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BRI BEOE HAUE dAE F YRR HoE 19%¥oR AL, TH YUAE HEE
B dote FEE 94 Rote A% Tske 19 AREEIen SHEAY] SA4 EA S A3 S
BA o]& ddsly] fste & AFdME FEH T TR SuAY AW, A7, Y, &5 £ 2
< ndsto] 715 2% (weighting adjustment) ¥4 & 47 Egdoz A%
< e A d4A0R o Ro] B wi
T-od ARE TMAA Ashs WHS 2459
ot web A2 A 44 (sampling adequacy) & |V, EMZAD}
A3817] ¢lste] Kaiser-Meyer-Olkin (KMO)E
dgstgth. KMO A#E7F AHl2wS3d 4 ¥
o diste] 0.6 o4& Yk (KMO = 0.913), 4.1 2zld =M
A2 F4 i tefA = 0.601d ez (KMO=
0.935) AREAQ MEH AAG S AT 2 ATl E SHFE] AL A LS S8k
EAMHCRE SPSS 21.0 for WindowsE ©f WA @S Ssted 7 del 2ole U
g3to] R84 (frequency analysis)< H| 538} < ol A28kt T (Cronbach's @) AIFE ©f
21Z] =24 (reliability analysis), £%1%4 (factor &3t 2 YAA = A5t g2y dubd o
analysis), 3)#EA (regression analysis) S 4 2 BARQ AT ok A= alphagte] 0.600]%4,
Alstath, & A9 AEEde MHlanSEd 71Z2AFEokdA = 0.8001%, T8 ZFo] 87
Mu|2gd FEoR o] AH|2u&d] el o He $84dTF TokdlAe 0.90-0.959 ez
L Ax st ggk A4 SFEge R 19 HFPtH(Nunnally9t Bernstein, 1994). (£ 2)
T8, BS54 H FEoR 5 £, AHla FAF AT B ol fgEe A #4 Aot & d
(E 2) o7 29 uf giEo Azl 24 Z1}
TE =7 vk Cronbach’s a
34 0.856
A ’i‘lﬂ@ 0.947
we¥d %4 FA1A 0.959
Bk 0.945
T4 0.930
w542} w547 0.932
FE4 0.860
214 0.939
el =Fd A4 0.953
Llscee 0.939
T 0.927
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T ST E ZF 8R1E9] AEg 24 4.2 Bigtd =M
Az} v 2uS o 3842 0.856, 413
L 0.947, g4 959, W42 0.945, ¥ (F 33 (X e Av2usEd o g9l
L& 0.9300= wom o9 SAWMFE Aol &3t A2 AAlsk Ut} & o] e
tiate] 72t =59 alphagte] 0.6 o]Fe2 54 HFE AMulzusEd FA Mu2~FA S o
W] Az s TAE §le e s dddn o2 sttt
SQIEA ] el 5 79 =" (Principal
Component Analysis: PCA)S AH&3l9 o
(E 3) Mu|angEs] £Zo| Q0I8A Z1}
y B
24 w54 A T34 34 354
Ak A gE 0.909 0.161 0.175 0.137 0.169 0.929
AN ORI R 0.876 0.132 0.211 0.185 0.157 0.888
ZEAke] Aeket AlF 0.866 0.162 0.157 0.217 0.167 0.875
A SEH T 0.852 0.129 0.263 0.200 0.175 0.882
87 A& A 0.142 0.862 0.188 0.283 0.165 0.906
oJed =74 a4 0.151 0.855 0.205 0.268 0.161 0.894
Akl AP Q1 0.108 0.849 0.192 0.309 0.200 0.905
25 AZ " 0.194 0.808 0.219 0.128 0.129 0.771
A7 5 A 0.200 0.121 0.851 0.273 0.147 0.876
Al A A 0.164 0.231 0.844 0.224 0.216 0.889
U] w2 2 0.272 0.298 0.815 0.180 0.224 0.910
a7 w23t 0.326 0.306 0.738 0.221 0.192 0.830
EARL w 0.157 0.323 0.184 0.809 0.129 0.834
Ak 44 0.265 0.220 0.229 0.786 0.185 0.823
s 8T 0.216 0.293 0.304 0.754 0.267 0.865
JIoll Tfo] He Z2a AlF 0.258 0.306 0.268 0.725 0.253 0.822
s 2 & 0.229 0.226 0.174 0.210 0.846 0.893
AZA RS ISRl 0.227 0.234 0.180 0.149 0.813 0.822
4l Adn] Hf 0.168 0.106 0.347 0.316 0.649 0.681
A 10.466 2.119 1.445 1.193 1.071
A 55.086 11.154 7.607 6.277 5.639
KMO = 0.913, x*=3115.057( df = 171), p = 0.000
A WY = 85.762
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The Influence of the Quality of Service Education and
Training on Education Performance and Service Quality

Chang Won Lee* - Ji-yeon Paek™*

Abstract

This study examines on the service quality of service education and training. The study
explores the five factors of the quality of service education and training such as tangibles,
reliability, responsiveness, assurance, empathy that can make an influence on education performance
and service quality. Also it studies the relationship to service quality that could be resulted from
the performance of education using SERQUAL model. Appropriate measures were developed
and tested on airline employees with a questionnaire survey. Proper hypotheses were derived
and administrated to employees working at an airline company for testing with valid sample
numbers of 150. SPSS 21.0 was used for analyzing test results with frequency analysis,
reliability analysis, factor analysis, regression analysis. The results of this study are shown as
follows: first, the five factors of the quality of service education and training have a positive
influence on the education satisfaction. Second, the education performance has positive impacts

on service quality.

Key words: Service Education and Training, Education Performance, Service quality

* Professor, School of Business, Hanyang University
** Researcher, Hanyang University Management Research Institute
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