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Abstract

Purpose — This study aims to verify the construct of the serv-
ice quality suitable to the characteristics of the business center,
to develop the scale that can measure the service quality ob-
jectively, compare the diverse business centers in Korea, and
present desirable methods of business center management and
operation.

Research design, data, and methodology — In the first stage,
literature research and focus group interviews with current users
and actual business experts of business centers were
conducted. In addition, 69 early stage scale items were derived.
In the second stage, a Delphi survey was conducted on the ex-
perts of business and academic circles. The measurement items
in the early stage were supplemented and revised. The content
validity rate (CVR) of 69 measures was computed and then the
experts’ opinions were used. As a result, the business center
service quality scale, made up of 9 organizing factors and 36
measurement items, was constructed. In the third stage, a sur-
vey was conducted on the occupants who were currently using
the business center. It was to confirm if the developed business
center service quality scale could be actually utilized. The data
of 435 samples collected were used. To refine the scale items,
the exploratory factor analysis (EFA) was conducted repeatedly.

Results — The business center service quality scale, made up
of 8 factors and 33 items, was developed again. The 8 factors
are reliability, speed, kindness, specialty, responsibility, appear-
ance, convenience, and public interest. The reliability coefficient
(Cronbach's Alpha) of each factor is greater than .7. Thus, it
was confirmed that there was reliability in the measurement
items. Further, the model suitability was verified using the con-
firmatory factor analysis (CFA), and the convergent validity and
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the discriminant validity were verified. This proved the construct
validity. Through this process, the Korea Business Center
Service Quality Scale was developed. Based on factor analysis,
the developed business center service quality (BCSQ) scale
consists of 4 aspects, 8 factors, and 33 items, comprising the
“process quality” aspect: reliability (3 items), speediness (4
items), kindness (3 items) factors, the outcome quality aspect:
expertise (3 items), responsibility (5 items) factors, the environ-
ment quality aspect: appearance (5 items), convenience (3
items) factors, and the public interest aspect: public interest (7
items) factor. However, according to CFA, the BCSQ scale con-
sists of a total of 4 aspects, 8 factors, and 33 items, compris-
ing the “process quality” aspect: reliability (3 items), speediness
(3 items), kindness (3 items) factors, the outcome quality as-
pect: expertise (2 items), responsibility (4 items) factors, the en-
vironment quality aspect: appearance (3 items), convenience (2
items) factors, and the public interest aspect: public interest (3
items) factor.

Conclusions — The BCSQ scale could serve as a diagnostic
tool that will allow business center managers to determine serv-
ice areas that are weak and in need of attention, and to im-
prove the service quality of the business center.

Keywords: Business Center, Service Quality Scale, Korea
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o|lztn g %= QCHParasurman et al., 1988).
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Parasuraman et. al.(1985)2 SERVQUAL CiatE XM E 7{gf
S5t=0, SERVQUALZ 11ZH0| MH[A0f C{St0] 2= 7|CHet M
HIAE 22 0|20 = X|Z2| XI0|E MH|AZH0|2t ] Fol3}
1 1 Xolof o MHIAZEES H7tSH= Y O|CH(Parasuraman
et al., 1988). SERVQUALL LC}atE M2 AH|XFEO| MH|A 7|
CHet X[ztof Chst OlsH=E =¢ #0t oLzt MH[AEEE e
St AT = S8FH ZEA QAU SERVQUALO| &f
#E 0|7, S AFES0| SERVQUALL| &=0f 7|Ete £
F[QACE |23t M3 ARLEES MHAEE Mo 25k o[
EE =00 7|osteLt, SERVQUALL| %tdolLt HE4d
S CHY¥st EM™S0| H7|kIRACHAsubonteng et al., 1996;
Buttle, 1996).

SERVQUALS| ZX|EE & otLt= HEo| AAMolN, HH
Moz Au2o| Te of2| AHYS S50 WIIELD Ba glo
LHGronroos, 1990; Berry et al., 1985), datot It XS4 O
GESO| Ofgt 90| YX|E[X| U2 7HH (Brady & Cronin,
2001) SERVQUALZ 2ZX| MH|A FE 1pHOLS CHECHE ™|
A H|ZHS HIOFRCHGronroos, 1990; Richard & Allaway, 1993).
0|0jl Rust & Oliver(1994)= MH[AZX0| F&te == Q012 A
HlA ME & OfL|2t MH|A &HF, MH[A 2HE0| A 7HK| XHRE2
2 FHEICHE 3292 E¥(three-component model)S 7| E2HSHSICY
olg{gt Ml ZHX| MH|29] FA XSE 0|2, 2 USOM
Brady & Cronin(2001)0] |8} AZEA |QiC}.

Dabholkar et al.(1996)2 C}& XRI0f|A § Lot AMH[AZR
0] A= FXE 0|21 QCtD =ESIHH, SERVQUALS| 177 =
=0l 11712 5H =2 FI6tY 571 ARl AMH[AEH
QA& 2 ¥ (Hierarchical Structure for Retail Service Quality)2
LHSIALE 57H] X2 22| ZH, A2, WA HZEE,

=HoHZ, HOIZHO|H, 2t XtE2 off FEAREE FO 3TA
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Brady et al.(2001)2 Rust et al.(1994)e] 329l ZHOo
Dabholkar et al.(1996)2| MH|AZZA QAE BHEHES 7|22 3
X AMH|AZEZE! od(fhird-order factor model)S 7J24stQUCt 32
QI 2ol 37§ AHAO| MHAZHE YATE 2O 57§ XS 8
7He| HE =2Ofol HE3SH0 MH|A0 FEE O/X|= 371X[2 Fa
e MESISCH, 48R, =28 AHEH, 252
370 KHAS0| 9719| 39| XIS 2 O|ROZICHE AS =HQIsGICt.

ol2f3t MHIAEE EYS2 CHRIR L1 ASE AXE M
= & O|EX YUME HOojF1 oL, Ciet Aol o
TR MESH=0 A E Ho|1 RUCE Ol =W, AMH|A
AtofM EE2| S8kl= SERVQUAL T E Lot AH[A
AB0l HMESIRS W M=ol O 7HK| 2AMfY, A2, 8H,
2, SEE ASot7|7t Oo{@Chk= H|EO| H|7|Z|QUCHButtle,
1996). AM|Z, X+sAI MH|AY0AM= 37 @4 (Bouman & van
der Wiele, 1992), O|EAOAN M= 47} Q4 (Gagliano & Hathcote,
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1994), MBA StE9| MH|AEZ HHIIOA= 370 22 (McDougall
& Levesque, 1994)7} EE£&|= 5 SERVQUALE HME3%t ojz] &
TE2 YTEE OHE Z4uE 2030 QUCt

Brady & Cronin(2001) 2¥2 O|M DY SHLCI L5ICtn
|0 oL, O] ESH 2ol AT 7F Wakdo| Ryt St
2 ENHEE0| M7|Z| QUCHKo & Pastore, 2005; Martinez &
Martinez, 2010). 0|0j| Ct2} Martinez & Martinez(2010)= 7|Z Of
EX 20| AT Ty B £ QA=E HoI0] Aot &
S XMAISt Ht o, Martinez & Martinez(2010) O|2|0| = Ci4=
o MTE0| AYBTE MH|AEE ZY JjHo| EdE ARSIt
(Karatepe et al., 2005; Mattila, 1999; Ueltschy & Krampf, 2001).

o, MH[AEE Z¥S CHsh Aol XEst7| flst A7t
O|20{F=H|, 2%M(Aldlaigan & Buttle, 2002; Karatepe et al.,
2005; Sureshchandar et al., 2002), <&zt (Akbaba, 2006;
Getty & Getty, 2003; Wilkins et al., 2007), °|Z(Shemwell &
Yavas, 1999; Tomes & Ng, 1995), IT Zl 7|& 7|Ht A|AH|
(Parasuraman et al., 2005; Wolfinbarger & Gilly, 2003), OjSiA}
(Lam & Zhang, 1999; Martinez & Martinez, 2007) S0 Cist &
7t O|FOIFCE. 2Lt 234 ACHYnt oS MHAFZEH A
T= 12| BA| %2 Ho|H, E3| H=L|AME S| ALEXIE CH&
o= BCSQE CtE 9= AXWIEK| O|RO{X|X| SFULCE it
2 AF0ME MHASE HrHEEet oEst dYHTE Zedt
0] BCSQ H7M 2 JfurstRict.
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Literature review related to service
quality scale development

Interview with business center users
and professionals

Vv

Step 1: Development of
initial items

SlEp 2 RESLMEM € Delphi survey and content validity test
measures

7

Questionaire survey for business center
users
Vv

Step 4: Exploratory factor || Analysis of factor structure and reliability
analysis and reliability test || test

Step 3: Data collection

v

Convergence and discriminant validity
test

Step 5: Validity test

<Figure 1> Procedures of research
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<Table 1> Conceptual and operational definition of constructs

105

Dimensions Constructs Conceptual definition Operational definition Sources
Consistency in implementation Reliability means that service is performed PZB(1988)
and certainty, credibility of through agreement and provide users correct | Rust et al.(1994)
Reliability service, accurate calculation, service maintaining the homeostasis of it. Dabholkar et al.(1996)
on-time implementation Collier et al.(2003)
Yi & Lee(2001)
Process Responsiveness, timeliness, Rapidity is the speed of workers’ response. Brady et al.(2001)
quality . prompt response, quick process | The factor is related to considering customers’ | Shin et al.(2010)
Speediness L ) .
problem priority, acting fast and supporting the
work instantly.
Intimacy, politeness, Kindness is about the level of personal PZB(1988)
Kindness respectiveness, consideration consideration, interest and intimacy. Dabholker et al.(1996)
Brady et al.(2001)
Level and capability of Expertise deals with the delivery of service, PZB(1988)
. information knowledge, and the level of content and confidence, abilities | Dabholker et al.(1996)
Expertise ) .
career experience and experiences of workers. Brady et al.(2001)
o“&‘;‘l’ige Ryu et al.(2011)
g Loyalty, sincerity Responsibility can be measured by service Dabholker et al.(1996)
Responsiblity fidelity. It is related to faithfulness of Collier et al.(2003)
providing information and knowledge. Shin et al.(2010)
Physical evidence, and condition | Appearance can be measured by providing PZB(1988)
Appearance of facility and space users with a whole equipment and Rust et al.(1994)
) i space-specific service efficiency and both of | Dabholkar et al.(1996)
EnV'Lc;TiTent in and out environment easily. Brady et al.(2001)
quatity Easiness in conditions, terms, Serviceability means the measure of service | Rust et al.(1994)
Convenience | methods, means, and usability, the participation of the network by Dabholker et al.(1996)
procedures of service using the information. Collier et al.(2003)
Fairmness Service recipients, period, The degree of fair benefits from the service. | Collier et al.(2003)
Publicit qualification, and method Park(2011)
qualityy Policy fairness, public support, Publicity means unbiased way of conducting Dabholkar et al.(1996)
Publicity policy implementation, and center uses and supporting policies and Brady et al.(2001)
information offer providing users with information simultaneously. | Collier et al.(2003)

woh, MYARSO| ALSS Wt 22 Aot @A SHof

O - O = o o=

SAH HEAIZ|7] 2lot0] HI=LIAME YUFAR CHEA S 2HEHFZOF
HE27E2 788 UHUSTEYZTAKFGNZt HAZ|ACt O|8X}
T2 4 7ol 4 HZLAMEHE 6708 Oy 0|88 YFAL
Che 2% &89, HZOF TE7t ME2 47 7ol Z H|I=L
AMEC] 2MYR; 2PY 8P 2 9L 0|52 0|8 & &
T dgs HEgeR dAATFE Sl Yoot BHHE 50 o
SiA =gsiof SHALE M= FIploF o gess HESHL §
2|5t0] H|=LIAMES] MEAZES B7Fk= 697 =7|g=0]
EEEACH

42. 53 &= A

AN EEE HZLAMEC| MH[A FIMHEO| 7| g=0
et M X WEEtEdS ASdt7| fldh FGlo| &Hojgt 839l
HE HE7er 2¥o| M JHEO| FHO| A= oA HEHE F
7toto & 102 HE7ISS Y= ALO|ZAZL AA||RAC.
BA, 2t £ <=0 et 22 W80 3E A=A =
S ASER| 0 HHEE=X|QF 22 g5 81t =M Hy
20| Ciet 2F OlF 7t AELIUCE £ 24t 58 =30| ofd
g7HdS Lot HESHA HrEstl JU=XIE BoRte WEEE

O,

d 4852 2I7E 58 HE=(13: TS EtgotA| pitt 28: g=E
FOLA| QL 3F: HSO|Ct 47 AZHELESIL) 58: Of EtEDt

CHE 0|83ty HItE|U1, Lawshe(1975)7t X|Qtot L EEHE = H|
E(content validity rate; CVR)S 7|&2 = EtEM0| T QAL
LHEEEEHE22 2t &=9| EfEdo| CHsto] ME7HS0] &2lst
= BEE Xzt 212 Ch3at 242 Ao ofs ArsEICh

e =
T3
CVR= ——— Wt M2 mjdol &
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WEErZd B7F 21, =7| 6971 2= 7120 LEEEE o
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A= 2012 43 9YREH 207X 110 2N T ASH,
& 50052 AEX|7} HIZE|Of 46982 HEX|7} 2|5=E|ACt Of
7t2d kel =0 f3E oLt SY Hzz JET 3470
HEXE Meleh 43557 A0 Y HYS AN KT HEE
Mo OlZEIACt. SEHAC Eds «mEH, U H=LAME
173H(39.8%), TIH 101 &x7|Q HI=L|AME 1113(25.5%), X|
K| 121 27| HIZLIAME 46F(10.6%), SHESME 105
H(24.1%)0|H, dYHZ YXt7t 2999H(68.7%), CGX7F 1369
(31.3%)22 LIE|RACt 2 Z=A| FHolgh #29| £42 <Table
2>9 ZtCt

44 XYY L N2 B}

HIZLIAME O|8ASES Y22 HAIR dEEAE &3f &
53t 7| HIoJHE 0|&3t0] 367 &0l it AHAYS Bt

7] QIsh EHAE Qol=Ao| MAEQICE Q01EA Znl <Table
3>0{| M2t Z0|, KMO(Kaiser-Meyer-Olkin) == .958, Bartlett's
Test of Sphericity= 11,943.053(df=528, p<0.001)Z L}EfL} 29l
242 HAS=0 0 HMetst XAI22 TTE|of 2A0] THE|R
Ct EMHAN Qolg2Me FME EXM(principal component method)
It ZAZtg|™MubAl(varimax rotation method)ES O|23510{ 1_ZF
(eigen value)O| 1 O|A&E 7|&ECZ IS, Hair et al.(2006)0|
Horst St J1EF MEINE MAATS0| ARHESH whgo| et
=2 QoI 0| YH™ J|F O[Sto|AHLE, CHE [olo] SA[o
ALl 2YE2l 20 MIjE0| YHI|ES Hut ojdel d5&
2 H7Hte A2 AE ez FE0o| HNEUCEL FHEH MA
2 95t @0lo| M2k 7|=S 40 olstE2 MHE|Uem, 0 7|1&=
of w2t St Fe2 HAHTt Fo| HHESI0 RAEMS MA[SH

2224 WFHM X0 FAL UXHME 2T
24 3 HEg4, He[d 30| MAHEY & 8712l 20, 337 2
O] ==&, SZMUETH(%)2 76.631%=2 LIEHLICE SHA,
SEYE 09 37 =1t 394 209 471 =0| siHol 2

<Table 2> Demographic profiles (n=435)

Qg Fdsts Ao R LIEfLE, X=X 97 20192 MHA s H|=L
ANE[O] MHABY BIINELE 87) Q002 WZEoH, &
=5 87 QQlo] XL FZlM(publicity), *#2M(responsibility),
Q| (apperance), Al&Ad(speediness), Al2|M(reliability), *I&EA
(kindness), ™&Z(expertise), TZ|A(convenience)2 2 HHL|ALCY.

oHH, =5E 87§ Qolof Ciet A2lze =Mey| s Aals
24 Zah, 8 a2lof st MEld Af(a)s 7 O|H2E LIE}
LE, Nunnally(1978)7} HA|SH 7|&(7)2 &2/5t0] AHEItsS +
Fo| LiA UM Z EoF= AR LIERICH

45. 1% 9

rE

e EtEd

ol

7t

L= Et=d(convergent validity)0f THHE}EHS(discriminant  val-
idity)y2 dA3ot7| fI5t0] FHRQIS0| CHsto] =QlR0lEA
(confirmatory factor analysis)O| MA|Z|QICt =X ZADf, <Table
3>0|AQt Z0|, EMMA QOoIEMoM =EE 87 2010 Cist X
StEE=  *=532.297, df=202(/df=2.635), GFI=.909, AGFI=.876,
CFl=.957, NFI=.933, TLI=.946, RMSEA=.0612Z L}EIL} GO|H&
A HdE5ls ASE LIEtRHCE HX, HFEEE 7l EERQ
HMIH2Fo| 20| .5 O|&(p < .01), WA EAZF=7f(average variance
extracted: AVE) .5 O|4, J§HAZ|E(composite construct reli-
ability: CCR) .7 O|A&E 7|&Co & 3IQICt. &M Zut, & HeE
o EZQOQINXZO| Zt2 5 O|A, WFEMESEZE 5 04, O
2|0 JHEAE =Tt 7 O|deE LiEIL 2t Q021=9| HEEHH0|
Ues A= LIERGCE

oHH, THHENEE2 Zf 2019 AVEZIN Q0I5 719 oitA
£ NS #4el XIO|E H|mSto] AVEZLO| AHEtAH4=o| XZECH
AW Z Q0I5 7to| THHENEMO| QUCHD HIRSIICEL 241 AN
<Table 4>0iM E& Het 20|, 2t #4KR019| AVE g2 ¢l
7| MEtAs MEel ZECH 2 AoE Qlx[of THENEHO|
ASE(ALE

. Variable Frequency | Percentage(%)

Variable Frequency Percentage(%) Residence | Seoul 265 60.9

Soho venture BC 173 39.8 area Other metropolitan area 170 39.1

Type of Z:gsctjﬁgéeastge owner 111 25.5 Management/Manager 67 15.4

business - -

center | Public creative owner 46 10.6 Professional/Freelancer 156 359
supporting BC

Venture incubating BC 105 24.1 Concurrent Gficer 51 1.7

Gonder | Male 299 68.7 oceupation = hnician 45 10.3

Female 136 31.3 Owner 38 8.7

20-29 108 24.8 Service/Sales 28 6.4

Age 30-39 140 322 Other 50 11.5

40-49 147 33.8 < W100 35 8.0

50 or more 40 9.2 Monthly 101-200 61 14.0

High school or less 14 3.2 income |201-300 147 33.8

Education | nior college 40 9.2 (Million | 301-400 115 264

College graduate 281 64.6 won) 401-500 46 10.6

Graduate school or more 100 23.0 501 or more 31 71
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<Table 3> The results of exploratory factor analysis and confirmatory factor analysis

Exploratory factor analysis Confirmatory factor analysis
Factor Eigen-v Variance CVR Standardized tval CCR AVE
loadings alue extracted(%) @ factor loadings value P
Publicity 5.694 17.255 945 919 792
Pub 1c .804 .80
Fair 1c .770 .80
Pub 2 .768 .80
Fair 3c 747 .80 .830 - -
Fair 2 .740 .80
Pub 3 .704 .80 .875 22.198 .000
Pub 4 .621 .80 .882 22.433 .000
Responsibility 3.393 10.283 .905 .922 747
Resp 5 .738 .80 .867 - -
Resp 1 .736 .80 .886 24.866 .000
Resp 3 .615 .80 .837 22.495 .000
Resp 4c .606 .80
Resp 2 .528 .80 742 18.468 .000
Appearance 3.122 9.461 .880 .868 .688
App 2 733 .80 .760 - -
App 3 .701 .80 .832 17.295 .000
App 5 .625 .80 .821 17.060 .000
App 1c .608 .80
App 4c 515 .80
Speediness 3.036 9.200 .884 .921 797
Speed 1 776 .80 .895 - -
Speed 4 .752 .80 .882 25.321 .000
Speed 2 .606 .80 .802 21.461 .000
Speed 3c 429 .80
Reliability 2.885 8.743 .848 .897 744
Rel 2 742 .80 .842 - -
Rel 1 .658 .80 774 18.209 .000
Rel 3 .641 1.00 .820 19.683 .000
Kindness 2.799 8.481 .881 912 T77
Kind 2 a7 .80 916 - -
Kind 4 .730 .80 .893 26.918 .000
Kind 1 711 .80 .752 19.751 .000
Expertise 2.314 7.011 .862 .901 .820
Expert 1 .666 1.00 .860 - -
Expert 2 .654 .80 .900 21.735 .000
Expert 3c 571 .80
Convenience 1.953 5.917 721 742 .591
Conv 4c .884 .80
Conv 2 574 .80 .679 13.359 .000
Conv 1 511 .80 778 - -
Total variance extracted(%) 76.351
Kaiser-Meyer-Olkin Measure of Sampling Adequacy = .958, Bartlett's ’=532.297, df=202(/df=2.635), GFI=.909, AGFI=.876, CFI=.957,
Test of Sphericity = 11,943.053, df = 528, p = .000 NFI=.933, TLI=.946, RMSEA=.061

® Composite Construct Reliability
® Average Variance Extracted
¢ Items were deleted during the confirmatory factor analysis

46. OISEES Bt £l BCSQ H7IMZ(BCSQ Scale)7t MM H|=L|AMEQ| AHIA
£ A0opL} & HHHSI=TIE 20I8= Z{0|Ch A Fisl=E 2 o
Zro| ct2 TZD ettt A2M0] HBE BCSQS?| 0% Elgtde AE

%H*‘I Jhe 57| I8 Cr=o| M HF(Shin et al.,, 2010; Lee et al., 2009;
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<Table 4> Construct intercorrelations, mean and standard deviation
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1 2 3 4 5 6 7 8 Mean S.D.
1. Publicity 1 3.96 .79
2. Responsibility .716 1 3.78 a7
3. Apperance .614 .627 1 4.03 .80
4. Speediness 610 642 .682 1 4.06 .78
5. Reliability 642 714 .557 .606 1 3.85 71
6. Kindness .630 .635 .644 .679 557 1 3.95 .78
7. Expertise 629 657 481 .501 .689 .534 1 3.57 .82
8. Convenience 642 .602 547 .555 .605 .543 .584 1 3.75 .78
9. Overall service quality 645 .566 .696 623 584 .638 .516 593 3.85 .89
# All correlations were significant at p < .0L.
Han et al., 2008)0fAf AMEEl TEPY MH|AFZDt 8712 BCSQ TEAEML =N QlEME S MEE BoziFEU
ot o3y, MY, dd, MY, MY, MY, HE (AVE), 7HE42|=(CCR) & 7|ZHH|(CR)S| 72|y O|FE &3l H
g, He|g)ztel dEAES HAIZAC =LAME MHIAZE B2t Hzo| mEEEY A UTEEE0
=4 Z1, <Table 4>0f A2} Z0], 8712] BCSQ B7} 22(& USEIUCE. H=LAHE MB|AZE E7F HE 87) 29 2F
o, MY, Qdd, d&Ed, dElY, I1EY HEY HElE) BoziFEsEa, WEMREt JIEXE S5 AR LiEK
ey MHIAZE 20 25 RoHY (vl dHBAE Z on, B #8239 YAKXIZt p< 010N Folot === 20|

1 As A= LIEHHTHp<.01). M2t 2 AFo|M JHEE Eo7t
HE= O =5EEdEo] 43 =AU

5 42 % M

D A W 7ol sHEe Fr Silol el o ofy
YEfo| B2B MH|A /& MY 20(7t 8583t E[07t= 52 =
Aot HStE Q0[5 ULk ALR-YR JZke| JHE)at 8% B
(physical evidence) EEBH H|=L|A shAO| HSjof| 2} YO 7}
= A0l ACk ALt H=LA gEo| 5% Jd¥g OlX=
H=LAME Q] MH|AZHO| Ciot Eetot 7HEu A 2tdS H
ot BHgS HIZLAME MHAZE M Jgof 2ot A7t

Oj% O|0j3 &7O|CE of2fst BEAM 2 ¢7l= AB2BAMH[AR
SZOZMO| HI=LIAME MHAERE ML E JiEsta, Ml
ot EfEYE AESIen, & Aol £ Aue CHEit ZLt
AW, Mo g HAE Sl BEHeE &HE ohx H=LA
ME] MH|AZZE HJF X (Korea Business Center Service
Quality Scale; KBCSQS)= 4%}gl, 8290, 338202 [AMEQO
Of, 2} Aoy TR0 U #2o| £2 MHED, WHEY kY
2 AEEEEE), dsdEds), MREEEE) /0, ANEE

A2 H2dEgE)n HYYEeds) /0, HIEE A2 2
gdGem) He[dEds) 22, SSFE M2 SYITE

=)9| CAQQIoR FYL|QAC.

ST, HIEUAME MUABY B} Moo oby, YRkt
of JtsHe For=y| s UH Y  LEihs
Cronbach's o 7|42 O|850f £A3t 21t 829 BF 7 3t

0| 0.7 OJAtO 2 L}EIL} H|=L|AME] MH|AZE Ty} Mo Al
E|27t Y=ot EHEE FHE0 US0| YBEIRACH

AR, ™27} 2Ojo] ZAE SsiA HIELAME MHAESE
HopHEo| Xx7| 697 &2 7t20 LISEISZH|S(CVR)O| .62
ool g2 HAsH, e HEo| SETH 7|EelHE HtYy
St 232 - Eelsto], XBHoR 3672 M =S £E
SIRUCE Ol 32|0f Z% EHMA QQIRMZ Fof Xtld AF0|
HA|Z|of 87 K¢, 337 &=50| FEE|/UCEL FHRQ1E ZHof &

(]}

Of

I A0f, HIZLAMEH MHAZE FI7HHE il USEFEE0

HSERACE oHH, 2t 90l HuEiFEl 225 o

A=E HMaet ¢tef AolE Hjnsf = 21, %

=MFEEXTE Q05 20| A MEel 2

2oIx|of EHEEIEH0| B EIRACH

S, BIELIAME MBASEH FY=79| oSEEEES ot
7

r

SPIAL HEHY MH|AFEIF 72 E 8742 BCSQ &7t 2217t
dEAES s dAlet 2o 2% 7ot F(+)2 A A

ol

AE A2 LIEILL, O FEIYY0| HEEAUC

= @77t SN2z T|0fet Hhe XS] HZ=LAMEC
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B MHIAEE HE J 20| O[ROXX| B2 UM HE T
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=W, HELAME MHASE HIEES| 7] 20 dE
dotgoL), M =0 Cfst EfgdE &4
= WFEo|AM ‘SEM a ‘Fedel £ 7 2210 Lte] o Jid
| ‘SN oY Qo2 XF AFEQULCE ‘SIS MH[A Of
a, 71Zh AHY, w5 ME MH|A =X s S d
£ 905l 20lo|H, ‘32 AlE 0[8 & XA HuMo| Z
ot 2 HF, 3Yd0| ZREE AMH|A O|8XIt L= 335
o] 0|9 HEE oogts R0z F JX| Fdaflel Ho| ¢
JHEo| Molgol= St StLte| o HEHE metk[RUCt.

MIFf, HIZLAMES| MHAEE &2 HIIote HEE i
SIYOLL MHAEED DAHOIES MM Q010f el CHFSHA|
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NZE XF2I0| LIEFS & 9looz M FOl H|=L|AMEO| AH|
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T E HEOR ZF X X2 45 2 201, 2|1 8
2 Ptk 40| =0 EaEE FHESL HIHEeL 29,
Kol SRk HIES 7I5X2 &8%t ot H|ZLIAME AH|A
E7Z! X|5(Korea Business Center Service Quality Index; KBCSQI)
2 EHANZE = e R0 ERsioh £, AEE X
SULE IR0 JE MEE 2o MHAEE X|5=9| HliEs =
£, 52&et UEELE 70| XlO|(gap) 4= o HCh Fust 7Y
M @adt FAQXE T EM, U HIZL|AMEOl WA B
kol iRt AR Mg MAIE = AUS AS=E J|CHEICE
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Appendix:
Korea Business Center Service Quality Scale (KBCSQS)

Reliability

Rel 1. BC= AMH|A 29 AlZHE & X|ZICH

Rel 2. BCIt M|&dte 2-2u2i0l MEE= AMZ|stn YSoHSIC)

Rel 3. BCA @2 BAE E0tH & MHIAE MSSHot

Rel 1. BC is punctual on operating service.

Rel 2. On- and off-line information that BC provides is credi-
ble and reliable.

Rel 3. BC employees provides services in compliance with
procedures and regulations.

Speediness

Speed 1. BC X@2 27 AIgS XA §i0| XM2|etct

Speed 2. BC= ¥F A 4T MH|L 0|&S fIeh TH7|AIZHO]
iy

Speed 3. BC= Y3 H X2 FEO| CHEH ACIOIETt WL}

Speed 4. BC 0|8 & 27 YS W ¥2| fZEC

Speed 1. BC employees take immediate actions to customer
demands.

Speed 2. Waiting time for BC's rental and other services is
short.

Speed 3. Information updates for BC’s rental and support are
conducted instantly.

Speed 4. Any problem caused during the use of BC are re-
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solved immediately.

Kindness

Kind 1. BC= O|&Xt2| 2F Al 7|7H0] =85 =L

Kind 2. BC 252 2%, Ol&, Ei=7} &'dsta 2E

Kind 3. BC= O|&At7t X0 ZHYS 4% =H of
ME Cretct

Kind 4. BCZI2l2 0|2XIo| ZtAIAlst
A Sthetct.

Kind 1. BC aids the users with any sort of support.

Kind 2. BC employees show kind hospitality in their ex-
pression, words, and attitudes.

Kind 3. BC puts its best efforts in problem solution to any is-
sues of the users.

Kind 4. BC employees identify users’ interests and curiosity
precisely and provide best corresponding measures.

njo
2
fo
Of
1=l
13
Ok
2
0x
>

Expertise

Expert 1. BC= 2FAIRl @8 Al sig ARio| Chet X2
20t n]0| 7HSIIL.

Expert 2. BC= OAE, ME, HE, S

ot ME XAMS MSetot

. BCHYZ Araxgol 2ast g2 L dME Mg

T QUCE .

Expert 4. BCE A2 X[ MH|A0f HEo 0|81 SHE flet
HEF 0l O oighg $BIC

Expert 1. BC is capable of offering professional explanation
and training on the business, in occupants’ request.

Expert 2. BC provides professional knowledge in relevant reg-
ulations and procedures including marketing, taxation,
and laws.

Expert 3. BC employees are able to provide information or
introduce agencies for financing.

Expert 4. BC employees plays an informative role for the use
and control of support service.

H
oln
e
ry
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o
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X
Pas
=2

w

Expert

>

Responsibility

Resp 1. BCXYI2 @FAfe] Qurxiol 9o 26| [fSe
& 9l 532 2% Yot

Resp 2. BCX®I2 QTS| QAR ofZel7| Slof X3
oz La3ict

Resp 3. BCX2I2 Sol8l 9| MEJE X|Ue| T 4 9Uck

Resp 4. BCX®I2 245 MHIAS HIZ XoiX| 28 32 1
018 el B + Uck

Resp 5. BCXI2 @FAfo] 278 Mesi| fopsto] xHx

20| & M2|E ik

Resp 1. BC employees are capable of handling the occu-
pants’ demands.

Resp 2. BC employees strive to solve the occupants’ requests.

Resp 3. BC employees can introduce credible, external experts.

Resp 4. BC employees are able to cleary explain the rea-
sons for delayed services.

Resp 5. BC employees identify the demands of the occu-
pants and handle them accordingly.

Appearance

App 1. BC2| BH0|X|= E7| ZA Z E[0UCh

App 2. BCa% A2 XXtEN 827t tHESIC)

App 3. BCFHO| HOAZ(2Y, 3¥, ARLL FAE 8)2
YFE ZO[5HA L.

App 4. BCO| MH|A I H|Et HIE2 HISICH

App 5. BC= TZO0| E0[5tH n& 3 FA7h Ha[sICt

App 1. BC Homepage is organized neatly,

App 2. BC employees are in decent appearance in their clothes.

App 3. The amenities (banks, parks, saunas, parking lots, etc.)
around BC enables a comfortable business.

App 4. The services and budgets of BC are appropriate.

App 5. BC is easily accessible and has easy traffic and parking.

Convenience
Conv 1. BC SHO|X| Y& 2Fstn 0|8317| &Ct
Conv 2. BC= TQ3t MH|AZ Ha|slH AMEtstn 0|88 4+

e HESH AA"S 2D Yt

Conv 3. BC= Lif AMR0| 2%t HIERA YEE NS,

Conv 4. BCO| MH|A 0|8 gty 8l MXl= 47| £lCh

Conv 1. Information on the BC homepage are easy to under-
stand and use.

Conv 2. BC has an proper system to use the service in need.

Conv 3. BC provides necessary network information in its
business.

Conv 4. The method and procedure to use BC service are easy
to learn.

0

Fairness

Fair 1. BC& F=22t R0 et 7|=0| S5 HEECt

Fair 2. BC= YFAt HI4FA 2AOHZ ST AH|
25 HSetot

Fair 3. BC A|d 294 s =242 HS|X - w2t
Xt glo| O|FO0{TICt.

Fair 1. BC applies fair standards for charged or free services.

Fair 2. BC provides fair services to both the occupants and
the non-resident partners.

Fair 3. The operation and training program of BC are fairly
conducted in accordance with the regulation.

Publicity

Pub 1. BC= AR 8 & BAIE & XA 2HEICL

Pub 2. BC= H|Sdt= AMH|229| HIEE H&SHAH QTtotct

Pub 3. BC= O|8Xte| 2| U Q|FAR0| £EaLH X|74ZICh

Pub 4. BC= O|&At2| At Q0| M= MH|AE NS

Pub 1. BC operations are in abidance by policies and
procedures.

Pub 2. BC clearly asks for expense of BC services.

Pub 3. BC guarantees the users’ rights and obligations

Pub 4. BC provides customized services in accordance with
qualifications and requirements of the users.
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