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An examination of the structural relationships between ARS
representative quality of domestic airlines, ARS service satisfaction,
and brand switching intention

% B E
Hyun, Yong-Ho

ABSTRACT

Recognition of the importance of automated response service(ARS) is
increasing as the competition of the airline industry becomes more intense.
This study examined the structural relationships between customers’ evaluation
on the ARS quality of the Korea domestic airline industry, ARS service
satisfaction, and brand switching intention. ARS quality were measured in
terms of four different dimensions(i..e, adaptiveness, assurance, empathy,
authority). Data were collected from 366 tourists of Jeju island on September
2010. Results of sequential chi-square difference tests showed that a structural
model including a path from authority to brand switching intention was
chosen as a better model rather than the initial research model proposed by
this study. More specifically adaptiveness and assurance dimensions of the
ARS quality had significant positive effects on ARS service satisfaction.
Results also revealed that, while the authority dimensions of ARS quality had
a direct Influence on brand switching intention, there was a negative

influence of ARS service satisfaction on brand switching intention.

SHAZ0{(Key words) : ARS AEIRl EZI(ARS quality of call-center representatives),
ARS MH|ADEE(ARS service satisfaction),
Heie MEI9|=(Brand switching intention)
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LA &

FgArEel 203 oY SO Auniy GO BAAYe %
o Be J1iE At AT o} Al Bo| FFoz FARIIE el
F7RRE Bo) A7k GBAte] BUOR sl 9T Ale] BFBel 2
A ke n g APoIthAGT - W F, 2008). 5 T A7k F3AE]
A7V vPIY ek da 43 Aol BAel @ AskEn gom 4734

.llm

A ] g FAVE R Festtka & ¢ it AA dEAES oA &
o] Ak 2lglo 2 AZohlolA] dok 2 Tujsix] &
ZAE 9] AHs-gHAI 28l (automatic response system: ARS) AlH|2)Z}

e-CRM(cll, &3} HArte|E) S BgdH oz 93t 9}‘4.

E3] g2A} ZAIEQ] ARS A AElS dok wkg ) ), 293 HE S 84
AFE Lg0] YAlolEE 7|Hte 2 3 e-CRM(Alamdari & Mason, 2006) 3}
g2 BAlol 9= 9o FFE MY BT 5 @eta EERE 4
oA vlojyg nA#e] BAZ /At FAE 4 e A A JE5P S A
Pt JH(EAY, 2010). A 2AHE A4 oA4S HsA goy 17
HAFAE ARS RS9 SHld= 5wzt #AE 71de] 4 E A 2
F Qo] (449, 2010), FFAF ARS FHEAZ o] AFAE] g&o] tiE

AFET 2 8]FE 2X|sta Qo gFake] nATE 9 =S A ust=d

8%k o] Ha Ivh(H&F, 2009)

ARS e AHl2 F4d #g g AFES AFEW Anton(1997),
Burgers, de Ruyter, Keen & Streukens(2000), #&<(2006), Al
(2008), AEF(2010)F WFEe] AFE0] E A= 4, aATE 34

w30 dag AZee Ad 241 Yol AFA Apatele wAREdA
FO5, AR SaAgdEes dd dadel AlarEr
2009). FFAkl B3t BAE G YEL ANE AHE 5 ASGEAIS

A e gl wel w52 Ak AdEo] vkaliAl L svke HollM A

webd B =Rolx] §3Ake] ARS A¥l2ol 3 FA, ARS Aux WE 9
= Age|Egte] GRS TAIA Ah ¥ Anw Aol
& F0 gBAEA) 24 4 2 Bl FeF 482 PR
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1. SAE ARS d3la 04

20029 71H e A
T AR A F4e o] 7MY 44 =9lEda 7+, Al
A, 5, s9EA T ot AYFEeR SE AT (elHE - A - A
A - 3E3, 2006). FHZAEAFFEATA(2004) o WEH 2002-2004

2000704=2] FATE 9} 257hg o] Aol 71 2,50070 42 337HY
St Ao R FAE A AR B3 20079 o] F 1029 o] & e
2 Attt old wal A Au)xo] HHA o= A inbound call(mALZH
B A3h o]y outbound call (Tl &3S fl8] 71 Ash) & &8st FAlEY 5
8A40] Az 1 JHETd, 2002: F7F - 95, 2004).

ZAE = ez B3 uAe] AE 9 e7E sidel T wolA e

=
=
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£ 202 Heete] At A& Bl AlFsle AH| A2 Ao 3
2 dedt P E Ao SHATFE A TATHFF - ol -
2008). o] A|~Hl2 SAA 58 (interactive voice response, IVR),
5914 (automatic number identification: ANI), /34212 E dlo|Ef4l
WM (voice over internet protocol: VoIP), 412 Al2El (voice
recognition system, VRS) & tt&dt Feje] 7|e5= o|FAA ATHH7]F -
S 2004). FAEE AFH (B E) o M3 (EA) & 2ot 1 o A
FHE Tt AKdEAolgt o= ™ (Taylor & Bain, 1999), 47| 3
5 98 AsEshliE Al2®l (automatic call distribution system), &85
AAAA 28] I a A BEo]E Ho]2(customer information database) <t
2 AEAYES doote APAAE 25 At elBE 5, 2006).
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448  BJFAT A35H AL (FH AH9I5Z)
I BB SN YRAE L S A 05 9 o) @
3}
[¢]

g Are dev(H2F, 2009)
ARS “de<dl tg "137]'7: o] FolA AL A o} Aol FeAJo] Al7|En.

2. ARS A Au|~ 4

2=, A ‘?l“ff*c}‘%oﬂ 1 21‘“/]
2 AR 2 Al Fshe wD71HF 71974 G oA A AFyA o)
of HIM HHler SAH FaAo] gl 7ha UTHATE - dEl A -
<, 2009). 24Y AF9 A4S e M| FAA TS B aANSE FF
4 E aAFAHE A3 Yt (Pontes & Kelly, 2000).

FAL 7 A BAeA B F8Ibsd ) e e AR A

9] 5] (Sureshchandar, Rajendran & Kamalanabhan, 2001) CRMZ9
M drepy Lnjzte] &5 4 Rkdsta Qlevte] # e R dfAlEnH(Kuan,
Bock, & Vathanophas, 2008). Wb AMu|A 22 nQEo] Ha Hojale
71X & hH (Drury, 2003) 7192 9 £ 559 F42 22 AlFolu A
H2E5 AlFgozs nAntEete] Axs 7HHE ¢ Al EH(Ghylin,
Green, Drury, Chen, Schultz, Uggirala, Abraham & Lawson, 2008).
Parasuraman, Zeithamal & Berry(1985; 1988)7} Mu]~ 45 3
F 9E ARE Mdgetn A4 745 B9l 34 (tangibles), A4
(reliability), 884 (responsiveness), 41/ (assurance), 343 (empathy)
o Halem AMulAEAE ST F e sladEe] AAEHAL
Parasuraman 5(1988)9] A7 237t AAA o2 %3, 5
H| 2~of A 85 HA fgitoe] Mu| A~ F4 T2 TAA R 71 & e 71
= o|Foigtth.
Burgers 5(2000)& A54 AT& B 24 A 45 33
HEg st 34, B4, 344, F s ]
2874 (adaptiveness)<
TAES AE & dee drlst, B3/ (assurance) <
SA et A #EAo] slom FA( 4
olelistE Zolm A (authority) & LA AH]~ J‘i?/\}‘%% A g A



Hfata gl o Feh dE Aot

74 5(2009)9] AFtelx DAY AdEate] Aol wel dEEd,
DARRE At E2te] JHAIE 2 EE v Burgerss(2000) 9] AaEA
HLE A8 21 Feinberg 5(2000)2] AollA AAIg AREAQ1 w4l
H A 2~ F4 2919 dEA fdFAE 3%, aA8FE H 98] getshe
9, U T AFE Aot AFE At AFAHEHA AN
B FHo] AR Fogh YIS + o= Y HTh E3 de Ruyter &
(2001) 9] AgellA] AHAE Au| 2ot nARkSo] A FafE Wow A
T o S AR FHAL TR o Fo3] 1A FAET} FETE AR

= Beuislat. wek A E4(2006), 17 (2008) 9] ATollA FAE AfH| 2 &

4 }9] 2918 Brady & Cronin(2001)°] A|AIE Q14 Faz-8&2 7142 %

shreE4, 27F4 3aY] 80150 1A RESd B fogt YYHAE B
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gu NS EF
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o] Fojxl ZAE MH|A FHQQlEo] T ¥

grefuigich. meb ot 22 7Hdol A it

[7FE 1] ‘ARS ¥'8 #d& ARS Alv] = W9 3 (+)9] 9= = Ho|H.
FE 1-1) #&go] ARS AH|= o] F(+)e] FEF=
HE 1-2) H3g'o] ARS AH|= B B (+)e] FEF=
[FE 1-3) FgHg0] ARS AH]= BFFo] B (+)e] FEFE
[CFE 1-4) H3Hg o] ARS AH]= BFFo] B (+)e] FEF&
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wlol (Keller, 2001), HAIE A8& S44T AF e Suahs 47
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ATHAZE, 2000). g Au] 2~ dgholgh A So] H o] &stal = AH| 2~
AsAE e B A 22 FA R R AY diAekaat ofs &5 Bet)
(Sambandam & Lord, 1995).

A7VaAre] Fd o= Qe A A3 Aol xdall A Ut Gorin
& Belobaba, 2008). =9 4% A7} &A= 79 S7HEIE, AT
+, I, Zeof, dlojFih ok A7kA HAER Qe LA EANA vkt
s|Ate] dee] 718]E F1 AUth(Kim & Lee, 2011). Keaveney(1995)7} B
e AdgFol YT T AP Q1o =R AMH| 2~ A B ste M EA
oF Muj 2 Aofjo] ARz M =S AT vl o], AAl fElviatel 7 ]
HE FFAET A A A7HEAE E‘EH o = A H = AH| 2~
A 52 A7 Ago s Qe Bile e Pra Fid gEo| Hoprltk( Pels,
2008; Nowlis & Simonson, 2000; gt - ‘1}7&3@: 2008). wpA] FFAL
Bl Hord JaFs & 5 U ARl 43 #He A edls g
Aol g7

Burgers 59 d7olA 7idE 24l
Fo] A7H Akl & Dean(2002)°] r
Tl ZAE A A2~ FAI a3t
o frefgt EFHATLE U=
A S VT ESTE
L= ST =2 DS 3 (9_4\—‘1’1 <347 2007). Oliver(1981)¢F Bearden &
Teel(1983)cl] wW2W n7 whEah Ao wtel] JFAAL U o| 2R
AAT8F 3L Cronin, Brady & Hult(2000)2] A5+l w2 17 \_}—Tjr %l
o= 7tof| o3k dgko] o= BRI al Bansal & Taylor(1999)+
o] BEFE A g8 255 WA Han, Kim & Hyun(2010)4
Aol A ARSI} gk =7t F(-) o FFHAT} U= WUt whebA]

H \‘I-N = l

\>

3 e
%1'3}‘4. ean(2002) o] A
=
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m. 4734
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2 AT ARS EEAT HHe JES ARS AHEE HEEZA dE
Burgers, de Ruyter, Keen & Streukens(2000)¢] 15 EUZ 1678°]
AHEEIATL ARS MBI WHERS SA 7] 93 532 McKinney, Yoon &
Zahedi(2002) 9] AFelA AHE HE=E AATh A Bl E Agko| o
et S50 2= Odin, Odin & Valette-Florence (2001)7} 7i&-3t Bl

FAE AEaEe] LI 3P2S AT RE AL FEL A 53
=



452 AT A|359 A9Z(FH A95Z)

BT AFEE UE UEAE ez AF A4 F3AM 20104 9
20€ 5 99 2797HA] 7Ll A HAEEAP} o] Folflom REFEE HS

RSl dia AF 71t 2717194 (self-administered) W< ARS8}
Hom HAEZAPL = 7] Mol 5] AEFdAE e APl w S-S AAIs
o] GFAF ARS AH|AE AMESISIEA] AF-E SRIGIEE St A2 A5
AT Wiurﬂib W OE B A 7EYE dtes /“/\15101 ¢ 159 g
g oHo] FHEHEE SHATE F 40052 AFo] wlEE o 36657t S5

\__o LS
lem AT —?%‘%XV} AU 2 dds S9E A9l 115 A
35557 HE BAEIT TR A BdlS BAE17] $lsted AMOS 5.00] A
SH A

£

TE ke SHAE AN (%)  TE g SEASE PR (%)
w873 159 44.8 2005k olsl 84 23.0
°T 94 196 55.2 201-300%r 112 30.6

204 ols} 16 4.5 = 301-400%H 69 18.9

214~304 115 32.6 f}ﬁ]§5401—5oo‘ﬂ% 46 12.6

A8 314~394 101 28.6 7 501-600TH 22 6.0
414 ~504 67 19.0 6007+ o] 16 4.4

50*%1 o] 54 15.3 et 17 4.6
Sslwzq 2 0.6 B 43 12.1
%@ﬂ%ﬁ;ﬂ 12 3.4 PR 47 13.3
1EgaE 70 19.8 AE 70 19.8

g8 ARNA/EE 59 16.7 z9 15 49
etudl/E 186 52.5 ger  AFEA/ER 62 17.5
HEaA/E9 23 6.5 TE O quag] 38 10.7

71e 2 0.6 F5A 3 0.8

ae  VIE 160 451 =S 49 13.8
cn  JE 194 54.6 A 11 3.1
T g 1 0.3 71ek 16 4.5




354 ARS A9l £4, ARS Aulx T BAle A3k o7t 724 3 3% 453

(F DellM B upe} o] & dA7te] 8] 5S4 AEH do] 44.8%,
o/gol 55.2%= /3%l AaL, 20t 30t ®EAe] 59.9%F At 3
o g9 252 2009HelA 5005k ARl7E 62.1% 5 AFASkIL It o2
SHA] dFE AENEY ol(75.6%)01em. e g WEA]
55.2%= Jephdt W wlgale 44 5% & Jesth A9 AE2(20.0%) =
7P wskem AR /7154 (17.3%) 3 +7(14.0%)7F 21 S1E <130

EEESTREY R REOUE R EREOER

(GE 2)9 (& )& 2 A7 A7 2d 3 ddd g Eol gk g4 g
91454 (exploratory factor analysis: EFA) 225 Ho] F1 9t &A% 8
wAe 918 Varimax 2ol mE FAAE 294 E9atia, ofell gk
of 1 oAl A5l egstd aRle FE3ISIth. EFAS &3 384 F37t
0.4¢18kQ1 =53 QAANAT} 0.5013r aR1F27]5S A8atd 2ds
F=oatt

(E 2) 23 o|dH=of CHE B 201 =4 ZHo}

a9 s g9l
(a) s AN A %
Aol okt ARES APste RS A AU gA 772 724
o FEEE dddol RE 43 theE Aasin 767 752
;8‘)85)47} 32 Yregte Adgde AEetn A48t 162729 7.549
A e AR wd u) o] A25Ee nEsdt 701 .686
BE AR AEglo] g melEthe AMlo] Fasithe AL itk 695 710
el Qg urt AMgEE 297 emu Adukglo] geFsint 769 .706
o TRUE BURRE B o sk oAU soksteA & e IS 730 693
58“'75’)%%%% W7k S adelgle =& FAt 697 680 1.5%
Agrge v AQAns) g AAE] ReEths 2S¢ FIAT 694 697
Aggde g ARS Fad Ao A FU 608 677
U7} Buto] 91L& u) o] Buto] oft]A] AREA o] Ams) FAch 782 748
B3 W AR el 371 9% R 43S dodo] ekl Auel It 741 784
(823 Agtz ge oz AZsjol & v FFUE 1 oK A3 '
= 650 .656
FATH
o] O] AR Heles s geths gwe] A} HS5o}
f;%g%; u) o] Hir} 904865 ) o

gagol Aol glo] W Aol sk XIs v Aol Wt .867 .854




454 B3B3l A|358 A9S (T A953)
(&£ 204 &= A7 glo]
o] =g ST R F2E2
7H9] —8—?_].0] LH/\g \_TE}H

o A 57 A=

o] o
H}\E

ﬁgi J&Er%lﬂr.

P
T

:|:

(F 3) 22 thdtH=rol of

rst

E
=

& ol
4%
780
178
764 3.838
144
.662
831
.841 1.961
.449

2217 (a) S

 EEREEE]
FAstn 27 Qo-FAskm 4
T Faksta A ekl Bakeka At
A47g =208 =A B
%gl—é/\a 1;%0]- /\ah;}
e 54 gAeld bE FAR v A $
e AR SHYRAEA BE geile 18dn .
Ui TR EARE S Aldatel clof 9 s sjum A

ARS
)2

=
(.911)
EE
Aol
(.878)

o}zit}

U TR
o] ThE ﬂaﬂﬂ
afob el of Bl S e E 3 At}
otz e} Al AT A ABkE o] A
o] Agter} VPE]7] o] tH(Yoo & Donthu, 2001). Ui

2 43A| 4 (composite a coefficient) 7} 0.75
Ak

m\l

T

==7}

FZ4t(average variance extracted: AVE)#k
EQO;U:} ol golB Az 2 He= Hr}
Aee x2S TES7) 2000 Yow goju
, Anderson, Tatham & Black, 1998) #AF7Hd<l
o]l th2A] ¢tt7t 71ZFEthH(Hu & Bentler, 1999).
gk dubd Agwo] x?3k(562.932, p(0.01)°] freln|so]
nog j&‘&ﬂ‘/} Ut-ﬂ §i7}/\] Ezz% UH] ;Gfsh:é /\}49_5]]
% $xE9 Standarized RMRZ} RMSEA= 0.08°]351H
GFI, CFI, TLI= 0.9°] 7MgAY sod £2 2d2 &

ST — 1~

01_.

_4

=z

1—J u:1J l‘lO



354 ARS AE £, ARS Aulx mHE BAle A3 owgt 724 A % 455

@t (Hu & Bentler. 1999). GFI=.873, TLI=.914, CF1=.927, RMSEA
— 073, SRMR=.044% RE 7|Z|o] R} 9SS & 4 Ak wepy &
A A gRIFEMoA AAIE 671 8Rlo] HFE Q‘iﬂi’iﬂr.

(£ 4) 22 T2l oigt geleelzs 2ot

29 () RS J‘;]Tj C.R. AVE
EEE IR oY 862 16.054°*
ﬁfk 238n44 goh2den A 828 15.408"
mz TP BSR4 grhthA Bt A 859 15.991*** 676
(‘ 565) AA7He =G-8 3E =77 gt 823 15.316***
‘ EEay-us ey 730 -
Azpddo] kst ARES AHeste AL A EA7} s
b 836 16.812
o 3RS ddo] BE B oS ekt 800 15.935**
;8"85) W7t 32 yrgs g e apEstn 1dsigict 735 14.408*** 609
’ RE AR Aol UE molEthE Aol S5t s
Ae ol 747 14.688
A AR g uf o] AaeEE udsiNt 780 -
el AN AEE A7 Aguw FEee]

7125 14.407**

162 15.322™*

2pd AZE Za -
(87 gRde ol AQgust 93 WKl mEEe oo
s FAT : :
FEde Y SHudolgle A4S FUY 762 15.315%**
Auge W) ABE Fed Aoz Az w9l 193 -
ae TS 54 GBI OE B3R v A Eolat 997 26.061°
Az TE AT ST TE FAE A 813 - oo
Coon) M UUR GAEE Ao R TS Aun e
At} A=A
addo] v A% GowE e et egel
A As) Aok 2 el 919 13.863
Agho] glo] ) AR oiga AL W) A2l 762

.827 -

.861 15.621***
751 13.578"* 618

741 -
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2d A gl digk i BB EE G 8 (E 5)7F AAEHAT o]
B4 AdEe] AR #EEA 1 ) EES AR JJr’éLﬂ—’F‘éoﬂ
ofa 7] el 74 JNdSed tEk B g}
2004). 7Id ©Eld=(Construct validity)=
(Convergent validity), ¥ E}d % (Discriminant Vahdlty) =% o] Ql’/}
AndersonZt Gerbing(1988)¢] w2w 7t 4 g2le] W4 d#d (Internal

consistency) = 233tV AVE#MC] A LAE 71 AdA SR W 2

AN LS JRAARG WHoR B g He] EAFTT Bl 295
T WIS} FRAAGD & 5 Ak (E DHeIAE PG T JBAFE

o] Vv AVE#S YA %o} HHElG=r} dREGy & & stk At BE
MAZE 43 A7t 0.88 WA Rof ths 3440l §le Aoz dAddn
(Z b5) 7id Ef=tM(construct validity) 24
T4 89 1 2 3 4 5 [
(1) 254 .609*
(2) B4 612 618*
(3) &84 .622 .634 .590*
(4) Az .383 .394 591 762
(5) d& WF 491 474 491 210 676"
(6) Bal= HEtolr -.097 -.111 -.167 -.283 =177 .827*

* dgde] AVE #d

3. Segential Chi-square Difference Tests(SCDTs)whE -4+
2d A4

B AFA AN AFRDEY T 78 2ol EAE 4 Slvh. whEbA,
AndersonZ} Gerbing (1988)¢] A|AIgt SCDT 5 #A]ol wpe} 25 Rdo]
2749 F I AR S w57 Y84 SCDTs A4S 9] 7H& 4
gro @a) o] ZojXth, &M RS 214 07 Nestedshdl AL aH ==t
A7t AHFE Aol (AdF) 7} 10] H &5 742 sllof gttt thA] wepd, A 2
] T el AR2E FURIAY AAlsHE F AR 7F Adf(=1)7) He 24

< ™8T 4 Jd=d olE diAl Zd(alternative model)©lgt 3t} F 27t
7rolAls gkel Atol7b fronl g vre] AF7MEl "Ho="F 2zt Ao/} glrt

9 Hj o[N

2
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A ARS A9l 54, ARS Au| g, Bals A%} on7t F=

S ASsH "ok T x2 ghol p).05Z frefn|ehA] o A 2d F 7y e
(F27F AaL df57F B2 455 -+ 29 (superior model) & AT

(<]

(& 6)ll4 ARS 7% F2 2153 Bl Hgewe] JFaAzt 3l& Aol
gte 7Pgatell A+ Bl (df=198)°l 17| Z2E F7Fstd nestedstAl 7-4€

470 A RS ARt AR 1(df=197)2 447 "Bl 3]
J AR} 371 Bdolu A Bd 2(df=197)& ‘B34 T ‘Bl #g
I HHE e

d
7AZ7F 71 Bdoln tiAEY 3(df=197)2 T4 7 ‘Bl
7427} F7he Bdolxu AR 3(df=197) A ‘BHHE gk
7427} 37k 2dolt). SCDTse] HZ WAl Balo] A= 1, 2, 3¢
7ho] Ak tolel grol p).001 o ¥haA] 74 mulol =
2 A= ot AR 49] Flo|Apsate] gho] frefn|gto
o et Rd 2 A Edn webs] AR 471 B 2l F P e 7
ArEglo] A=At

MK P
N r:i

(E 6) 12t Nested ZdMzH 2AM

2 s T Ed
Nested AR Zd df X AX 4
AT g 198 583.587
A 2l g3 -Hills Mgkex=(17) 4237} 197 583.457 0.130 A4 2d
A 2d2: BESg-Hale Ao = (17 A2F7H) 197 583.236 0.351 AT =g
giA 23 FAAd-HAE Mgk =(17) 4237 197 580.112 3.475 A4 2d
A 2l Ao A3l (17 42370 197 564.779 18.801**" thA] 2d4
Az *pC.001

o2 (X TelMe AR 4(df=197)°] 7P 3 2dolx| & 2
71 flaiA oiAED 4 149 ARE FUke diAH B 4
4-3(df=196)2 7433t} SCDTs A% 23 pgko] .0015FH} Eof 24
b FrolAksAbo] Fhol frofaiA] ¥ag Hel A Bd F 1k Bl gl
47} 7P 548 Rd 2 AE Tt =g (F 8)olM AR Rzt AREE v
we Ay H9e mdz A" dAdl 2d4e] AF¥=rh GFI=.873,
AGFI=.836, TLI=.915, CFI=.927, RMSEA=.073, SRMR=.045% 7}%
T Zddlo] ERIHIT. webd, e RdE AR A 2 45 vEe

T -

2 2t ARASA g sjAo] 7hestAl =i



458 AT A|35W A9Z(FH A95Z)

(E 7) 24| Nested ™2 E 24
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A ed 4 197 564.779
A 2d4-1: A-gA-BAls A= (1] 42370 196 563.010 1.769diA =44
gA 2d4-2: BE-Bills A= (1] 42370 196 563.363 1.416HA 244
A 2d4-3: 2RA-EAE A= (1] AE2F7F) 196 563.483 1.296UiAl 244
Fx *p.001
(& 8) 7 292 2Y HYT u@
AR 24 x> df p GFI AGFI TLI CFI RMSEA SRMR
T 2d 583.587 198 .000 .868 .831 911 .924 .074 .052

hil
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A 2d4-3  563.484 186 .000 .873  .836  .914 927 073 .046

4. :?_;a 1:11:4] 7], %_
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p=.00028 A7 =EFo] FAYF o] Wazloy HEAH AJPw FxE0]
GFI=.873, TLI=.915, CFI=.927, RMSEA=.073, SRMR=.0456% Y&}
U B2y A% 7S wEA7] A vt wheba] A oEAE ek AR
7h F7teol $4E QAR 48 R AT AAlEel (ad 2)e
9T ARG S S AR 4 @Jﬂrﬂ AA = At FFAke] ARS H A
v F4 8R1F A8 (5=.222), B34 (B=.301)"°] 27 o4 .05
Al ARS e F4 F(+)9] Gk BAZE dsel WelA M 1, 2]7} XHEHE]
Ak BhHol ‘P A alES ‘ARS /‘13]/\ “P—f— Q
slaol ¥elA (A 3,4
weRls Fa gl

S ARS A2 B (B=-.156)" 82l0] "FFAF HAE HAstelr o F(-)<]
FFUAES B2 (M 5I7F AYEHAG. o] AF= Oliver (1981),
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