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Abstract

Since the theories of service quality were introduced in Korea, they have been applied to the various
organizations, such as hospital, hotel, travel agency, bank, telecom company, and even retail market.
Compared with these areas, however, studies on the service quality in educational institutions have been
scarcely conducted. Also, higher educational service challenges user-oriented education system of the 21st
century, concept of Service quality from the theories of market economy. The purpose of this study is to
identify the dimensions of educational and administrative service, and their influence upon the satisfaction
and value on service quality, and formulate the service quality model based on the revised quality
dimensions using SERVQUAL measuring method, to find out the most influential factors upon the service
quality among these factors. This study also suggests proper measures for improving service quality.

Service Quality Management, SEM(Structural Equation Model), SERVQUAL,
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Qa3 (— Ty Z2 1.257 0.818 0.05 20.536 0.000**
e (— ey E2 1.416 0.805 0.058 20.052 0.000"*
(@3] (— Ty Z2 1.219 0.824
X1 (— Rl 1.0 0.66
X2 (— Rz 0.871 0.67 0.068 12.836 0.000*
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X5 & A 0.73 0.533 0.07 10.487 0.000**
X6 &= el 1.124 0.697 0.085 13.269 0.000**
X7 &= A 1.168 0.748 0.083 14.071 0.000**
X21 &= 3 1.0 0.602
X22 &= 3 0.971 0.736 0.091 11.309 0.000**
X23 &= 34 1.000 0.601 0.09 9.997 0.000**
X24 &= 3 0.878 0.619 0.101 10.198 0.000**
X8 &= 7y 1.0 0.755
X9 &= Ty 1.020 0.779 0.067 15.114 0.000"*
X10 &= N 0.753 0.608 0.062 12.128 0.000**
X17 &= =iy 1.0 0.703
X18 &= 2l 1.418 0.649 0.083 11.75 0.000**
X19 &= 2l 1.377 0.571 0.084 10.55 0.000**
X20 &= =iy 1.259 0.497 0.076 9.322 0.000**
X11 &= S 1.0 0.552
X12 &= S 0.990 0.585 0.111 8.893 0.000**
X13 &= A=y 1.005 0.516 0.123 8.203 0.000**
X14 &= S 1.118 0.64 0.12 9.356 0.000**
X15 &= HSA 1.0 0.731
X16 &= HSA 0.974 0.699 0.087 11.131 0.000**
*p € 0.05, **p { 0.01
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T M [AZE (— 32 0.037 0.038 0.054 0.679 0.497
TR Mu|AZE (— T 0.226 0.263 0.052 4.327 0.000**
T A |AZE (— 2l 0.042 0.029 0.101 0.421 0.674
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