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Abstract

Purpose - Several domestic telecommunication companies
have made a considerable effort to continuously grow and sur-
vive, and they have strived to thrive in the midst of mature
market competition. To overcome this challenging situation and
to grow continuously, while still meeting customer needs that
are becoming more diverse and complicated with the passage
of time, extensive support for internal marketing is essential.
Without such internal support, companies face serious limitations
and market roadblocks. The communication industry is a
high-level service industry and a basic communications industry
characteristic is its significant dependence on the employees de-
livering the services. Therefore, entrepreneurs in the in-
formation/communications industry, as well as existing com-
petitors, should look to satisfy external customers through critical
investment in internal customers (employees).

Therefore, it is important for research to examine how internal
factors influence technology innovation and service quality, which
are the key drivers for companies that are seeking leading mar-
ket positions.

Research design, data, and methodology — The purpose of
this study is to analyze the relationship of technology innovation
and perceived service quality with the internal marketing factors
in the communication industry and to offer suitable and effective
internal marketing suggestions. The independent variables of this
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study are internal communication, education and training, the
support of the executives, reward systems, and empowerment.
The dependent variables are technology innovation and per-
ceived service quality. Utilizing these, this paper studies the in-
fluence of internal marketing factors on technology innovation
and perceived service quality.

Results — The study results revealed the following. First, the
identified internal marketing factors have a positive effect on
technology innovation. Among the five internal marketing factors,
three had a significant effect on product innovation, empower-
ment, the support of executives, and education and training, in
this order.

Second, the internal marketing factors also had a positive ef-
fect on the process innovation of technology innovation. The
marketing factors, the support of executives, empowerment, in-
ternal communication, and education and training, in this order,
significantly affect process innovation. Third, technology in-
novation had a positive effect on perceived service quality. All
of the five service quality factors, namely, tangibles, reliability,
assurance, responsibility, and empathy, in this order, significantly
affect product innovation. Additionally, tangibles, reliability, re-
sponsibility, empathy, and assurance, in this order, significantly
affect process innovation. Fourth, product and process in-
novation significantly affect tangibles and reliability in technology
innovation. To enhance tangibles and reliability, process in-
novation should first be enhanced. Fifth, product and process in-
novation significantly affect responsibility and empathy in tech-
nology innovation. To enhance the responsibility and empathy,
process innovation should first be enhanced. Sixth, product and
process innovation significantly affect assurance in technology
innovation. To enhance the assurance, product innovation should
first be enhanced.

Conclusions — According to the results, a company’s internal
marketing factors have a positive and significant effect on technol-
ogy innovation and, further, product and process innovation have a
positive and significant effect on the perceived serviced quality.



88 Gap-Jin Jung, Hee-Joong Hwang, In-Am Song / Journal of Distribution Science 13-6 (2015) 87-96

Keywords: Internal Marketing, Technology Innovation, Service
Quality.

JEL Classifications: D11, D12, 120, M16, M31.

|

S47/92 F479 7S 22, ty|ante] PN E48t0
FMel| SlejAls Podt o] Taeltt A4S0 §RE o

2H
XL STSHMCL olof w2t 7|¥S2 1Mo E7E B
ot7| <o MZ2 OfO[C|of MFS distn M2 AHAZS}

i Jp Ho nx
o

T35t Ao MH|A ERHE DAMERZ =ES= 0| 2
== 71ge INZE CHFZ/ QUL oot 242 ZHEoA 1240
X|Zst MHAZE2 EEZYRe dao| o 2™E=2zE 7Y
O AYT2 R NAMUFRLACHs LHEIZHOl SAYUTUEZS MZAY
OF2t SiCt O[QF ZH0| LY 0240l SURITHFO| MHE|0OFTE A
HIASZO| S EICHE BlZoN SETH LHREOA "ol = MH[A
SRS WRDAHo R st e nZof Cist =F =2 AH]|
20t QIR E XSoH7| fls LS 0o Cst X[t MES 4x
St QUCHBerry & Parasuraman, 1991). & 10240 CHsH MH|AE
Td5t7| YoiM= SYRAL 7 SFAI7|L 00| Tzt M|
HZ SHAI7|D DAoRo| st 2HEZ XNSSHH, A2
SYR0| Yot YHE NSot o|ef #EE X|@ & us
ot = UAS & ofL2t HFBof CHst MH[A ZHXE 2aEo=
et = on, ZNd glojz &Ho|Ho| 2ot HAE2 & =+
n, nMso| FAGo| W= 70| Chst &

7| 2o 7|gel 7HK| U mEHES MSste 77t
Z=XS S CHSternberg, 1998).

UHM o2 J|HMEfAH | 272 O|F1 &= |
WHE o= A2 A7 ZO0[5HK| fel, f2o| &
7HEHO] ofFEL, 7|E AFOM XHEE #= A=
2tM Z27(YE0| d35H7| YeiMe HEe XHEY
20| RSt %[ HE= SHE S4aEtA Q|
710t BA7|YHE {oto] CHAs 2E2 ZASH
g2 Hus|Her oldzaMd S, dH"E2
DHEZ 7| s st Qrk T2t HdEE
=TI FXY O|FOX|D U= Cf7|Hat S27(Y Ato|e] AHdd
H JEE HW O X7| tHAlof 15ttt olof S47|¢2 1
o] 85 TFAZ|D 7Y Zte| MH|A XpEHHE HAHST|
ob L2o| SHLIZEA 7ol REFSH S0 HQstCh 2Lt Sl

k1 k3o %o &=
4 o o2

H o3

o [
|°r_ﬁﬂ‘|’—*§r£9
Ho fufn
L o's i
=
flm}

T Ofm
%
e
ofn jo M
T
%
bal
1o

1o
ME
fo
0X 0.
2
|.|-|

Ok

2 &30 ME7HH HA2|E KR ofst Aol ofL1, 2E 7Y
o FYRYUS0| SHEStL FHDHE HoM FYRHE0| 2% (Y
of ciet =2 Olsfiet 20l R EICh M2t AHAo] &t
Aes Yo SYst ZHOM EQE = +=F 0|49 WS
TSt = EfEQt OX|2M AAR OIO|CI0E FQHstn O|E A
HolCtd, 7[gel Higs2 2EHE AOICh Kim(2014)2 7|&
S FA7IY el ddE 94322 ojlns 7t 8% 0

o
O|2t 7|&stn QUL

Jlaslo] Q% o|gRE AN ClUst % ZWLS| w
o XI%Y WRO|Ch JEsH JZHEN ATl B xpHsiE
RIBI MEIAS Wirstn Bofelol ZRL0let ZALTE 93t
A& J|eHAS SR 78ES BE07tD s Aol B

OlLC}.

Jgut 71gel WROAER 7|l et 29| A4s2
BYgnt £= oA E a0 St Yol An, A T2
ot 40| QAX|St= K|ZE MHIAFES| A QO| #F0 o
20Tt Mt = AFoME RO E 2210 X9 7|aY
A3k X ZE ME|A FEO| O[X= Feleh Fof s 23524
= SOl At ottt

ok
r

J

Ol <o 7|l LHFOHAHE RolE Heteld, sz, 3%
SAY, EHAILE, ARLAOINLR #E31D, 7|eddE HME
il SFHez ZROH0 Oz YOIt Lot 0|5
B2t X Z4E ME|A FEe 38E, Y, /84, dElY, 8
B0l OiXls e HEPe=N 7|Y¥0| Fotks MHASES
Ho 28NoR 24 JISotER 7lgdilel MY Mo dYE

M| A|SFaXE SHCE
o[2{gt 2FOA, = Ar= WROHE 20| 7|&silt X|
ZHEl MHIA SEO| OiXls Igs =4 7124Sd MYgHo 22
= YHHUS Y22 4HED, O|F HEg2=Z 7|Yol AMH|A
Y AAFE S =SSR} i

om
10
r
Jru

= d7ol 542 o2t 20| F2Y + AUt

Hm RO Sl ZleHel Y, X[Z4E ME|~
thotol =-Lhel == S oteEX|, T2 52 tdez o
& S°t0| 0|22 A=Fot At Sot

=M 7|l WROAHERel0] 7ad
ChelM &S24 Stuxt oot

ARy 71Yel 7|l 0| X|ZE
ol CiolA E ZABtRA; St

rx o
0% uA
R

0
19
2
a
Pas
rir
02
0ok
=2

Me|AFZZ0| ojXl= &

2. 0|2 Hj2
21, =0 g

apASl O o[t 7|Zel o|F Nz e 7[Yele| N0 Cf
o 2 Kots A2z UFEQL, RE 08 329 =F
Al QRS S22 FAEQUCE 2Lt AL DA, S5 M
HIA 7|9ol oIy SUASS Y= o= UWRAIEY O 8
Sk ToICh= 24Ol FXt =ACHED Qo LFOAHES e
1SS Y2z MHIAE S0 f 4t §E52 SHE
23EE ALz, LIt NRUE, Wity oy, AMHlA Orl=
g SO KA Zuto| =F0| SF0iN RUACHGwak, 2008).

Rafig & Ahmed(2000)= 7|2iQ| HItN ZEHE =Ms7| 2lsl
Me S7I1F0E HSstL WR 252 22oke A= -0
2t FoISHAILCY.

LHFORHE2 OIS RAZIEE Sof 02 XSH0|1 MH|A
gyl dss 2o =+ A 2o Y@z HAlst
Ch. m2bM ol2ist RO EESS St ECb AHIA X[EHO|
I DAXEHRl SURE HESH =M 0|F S nAUFRS
29 + A Ethks AO|EKGeorge, 1990).

Berry & Parasuraman(1991)2 L{E0OA 0|2t “SYHASS| £
o Belste HRpH MES S AAS = FYds |9

W 2|0 RS 0-g 02t FolSICt.
AHAIH Q! 2FE0|A Rafig & Ahmed(1993)9| A0fAl= LiF0F



Gap-Jin Jung, Hee-Joong Hwang, In-Am Song / Journal of Distribution Science 13-6 (2015) 87-96 89

AL s1olM Ferol wistol Chet N xiES J=t, 7]
o 9l 75T HIHOl +8g o Lol B52 £
off, £ 0240 S7|R0let IS0 $ES Sel| g U
of AEEl w22 o|ujBCtD TEUC

7192 22l 7|eLTel SEE BEUE 42T HEHLEN,
= AME 2, i, 2tol 7Py oM
ModAb B MXE, MER AR &7, MAIFS| 7HH, =

o| Aoz metsFCHSchumpeter,

HIOR o|lnes 7t &%t Q20|H 7|
7t A AEel MAZ0 7|21BHCt 2|
42 AtHatEl MH|AQL HES M| ¢

of BYUYE SHAE SIEE 7|YS0AH LYHS JISIACE M2
HES BAlSte A2 7IYQ| 0|82 X7|28 ZF1 Z2MA
of gilof| EAtst= A2 7|el HE&E MU =32 FLk
ESH Melissa(2006)2 HE7|&9| TIHE 7|adAo| £ 5 SIt
A7l 2=E stn 1 AFRHE 083 CIXtelnt NMZEE 7|
20| MEE HNES CIXIQIStD Mitst=s HdE 2Ot AKstn &
O|8tA| st QUen, FA HEI|&2 ditol X|ALRIE A 3t
o ZMECR DtED 2ol ZA el ERME HAA|Z|1 UCtn
SERILCE

7|Eiol 32488 ZESH Yoon(2003)2 7|
= 5d0f ofsto] “7|=EAl2 MAEH| EXtet ZANE 243t
7| LeditdE FAATID, ME2 HE B2 2
S0| =50 MBS HES Yot st MER Ao o
ot 7|EA0) HRE Yoicyetn AFSHICt

Song(2006)2 “7|0| MEZ AR A DMZ HESIHLE AE
HAES =0/7] /510 MER ME U ZENAE TiY =2 7|
Z ME S ZEMAE Mot RE &9 TeR g
HolStALE

Burgelman et al.(2009)2 AE1 A|RHA Qe AMH|AL XIE,
MEZ Mol FEAIARCE AgtE Es59| ZitE diez
HolstALE

Ir

>
mH
0X 0x > 39

-

2.3. MH|A~ EX

A0 2UNOl S40I 0|4, PHA, 224 So| 1Y
Sg2 RS X2 IS S| s A7 Foxel B
Chof ofs) A& BHo| S 9 Boke of2{0| ULk

ME[AZR0| CHeE Fol= AAtet AFSH0| me CEA
285, Eot FE2 JUHO[X| Xl A2 ofLn ofist
THol 7ige= o7t 2E olofA &2 =+ gl AO[2td of
S CHKIm, 2011).

gitoz MHAE FEHQ MBoes =2 ZIgel o|olx|,
S e, AE S22 MHAFE2 Eotxld MSAe 1
o et CHYstA Hefote =2 ME|AS| BERl7F 22t 7y
Atelol HS0| YLFE Ao BeE OfX|A =Lt 7|=otl
Ch. DTS 2HOM (= AHHE & I 2old A2z oy
ElE AA0| 0|55 2l0StCtE, MH|AFHEFHOM Z|= AH|

AL MEHOF Sh= GutE 2J0[otH MB|AFE| CHA
pN|

7| 2EE SoIE MHIAFZEOIZ ARl F2 I
BO| YTL=AM, MHIATE IHKE DRE £G4 2ol X|Zof

TS MH[A0| 2ol CHEH nz4ol J|Thet Hut FHK[o) CHEH
EfeQl ¥ ofLfzl, ofzfet uZo| Ef=rt WHEl= POl Chsth
HILE ol 4= RUCHKLee, 2013).

3. gd+2A
31. GPRY

2 g7l SX2 7|gel WROAHE qolo] =9 7|ladAl
of X|Z= Zof ojwst 2 O/X|H, LHFOMAE 20lo| X[ZH=
MHIAEEO OX|= 2 25 24k O Lt

Gronroos(1993)= L{EOMA &l MEaolo| CHstol 71 Z&
A AFRE[E H=2E Gronroos(1993)2] W2 H, ZYE X
Y, BYAAHE, LHEAHFUAOIM, Hr(d, 18oHH-dol 574
QO0IE SAMOZ O|ROFLCIT FXSIF D, Lee(2006)= LIEOMA
g MIEIZ QIEME S0 ngEH, FIET X|E, EA
AHL LEHFLAOIM, Hote|e, n8eFEMo| 57 Q012 F&
StSiCk.

A=
’ oo
o, EYAILE, ARl 57 ez HFSH dIEMHS
St SHSILCL
Kanter(1988)= ‘45X 7|e<ils 6N SRS &0, 7=
Hilof mE MG AMEERE, 7|0 tiet &5, 7=y
AE fleh AR S| 7HHO| ER3IH, O|F ¢lo
H=H0l 2ol ERsitti FYoHAULt
ol ZFRollh 2EHSIY Kim(2014)2 7| ile

B
Ko
ox -
2
Ral
[e]

5
Q91 7|5 B Wslo| AN Qolnt AYUK, YWY, X
N7x, ANXANE SO PN 20, J2(n YRLHEYA B
2a0I02 TEekm J|EHA S0 B2 HAY F47|90

OECD(2005)7} *|2 k{jEist @22 Oj5Yo| =2 Al 7Y

H2 T HME 3T EF2 MEM HEHN, SHSHA, O
SAg BE ZSs JjEez sz QICH

flet 22 MAARLE S50 2 AF0|A{= OECD(2005)2| 2

£E w1t Shim (2011)2 HIECE 810 SA7|0| XMetst

ZlEdll 22l HEYML LSl 27 peleE HEHSIY

OX|to 2 FHHM401 X|ZHel AH|AZZEE2 Parasuraman et
al.(1996)2] ATE 7|E2 510 RYE, dz2lY, SEE, =2y,
Sag2 57 golez 2SIt

3.2 JHEAMH

3.21. RO ol 7o 2t 7td

oA ez “BYAES 870 fast= ZEHH HES
Sl AAS AdE TYS /O WY 2|0 =HESE 180l
2t HO|stRUCHBerry & Parasuraman, 1991).

Z{AIEQl BHEO|A Rafig & Ahmed(1993)= L{& O ElL
OlAM TEfo| ®Hizlof CHot REAN Mg ==35t1, 7|g X

Fefo] BIHOl SHS 9o L a0l UES X%
(o]

= o ’
1740 S7|¥olet D50 BES S| SI% Yol A

My
Ot I
=
I
i 4 ofr IQ



90 Gap-Jin Jung, Hee-Joong Hwang, In-Am Song / Journal of Distribution Science 13-6 (2015) 87-96

w3 oujgitts Hoa 7|ABIC

olgfet #E2 WROHAHES ZZEQ HAZ 26l d=EE9
A0 Az R0 AR B X AES I &
SO =Z O|8lst Piercy & Morgan(1994)9| F%tut H|==8lH, 0|2
D ZEl0] 2IHOz MHEEE YenZo NL2S
2okn ME2 XNSHS Sol0l HBEOl YRWAS WA
7] fIst #2[7t RO ZSE|00F Stft= FE H 7|5
Ch. &, SY&0 et RO Eel 2 XHHS AE SR

72, g 12|18 S7|F0E S50 71Ye |l =8
ol g2 DXL RAtk= ZES WE = ULk Ol 22 Siit=
o WROAE A Znto] st LI oAE K210] 7|2
ZlEsdaolel HEHMUL S F(+)2 dgs 01E Ao
2t 7Hgsty| O FBAE dTEAoH| fIeh <7hE 1apap <7t
2 2>5 2735t

7t 1]
LHROHE 2212 7l 9o MEYM0 (el de=
oj& ZAo|ck.
<1-1> SYRO| et HFHAHO
= 0|2 Ao|ct

rx
rlo
=
o
1
>

of d(+el I

<1-2> ZYAUO| Cigt ns=AHZ2 XSO H(+Hel dH2
oj& Z{o|ct.
<1-3> ZYRO| it HABXA2 MBSO H(+el &2
Oj& Zio|ct.
<1-4> TSRO CHDH HAAIARE XS H(+)el g2
Oj& Zio|ct.
<1-5> SYAUO| CHpt A2 XML H(+el 2
Oj& Zo|ct.
[t 2]
LIFOMAE 2212 7|&%4l FAo| SHHM H(+)el g2
Oj& Zio|Lt.
<2-1> ZYR0| it AJLAOIME SEEHL0| H(+)e I
= 03 Ao|C}.
<2-2> ZYJA0| Cfst w22 IFHM H(+)9 IS
O|& Z{o|ct.
<2-3> ZYRO| Cist B2 3FHM0| FH(+Hel Fe=
O|& Zio|ct.
<2-4> ZAURO| CHst EAAARES ZEHM H(+el S
Oj& Zio|ct.
<2-5> ZYJ0| CHet Ao AL IFEHM "(+)Q S
Oj& Z{o|Ct.
3.2.2. 7|zt MHAZE Ao atot 7Hd
Agarwal(1996)1} Leiponen(2000)2 7|&SAISES HEAQZ
Zl0] 2 J|syilgEar MES0| AN HMESZF7| &
Aglo| 7|el MEES SIS HISHAUCL £ HEBLS
S JHACHH] EF FHO| NS JINBLEMN Z|sdl #E2
7|F 20| BtEr JLHe} MH|A FEQIA, Ef HESZEQ| O[F

S| Y ARl 2EE Jhs3A Stn FESIGC
Shim(2011)2 7|&34dl Ss2 20| Ede 7|20 thet of
831} B4 SOAIZSEN X[SH0[D OFYEQl 0|9 HE
o] 24S HSTHt SHRACE.
LS Lee(2006)2 7|Esitl 2EO0| 7|Yol AZHRES =

AZIH, MHENE S MELSe i S 7SO e EM

7|gel tiEAdS SHAIZ A2z 7|ChECt SHCh

sHots 7|z 2 St +R2X2 dtojg Bl d8%
E /A L& = A 37| fisiME 7|1”ol At ZlsH
7lgbE =0 FOfoF St Sten], ZEXS=2 Dutta &
Rajiv(1999)= 7|&<iils REH2 HHdts 7|¥e+E XA
E MHASEHS SHAZCEMN O B2 3414 g2 Ltz
= QUCH Z=o5IRACH

ol MMSITE BEOE J|Yol JaEM Yoo| X2t
NEIAZHo| Qofst (1o Y2 DXD Y=7tE UFEMeL

7| fIstof Chaah 20] <7td 3>5 2785t

P 3
TSl Yo XZHE MHIABHY (o IS 0Y A
o|ct.
31> HESALS KZE MHABHO SEM (2 I
g 0 o/t
32> AL KUE MHABHO SEM () I

£ 0j3 Holct

33> MBS X2 MHAEEO| A2 HH ¥

£ 0l3 Holct

34> AL K2 MHAEEO| A2 Y ¥
2 oj3 Holct.

<35> MBS RZHE MHAEEO ST Y ¥
2 oja Zolct.

36> BHSAL K2 MHAEHO SEH Y ¥

2 0j3 Holct.

n

n

Il

=

37> MBHAS XIZHE MHABHO| AN Yol Y
£ o zo|ck

38> TYHALS XIZHE MHIABHO| AN FYHol Y
£ oA zo|ck

39> RBHAS X2 MHABHO 3ZN0| Yol Y

2 0j" Zojct

310> BHSAL XZE MHABHO ZUH0) H(H)
[=1
o

Il

o T o oo
= 02 ZAo|ch.

4.1.1. WO E

LIFOEA Sl 2ol ooty 7t8 FEA AE0fT g
ZE Gronroos(1993)0| IEH, ZSSA|Y, EHAILH, LIFH
mLAolY, Heoteld, nFerdgdel 674
Ot g &= Uk

S Lee(2006)= LHFOME ddR0ls Qf24s Sotof
uSEd, ZISKY EYALE, WHFHFLAOMN, Z
ngegygel 574 aols FESIACL

Oj2t 2 MAATE HF2zZ = AFME, IpH2l Ay
ol gatg o] =2 =AE RO S Lol hoiAM
2EHo= 8%t Lee(2006)2] MAATOALt 20| HFLHO|
M, ns2H, FSSAE, EHALEY, PR 54 20ez
285, Zt 22lof oist Mol =Y Fo|E Ci3a 20| §
O[St A} ShC.

[
[
40



Gap-Jin Jung, Hee-Joong Hwang, In-Am Song / Journal of Distribution Science 13-6 (2015) 87-96 91

1) AHmLA oM

Lee(2006)= ZYAtet SRS Fe HFLA M2 FY
X|gg B wot ozt TYYSE sl mEMS Sof 1
=9 HFENE STUAMZE & ATk T2 270 ot
2, =0 chet Y=ot 2eF #o ofL2l 50| Ny &3
off CHol opLt 7|0fsH=X| Lotof gt Eart JUtk= o 2H
ofo] & AFoME HrLAOIME SYRO| =apHel NSy
= flof 2A4=0| it Y&, =40 tiet &, J2[1 1=0
ZH0f| 7|0f5tER| BEE 7GRN HMSEE 23012t F
9|

o
2Q
(=l

DSEHOR JYDHS LsP| Usto] FYA| X|AT 7|
52 BUAP|D, 7|Y BHO| NSOt EEE Upf e bt X
22 auHoz +uY 4 =S AE ZXH 0l
o|gt 2 QICHLee, 2006).

olof et £ ATOME DTS J|Y BHS LM 9

Sto] TEo| HPhY L MR ol WA 5242 YD
xf goks UBo] mg@EoR Yotk

3) HAAAE

SN0 FYY0| DS ULE we TN 2ot 8
S M2 9 20157t Z3teof mEEICE Ol2fet ofajojk
SNpEls MBIl FIHE J|AE SUAAHS 7|%0| B9
slo| XRWrlE Eoi0f FYAS Belshs m2ao| AFo=
HIZXE 2N, 3NN 242 SHsE AZo| Y S7|%0]
EE-BET

1) AYBXY
Gronroos(1993) ZYAH= ZYUUES0| M2 ofojcios A
setn, £X $H0| MG WHS HSASE colFojof o
Cf YRt Yso| x| BSON SUAS Aol HOAF|D,
O[S0l EAS JPHEDI, YU Mool HIH (132 o
Tt 1 59| =2g J20{0} St FHE HiEoE 2 Ao
S U5 AYS TUASH s BT FUY Ho] NI
oz tfgs F1, FYeol YHOIN ARIS Oldfstals ZYB
x| g0lz} olsteirt

o

—_—

N

5) Aol

Berry(1995)= HSH9I0[2t HHHOR MH|AZ XTotn 9

SUUSOIA JHs3t ATfo] JNAYAS RojpoRM Y
H

=

HS0| SEot Mo HEMS W AHMES 7K =2l &Y
2 o = UAEE ot= Aoz FoSRLt. oo 2 A7tols &
SRS YT CHE SYRS2l SAMETE TR Folot At

412, 7|12l

OECD(2005)7} %2 Mesh 952 Do maw s4lo| Jj
ge IH AE, SHY T2 Mo HESY, SIS, 0
= A, ZESA'S DE T3S f o2 SrEa Uk

2 GR0ME 222 OjRol A HES Halstol, 7jad
RIZSAI BYeAel 27 9902 MMt Crgt 20|

54
o =AY Ho|E Sot0] F2lotLAt SHAIL,.

gz
4> 1o

o
21 Olgs IEAUCH HBHLU2=Z FolSHAC.

2) B

IS OECD(2005)9] HOIS Q10 Mht £ Au|~
2%, MBMUOILL MEl2 BES I8 A8, Y, EUSE A
22 ZHYo| Bal, BHO| M U HHES AN s L
o| apgoz Mostouct

41.3. MH|IAEZ!

Parasuraman(1988)2 X|ZE MHAEEHE £ AMH|AQ| 2
Hda gHAsto] = JHQIe MU Ol WE =2 B2ty HI|
SHRACE EESh X|2tEl MH|AZES QEEl MH|ATF 20| J|CY
QF ot YX[st=7te| Mzt Fo| st MHAFEAER 17
o 7|CHof LXIE=E Adard UA MH|IAE XSSt= A2 2l0|
St HYHSIRI D MH|ASEE 49| X|ZHEl MH|AQF 7|CHSH
MH|AQ| H{mE7} Aut2tn HO|stQICHParasuraman, 1988).
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28, x2e MHAEE 1528 S & 477) 2oz 422 7
A

>
=
[>
o
A
it
rH o

5.1.1. iSO Elo] Cist Roles

L= OIS otel B2 F8aolar sty X2 20712 &
oo oict EfEdds A3 et 2202Ms  HABIAL
<Table 1> L& O o CHet AN Q0EMS dHEH, 1gF
240 1.0 O]l R9I0| 5747t FEE| ALt

78 EfEEE Mifols =S(ELAILE16H)S Helst 1974
== & UT0ME 28I £, M ¥E 7ol gt
7t BHE g0l ofdf 238kls =S LEfhE F= KMO#2

8332 &7 UERYTE D2|n oMol 3N ORE LiEn]
L Bartletto] FaAN AMX|= 22=2961.841, {o|=& .00022
LIERLE @0l Mo| AFO| MEsin, BERQI0| EASiCtn
+ k.

<Table 1> Rotated Factor Matrix of the Internal Marketing

Factorial analysis of the 19 items
Factor 1 | Factor 2 | Factor 3 | Factor 4 | Factor 5
12 .887 170 124 -.128 .180
9 .786 .009 -.079 252 311
10 .688 144 271 153 414
11 532 .201 .324 .056 597
13 .380 .815 .250 150 -.139
14 .283 773 197 114 -.018

15 .230 .624 .246 463 -.038
1 A17 .043 .821 .201 135
2 .209 12 775 182 .106
4 086 .321 .703 -.055 .262
3 251 .025 578 .310 -.155
18 .077 .218 .200 .784 .006
19 221 .334 .021 717 .062
20 219 110 .027 .660 .341
17 .548 315 118 512 -.046
6 .037 135 .050 187 787
5 168 181 116 .245 724
8 310 .333 .079 379 .663
7 -.079 169 .014 199 .500
Eigen value | 3.125 2.706 2.488 2.152 1.450

Jl& A Bhgl wigol Tyalm BRSO A o] 2
of chet EFRNE HFOH
2> 7% "o Cfet BN ael
o401 R9lo| 2747} FEE|RIC
2012520 0.4 Ofelel 2T 7Y EIF=E Hofots 28
O Gl HOZ LIEIL 6) 282 £ AT0ME BEOHAULL
8, Hi4 ME 7to| AWBAT} CI2 40| ofsf MYEE HE
S LIERE FE KMOZHS 8272 7 LIEHKITL J2/1 el
Mo| XpHy Of£E LIEHYE Bartetto] THY APKE o
=448.877, QO[2E 00022 LIEF} QOIEMO| AFRO| X3S
of, 35200 ZXCID & 4 UCk

Jm o

—_

<Table 2> Rotated Factor Matrix of the Technology Innovation

Factorial analysis of the 6 items
Factor 1 Factor 2
4 .826 .080
6 707 .246
5 .586 403
2 .074 .820
3 .232 .664
1 406 .637
Eigen value 1.749 1.747

5.1.3. XIZHE AH|A ZHo| Chst 2012

X2tEl M2 B0 39| Biao| Raalnt BeIeof 4]
5740 2gol thet EtTEE A3
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C}. <Table 3> 7|& &AI0| CH3H EPME QOIEMS AHEM, 1
2740] 1.0 O|AQl Q9l0| 5717} =& UC.

20IL3812k0| 0.5 0|5}QI 2stnt T EfRE S Xojste 23
0| gle Z{o= LIEIL} 157 B3tg 2 JpojMs 283IQict
3|, g WS 7to| AMNIEIA|TL CH2 0| ofsf Mygle N
EE LIEHHE = KMOZ/L 8902 =4 LIEFGCE d2|1 29l
2Mo| MBI OJEZ LIEHHE Bartletto] &AM ZAMK|= 2
=2804.491, Q2|28 00022 LIEIL} QQIEAMo| ALEO| HEtst
o ZEQ0| ZXsictn £ 2= QIck

<Table 3> Rotated Factor Matrix of the Service Quality

Factorial analysis of the 15 items
Factor 1| Factor 2 | Factor 3 | Factor 4 | Factor 5
4 .755 .286 .205 .024 .026
5 722 .207 .299 A73 144
6 .701 .387 .050 153 A77
3 140 .854 .201 14 122
2 437 .700 .094 154 110
1 .340 .556 231 .163 135
11 135 193 .834 143 .158
12 .374 195 .714 .245 .089
10 .239 .060 .504 A72 A1
14 178 .053 164 .855 .044
15 144 .260 150 .763 .180
13 -.146 .085 190 .548 .253
7 .341 157 .079 .024 .833
9 .338 450 .246 138 .615
8 183 449 .352 .052 597
Eigen value | 2.812 2.388 2.211 1.762 1.590

5.2 Azld &4
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