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Abstract

The objective of this paper is to find factors of service quality in an Art
museum based on the combination of SERVQUAL and HISTOQUAL dimensions.
Futhermore, the paper studies the relationship among the service quality,
customer satisfaction and customer loyalty using the identified factors of the
service quality. The questionnaire is distributed to visitors from Deagu Art
museum and a total of 221 meaningful questionnaires were obtained. The results
show that the museum visitors’ perception could be best explained by three
service quality dimensions named as Quality of exhibition, Access, and Empathy.
Also customer satisfaction effectively mediates the relationship between service
quality and customer loyalty. Finally, in order to create added value beyond the
fundamental roles, it is needed to communicate with the visitors to make
differentiation from other art museums based on the specificity of the Daegu
region.
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SHUERM | 23 AANA ol F Avshe AsTEsd @ HERe oA
OMA @it Weke Aow BA vEE AAHS %A 9
e} dlZrbEe] AAE Shbel HHAQ FIFEE
TIFEEHAE | ot gHR FHTY nEw FIEARE LTS
TREF N5 714
FHoR Ay % edHs fdveld vizw .
pA 1
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TAH e 9 (2016)
2.3 M= F4 S04

2.3.1 SERVQUAL ¥ SERVPERF

MulaEdE S0l SERVQUALW A0l thEd o= ARgHTh 2n[xke] An|2
71t (expectation) ZF 12 =3 (perception) =}o]e] SA S E3)] AuAZHS
< W7tsles 2 o & Parasuraman et al.(1985)0] o8 7=} GA] AFE F
A Au)a EFAS AT £ Y= 107) 8427F 27 AFE EF dE 898 A9
Moz BIAA & 57 808 &3¢
<3 2> SERVQUAL¥ HISTOQUALSY AH|~ E&A=4 o4

aal 39l
o 51 4 g8l A, A aea 29 9] (SERVQUAL)
mee Frol 84S UWas Aoz FA. 7 = A wd

SERVQUAL 3 AAel AL werm  ZA4Ad ANZEE Alw

HISTOQUAL -4 (SERVQUAL)

o] 2EQ0l (responsive) | Zle] &84 2 179 HAzE AAFE A=

(HISTOQUAL)
344 Mol Al /N EstE BAAF(SERVQUAL)
(empathy) ojgol3} Ao gk ¥4l w2 (HISTOQUAL)
A= AR AR A 35ls Ok4 35 L=
=h=na S 9 ‘J—T% AlH Z_\_% 35 "L:_‘ =g
SERVQUALY] |  (reliability) seisha A < =8 S o F
TP 29 [ gy | A9F A9 9t A9 1w A= F4S F F e
(assurance) 54
BB gy gze A9 e
HISTOQUAL | (communication)

ZoEE 29l NSy

(consumable)

B AF o o3 AFEE AR ASE

At &4 : Parasuraman et al.(1985, 1988)




2.3.2 HISTOQUAL

HISTOQUAL<S Frochot and Hughes(2000)e] ol&] #3723 Muj A2 3
7hell Agtet Jrteigs EE67] A AFEA P 2mEA= 33L9 Fsit
AE Aoz ATE APsA . A+ A I} -84 (responsive), 3 A (tangibles),

A% (communication), 2¥H]4J(consumable), &74d(empathy)e] 5708 Q47 &
At BFH o MU AEA Frle] Hgslvs 428 Won SERVQUALY HolH
EAAE vus] HW HISTOQUAL WA= A3k dolyeo Adx7t ¥ £
Ao 2 Yt (Fochot and Hughes, 2000).
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01. =2 Wi R (e &)

02. F2g3 344 & A 71 (2014)
o5 |03 Sl W EAT WA Frochot and Hughes(2000)
e 104, Fojal e HE Markovic et al.(2013)

05. =oFx}, #ofel, 011?/1_012 & AT H] | Niall Caldwell(2002)
06. ¥ul¥ = 7]dE] g

07. M=d7tAe] A=
08. %oé;\]ﬂg/] ;Gx%x—]

g | 09. S ol xR HEAY H71E 5(2014)
P10, R HEA Markovic et al.(2013)
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12. ¥hsk FA 9 A4
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7Hd H3E #HSsH7] f18] <& 5>¢F o] wpladsE AFedoh winay 4%
S $13l Baron and Kenny(1986) 3&Alol AXl 3] #A&4 3} Sobel testo] &3t AF
s g2 wisfayt =3 WSl Sobel test AAFFEAS U3 2}
axXb

Za
’ \/(a2><seb2)+(b2><sea2)
<X 4> FRYAA B2y B4
A 714 AR Estimate S.E. C.R. pék ) B35
H1.1 GHAH - NEE 0.042 0.066 0.647 0.518 7] 2}
H1.2 A — = 0.147 0.055 2.668 0.008 ) e
H1.3 | AAYE — WEE 0.22 0.081 2.73 0.006 A &
H1.4 T - UEL 0.142 0.067 2.125 0.034 2 e
H1.5 2T - UEHE 0.034 0.071 0.481 0.63 7 2t
H2 W > FAE 0.538 0.136 3.995 sk e

<3 5> Baron and Kenny(1986)¢] 3]#&4 2 Sobel(1982)test 23}

HEEE AT
g | T8 | EF e s AT : . p | Sobel | frel | e
T W | Wa | B o3 test | $F | oI
A | TR | 0.312 0.049 ] 0.395 | 6.366 | 0.000
OCFHA | =AE kA
H31 Lr;; 58 0.166 | 0.078 | 0.142 | 2.126 | 0.035 2498 | 0.000
94 | o5 | 0.034 | 0.082 |0.029 | 0.417 | 0.677 | 7)
MEs | 0.423 0.104 | 0.286 | 4.057 | 0.000
A4 | W= | 0.255 | 0.037 | 0.418 | 6.819 | 0.000
LA | Z=A L 2F=]
H3.2 ;;; &8 0.116 0.060 | 0.128 | 1.914 | 0.057 3563 | 0.000
44 | g | 0.004 | 0.064 | 0.005 | 0.067 | 0.947 | 7}
nEE | 0 0.437 0.105 ] 0.295 | 4.145 | 0.000
R
91 Y% | 0.358 | 0.040 | 0.514 | 8.874 | 0.000
ki Ol
H3.3 A A ) 3.331 | 0.008 ) 7
FAE | 0.195 | 0.068 | 0.189 | 2.852 | 0.005
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