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8 B34 82771 =0 084 8471 71 Gl BohE ek kg vl ek el Bl d s
= o
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)
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(03
i
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Hihes 52 02 Mu|aE e ol ltks ARdellM I 291 2S5 512 SIek(F4d <, 2001).

M)A & aANE iAo 328 HAulFo 7 &

b B Sy Y

v

LolExa SN
e BEEA B BEEA Talue
WYY 374 91 403 78 3,55+
= N
N s
| lR=X=] . . 0 . .
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VIF 1.077~3.265 1.024~4.796

* = p<05 ** = p<01, *** = p<.001

Korean Society and Public Administration 49



HISA(B

=
T

22 36.7%(p<.001)0]
Aoz FRl=Art. AW
= Ak

|

gl

=

27 253 Ha=

x

=AF2|9t

F

= AT ol 87122
o, Q71 A2 Qe RE

s

™, VIF 35& 1.077~3.2652] 77+ Yol

2=
T

=
i

q

o1z
3%

Els

219, p<.05)¢] 27 W= 2l

HA(B=

3L
[€)

277, p<.01)3}

=
=

Au] 2ol o

1

e

&5

[}

o] A

=
=

7R

i

°
hul

& B2} 49
QEERe]

£ 44.1%(p<.001)

o] VIF Z+2 1.024~4.7962] F7F ol )

T

SYUSE

=
=

I}, E)a

o

A

Apuc} ot

-

—_—

259

&
3]

|
s

o)
H

ol whe} A H) 2=

[S]

H, o]-82F 82 FollA

o

olgAa e SPHFE ¥
Ar 2 2 2lo) g2

1

k]
il

AL8) = A ]

=

= ul

=

L

i

T

REREEE R

1= ol

7] 2] A]
34
7l|1 o

|

[e)

pu

=

=

aF

[SlR=]

371 9]

3

= 702 epdt). uheba] Fol ol T o] 44

|
S

Z(_]

A 2

kU

F, ob23 EelA Al ] B e Algake] 9|5 nh
LB s

1= Rolth 1)

o]

o]

= AA
ol wh2} A ]

1= e b 34

9
-

&

2k kSgto] Eehiiv=

Aol [7HE 1]0] A=At 741

¥HE7o] ShebAi wheel, o] 2B Ae o] £4)

ok
PN

2=
Aol A ALE]EA] Bl whe} o]

A A H 2 po] W Z o=

NEEEY

FA]

SHA|
12) o1 Aol A 67 AHE BA TS thF o2 A

p<.01)7 - A(B=.169, p<.05) 2] 3t ¢

o] gHI=(A=151, p<.05)}

X
=
sk
L%
=

50



MBI To| THBHETH NS0 OJKlE gk QIR FojOIEIR] B

[

CE 4> MHIA Z0| THEM0| D|XIS FEHEA 2T}

Ol X2 ZojelE |2t
nM=
B t B t
M 078 1.359 -008 -148
o -045 -804 -039 -718
= -059 -1.005 099 1.800
HZ=7|7t 065 1137 036 681
0|8l 134 2402 * 048 878
0|87|7+ -037 -650 -057 -1.100
oed .050 677 .006 069
2EH -091 -960 103 943
74 089 924 135 1.586
27t 145 1.456 196 1.779
NERS] 109 1.279 268 2619 **
DMOEE 439 6.312 *** 313 4547 #xx
24 R (R) 394 ( 414) 469( 499)
F 11.877** 16.584***
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The Impact of Service Quality on the Customer Satisfaction and
Customer Loyalty in Social Welfare Center

Seo, Yunhee & Kim, Byungkyu

specific welfare center such as rehabilitation center for the disabled and senior welfare center
except for existing community welfare center, has increased as environmental change of policy
and demand of specialization of regional welfare service. This study explored the similarity and
difference due to type of social welfare center. Specifically, the study explored the impact of
service quality of rehabilitation center for the disabled and senior welfare center on customer
satisfaction and customer loyalty using SERVPERF. In the results, there is difference in the
impact of service quality of welfare center on customer satisfaction and customer loyalty between
rehabilitation center for the disabled and senior welfare center. Assurance and empathy affect
customer loyalty through customer satisfaction indirectly in senior welfare center while reliability
and tangibles affect customer loyalty through customer satisfaction indirectly as well as reliability
affect customer loyalty directly in rehabilitation center for the disabled. These findings suggest

different strategies are required to meet the demand of specific welfare customers.

[Key Words: senior welfare center, rehabilitation center for the disabled, service quality,

customer satisfaction, customer loyalty]
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