a RSQS 1) Physical aspects 2) Reliability
2012 Balboni ol elgeel (modified) |3) Personal Interaction 4) Policies
. 1) Product Experience  2) Outcome focus
o 3
2012 | Klaus & Maklan =4 e EXQ 3) Moment-of-truth 4) Peace-of-mind
2013 | Barrutia & Gilsanz | 22l01&d | 259l - 1) Process quality 2) Outcome quality
lg Medical Service 2)) Nursing Service
o . 3) Supportive Service 4) Administrative Service
H <]
2014 | Ttumalla et al. 34 Q%= | HospitalQual 5) Patient Safety 6) Patient Communication
7) Hospital Infrastructure
o k| o] . 1) Employee Orientation 2) Patient Orientation
B
2014 | Voon et al. 84 Aot HospiSE 3) Competitor Orientation
1) Administrative services quality
2) Library services quality
2014 | Icli & Anil MBA E}7] HEDQUAL |3) Quality of providing career opportunities
4) Academic quality
5) Supportive services quality
- ] o oled Modified |1) Tangibility 2) Reliability 3) Responsiveness
2014 | Asif & Zaheer 4 7= | SERVQUAL [4) Assurance 5) Empathy 6) Satisfaction
Retail Service | 1) Reliability 2) Physical aspects
2014 | Kumar & Sikdar ZHY 9l% | Quality Scale |3) Personal interaction 4) Policy
(RSQS) 5) Problem solving
. 1) Tangibility 2) Reliability 3) Responsiveness
o ar _
2014 | Ushantha et al. 3y 2837} 4) Asswrance  5) Empathy
Retail Service | 1) Physical aspect 2) Reliability
2015 | Simmers & Keith ZHY o= | Quality Scale |3) Personal interaction
(RSQS) 4) Problem solving 5) Policy
3T, 1) Station quality
2015 | Hossain et al. 23 =y - 2) Interaction quality
g4 3) Outcome quality
o 1; Tangibles 2)) Reliability 3) Responsiveness
718474 4) Assurance 5) Empathy
o
2015 | Chen et al. YrEY AL GRSERV 6) Environmental-oriented services
7) Food quality
. . z3 % p- 1) Comfort 2) Personnel
2015 | Bakti & Sumaedi | % | Ao} | TRANSQUAL |3) Reliability  4) Tangible
g2 o _ 1) Commitment 2) Empathy 3) Tangibles
2015 | Iz0g0 & Ogba AMu]| A A go} 4) Responsiveness 5) Reliability
FA7} ~ 1) Service product ~ 2) Service delivery
2015 | Rauch et al. g ol 3) Service environment
1) Administrative quality
Teeroovengadum 2) Support Facilities Quality
2016 & 15uS | ZgMH2 | HESQUAL |3) Core Educational Quality
et al. . ot ;
4) Transformative Quality
5) Physical Environment Quality
9o} 1) Efficiency 2) System Reliability
2017 | He et al. LIS Ol TeleServQ | 3) Information Quality 4) Security
— 5) Customization 6) Call center service
9019 | Marimon et al. et 39l UnivQual é% Curriculum 2) Skills Development

Services and Facilities
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SARYY] BE 4 N ek F91A aQEA
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0.087= yeht 2d AAr 7|E& FHAE A
o2 Yeldth(Bollen, 1989; Browne & Cudeck,
1992; Hu & Bentler, 1995). 891&AA] (factor
loading) & 25 EAZCcZ #93ta 0.7 o] (s
»0.72) 0.2 Yeht ¢4 gdAdo] grE S g9t
ATH(Table 4). gk Mu| 2~ F4 249 ZaA
o] Xﬂ*%bjr A E S vlaste] HHERGA o]
& st tHFornell & Larcker 1981).
ﬂ 91 B2 F4 SHRY FE2= AH~
| 2 e AE F4, AH| 2~ 3 F4,
A A F4 5l 7 Ao g FAEHT, o] 7R
e 2F 849 s S A AATER
AAEA. o] fATFxY] B A5 At
o] 3a} &9l Qo1%¥M (3rd-order Confirmatory
Factor Analysis) TS Aldatsit. 1A, oF
A A4S Fe R 3aF A QRIS AlY
g A3, SHYEER g FANEES 94st
= A7t AR BF fofotA Usgon,

TLI=0.929, RMSEA=0.065). HH ¢JZo tf
o M|~ 4 Ao 3a gl eoliEX Ay
= PR R BE AT EAA LR Feletl b
Bhgon 2o A3 w dA 7S FE3A7 =
Ao g Yehgth(x?(518) =3521.476(p < 0.01),
CFI=0.911, TLI=0.904, RMR=0.090). uw}z}
}ﬂ /qu]/\ A z Aol A T2} E}vfdo §J—o 13}
A Bagozzi & Yi, 1988).

O
ol
on
X

teols KS-SQI 3.0 Qg o] Agws gl
FEM% HA dlo|HE Z-E5to]
23 48 tH(Table 5). WA,
5 t]olEi"‘—‘ A 23 x*(66)=
604.999(p<0.01), CFI=0.972, TLI=0.961,
SRMR=0.018% veh} A#HRF| AYP=7}t =
< AeR Yeyth. AR H4F dlolEHE &A%

Yo ARE Vs TFke Ao® YEgtt A3 2(66)=606.08(p{0.01), CFI=0.967.
(x*(518)=2512.881(p<0.01), CFI=0.938, TLI=0.954, SRMR=0.0232.2 Hutxoz w3
(Table 5) Qlnt=3d FA Za}

ol 554l HeolA

BE £33 o £FD e
A xEoAt tk A EFoat t/k
A} - A FA 0.245"* 0.008 2.590 -0.046 0.008 -0.526
e AE - AN EA 0.364" 0.009 3.154 0.219" 0.010 1.833
37 - A E4 0.156** 0.005 2.187 0.496*** 0.006 7.848
AR — ARbE E4 0.233*** 0.002 6.916 0.319%** 0.002 9.989
ANAEA — aAgE 0.999*** 0.021 46.486 0.998*** 0.020 44 .494
IS - AT 0.945*** 0.027 36.798 0.956*** 0.029 27.323
IS - AP 0.927*** 0.027 41.893 0.933*** 0.030 35.590
%) "pC0.10. *p<0.05. **p<0.01. ***p{0.001.
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SAE FA - ANA Au| 2~ FA g ) E
Al9leta BE A27F frofshA dehde A& 29
At oA AFdA ¥ ARV BAHCE
froatA] ke Ao tiaiA AFA A S A
Attt B4 A3E TR EH, KS-SQI 3.0
20| AAJsh= AHl 2~ FA AL o]
W 719e 2 BREES oA Hu ulFA
TE gEFoEN VY9 AAH AAE Eoln
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e 2l 891E 4 9ok

5.2 o470l AN 3 B o7 W
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