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A Study on the Effects of the Material and Office Service

on the Customer Satisfaction and Reuse Intention
in the Real Estate Trust Company

Z M ¥ (Kang, Seong Beom)*
% 9l M (Choi, Min Seub)™

< Abstract >

The purpose of this study is to explore the effects of the service quality on the customer
satisfaction and a subsequent reuse intention based on quantitative analysis in the real estate trust
company. The data were gathered from customers who were have been provided by the service
quality in the real estate trust company. They were asked to assess the service quality, customer
satisfaction and reuse intention in the real estate trust company. A total of 522 usable
questionnaires were used for the survey. The survey data were analyzed by factor analysis,
reliability analysis, frequency analysis and Structural Equation Model using SPSS 12.0 and AMOS
16.0 program to find the relationship among variables. The results of the study are as follows.

First, The service quality in the real estate trust company had a significant effect on customer
satisfaction. Second, customer satisfaction had a significant effect on the customer's reuse
intention.
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NFI 0.905 >0.90
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0,05 Tl Fold
(3 12) ZA8I 7F A Al
A 378 573
AVE 0.76 0.64 0.65
R | e | A2 | S (Aole | thE | A2 | AR | B (Aelg| 73 | "D | AR | v (Alole
AFFE| 32 | 47 | A2 | 64 | 58 | 27 | A8 | 32| 43 | 27 | .27 | A1 | 47 | 45 | 42
HAZA = A o]&-
AVE 0.31 0.54 0.73
A | US| AR | 9 | Aols | 7 | US| A | AR |Aele| 78 | US| HE | AR | =
AlERE | A8 | 11 | 12 | 11 | 11 | 43 | 45 | 11 | .64 | 56 | 27 | 42 | 11 | 58 | .56
4. =4 A% 2) HE Arnde] A3 45ar
919) <3 8>9] RUA] AsfollA] £ wie} 2
) 27 A7Rge] A3E A5d) o] LftakEigen Value)o] 1 olgolm], 22l 7|
<9 229 27] ATEYe] lsle] AMOS X7k 0.6 oPFOR SFHERIAo] i, B el
16.0 &3 72444 REo APes At D PR 81 AAA7E 04 olstEA
Ark ASAT <3 135>0 UEhd viok o] X EhAo] A Ao® vkt 43k 208,
gl digh pat 9@ REAYEE HoFE= GF, e, 94, A2 s HE dATEYeE A
AGFIE= 71848 $5a1H Bala olek wheby  Asle] A5k
¥ ATRge dushs di th Tk Ak <& 1404 AN ek o] X3t ot p
Il Ty ey ARkl B AR E v ol 7158 TFIAIE ko) xRkl B
U= RMSEA, RMR B 5988 ojn] A5 A3=E Uehl= RMSEA, RMR} 24

S HOJFE GFL, AGFIE 7|#X8 =314

Asl 2eta g, SR o] AR

A== ERJ= NFL IFL TLI, CFI

rr

BF 7]



SN AERSIAC] 25 U ARRAIATE TABIET KolgolE0 jxis g8t 73

L= o

A

AP 57 A g AN
X2 1277.361 -
(P) (0.000) (0.05)
Aurzel e e
J s -
= 5y 43w g
28} RMSEA 0.055 <0.08
A RMR 0.049 <0.05
w3 GFI 0.859 >0.90
Ade AGFI 0.832 >0.90
NFI 0.870 >0.90
e )
o =2wy gy IFI 0.916 >0.90
;]i ATRE B TL 0.905 >0.90
CFI 0.916 >0.90
(a9 3) #FF AFRF
e Loz
(% 14) #FF 239 A3x #1547
AE 57 A= 7k A7+
X2 498.386 .
P) (0.000) (>0.05)
A o
A -5 -
o 2 g i o
23} RMSEA 0.064 <0.08
A4 RMR 0.064 <0.05
7y GFI 0.912 >0.90
A AGFI 0.884 >0.90
NFI 0.902 >0.90
5 3
i =UrE gy IFI 0.931 >0.90
;ii ATRE um TLI 0.917 >0.90
CFI 0.931 >0,90




k-

T 158 M|

3fod

=
S

74

)
=3
T TINE T F
o TWINI® T ®®
=T
.
0
— A NG = * *
0 SERSERSER I
—_
—n ~
R B
s W TS S
< L3 2B k283 2
=K gma Am_ Mm =N R E NN B @
TN &
T oy O o F
SN . N ®
HT ~N B N Ol onio im0 juld) N
) I TR YRR RSo R Ao R A 0
= 1__/| H_t u7| @ SicigioiQ MM @
= ;
7 | o
jnd] s
e W_.T W QLiciai i zn,v_o
G W Rl T ol
wo O ~
_ﬂ = n a_wﬂ
Il 7 H ~ . 8
aamw 2 PREVERUERTE kos - QNN T
— NN N oo .
e~ omim i w o Sl ||| ;]|
ﬂv| E,# o F; 0 0 0 < rJ J
ﬂl ‘mﬂ H H H H =3 < Ok Ok Ok wor ®D &D
UT T H N N N <
5 EESERERI ® ® ® RORONCCINCN
P ¢ olo R
o ook w W |
_L juy = ok
) =
Zﬁ fie} MlL
N wﬁm - — N~ Aﬁ
up N oz w8
o NGNS
SRR

13) Amos<] CR(Critical Ratio) 3] FEA 9] tgh} FL(HASF, p. 369.)



SN AERSIA] 25 B AAIATE TASIE

B 2 o
= omY
[o

2
o,
)
RS
AN
P‘L
iz}
-0,
)
ok

>,
E
U{M

i)
o,

=]
e
o
=
s
oo
lo
H
=
2
=
o
o
off
%
=
o 7r

o mg

N ox M ¥
N

10 e
o ~ S
o 1'5
N —
ol 0
K ~ =
S Y
i o
~ S}
L o
13w
o <
E

= w2
2 —lJ
gnl -‘P‘j
¢ N
B

n=)
Y
AN
N
%0
‘r
N

i

oA Frolas
R WA=
= PRl

#
0001914 7P2(584)
PZre] 0.013 024, 7H4(t8-4)
0.001=A], 7}d7(A p7}o]
0.0000.2A, Z12)aL 7PAg(a ek o] Ajjo]-g-<]
=o mAE= PEEAS 0.00002A4 7MY} P<a=0.05
of sigEel AHA oy, 7HI(HE)> Pek
o] 0498024 P>a=0.05] 3F=|o] ];}QM
o} = AEA qqﬁxq S3xo] zkz} wANE

5} AR o] gl A

!;/H) <

ot mo[E2|=0f DXz &g 75

L AT 2 AARE
ARz Aol el AATN= <E 16> 2Tk
olgfgt AyE &-gslo] nARkSo] Ao]g-9]

SRS ol3a, of S48 A7 - A7
o155l %—az ﬁ 1a~ el gzl %4

Woodside “5(1989), Cronin & Taylor(1992),
(2006), ©J=11(2008), - - ©13F5(2008),
(2005), 7415(2003)¢] A7-A7 e LA gt

gHA, & ATl e 7 A5 A A

2 F4o] AN l A= iﬁ] S AHH
A EA 0719, HSA 0.209, A 0.090 <

T G AAT Ao} Ll A+ 3 T L1642A 1fg- A o
S PAe AoR vEhko, A EpgtEnl, olggk AA3= Cronin & Taylor
el ()] FEE PIAA] Kshs Ae® (1992)7} 77t An]2~ Fdo] ANkl {9
337 ¢=n A S v 3 IS I GA] Afo]g-9]
ol 194 Faks vHvkE AT Aol dX]
(3 16) A1) o 3t A7+
A +34 -84 A&

- o AlERAE diBR |- EAE, g odHlE] |- AlEE A elel 1| - a2 oA AlFshs
FEEAA A sl o, BT Y8R, ¢ 5o t-&Adol A2 AW So] e
=2 g2 9A orAgl nAA R ke aAREE]| f-9]F] o] IARFES| F-2|F

- ASAY} AN 5o Aol At aES vA S v
g vAA] Eslo ol froA IS
712} 03

- ol - HWA - ZAATH2004), A=A |- o]2TH2008), HAT |- ©]F=7H(2008), FEL
(2008)7} Lx|E (2004), 714L2003)3} | (2004), AAE73(2004), (2005)7} L=]gt

Sk 1412(2003)1 L]}




s

=
T

2

7_11113
10]
Skl

ks
=

‘?,]

4=

e} 7|45
[

A

1 9

& 37 Abgle]
Lﬂ];ﬂ o
A

S

4

A
Tl

As)
>

o

o=

J

E—)\
Zfetel

A131e]7] w
A} peiAA, )
oz ewl=A 4%
SRR

A A9 % A

o ©f

==

]—'7

o
R

7

|

o

PN
g

<
-0.040% LFER} 77

o

R

,]

8

A
L

3

S

- HM|15%&! A1
1=}

= wistod

& Auls E4o] )

=
_'_EA

i e
olels

°

6

R

V. A&

7

ol FAH 4

A
Al

iy

5]

oA AlEsioF

e

A

o]

A=}
19
w4

=]

|

S je)

= =1

=8} AR
Ll

@ oee

)=
AR

AAF

-

fu

3
sk o

2
F= o= e

<]

B
=

L
N

7Nko]

14]
a7} vig- v e wsldEe) gz
AFRAS dsfjok

S wx

o
ol

Ajo]-g-2]=e]
Sk

erslale] ]

1

HHIT of=
Sl

-
A

o

A% 2
=]
o

o},

al

-
T

Al

X
Aol A=

7]
A, 2
3 %3]

1]

q
Eat
L

A

2 AHgsp] 9Ia
5} el

Ers|ALel gk

]

:

A
A7t

o

-

o

ISIA]

o}

o<

)
3]

~

7

-

BALC

L

R

.'T_L

3 47 A

d

i

$0] 17
BEAAE A o)

o

F AqH)

°
pal

Hg1om, ol
A RS AEEAp) o

o]

o=



SN AERBIAC] B3 & ARRAMIATL TABIET KolgolE0 jxis g8t 77

- 2
)
ﬁj
>
>
N
rlo
—z
il
e
>
i}
toty
>
1o
N
dl
N
EO
SE,

o

o

7Fs/de WAl = {71 wstolt

A, FEAAESAE Aol At

HU Ao

1o g aC
s
-
=
.

> m.[o
=3
2
©
il
2
N
Kl
%0,
2
o)
o
-

AL dgeR ATEIA Al 24

ol
HF
ky
a3
i
ki
=
=
_O‘L
s
g
<
N
¥
_O‘L
AC)
AL
o
)

Aok GF AT A9E aA thgos
QTG FAsto] Hars) ¥ Dt vk
ke R B AN HEARIEsAe]

U
i)
oX,
o
=2
2
=
=
of
ool
o
=

2. 2009 49 6




78 REMSIT HIEE H1S

1 E3

L A, 78Ry 24, v, 2007,
pp-369-380

2. 74, <eAdA AmjaFAo] of o
HXE Ga, A7Idek ek Ak =
2003

3. AR5 "2 719 Aol g
grale] gk A, wwltishal tishel Bt
k9] =1, 2003

3. AF AR gl #ek A, HF
st ekl HAehe] =i 1999

4. TET, 59 vl=Y 2 A AH2=FE A
7hgl A 227x)7) B 2Y 2 aAE ] )
AT Qe Ak dF, ZBddig oigkd
HIALEES] =2, 2005

5. A2419-9], SPSS WIN 12.0 2Hgo] AA), w
IFSIAL, 2007, pp.243-258

6. A, "AREER MR, 7E] B 7)Y
ojujz|e} AR g ryStal kel HaL
k9] =i, 2004

7. 2%, “a)§u] 82 o] Multdo] Al
Tof| MR dF, wiAIo St tihel uhalet
9] =, 2003

8. TS, "HwAR el #gk A, AT
et tishel HIARSE] =i, 2000

9. AT, "AH2 F43} 7]delm] A7} et
3l W7 A|z=gle] el wxE g, w4
ikl ekl HALSEY =i, 2004

10. oA, AR|zmAI” (A4, SFAAY 2008,

11.

12.

13.

14.

15.

16. 2

17. 338

19.

20.

A1, AAL(1996), Al A1)

Aol g AZAT, AT, AT

=
r o)
rob
Y
El
o2l
ﬁ

oy
%
o
o
ofN
o>
&
o

ARAGEGATE, AEAFEE A,

AlH) 2~

F4o] JAANEE, wAZHE Y FA}

-1 1
NFA, “QTEY HEAL AE 2

shreensls] A5 Al

FEAIE S|, FEATE A%, 2007,
p.3

2007, pp.63-98

jo



21.

22

23.

24.

25.

26.

27.

28.

29.

SN AERBIA] 25 U ARRARIATE TABIET KolgolE0 jxis g8t 79

American Marketing Association Committee on
Definition, Marketing Definition(1960): Glossary
of Marketing Terms, Chicago AMA, p.14

David K. Teas and Peter C. Wilton(1988),
“Models of Customer Satisfaction Formation:
An Extension”, Journal of Marketing Research,

25(May), pp.204-212

Engel, J. F. and Blackwell, R. D(1982), “Consumer
Behavior”, 4th ed. Hinsdale, III., Dry Press,
pp.141-150

Formell, C. and Larker, D(1981)., Evaluating
Structure Equation Models with Unobservable
Variables and Measurement Error, Journal of

Marketing Science, 43(1), pp.39-50

Gronroos, C(1984), “A Service Quality Model
and
Journal of Marketing, 18(4), pp.36-44

its Marketing Implication”, European

(1990), “Service Management and
Marketing: Managing the Moments of Truth

in Service Competition”, Lexington Books, p.43

LaBabera, P. A. and D. Mazursky(1983), “A
Longitudinal Assessment of Consumer Satisfaction/
Dissatisfaction: The Dynamic Aspect of the
Cognitive Process”, Journal of Marketing Research,
Vol.20, pp.393-404.

Oliver, Richard L(1980), “A Cognitive Model
of the Antecedent and Consequences of Satisfaction
Decisions”, Journal of Marketing Research,
Vol.17, pp.460-468

(1981), “Measurement and Evaluation

of Satisfaction Process in Retail Settings”,

30.

31

32.

33.

34.

35.

Journal of Retailing, Vol.57(fall), pp.25-48

and John E. Swan(1989), “Equity and
Disconfirmation Perceptions as Influences on
Merchant and Product Satisfaction”, Journal

of Consumer Research, Vol.16, pp.372-383

Parasuraman, A., Valarie A, Zeithaml & Leonard
L, Berry(1985), “A Conceptual Model of Service
Quality and Its Implications for Future Research,”
Journal of Marketing Research, 49(Fall),
pp-41-50

_ (1988), “SERVQUAL: A Mutiple-item
Scale for Measuring Customer Perceptions of
Service Quality”, Journal of Retailing, 64(1),
pp-12-40

_(1990), Delivering Quality Service, Free
Press New York, pp.181-183

Robert A. Westbrook and Michael D. Reilly
(1983), “Value-Percept Disparity: An Alternative
to the Disconfirmation of Expectations Theory
of Consumer Satisfaction”, in advances in
Consumer Research, Association of Consmuer

Research, pp.256-261

Roger D. Blackwell, Paul W. Minard and
James F. Engel(2002), “Consumer Behavior”,
Thompson Learning, p.202

Woodside, Arch. G., Lisa L. Frey & Robert
Timothy Dalty(1989), “Linking Service Quality,
Customer Satisfaction and Behavior Intentions”,
Journal of Health Care Marketing, 9, December.
pp.5-17



