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The Effect of Service Quality in Vocal Training on Repurchase Intention and
Word of Mouth Intention: Focused on Mediating Effect of Reciprocity

2 A M(Kim, Young Seon)* - 0] ™ AM(Lee, Myoung—Soung)*** - &l & 4AHShin, Hyun Sang)****
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Due to the rising Korean wave, the social demand for learning applied music is increasing and, the majority of people demanding applied music lessons want
vocal training. In service area where there is a high interaction between service providers and users, such as vocal training, the relationship aspects are important,
and service quality is particularly important among the factors that enhance the relationship factors. However, discussion of educational service quality in the area
of culture and art have been conducted at the level of simply verifying the composition and measurement of service quality, and educational effect. Therefore, this
study aimed to provide a description of the psychological process between service quality and behavior intentions in vocal training service and to confirm the
mediating effect of reciprocity. In order to achieve the research objective, a survey was conducted for users of vocal training service, and 179 data were used for
analysis. As a result of analysis, only the empathy and assurance among the service quality of the vocal training were found to have a positive effect on the
reciprocity, and the reliability, tangbility, and responsiveness did not affect. It was shown that reciprocity had a positive effect on word of mouth intention and

repurchase intention. Finally, it was confirmed that reciprocity mediates the effect of empathy and assurance on behavioral intentions.

Key words: service quality, repurchase intention, word of mouth intention, reciprocity, applied music, vocal training
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F= SErkE SA O R oMo Aol AR A2 Fie| IS BISE
HEH= KPOPE F8f A AAZCR F5%s 32 Adiadn
K-POP& 200013t FF o] #57E] T 5l B =, WEW 5 oPAo} 57k =

T v FA 472 FFE S it %}E}(ZH—O& AR 2012). o] 2F
K-Popttﬁ wobe 7INke B 3, tiF5of A 8-5oke] Gl Abefsta
ATH(zEl A, 284 2019). K-POP &8}e] 2t} ?Ml Aggotol tiek tiF
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I AEohe A she AR T oS B ae sk 9l
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| B&S 58l 22 45 /‘1‘3]/\2 Zﬂ:é" T3 JHEAE, A4S,
ZE)4, 3841 2019)

T g AE Y9 252 ANAe] A= d&d dFE A TE A
& 5H 0= 3] Wi fFH 08 o] FolA & S HT ATQleIA BEF
(customized) B4 &2 A FE = wHo] AEHT o] AH| 2 AHEAES] &
F5Y I AAA, M2 8 Fol AR TR Qe YEAU LKA
225 AH 2 A ZAY QFE F5A7]7] o5 7] 0| thReigeluth 1997).

53] 27 440 55 ST Sthsh Baelel 4ol st A4
F7ohe Sote] B0l A k2t old) we REY LAY 19 %
& T ATELE Aol ASHE ATELE 440 A% A7HS

ol ALVE 5ol AFAL, A FABES B ol BRA HS=
W49] 7450l ol K1tk ool uheh B 44 Hul 2oIAlE A AHE A}
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oA AEZA R 22 EF7E & JThSchmenner 1986). 0148 A 8|2 A 34}

S} ARG} Ato] 9] BT Ago] 2 AR 2 Fokd A #AH SHo] FAH

(@, 8734, o184 2014), BAA 290& FEATE 8. FlAE A
|2~ F4o] 53] Fasiti(hy s, £7]% 2016).
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1997; Nadiri, Kandampully, and Hussain 2009; Yousapronpaiboon 2014), %
£ 9 418, 8Y 53 22 IAFH vA= 9 eg, 2E3 2019 Al
Zhou, Hussain, Nair, and Ragavan 2016; Hasan, Ilias, Rahman, and Razak
2008), FEo = HA = B T Alsterl 28 B3 Utheg, H B
< 2017; Chang, Jeng, and Hamid 2013; Dlaci¢, Arslanagi¢, Kadi¢-Maglajli¢,
Markovi¢, and Raspor 2014).
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SA =old R, B G Anlzol A Arl2 AR8Ae} AT A Aol ol A
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A2 FAolgE ARl 2o th g Au| 2 o] 829 7T A 2E 9
£3 T AA A He AL 29 Ao) 2 A o th(Parasuraman, Zeithaml,
and Berry 1988). o] 2|3k AR 2 23} #dsto] AP AT M ARl 2 F4
< %k 2471 FOAJIAE B, of9A ZAE AYAT 7EA
£d, A F 7 2FAA g dTES AYE F ok A HAE
Gronroos(1984)¢] A5 &3 A5H 2247 A2~ FHo|th s Aol
Ae Au2E dgste 343 A28 A2 A3 ZHdA Anl 2 F
Aol WA= A2 HYITh Aul2 Ao 2= FHE 753
¥4 (functional quality) -2 ¥4 4 (process quality)é, AMulz o] 4
e} AAE FAE 71$8 F4 (technical quality) 2 23} 2 (outcome
quality) 2 Z2t7 A53tAth. -+ AR = Parasuraman et al.(1988)¢] <1714
/N8 SERVQUAL R 20|t} SERVQUALOI A& AlH] 2 F4& Z743}7] 9]
& A MTATFE T3 254 (reliability)Z 34 (tangibility), 414
(assurance) 373 (empathy), ¥+-8-4 (responsiveness)S] T 7HA aHd& =
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h ]7—}% FAA ZE 7| E W o2 An| 2 FAS SAHA
ojF Aul2 FH g AFE= Gronroos(1984)¢t Parasuraman et
al.(1988)9] A5 Eti2 4F Ik Rust and Oliver(1994)9] SxE
Gronroos(1984)¢] 22144 Aul2x F4E 7|wko 2 S44 A& 71814
3, Az A Au s AE, Az 8249 Al 29108 RES FAEY
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] 22 O] EAFES A4 S U YO Q12)5}] wlEo|th OIE%E gog
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Hujo] A3HE GA s AEAA ARUA A =77 k(o] 4] F 2011).

I E
=%
“
a
=
[}

F3 40l BAE =1 A Y A2 AFATL DS S Qi Al
2 A3Y Aolehe 2AF 2HAFNA AR 5 9om, § o} 8
7199 AZe e W7} D o] S v S YrHAFE, 20, FH

< 2010; Gustafsson 2005). A1H] 2= A g2oke] AAE THH 02 A4 A H]
2 0] 8= 39 FAS BAANHI =, F4 2008). A1l 2 A ZA7}
A2 o] gabe tid TE A& LAl HE AR 2 o] EAlAl E3-& F
2 ks o=t F7V8HA| B3, ol #lF AR 28 ERRleA] s AF L
Z o]ofA) = Aelth o] d ZHoA BA 5 AHl 2 o] g2k QL F
HASE FHANZ A2 458 5 9ok
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5. M|~ ZEu} #Io|= AlOIoIM =aflde] o=}
42 QRTNA FEE HIA L ¥H3-S o] FofRlT. o] ta), Ao
A€ S-O-R model & A A|ate] F7 o] GaFs T2 QIzte] ¥H-E3l= HAHE A
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gt £ AToAAE B A5 Anl2 F23 334, A5 s, 7R s
€ S48 4] FANE & AP TFA AEE SAE o% Hgo R
B Aol B A H L oW, AE 5 A EE o] &3t A8

B 5 Aul2: FA5 £4317] $13) Parasuraman et al. (1988)] A+
HIE O 2 15888 EESGth B A5 Ml e A=A, 44,
4 B, e Ol 7HA skl o] A E Sl oA, B9 819 )
32 ) EFoE SAHNT teoz aEsdd gL BEE 9
(2010)9} Morale(2005)9] S17-5 vlgro & 370 3-8 A&t éngs]-gal:}
npA o g, PF = AL =9 749 = Kim, Ng, and Kim (2009)
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1. FHEe] Mzl A EEY

B AN At AT Y-S TA67] o)Hd S T3l A
gLEbg S et A8 & S45E7] $18) Cronbach’s o & 53 W
dHe AWEgoH, HYAHS s Sstoq  #94 3'1
(confirmatory factor analysis: CFA)< 53 THENGA % FHErT
5} THHair, Black, Babin, and Anderson 2010). 74|84 0.2, #E}
Hu7| flsf EqAUE =9 PE 2 AT gS A Egkon, dig
Ast7] Hlo FEAFE i) AT 4N Aol ZAAAE
% TH(Fornell and Larcker 1981; Nunnally 1978).

AFEE BRI 13 Cronbach's as= 7111 .70 o) /d-& 3]3= 202
L}E}‘/LE} tté‘]— §]—O]X4 _3_0] H }\—l 7:1_‘4. al b‘l—t:_‘—_- =393.77(de224 p< 00)
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