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Abstract

The purpose of this study is to investigate the components of the travel
websites by analyzing previous researches on the quality of the websites, to
analyze empirically about the influential correlation of these quality factors of the
travel websites on customer satisfaction and customer loyalty, and especially to
verify the moderate effect of consumers' NPS(Net Promoter Score).

For this purpose, based on theoretical considerations, we subdivided the
variables of service quality, information quality, functional quality and design
quality and in particular we formulated PLS structural equation model which
shows the relationship with the moderate effect of NPS that is an important

predictive indicator of business growth, verifying the research model based on
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the results of the questionnaire survey of people who have used travel websites

within a year.
Keywords . Service Quality, Travel Website Quality, Customer Satisfaction,

Loyalty, NPS(Net Promoter Score)
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oW, VIF #2 smtew Figel A7 fle Aoz Sl (Hair et al,
2016).
<E 3> gAA 21iy
g4/ 1| 2| 3| 4|5 |6 | 7|8 |9 |10|11]|12]|13
SQFL | .728 | .116 | .194 | .095 | .185 | .224 | .027 | .176 | .067 | .096 | .160 | .146 | .127
SQF2 | .820 | .058 | .174 | .089 | .080 | .160 |—.005] .078 | .063 | .140 | .112 | .143 |—.050
SQF3 | .742 | .085 | .170 | .048 | .042 | .203 | .101 | .080 | .148 | .134 | .213 | .134 | .098
SQRI | .031 | .797 | .134 | .017 | .029 | .090 | .025 | .029 | .090 | .016 | .243 | .067 |-.137
SQR2 | .188 | .703 | .093 | .084 | .168 | .083 | .116 | .055 | .055 | .275 |-.100] .082 |—.003
8] | SQR3 | .035 | .683 | .098 | .273 | .082 |—.011] .089 | .141 | .062 | .036 | .163 | .071 | .180
%73 [SQREL| .146 | .149 | 776 | .113 | .123 | .109 | .107 | .169 | .076 | .171 | .189 | .118 | .017
SQREZ2| .198 | .125 | .818 | .110 | .124 | .017 | .052 | .072 | .071 | .125 | .124 | .094 | .020
SQRE3| .147 | .065 | .811 | .049 | .140 | .123 | .092 | .071 | .085 | .146 | .137 | .122 | .108
SQCI | .210 | .193 | .064 | .737 | .092 | .133 | .158 | .105 | .016 | .112 | .166 | .147 |-.073
SQC2 |-.034] .072 | .154 | .747 | .146 | .036 | .048 | .083 | .095 | .300 | .009 |—.013] .229
SQC3 | .076 | .100 | .077 | .777 | .141 | .134 | .238 | .170 |-.015| .162 | .104 | .130 |-.126
IQIL | .057 |-.016] .085 | .103 | .798 | .066 | .079 | .106 | .054 | .100 | .046 | .132 |-.030
IQI2 | .121 | .067 | .071 | .101 | .838 | .102 |—.028] .141 | .079 | .113 | .019 | .032 |-.010
IQI3 | .111 | .160 | .093 |—.006] .752 |—.008| .175 |=.005] .01 | .129 | .129 | .058 | .086
1QI4 |—.041] .054 | .123 | .140 | .643 | .109 | .071 |—.066] .114 | .024 | .263 | .159 |-.047
41 | 1QAL | .206 | .151 | .078 | .072 | .075 | .805 | .025 | .155 | .117 | .097 | .115 | .081 | .158
%74 [1QA2 | .098 |-.068| .058 | .103 | .093 | .824 | .084 | .117 | .170 | .127 | .117 | .078 | .003
1QA3 | .245 | .109 | .106 | .095 | .109 | .781 | .148 | .140 | .061 | .106 | .128 | .124 | .028
1QS1 |—.047] .072 | .120 | .083 | .126 | .156 | .854 |—.007| .084 | .142 | .063 | .036 |—.064
1QS2 | .085 | .117 | .017 | .142 | .081 |—.036] .794 | .085 | .045 | .086 | .060 | .030 | .189
1QS3 | .058 | .007 | .078 | .109 | .057 | .104 | .857 | .092 | .095 | .066 | .099 | .090 |-.047
FQS1 | .059 | .119 | .065 | .057 | .071 | .163 | .074 | .863 | .051 | .083 | .083 | .079 |-.040
FQS2 | .055 | .043 | .101 | .104 | .142 | .093 | .105 | .824 | .099 | .125 | .107 | .090 | .028
A28 | FQS3 | .162 | .031 | .097 | .135 |—.028] .110 |-.002] .769 | .139 | .056 | .161 | .144 | .056
#4 [FQCI | .069 | .096 | .076 | .052 | .084 | .154 | .042 | .093 | .835 | .092 | .029 | .047 |-.016
FQC2 | .065 |—.028|—.002|—.044| .048 | .079 | .075 | .085 | .808 | .090 | .118 | .049 | .033
FQC3 | .077 | .123 | .131 | .078 | .088 | .057 | .095 | .080 | .823 | .169 | .052 | .073 |-.020
DQL | .130 | .131 | .145 | .030 | .050 | .172 | .193 | .107 | .106 | .570 | .300 | .275 |-.222
oy | D92 049 1069 166 | 074 072 [ 106 132 | 082 | 144 |.775 | 058 | 198 |-.122
L7 DQ3 | 099 | 036 | .086 | .160 | .043 | .101 | .036 | .060 | .112 | .801 | .118 | .100 | .015
DQ4 | .043 | .086 | .097 | .160 | .138 | .051 | .007 | .059 | .150 | .768 | .226 | .091 | .131
DQ5 | .183 | .083 | .072 | .148 | .218 | .035 | .148 | .093 |—.011| .645 | .110 | .119 | .256
SAT1| .138 | .206 | .234 | .135 | .190 | .178 | .091 | .225 | .048 | .254 | .628 | .107 | .121
71 [SAT2 | .142 | .049 | .184 | .148 | .124 | .111 | .116 | .153 | .074 | .208 | .758 | .181 | .069
W 'SAT3 | .245 | .139 | .155 | .081 | .180 | .128 | .105 | .123 | .130 | .225 | .714 | .123 | .081
SAT4 | .244 | .209 | .134 |—.016] .294 | .233 | .070 | .180 | .155 | .261 | .515 | .205 | .067
LYTL | .103 | .108 | .152 | .075 | .083 | .122 | .046 | .151 | .080 | .170 | .105 | .791 | .135
4= [LYT2 | .178 | .091 | .067 | .055 | .184 | .066 | .032 | .039 | .032 | .208 | .166 | .800 | .039
LYT3| .101 | .023 | .097 | .104 | .124 | .076 | .088 | .145 | .082 | .152 | .090 | .817 | .070
NPS | NPS1 | .137 |-.008] .156 |—.001|—.027| .217 | .073 | .030 |—.008| .082 | .214 | .311 | .709
R A9 2% [57.93273.757145.99868.844]15.354127.745/52.02439.944/63.658] 8.296 33.85221.601[76.090
KMO i A3 e 0,901 Bartletto] T84 A4 gola+ 0.000
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<E 4> @AMe] CR, AVERT Z4wse] 243t

89 SA3JE | AHAZF | AVE | C.R. R? |Cronbach's | Communality | Redundancy

A SQFL_|_0.896

A [TSQF2 T 0.871 ] 0.780 | 0.914 0.859 0.780

©ee SQF3 0.882
SATI | 0.862

wapps (SA12 L G807 10752 | 0.924 | 0.601 0.890 0.752 0.126
SATA | 0.852
QST [ 0.897

B84 Q52 [ 0.837 | 0.768 | 0.909 0.849 0.768
Q53 [ 0.894
DQL | 0.787
DOZ | 0.831

el DO3 | 0.824 ] 0.656 | 0.905 0.869 0.656
DQ4 [ 0.846
DQ5 | 0.758
SQREL | 0.906

W [SQREZ | 0.883 | 0.801 | 0.924 0.876 0.801
SQRE3 | 0.897
FQSI | 0.889

1ok FQSZ_ | 0.889 ] 0.771 | 0.910 0.852 0.771
FQS3 | 0.856
SQRI_ [ 0.813

N [SOR2 [ 0.774 ] 0.630 | 0.836 0.706 0.630
SQR3 | 0.794
FQC1 | 0.876

BEY! FQC2 | 0.815 ] 0.743 | 0.897 0.827 0.743
FQC3 | 0.894
Q[ 085

414 q2 5215 0.655 | 0.883 0.824 0.655
QU [ 0.760
QAT | 0902

484 QA2 | 0867 ] 0.794 | 0.921 0.871 0.794
QA3 | 0904
IYTL | 0.891

4% [IyT2 [ 089 ] 0791 | 0919 | 0.260 0.868 0.791 0.205
IYT3 | 0.883
SQCI | 088l

Ay [SQC2 | 0783 ] 0.728 | 0.889 0.814 0.728
SQC3 | 0,892

<X 5> Fornell-Larcker 7|5 w2 #HHEEA
292 [HARIASA|HAPARSAHABAFFAEHE 24| NPS |AIA 718 334 R F A EH-A
T Xl [0.810
H&%4 ]0.350/0.862
Hord 10.333]0.2820.878
2 gHA] 0.380]0.323]0.386[0.891
A HA] 0.367]10.23710.231/0.28410.809
T4 0.329]0.22710.214(0.268]0.262|0.876
=A% 10.489[0.239[0.339[0.349[0.344(0.223]0.890
2= 10.605[0.343[0.456[0.503[0.469]0.328[0.510] 0.867
NPS 0.271]10.097]0.196(0.3260.136]0.154]0.402| 0.382 [1.000
H]A 0.47310.199]0.358/0.349]0.351[0.378[0.336| 0.436 |0.181] 0.853
71243 %1410.429]0.290[0.364[0.526 [0.324]0.206[0.432] 0.572 [0.358] 0.347 0.883
REES 0.369]0.24710.27410.275]0.300[0.259[0.298| 0.458 |0.132] 0.406 0.341 0.794
WS- X 10.445/0.273[0.328[0.343[0.358]/0.272[0.386] 0.551 [0.299] 0.364 0.498 [0.381[0.895
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A E| NPS
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_ONME
H =

Hed REAREARA R I T 78 d S8R HA

7H4
A4

2JANHA

VIF |1.410{1.861| 1.593 |1.654|1.387|1.637|1.262|1.261|1.397|1.908|2.599 |1.630|1.340

4.3 77149 HA

Folot.

S

<3 7>°] A

i

7}

T

L= e A

B
v

ol |lolw| v|o|lo|lo|w|=|on|xn|o
R v ||~ || m
S | (N[N | TN | F ||| N
o2} )\ c|lo|lo|lo|lo|lo|lo|lo|lo|lo| o
i~
I o |l © Slom|lolo|lw|la|loc|lw|o|w©
™|~ ||| ||| N|0]| 0| ©]| >~
< || = SleleleleldHlelel<el =
x c|lo|lo|lo|loco|lo|lo|lo|lo|o | o
~— N— ~—
D) ol ||~ A|lm|o| || w]|
= S|lojlo|lo|lolo|o|xw|lol|lo| o
== el ele|lelTdlelnele|e
- c|lo|loco|lo|lo|lo|lo|lo|lo|lo| o
oF A % %
) 0|l H|lo|~|~lo| ||| —]|
= clola|laa|m|n|lo|~]lo|lo | o
R S| N[ || RN AN
~ |l lolaa|lN|m|lo|loo|o|lom || m
~~
— ol |on|om| | o <t )
MAF o] =] ||| o]~ S N R S
w T N3]l lee|le| ==
clo|lo|lo|loco|lo|lo|lo|lo|o | o
%rﬁ
I I L I B L RE R
AR AR R R
|| TR | TR (Mo | T | AR
o HlH | H | H|H|H ? B ? 5 H
o H H ﬁ a % H N ﬁ 70 a %
T || ||
K| AT o0 B | | o | R | Ho | W | oo
TRl || |H|E| T ||
_
N

P<0.001

EEEN

p<0.01

* % |

p<0.05

_’|7_



FzR3o ARAGe BA A, A, AH|AEAo] IANE A (+)9 JaFS
)z Zlelgts 7HaHI-1~4014 H1-3 HAgdo] uAFHe nA= e 7|74
N3 7HEAHI-1~2,4 A=A, 7HA3AE, w38E AR Fo3k s F=
Aoz usith &4, ARFdo] uANRd A(+)o FFS A Folgk= 7HAd
H2—1~304 H2-3 &F7do] aARtso] mA= 3 724y 7HdH2-1~2
BEA, AL aASRo| Fo3 JIFS F= AR Ugrh AR, Al="EA]
AT A (+)e] FES wH Folgt= 7HAH3-1~2¢14 H3-1 F&o] gt
o wA = GFE 71U H3-2 BHodS aARESo| fogk s = A
o2 yskth UAl, fARIEFZe] aAwEd A (+)e] dFS v H Zolgh= 7HHA
= AYEAT OAA, aATrSo] TR H(+)9] FEES mH Folgke 7HAHHS

= A E A

4.3.2 NPS(Net Promoter Score)d] =&dad &4 HA
NPS zdaxe] 7Ms AxE <E 8>o Atk o= BAsd AA, 7

BATEYNA nARFo] FAPE A= FFe] AT 0

=4, F 23 TR ARENS FA Aol a1 FAAEN FR

04172 JEhgem, NPS9F SAEY] AR2AGTE 0.243%2 YERRT. 9

F= 0
AFmdol MAieES YeEhE RUFS 0.31002 Yelwrh a8 AZ7F 98k
AF3st7] 9ste]  Resampling 3¢S 500032 AHAAsn HFEAEHH
(bootstrapping)S 33 Ay uANEZy A E7F] t—3S 6.2830]2 p—value:

0.000, NPS¢} SA4%=7FY] t—3k& 2.9700]3L p—value: 0.003% YEhY F H=7}
frolshs o 4 Atk AA, FEAE Rl g RS s AeA ank
Z3} AT ARAFTE 048602 UEwtow NPS9 A E1re] A=RAS
0.323% vttt 28 AsAE ade] ey deE Uele LE%#*NPSQ}
FAEY ARAFE 01982 dveEigt, drrde Au#Ees yYehle RgS
0.334% UERRETE :Lﬂﬂ BRI} FoeA ] HAAAY AN FAAEFY] t—gk
2 8.9589]aL p—valuex 0.000, NPS¢} Z=A=7He] t—
0.0012 Yet F+ A=27F FI8S & 5 Atk = ﬂ?%*‘{%—*NPSQ} =Y
t—atS 2.274, p—valuex 0.025%2 YeElY} A5 %

Atk olyg A¥e v Zo] M E F k. AA, NPS(=FF

ﬂ

2 A= 5)
v AAFAHE 0.3239] FFES Y. EA, NPS(EFFH ARG )ol o) 174
W] ARASG 0.48600 4 AAWE«NPSS] AEAGS 0.198¢] HalA 0.6847HA
S7ke & AtH(Chin, et al.. 1996). webr] aATo] FAEo| WA= JFS
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NPSol uwg} Gebd Aolgls= 7MEH6S A HAT. ol uAvtSHy FA 71
NPSY =dam7F g Aoz AT 4= gt}
<¥ 8> NPS =#&&y M4 A% 43
o RNEEET
o
@A g gl D Bl B 90%
AT Value | == | Value Far >t
1
7)1 ]
= o ANE > T 0.510 9.561 *ok ok 0.000 0.260 | 0.422 | 0.598
7
2 B ATE - ZM T 0.417 6.283 ok ok 0.000 0.307 | 0.603
= oo 0.310
A = NPS — &M © 0.243 2.970 *k 0.003 0.108 | 0.797
DATE - T 0.486 8.958 ok ok 0.000 0.396 | 0.575
3 o
AERrgat ]
= e NPS — AT 0.323 3.315 *k 0.001 0.334 | 0.162 | 0.484
Al =
DZATESNPS —
_ 0.198 2.2'74 * 0.025 0.054 | 0.341
EHE

*: p<0.05  *x: p<0.01  =*xx: P<0.001

4.3.3 NPS(Net Promoter Score) &4
7194%S d&st=d £Q% dIEX|E NPSSAH A=k
FHO G N &S <F 9> AU

flo
A
oo
:;1
e
ul
M
i)
=

FHAaM] AHE A e HAoR YEY oW, SFEFHIMASE 62,99
TE Y ol FH ool vy w2 Ao & 5 Qi
<X 9> TFFHIAAS H&
NPS FH TR H| =3 117 2 A
H & (%) 240(77.4) 25(8.1) 45(14.5) 310(100)
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