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Abstract

This study is to confirm the overall structural relationship between internal
customer satisfaction, eco—friendly car maintenance service quality, external
customer satisfaction, long—term orientation, and word of mouth effect in relation
to eco—friendly car maintenance. To this end, previous studies related to car
maintenance service quality were reviewed, and a questionnaire was constructed
including detailed measurement items and demographic items. Survey data were
obtained from 204 internal employees and external customers, and they were
integrated. The reliability and validity of each research item and the degree of

conformity to the structural model were verified, and the research hypothesis
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was tested using a path analysis method. As a result of testing Hypothesis 1,
internal customer satisfaction has a positive effect on physical quality and
interaction quality among eco—friendly car maintenance service quality. As a
result of testing Hypothesis 2, the service quality of eco—friendly car
maintenance has a positive effect on each other. As a result of the test of
Hypothesis 3, interaction quality and result quality among the service quality of
eco—friendly car maintenance have a positive effect on external customer
satisfaction. Through these research results, it was demonstrated by applying the
service profit chain model that internal customer satisfaction can enhance the
level of the three factors of eco—friendly car maintenance service quality, and
that external customer satisfaction can be improved and long—term orientation

can be secured.

Keywords : Internal Customer Satisfaction, Eco—Friendly Car Maintenance
Service Quality, Physical Quality, Interaction Quality, Outcome Quality, External
Customer Satisfaction, Intention to Reuse, Word of Mouth Effect
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5 | AuldATE Al Mnjzs dAvtel] digk wE Ndubisi(2012)
Aol g o % 1 | g5(E)el= g ZHgAE ol&
2 | 54 A= FFEolgbd S GHIdA o] & A2 511 (2004)
3 | L4 Aulz= v golebd s GHIdA] o] &
4 | olsAR It HoX et dd AHIHA o]-& 213421(2010)
5 | tE AHAAE HEF ol &3 ¥
T & v} 1 | AugA o] &S FH AAEd/A A4z 4 org3% 2](2008)
2 | AulgAY] Ay tiste] FHA O R o]opy] A2 (2004)
3 | AulgAY £ Fol tiste] o]y Anderson et al.(1997)
4 | AuAAe] Az digk ARE S Z|RAeN A AF Singh(1988)
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214 3], 2012; RIS, 20125 o] &3] T, 2016). whEkA] ofw gk Ajnj2 G|
o] EA] mANA AFs= MY AFLY] S Astaa e A aAHe] A
oA A= FPYE] YR ANz o ZH HEuZoll} HAuEo £ A
& ool 9or, oF Fdl UlF TALEY uAAFA] A Proz A

of Mul~E AAEANA AFT F UAA FDoH(ES-ukegol, 2014).
aYBR Y FHYEEY WNEE FFol B8 AF S Uy TH9E] oF
2 Poed EYT 7HsAdol oAl Foh(FARE 5, 20065 BF-A-

=
=
0 mlo
il
rr
2
I

#48, 2012). WA ARG A5 AuAu sl R EQLS0] Azbahe YR
AARE] o] BE A 9% wAA ATs ARA A5 Gy A sE
A

%
o] % oA AnD o d5se] ohde AL &

i)
ol

2
=

71 liE AR XA Aeaf An] MulaEde] A(+)e] ddFE v
7 1-1 0 WiF 2RSS S84 Fdd A(+H)9 dFs A

7 1-2 0 fiF ARt S gl F(+)e] ¥ v

7 1-38 1 Ui A2 A J(+)e] dFS mn

3.1.2 /7 A Au) MHIAFE A 7HA] 29 B3 7] 84

Y4 F4L Au2E AEsty] A v Ao & 5 Ao § ARs AlE
of ARgst7] 9% B, Aul, 1A, Mujx AlE G 5 7 (Scape) ol ek Abao]
™, ol&°l g FR|7F £&F A5 LS Wﬂl* Als Aol Aol
o £ olWAE Awstr] oHA HER =4 FE AuAMREE FIPee
A A 1
A

i) n{
AT

13 MH) s FR F

) = % H = o h=d
= ool wAse Aaags ol gtk U FUUel A% wAL ofUA o)
3 AU AN AE AFeel ded dEteEAe vl AzdE 5

3 ol 7} 9le P

w}am BEAgers BRELS] e BrE WA o FolXA Ha AnEA

Aol o] FolA A Huw, HHEA e Aze AREDe| tHfz %
groll ¢@ltH(Gronroos, 2000; #593-0l<%7F, 2008). L8 = 2 W3
234 AExF AR AH]AZA A 1A 29 As 7ol A9

-
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il
—5%

300 M) A7 Q83 A mMosH w25 20234 062



e
o
Ral
olr
=]
1z
o
°
o
i
]
0l
rok
g\=
1o
o
Ral
nz
Kl
0P
x
=3

>
x
nd
HI
1x

dgste] Helstug stgom obdol ATES U

7Hd 2 0 RS As Ak QM) AR AT S S T G v Aot

7Hd 2—-1 0 B4 FAHE AeAEFEd H(+H)e] IS v

7 2-2 0 B4 FEE AEE A(+H)Y IS vHG

7Hd 2-3 1 AEAEFALS AR F(+)9 TS HH
3.1.3 84 Arsat AFH] Au|AFAH oF 1ATE 71 #A|

AR g B APATES AT del e 231S Toi%ou% "13]/\
ZA3 uAnEe AAH3 AAVE Aot s tH(Kang and James, 2004). T3 A
H| 2FZ 0l FFo] 2575 LAY FFo] Aidvs ddd++ Bo| AAEH

AH(Cronin and Tylor, 1992, 1994; Oliver, 1993; ¢F43 5, 2008; A3+ 5
2012). T3 APAFNA AMu]2EFHLE NS BA A HdaPgdoz =&
3T} (Cronin and Tylor, 1992, 1994; H3, 2003; o]9H <, 2011).

ueka i FHAEC] WA AsAE ;ga]—sp] flate] Wk o a7 Eo

Fe FEY AR AT il AN AFEAS AFSE A AA2HA 98 17
RN 9% Aol Az o wARFY Fre And Ao A5 9
onE £YF AT/ obesh 2t

744 3 A9 A5A A6 AuAELL 9% mANS] A(+)e] FFe v}

4 3-1: BEH FAL Y nAND H(+)e] FFe v

A 3-2 0 AEAFELS R wAMEA H(+)] JFL VA

M 3-3 0 ANEAS 9% wAWEA A(+)e) e v

3.1.4 9F uANSI F7|XFY 2k A

s e Mul 2o dief RtSdes MulAE A Hus dAE o
Al Eske] MHIAE o] &etal BRRlolAE SAHR] FHEARE HolARE, REESHA|
o= A 2H°1%?'>‘}7<1 gorn, BdAE FAHHA FHaHE B (Oliver,
1980; A-84-¥g1}, 2001, WA &, 2002). AU =& AlE @

[e)
a7 8] o] g 41: THEY, AR} FF8 IS A
Hel, 59, ~7) r‘ﬂiE, 54k %7Hi T thgE Aujs fofe ﬁﬁﬂ%%%ﬂw =
=z 392

CLauEs 4R Ay wde gE AwEdA A9 A9el ABeld Ause
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41 B2 A R A7EHE
411 47 &£ 44

AT Fe A7dEd dE AR oA <FE 2>elA AlAEgT 2ga o]
SRR st AR 74 HER A" Aads 9 RlrEAe dEs 71
stef AeAE AAskdt e 2AE Wi Uiy Fdde] Ay WAl B
A Au Aol AAF AeAh Aul Aldael st Ades ddeR sele
o, ooy aAe ARG AeaR wFE 7 gle A7) Aeak % ostelHE = Aea,
Ta AbsaE AHshy] flste] e AbeAl Anl Adas HEd aAss dde
22 Adsla, oA AAG AR e (2012),  A7IREEA
(2008)9] A7rellA] AAE ZAPEA O =M Wiy At o uAS shue] Fo
= osfo] BARE Al@EhE WS AEElth A 2ARe] VIgEE 2022 6€FH 8
d7AA eI, & 20449 AEAE s 2AF i iy 99 Bo9R an

Wi 4
ol AEak AGH] A 54 WA AYAE 871 widel vEhde ddelth A
Bo AL ALY iio] 454 ol o E A 175H O 858% % XAE T &
S &= aFE olart 120 ZMN 58.8%01W, AFES 70W SR 34.3%% YERY

2 EFW A £S5 400% 9 olgo]

5o mEe] HA vEth 4 4
16002 AAe] 78.4%0]th, wehA oy BAol: 454 o4e] AW E wol

M, 4008 9 oo £5S VM= FHLES] SH HTo] =2 Aol

2

86.8%°ltt. webA AL i) FTHUESY A5 diFE GudAAA A Au] B
NNes 5% Ao® fotd 4 9k Y] B B AAFoEE AM7IEAY 113
WO R 55.4%°™, Bu AYVIANE 67HOR 328%% UE )5 AATS Hid
A9 7 d5EA =2 Aot w3, A TH(FH)ol I g9 93 2
ToREM Ay AAF FHE o]F Vo R 39 wvhe] 25W 07 12.3%°]W, 3-54
ke 16HO R 7.8%, 9—-11d mvke 16HOo R 7.8%, 13—15d mwke 25 o
12.4%, 151 o] dolgtal 3H3 THHEE A 111Wo 22X 54.4%=2 et 15
d ooz SHet THYY FUF M =2 et wEkA AuAu|AE AlEEhe
gl dojA vz o 7|3k ¢k T el FAMete] Ses ¢ AT
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<# 3> 2A Rl 9w A

i £ o5 A
g 5 A -3 RIR % g 5 AF-EgE | RES %
.| T A 200 98.0 4 H T A 174 85.3
oq A 4 2.0 o A 30 14.7
A = 18—244) 3 1.5 AE off n o= 22 10.8
25— 344 14 6.9 a4 182 89.2
35—444) 12 5.9 A H 18—244) 7 3.4
45-544 91 44.6 25—344] 10 4.9
55—64A] 84 41.2 35—444 18 8.8
I IZE o]s} 120 58.8 45—544] 57 27.9
AR = 70 34.3 55—644] 110 53.9
9 £ 13 6.4 654 °] 4 2 1.0
o gt = 1 0.5 I % ola} 57 27.9
4 2= 201-300 21 10.3 AEdE 44 21.6
I M| 301-400 23 11.3 g = 97 47.5
401-500 130 63.7 oot = 6 2.9
501-999 29 14.2 4 x= 200 3k 31 15.2
1000 o] A 1 0.5 (&gt ) 201-300 8 3.9
2p5 2k 3 6 2.9 301-400 19 9.3
gH)7] & g W 21 10.3 401-500 35 17.2
&5 F2 AH) A 177 86.8 501-999 73 35.8
A& 2} 281715 A 113 55.4 1,000 ©]4F 38 18.6
48] A s s 67 32.8 2 g gk 8 3.9
Be A= A 8] 7) A 24 11.8 A2y AT=] 16 7.8
AH) AAF 3d w9k 25 12.3 8] 22 13 6.4
FHE o]% 3—53 wmqk 16 7.8 7] &2 24 11.8
71zt 5-7d wgt 6 2.9 53 2 1.0
7-94d w|gt 3 1.5 F 21 10.3
9—-119 wt 16 7.8 23 ¢ 109 53.4
11-13d m)ut 2 1.0 T 4 2.0
13—-15 wvk 25 12.4 7] e} 7 3.4
159 o]4t 111 54.4 g T4 A zp 147 72.1
3 A 3d Hgk 81 39.7 12 1t 57 27.9
45 A 3—-59 u|gt 44 21.6 B 20154 oA 15 7.4
5—79 u|gt 9 4.4 SR 20164 11 5.4
7-94d wgt 7 3.4 20179 22 10.8
9-119 v 4 2.0 20184 35 17.2
11-13d njvk 4 2.0 20194 9 4.4
13-15\d njvk 11 5.4 20204 63 30.9
15 ol 44 21.6 2021 37 18.1
87 A= 7f 5 162 79.4 20224 12 5.9

4] 75 B 42 20.6 -
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BE MEew g
sttt w@AA g9EMe] Ay @ AdAd9
H,

Bartlett®] T3

4]
Varimax #7t3]d w2
Kaiser—Meyer—Olkin(KMQO) S=32 0.5 o] o2 yelol 3}
d A A Frol Al ke B el

o]:u]— 6]-\*4_(0]?‘51—}\1.01x]1_’ 2017) @1134 Ol &

AF-ARl ARE oA uiF P9 JEe KMO SX:#2 0.808% 755 o
0.5 o]atol™, Bartlett®] T84 HAA ZA} FholAlF#S 2893.334%, AH=(df)=
171, FY&E(p—va)> 0.0000.254 FoJstA ASHAT. 22l Al %
[AAAFEL 0.5 o] o= yehtol st FHAS AEAE F4 49 3
0.5832=% 7&5510*4 gy AegEd 5 e wx AA d4dol HEH

7

2
4
2
R
ik

o =

ot
-|~

3

30, -
i
4

Zi

Z:
ol |
E
O

ﬂ
o
ﬂ
)
)
N
fu
ax
o|\
i

= 714 60% ]”Oi 7455]919—34, HFTA o A (e
ATEEEC] MR 722 & Ak =, @ B0 Hd@e 19.590%=2 A5 H
shitel  @Qlgke]l 50% oo yehe < L= H
(Common Method Bias)9] &4 §13ith.

f
re

)
o

o5 17 Feke] KMO FE#L 0.9292 FAHE ] 05 ooz veh} g4
ol grElon, Bartlette] 784 Ao ZAOIAlE S 6479.544, AHHr:(db)
T 300, frelgtEe 00000i1 oAl HSHAT. A SATEE QA AH
o] Highe Aol g 4 W gEew 053002 HAAHNG. 2y 224 45
W AREd 1l ?‘fLE, Aol o= 4¥ B 5W FEL QA AFe] TEAE
THoA Fetg wakAE A @ide] wAste]l A d&el M AAB AT FE A
2 84.878%% AFH V1EA 60% oldeln, AFHor B AFolA dAFEta
e AT IEES 2 FET 5 o, ] A A it

A aQliMe A eFHE VE@s BT FFee Jo® HFH oE
O % Smart PLS 2.0 &-835te] Q14 al@AS At &4 &
e WA dad AEE JF gEds BAsth Ud dad dEEe

Cronbach’s a#t® FAAZEZ(Composite Reliability: C. R.O#E

Cronbach’s agt 0.6 o|Fo = AT+ AF &3 + i, &4 JQE(C R %
= 0 - 1 Aol AFHed HSEe o] 52555 52 4l

BtdA e Outer Loading@td 8255 (Average Variance Extract: AVE)%}% O]
£3l9 #F38H=d Outer Loading#t> 0.7 o402 HZHojof &tal, AVEFS 0.5
ooz #HFE ook dth(Hair et al., 2014). 14 QiAo Ay tvhs9
<3 5>¢} #t}
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S - 0127
<E 4> TS 9 ARy 8 Ad
T w5 94 5 1A
A4dE | WE | 1 2 3 4 1 2 3 4 5 6
Ul 1 .082 | 738 | .171| .085
RLh = 2 .057 | .880 | .122 | .148
3 .049 | .860 | .098 | .280
4 .092 | .857 | .115| .103
5 162 | .807 | .161 | —.011
=84 4 1 178 | 079 | 729 | .220| .148 | .166 | .203 | .849 | .162 | .194
2 217 | 108 | .753 | .244| .166 | .184 | .235| .866 | .151 | .139
3 198 | 185 | .832 | .115| .239 | .276 | .339 | .748 | .138 | .123
4 179 | 137 | 798 | —.037 | 257 | .135| .268 | .730 | .203 | —.040
5 57 | 178 | 700 | .113 -
RS 1 201 | 222 | .348 | .613| .276 | .380 | .607 | .250 | .313 | .081
4 2 259 | 108 | .077 | .849 | .238 | .373| .719 | .239 | .207 | .165
3 250 | 187 | 117 | .835| .187 | .236 | .814 | .274 | .180 | .127
4 462 | 109 | 245 | .583 | .187 | .176 | .787 | .321 | .217 | .124
5 - 214 | 165 | .633 | .411 | .288 | .196
AdEA 1 .717 | 153 | .151 | .300 -
2 790 | 140 | 196 | .214 | 172 | .369 | .292 | .219 | .640 | .145
3 .825 | 082 | .214 | .160| .168 | .319| .262 | .169 | .770 | .210
4 .854 | 056 | .158 | .129 | .242 | .242 | .184 | .195 | .796 | .094
5 755 | 054 | 243 | .186 | .267 | .425| .243 | .196 | .641 | .075
2 1 255 | 563 | .351 | .244 | .229 | .258
IR 2 240 | 695 | 277 | .212 | .265| .229
3 290 | 742 | 240 | .194 | .310 | .209
4 244 | 775 | 178 | .191 | .355| .075
5 241 | 788 | 248 | .189 | .274 | .153
Aol g 9% | 1 344 | 428 | 291 | .219 | .256 | .646
2 367 | 423 | .310 | .255 | .261 | .637
3 480 | 409 | 253 | .232 | .256 | .530
4 —
5 _
THaT 1 865 | .244 | .242 | 183 | .161| .100
2 879 | 257 | 187 | .172 | .180 | .137
3 .889 | 205 | .157 | .228 | .167 | .151
4 .863 | .199 | .184 | .208 | .218 | .154
eigen value 3.722 | 3.711 | 3402 | 2.603 | 4473 | 4.340 | 3.844 | 3.722 | 3212 | 1.628
% HAF 19590 | 19533 | 17.905 | 13694 | 17.893 | 17.359 | 15.378 | 14.888 | 12.850 | 6510
4 % 19590 | 39.123 | 57.028 | 70.722 | 17.893 | 35252 | 50.629 | 65518 | 78.368 | 84.878
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SEA - 0|87
<E 5> ATFE o4 a8 9 A} EF
T B E5ie 9% 174
e e Out<.3r AVE Cr?nba crl we Corr.lm Out.er AVE Cr?nba c Rl ® Corr?m
Loading ch’'s a unality | Loading ch’'s a unality
5 1 ]0.772 |0.733]0.908 |{0.932] — | 0.733
IATE| 2 | 0.900
3 | 0.904
4 | 0.877
5 1 0.821
=84 | 1 | 0.804 |0.657|0.869 [0.905/0.123| 0.657 | 0.916 |0.823| 0.928 | 0.949| — {0.823
+4 2 | 0.846 0.942
3 | 0.873 0.922
4 | 0.781 0.845
5 | 0.744 -
A8 1 | 0.884 |0.6811 0.845 |0.895(0.286| 0.681 | 0.866 |0.795| 0.935|0.951| — ]0.795
4 2 | 0.817 0.907
3 | 0.769 0.917
4 | 0.827 0.905
5 - 0.862
A¥EH| 1 | 0.812 [0.706| 0.896 |0.923|0.425| 0.706 - 0.789| 0.911 | 0.937| — 10.789
? 0.865 0.867
3 | 0.863 0.924
4 | 0.854 0.883
5 | 0.804 0.878
5 1 0.830 [0.798 0.936 | 0.952|0.682|0.798
AT 2 0.892
3 0.929
4 0.894
5 0.919
Aolg | 1 0.954 | 0.910 0.950 | 0.968|0.669 | 0.910
STy 2 0.972
3 0.936
4 —
5 _
THEHR| 1 0.966 |0.944| 0.980 | 0.985]|0.400|0.944
2 0.977
3 0.977
4 0.966
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AT Bt | FEEA | VAVE 1 2 3 4
L U= | 4,004 | 0.989 | 0.856 1
2. 814 ¥4 | 4.535 0.750 | 0.811 | 0.351 1
3. AEAEER | 4587 | 0.838 | 0.825 | 0.381 | 0.486 1
4. ANEH 4.688 | 0.811 | 0.840 | 0.274 | 0.485 | 0.616 1
5 1A Jok
A By | A | VaAVE 1 2 3 4 5 6
1 224 F4 | 4.602 | 0.976 | 0.907 1
2. AEAEEA | 4673 | 0.967 | 0.891 | 0.710 1
3. AnEA 4515 | 0.928 | 0.888 | 0.570 | 0.706 1
4, SFTANE | 4473 | 0.973 | 0.893 | 0.596 | 0.733 | 0.784 1
5 Aolge= | 4.378 | 1.133 | 0.954 | 0.614 | 0.728 | 0.704 | 0.718 1
6. Txlawt 3.949 | 1.432 | 0.971 | 0.535 | 0.592 | 0.571 | 0.633 | 0.717 1

4.2.2 9774 AA AF
AT AFEEEe] AlFA
Ao AFHo] Ao WAeR A7
= o <x 7>3 Zrh
AFEAQ] 7HEA4 Aos Aurd A4 g &
of AAo=EZH YR AL 24 FZ
=0.351, p=0.000). 2 5%
=0.240, p=0.000). 22]v} AFZFAE= AH(
tH(B=0.010, p=0.990). z2]a 7Md 29 ARFOEHN =24 FHS 454
e A(+)e PGS wHH(R=0.401, p=0.000). =3 Ezj4d *4
of Solat A(+)e F&FS WX (3=0.244, p=0.000), AEHEI AL
frolet A(+)e] dFS AT (B=0.498, p=0.000).
agla o A Jos o R g v 29 AARFoEHN EEA FEHS A4
o A

SEAo] Fo3 A(+)9 PGS vF(B=0.710, p=0.000). 1} B4 FHL
AapEdel A+ 9FE MAARE fFolstA= & dtH(B=0.139, p=0.067). 17
U BeHd FE0<0.DAME FolF 9FS vAE Zem HA HY aga
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