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Abstract

As experiential education services are growing, the need for proper
management is increasing. Considering that adequate measures are an
essential factor for achieving success in managing something, it is
important for managers to use a proper system of metrics to measure
the performance of experiential education services. However, in spite
of this need, little research has been done to develop a valid and re-
liable set of metrics for assessing the quality of experiential education
services.

The current study aims to develop a multi-item instrument for as-
sessing the service quality of experiential education. The specific pro-
cedure is as follows. First, we generated a pool of possible metrics
based on diverse literature on service quality. We elicited possible-
metric items not only from general service quality metrics such as
SERVQUAL and SERVPERF but also from educational service qual-
ity metrics such as HEAPERF and PESPERF. Second, specialist teach-
ers in the experiential education area screened the initial metrics to
boost face validity. Third, we proceeded with multiple rounds of em-
pirical validation of those metrics. Based on this processes, we re-
fined the metrics to determine the final metrics to be used. Fourth,
we examined predictive validity by checking the well-established pos-
itive relationship between each dimension of metrics and customer
satisfaction. In sum, starting with the initial pool of scale items eli-
cited from the previous literature and purifying them empirically
through the surveying method, we developed a four-dimensional sys-
temized scale to measure the superiority of experiential education and
named it "Experiential Education PERFormance" (EEPERF).

Our findings indicate that students (consumers) perceive the superi-
ority of the experiential education (EE) service in the following four
EE-reliability,
EE-landscape. EE-empathy is a judgment in response to the question,

dimensions: EE-empathy, EE-outcome, and
"How empathetically does the experiential educational service provider
interact with me?" Principal measures are "How well does the service

provider understand my needs?," and "How well does the service pro-
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vider listen to my voice?" Next, EE-reliability is a judgment in re-
sponse to the question, "How reliably does the experiential educa-
tional service provider interact with me?" Major measures are "How
reliable is the schedule here?," and "How credible is the service pro-
vider?" EE-outcome is a judgmentin response to the question, "What
results could I get from this experiential educational service encoun-
ter?" Representative measures are "How good is the information that
I will acquire form this service encounter?," and "How useful is this
service encounter in helping me develop creativity?" Finally, EE-land-
scape is a judgment about the physical environment. Essential meas-
ures are "How convenient is the access to the service encounter?,"and
"How well managed are the facilities?" We showed the reliability and
validity of the system of metrics. All four dimensions influence cus-
tomer satisfaction significantly.

Practitioners may use the results in planning experiential educa-
tional service programs and evaluating each service encounter. The
current study isexpected to act as a stepping-stone for future scale
improvement. In this case, researchers may use the experience quality
paradigm that has recently arisen.

Keywords: experience, education service, perceived service quality,
scale development, EEPERF
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<E#4> FOIH NEgs us MHA EF 7 EE Q24 Zut a AMZ|Z: Cronbach's alpha
7t
P e s | ee | OO a0
Teen A A | A gé_’g =
1.0|R9| W8 EHHXE sHlo] @7 ofsfsta QUL 0.894 0.833
2.0|X0| WS EEA= SHl o|740| SAst o|HS BHASHELCE 0.872 0.826 6.796 / EE-
3.0|20| us A= SHY ofd SHHO|A #alg J7|SQlct 0.855 0.806 19.422 empathy
4.0|x0| WK B SHlo| o0 # 7|22 & QM) 0.902 0.790
5.0|20| us EEAh= ofEoh AtekEg F X|7ICH 0.895 0.854
6.0|20| W& FHEX= AL A2 FSTI0 0.876 0.840 1.838 / EE-
70|29 ug #E YFS L £+ ACk 0.850 0.785 19.367 reliability
8.0|%0| ug HEYX= ZE nSUFE M Wo Aef FLCt 0.835 0.744
9.0|X0| Mo HEgsE TI2E BHAMST HA5l=H =2 ECt 0.819 0.806
10.0|20|M| NEese HX} = XA FHE H=0 0| ECt 0.817 0.799 1354 / EE-
11.0|R0|MQ HEHEES mutgtEnt MABEA Z20| EIC) 0.785 0.748 16.596 outcome
12.0|20|AMe| HEEE2 Holdut Qlgatefol =20| ElCh 0.814 0.641
13.0| 22 W&0| Ha|5iCh 0.744 0.759
14.0| 22 HOA|H(AIE, WLt ol &M 5)0| & ZF0K QUct 0.786 0.752 1335 / EE-
150|122 s Ald 8 XtEE & 231 ot 0.850 0.751 15.383 scape
16.0| 22 WSO Hstst XA 27|12 A Zb=D QUL 0.822 0.698
EE: Experiential Education
b 2| E: Composite reliability,
HHE & 16715 &=2 o[5te| EfFdat MElY HEE A (Z 4P G 4P + Ejvar(g),
N AT M2 R .
o, var(e) =1 =27 of7|M A & TNl ThH THES RS
34 M obd: M2, ~HEE, THEEIYS HE =2 M
_ ¢ WaFE A Average variance extracted (AVE) :
2AT0ME 2 IS FHste B E50| LY 2 .
N2 #=HD 0D MBY 4 UXES UEHls N2y 2 LA/ i+ Eyvar(e),
galoz ME|E A=Ql Cronbach's o ZtE QIS HRULCE <EwS>

O LIEtLH= HEQ} Z+0| 29I Cronbach's a 40| ZF 082 HOf
Aol MEHE BOFE HOZ ALZREICE of28] ZH HIAHY
WEY &59 WA Lot s £ OFE X852 =HEEY
(convergent validity)2 ZAESI7| sl =OIA QQIEM(CFAS Al
AlSHY E23HAMZ|E (composit reliability)?f HAEFEE4A (AVE)S
SOls) HRUCE I ZADb <E5>0]| LIEtLH= HiQP 20| Sgilg|=
(composit reliability)y= 25 0.9 O4, WRZ=ZEA (AVE)R &
0.7 O|&2 EHOf ZtZf 06, 05 O|&0[0j0F CH= TEI|E

o XAH=E

(Baggozri & Yi, 1988)2 Z208] BZA7|e Yoot SHEILNS
HOlF= ACE SiMEICE 0124 ZuoM 274 =S H Qe
2 s=o| MAYX|7t 07 O[4I LIEHLL Mutsoz ot
MK E 2o Rot +=HEIFES o|2st= ACO|FH, 2kMOof,
2003)0t LUAES= Zut0|7| = SiLt
<g5> dz|k 8 HEEEE 24 2ot
4744 REES EEEEE FET,
EE-outcome 0.823 0.947 0.817
EE-reliability 0.887 0.947 0.818
EE-empathy 0.903 0.932 0.775
EE-scape 0.808 0.948 0.823

2OIT0|ME 2 BIEXRQI0| BHHELEHA (discriminant validity)S
goIst7| Qs 2t WIHGHY Ato[o] AMRAA®)E HESHICE
Anderson &Gerbing (1988)2 A7 E7t THHEIEMO| O™ L 2{H
ZHEZE Aol Mzlpzt L (P E25E)o) 10| matgx|
ofOfO} SHCH= MS Weter|, <E6>0|M LIEH = HiQt 20| Of
23t Z740| BE EZED Q0| RLkSH EHHEIEHYO| BEE A

oz fMECt e LM S el 22S02ts Hof
M olzh THEEIEEo] ¢ f2 &2E A2z = 5 b=

<#6> LHEEIEY M At FEINEZ datA
i EE-outcome | EE-reliability | EE-empathy EE-scape
EE-outcome - .330 397 290
- .619
EE-reliability (031) - 473 273
.635 .682
EE-empathy (035) (037) - 393
EE-scape .614 522 .640
P (.030) (.030) (.037)
ST Off A2 e, TS RSKE 9 MW ojs
Bla, BFE 2Xts 22 W #Y).
or2df 474 A, 1671 5 d=oz FYE 2T Hees EH
EZEA (AVE) 2|XK| 0.7757FAH7H AFRR|E 0| | 14| 03008
Ot SCt= HOME 2E XpRZE ZHHEIEEO| 2RlE Aoz &
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4+ 9Ct (@712, 2010). 20090122 (empathy) I} AESHE BIHKIUOR 2OjX|T,
E3| NEWSMH|A EXS =Xt HEIPERF (Firdaus, 2005)0{ A
35 55 M 82 2 BT ME 52 Yot OS|E (understanding) AFRITHE @1
N L N Tl 7oz mchEch
XJ| CHAOIM FASH =X SH2 SHET 287f S20|M ZF = X o= _
| SN DY 2 B8 2w 2w) YRo 2o o Aele e 08 As| X EErdbiire S
24 1% 3 BRe HE Y ¥e S AR 167 ~ s
= ° = o = Z40| MHESICtn =T Parasuraman et al. (1988)2 AH|Xf
S 5 o) Aoz PHEUCL WE MulA BY Mol ng
e B o h 2 b A2 B3RS UoRt USRIk LleXvt Badichs
NelA HEOM £33 2EI2 E (o) o0l HAE AE . S Es
Mee e MU~ 2l Mool DS At Lo o M2 FHI0| Az| B (eliabili)0|2kD SHCE BATOIN
—|EE [=KS) A-Il:ll— == —|E—| =292 %o To X||—|—TI— Ml:l" =35} X-”'C';rc"_i me=: )\Iil Z Xl (EE-reliabili Qole =X ‘6‘I-EO|
HS MHA HE %2 $EISS HE HUBHolN ooy =o HES 2R OE B2 (ERicbily) BES 28 =2

8 ECHZ =l Parasuraman et al. (1988)0] TR AH|A EZZ!

_ g 2|0| & St A M 1abili £ ZH0|sl= 74O

HEH OOt Z0h (<E7> &X). H0=2 <HE>0A g &= %7MHET| OH_% A "Iilo.(rehablhtynmle f,i';rzpf,;
HZS Qole Mz Ao mat Ma|sict 2 ArZEC OFZ2{ HEdPERF (Firdaus, 2005)01M 48X QHgd

—_= T - .
I FEFA0R S8 HHEsHE @8 9 XU (non-academic as-

Moy a7 RASE B4E HOE AREC 2% KA 4

(=] ALl 7{o oc
<B7- 27| 5% Y21 15 53 ¥3 v pects) AEME TEES A22 BEEC.
X7 5% 88 %5 57 $2: EEPERF
1 O|R0| Mg HYAE BYOIA0| LD OAS WSECL | 1 ORo| G HYRE SHo| Q7S ofsfetn Uct
ot S B 2 OIRo| g YYAE B o0 Yekn oHS
2 O|Ro| MS TR S B HYo|A S 729Ut sasmrn s = -
— O = .
0|0| TS CICHXI= SHAH B} SiO oHAlS
3. OlRe| 2% HEXE Aol o0 7| 12U F o RS mE HEKE HE BT AV BAS ) ety
= I'
4. OIRO| DY YA Mol RTE Ofefsta ULt 4. OIRO| D% TYRKE Mol o0 3 718Y F et
5. 0lR0| I% HEA WSS BWSHH WSS Fot X
9. O R0| MG HHYAHE Ot ATt FABICE 5. 0ROl M HERHE of4 A2 X XITUCH
10. 0| R0| DS FERE OF&E AS F XITICH 6. OIRO| MG TR O4&et AZHS FHBICH .
11 0IR0| DF YA BE DSANS X Lo L2 FCf 7. 0lR0| DS BE YYES VS + YCt reliabilty
N 8. O|R° IS HExl= DE NLAMS X Mo La
12. O|Ro| IS T=E UXMS WS £ QIr} _j't_la | L= oo |'|_ L= == '" HO'” = :i
L N . 9. O|RO|AMQ| HETT=S FIZE EFMET MAHBH=O
5. OlR0JMe| HEESS TRE Bustn ARl =8 Bt | T oo Neess AR EAe At
o N 10. o|_T'_0")\-19| x-||6'4§l-53 oij_x|. 3|.h x|A|J-|_|. MHE
i o) {SIE O Xto| A} O] AdBHOF 20| & ~ OEoT £ = - o=
14. OIROIAQ| HBESS HolgTt e £80] ECt ot 20| Sit -
e N N 11. O|=0jlMol % $4§LE% min === PSS PS k1PN L2 outcome
15 O|ROIMS HEBSS DuEET YHeMol =80| Et oy WEEES SAEEN SRwLN £2 ) o
16. OIROINS] MEBSS 2Txt o= AINT YEE e =8 | 12 OIEM AEEES oI ANEYY =20
o| Elct. sic,
17. 0RO DSEYYRE MU DSNRMYX S8 MB wCh | X
18. OIRS WS AIY % RES T 2FD At 13. OIRS M| BBic
i 14. O| 2L MO|A|AM(AIGH WL SLAMAl 5)0| & ZF3E
19, RS 20| Mg TAS PRIYIE ¥ 21 ULk e BcRadasRd sol g 2w
ol :
20. 0|22 WEO| Ha|siLCt. 15. 0|2 18 AlM U XI2E & ZF1 ULk seape
0|2 Mool XSS RFAQL HO[J|2 = ZbXT O]
21 OR HOAMAZ ST S0 ¥ 2oy gt | ¢ RS BRI AU Badt 2718 T 2FA 2
AW A2 "HEY 19) B2 Y (EE-empaty)'® FH} AW KRS "HEE BS) BRt EE (BE-oucome)'Z A}
= 0| MASICID ALZEICE Parasuraman et al. (1988)2A{H|A S 7{0| MAESICtD AZEEIC} Brady &Cronin (2001)2 AH|A =
232 FIIE 0 MHlA HSXL aHXle] @70 Aoit B B BIIE O AW 247t HYECs M oo 21 23
g SiECt SEXS Y20l 32 B (empathy)Ol2 X8 (ouwcome quality)® K| b QUCH BT FEE HEY u
SIQICh 2 AT FES (MY 0F) 3L EF EEempathy)  $) 23 EF (BE-oucome) 2012 FH 20| L8 E0jZ 2
2012 = 29| LS EL|Z & [SERVQUAL (Parasuraman I} Brady & Cronin (2001)O|3CH A{H|A ZEZ TIIKIRIO| SLIZ

et al., 1988)2| &Zt’d (empathy) X+ 3! PESPERF (Yildiz & Kara, HAISH 2ot EZ (outcome quality) IFRALSH LIEC 2 S|AEIC
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Ct2F Brady & Cronin (2001)O0|X|A|3t At ZZ! (outcome quality)
o] HX &=20| CH7|A|Zt (waiting time), S&4 (tangibles), Btk
A(valence or direction) 52 ZEESID QU=0| Hisl £ AL (K|
e ug) 21t EF (EE-outcome) 8912 Brady & Cronin (2001)
O diskM(valence or direction)0f AESH= Z{O 2 S|MEICE E7)

DS MH|A ZES =X}t PESPERF (Yildiz & Kara, 2009)0{A] X|
NRgo| 2itY 52 SHeHs BEE X8 (academic aspects) A}

ANt AEHE WIpKIoR M2t
SR AHES 'Y DY) 22NEY B EEscape)'E 17
St 20| MESICLD WEHECL AHlA EX BIIN Ax(s
Mot QA9 5948 X|&St Bitner (1992)= O|E AH]|

M
o
[El

(servicescape)2 X|&ot HF QUCL 2Tl UM 2012
f ee ECfE £ OiBitmer (1992)Q] AH|AF|O|=
(servicescape)?t MES= ACE & = QUSM, Brady & Cronin
(2001)0| XA|Et A ZZE  (environment quality)®| FHZTA
(ambient condition), C|X}Ql (design), AtZ|Z L9l (social factors) &
OlAM At2IH R0l (social factors, LHE 74 22 QO)ZH|Qot
771 (ambient condition)d} C|XtQ! (design) =1t HE Z0|St=
702 S§MEIC} Atm2 HEJPERF (Firdaus, 2005)0fA] Hm
(reputation) AHROIME EZ|Hetd FH 50| (0] A0 A
2 REXoz ¢ZAE0 Ut 53| usMHA EHES ZHD
HEJPERF (Firdaus, 2005)2} PESPERF (Yildiz & Kara, 2009)0flA{ 1
£, BN 52 vEdlE TRA () AU BRO| Qs
Ho2 HOfFCE

olAe] 47} ARS YOI} 4B LIS (FE-outcome) HOHLL
£ 20N (EE-scape) AOHt EES I (BE-cmpathy, EE-re-
liability) 2 2  KA|SI=X|E =HstD U+e0|, Brady & Cronin
(001)2| HEX ot 4SSiCHs HolM oY% #dE AF1

UCHD Foret = AS AO|Ch

[+ > rir oz
Mo
n

2
oF
o
o

J
0
0
J
|

36 HE 4T FEIEY HE

o
HdE M= NEgd us MH|A 2SS FE52= Ao
Ol 2= &3 H=-E0o| g ZETCEMN HEo| 7|EH
HEIEHA (criterion-related validity)S 2HESHA| EICH (Z7]2, 2010).
YHH o2 7|FATEIEY AB0| AF8Ste Byes MO
AP dES HE 2830 2 AF0ME MH[A S 2Ot
A 7P BO| AMBSte= Mg T oLl THFE DFEL (customer
satisfaction, CS, Z-8%t, HIFE A, 2005 &l ghd, 2006)E Of
S5t 7|Z2TESY T SRl OFEFEY (predictive validity)
= HEERQYACE O|F s & ATFMMe= W AMH|A SOl Bt
FL0| OX|l= GBS Yot MAATR (of: MM 2|, 200nEE
2 MEtY IR E SEHIo R A0 ARHHA 2 24

(SEM)S MASIGICL EQROME WY BEE (98 "UFY

"I} S £ B2 (0|QX, 2HAOL, 20092 ALBSHRTE "~ M
wxoz BIEMCL - BUCk £ ¥2 BE 5H s He
25t §EE SHISIULCL

O Z0t <HES>0|M LtEtL= HieF 20| 2 Mottt Y3}
Al LESeH, <#9>0|M LEtLt= Hieb Z0| FEFY BHEE
(CS, customer satisfaction)0ff §-2|¢t F&S O|X|= ZHAOZE =0lL|

o
Qict. LIOt7| CHEAM®XLS (squared multiple correlation)S Sdf| %
T AYE 4R MU MEHN DHERE JAF (variance)Q| 85%EM
Fol= Aoz QU= ol2{et A= 2 AN FASH

—_
= Mg ng MHA F2 5 2289 SEEEE €Sdts

Ao =2 g

1z

=it

[

<H8> SEM ZHO| Hotr

X2 x2/d.f CFI TLI NFI | SRMR RMSEA
280.564 | 2245 | 0980 | 0.975 | 0964 | 0.033 0.041
SEM: Structural Equation Model
<H9> SEM Z1t : FZ A%
H|EZE=} HEDt
7 b4
o= ZzrAs | AsAs | ¥
EE-outcome => CS 404 361 6.995%*
EE-reliability => CS 184 .165 3.523%%*
EE-empathy => CS 144 151 2.972%*
EE-scape ==> CS 513 407 7.868%**
¥ p < .01

41 AME S EE

MH|2= B= TIE &3 dd, 2T, 2ES=s HIE
AESH ZH £0M XHX[St= HIEO| E2 #HAM, =L GDPe|
70%, LHATARLS] 40% P2 GofM AL (O|FA, 2pMOf
2003). ofof 2t HE FH HEZ CHR7| 0f242 O|ZXQl MH|
2 FY0| Ch= EXY 7HAHdo| A2n, o= ot ZOFjA 20
Tl gt ZE CHE 200l ME3H7| &X| @42 BOo| ALt (H3h
&, 0|21, 2002; O|RX, 2tAMOf, 2003). & AF= FAHY, M=E
40| Of 2 ot Myd ws MH|20| Cist ot et=2 3
EN, M22 F9o| FE BIIE Al=sta rt

2 dF0ME MY us M FE B7IE S HEE
oty Qs 2 ZHSERH ot 3k SEFEE 3510
FoF Mgs Mo BA +Fotn, 4R 2ol Ay dE
S MM, A 242 Sl zFH ot HE g=52
HoIRUCE 2 oM S MEd us MH[A Y g¢52
Hedd u=s) 20t SZ (EE-outcome), (HEFE 1) & &
(EE-empathy), (M[&d W) Az| 2 (EE-reliability), (HE™
=) 22|88 SF (EEscape) 5420222 Y&, Q002
O|8X ZHEEE (CS)0 F/olgt FeE DXl ALz =HQlx| UL,
CESE MEPMQl dzldur EFEE0l Ue ALE Rl At Fe
SHAMH, 7|EC| Ws MH|A BE FHY =77t Wl 1sus &
o MHIA~ B 5 &7 HF0IM HOLIK| Rt U= HE
zotst I E2HF0AM  AA|SteE A Z(EEPERF, Experiential
Education PERFormance)’A ;U AYCeCii AV C°An AoAny;
° U AaCOCI'U'A Ay % A= E-EICtD 2 == QIC}

2 A7 AAFE2 Ch3ot 20| FeElE = /US AO|ChL 24,
S MH|A2tE O|&Xt2| FH0|| et F75h= Weko| Xto|7t
UAE = UAesz= HIt P2 HEtE = UCH Lemke et al

(2010)2 O|Z ‘value-in-use’0f [}2} W7} HFsk0| THE}RICD 94l

e

g ~
[o]

Elmdr
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Bt ACh = AFOIM HMABHE AMH|A B7F HEE WIEL2
7
o

Ma&le 220 XMoot 87t =700, 53] ‘1|8 MEAES
FTols OFAENA 788 XHo| E & U= Ao|Ch

Chee=, Moz & gap 70| O|ROfX[2{H A= =22
b 2R35t0, Moz & 22ls HEBY 50| 7tsg Wt 7ts
[CH (Drucker, 1990). MCHZ = wEMIE HESHY| Q6= w0
Sgat0f tigh SHHE 50| O|F0{Mof oot 2 AN Ho
o Hggs ns MHIA0 =FE WF0 JHES MY UsM

st &

7

o]

HA BN 2% 75 80| 2¥EE N 538 5o ¥
Molx HYLE B AHl2 BY Xuo 2u8e olst 7
g 4 9o B Z21 28 FHOH 988 =20 € £

of

o]

njo

]

Z0[C}.

ok = ATOIA JHEet MY nSMHA FE 58 =7
3000 MF 7 (O 2= M, tistu Hd, gt=2 A 52
CheFet Atz 718ts &0 A0l Mgy uIMulx F2 S0
Mg & s LHlet 7hsdE SE0 ERotl ATt Al=E
C MEM CRefoh mat o HEd uIAHA F2S 70k
= ¥E MHAEE 58 HEEH HE 71580 55 AR 7|
thel2z zizto] detdz XHoh dE7) MAECHH et 88
0 7+s& ZAo|ct.

3 §iol=, = s 2HRPE X Z5s 52 Bt g5
Yot Aok e 0|F0|= ML= FF 7| ofgts 2
M £ (Darby & Karni, 1973)0] st W€ MH|AZt= S 105
g 0 27 F& USY 280 27 &L nSAMH|A O[ER 2
o gty JiEE 2 Hz2ts oM 24 278
Ofthd QU= 71K = 2t F otz Eotk F2|7t gig A0
Ct (H3HE, Ot 2002). £3| O|&At R7E SAldts B0
dotels FME gote I o|8A AHFEEE Y 5+ As 7
Z2™S JfEotn MEsteH =380 @ = US AOIC ot
2 = ¢S SO MNEE 58 E7s 4 EUtet mEME X

o

3
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Toted EREE B8Y 4 AUS HUOE ML
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rot
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Xt

HAIBHY MH|A
ot CHE 72l AMH~
HE = MBS Ar8sfor &

Cheez, & 7oA AlES 27| &5 2270 F2 88
MEl~ SE HEQ g MH|A F2 HEO 7|HE 1 JHEE
o o/ Mags us MH|22 ‘N §d2 =9 2
=0 Mol A= Aol AMHOICL 7[E0 A7tE M 52
AT MEHO|o M & AN SEO| 2SR Kot
=0, £ MZE (Verhoef et al, 2009) 2t JHEH A7t
kot fleBz F= 2ot CHefet My F2 #E A4S
oz o5 2EIS HUsto] =5 H2Y OX|7 ATt M=
Lk

O o ot

ot
sy A ok
J
0
o
J

1

[

b o

-

r

rE olf 3

N

agd, = d7s MY us MEls F2 58 52 8l
St JfESHEH =FS HFEn el Ml #aet Zn #iE
ZFot=HE OXX| Rotn A8z e Ny uF AHL
B2 &0 g2 UXls SHEHTE 75D LIOPE MH~
=2 ££0| o 2E Of7[sl=X| Dggltg #3s= =8
A7t 7kse AOo|Ck.

pN|

= o

olz{ig + QUCH= WS AMu|A9| Zot AzH
(Darby & Kamni, 1973)2 D23t £7} 10| WQJ} QUCtn
gict
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reJp ol
M ox O Ho
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