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Abstract

A study of service quality for the disabled and
effect of provider characteristics on service quality

Purpose of this study is, first, a analysis of service quality
concept and it's perception process on perspective of service
user. Second, a development of a scale of service quality for
severly disabled adults. Third, a research on the existing state
of service quality for disabled through the developed scales.
Fourth, a exploitative analysis about effects of organization
level on the service quality, with compare to effects of in-
dividual level.

From the results of these analyses, this study suggests finally
a necessary of addition on the ‘participation’” as a scale item, a
necessary of a political interest on the service processes in
quality administration of government, instead of service out-
come and a necessary of a practice training of service persons

before the service delivery.

key words: user—oriented service, service for the disabled, social
service quality, provider characteristics
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o|F H|wslo] X|Ztd it 7Rt WohE o]AE AHA 4
2 210 = sAsk= WHAlo|th. SERVQUAL 23]
BAE YR st AeA9 AEE &6 SHEHY, 24
A Hr= e Fogt o A 5ok et e & =
ko] A& Alo]9] 74 BAE AL & AAHt AR & 27/ =0z
T/=0] ot SERVQUAL Z¥S 283t HEX]9] 7 &5 He4e
NEHOE AMEE = T AUEZ 89 & 9o HAREEQI A
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= = =9 HE | SERVQUAL
o zgM | 5 gex 2y | 3555 00 e
Parasuraman Eﬁgﬁh 208~ . Parasuman, B4 N
et al. wejoL of) | 487 Zeithaml, and Berry| L% 2270 d=
(1985, 988) a]"?j i (1998)2F A =
T
Efo]o] AEo] T2 ANE of| ATk &3
Carman ofst FRAlE, | 74~ Parasuman, ZEE] 10~177H
(1990) X3}, HY, 600 |Zeithaml, and Berry| Z-8=+= I=
a4 (1998)¢}F F-At FES7L
) Parasuman,
Flnn(?g&l)_amb Oqaluﬂ%gjg] 5689~ Zeithaml, and Berry| ¥4 Q& | 2270 &&=
- (1998)9F A
Babakus and . . Parasuman, —;fé@ -
Mangold(1992) He 443 |Zeithaml, and Berry| ®@C& | 157 &
(1998)2}+ F-A ik
Parasuman,
%Zblfekrt(]f‘gggj €T14§7Ef 689 |Zeithaml, and Berry| 917 @& | 227 3%
i (1998)2F 44t
. =3, TIAlE, Parasuman, -
Tcaryﬁg'r% Sgg) AErz:, 660 |Zeithaml, and Berry| "9 8 | 227} 9=
HAERE (1998)2F At ”’
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Brensinger and Parasuman,
Lambert  |A&eE AH]A| 170 |Zeithaml, and Berry| ¥7 2 | 2271 =
(1990) (1998)2F A+
O'Connor et al Parasuman,
osy | 3d 775 |Zeithaml, and Berry| W7 €% | 2274 3%
(1998)2F A
olerzzy |28 AT Parasuman, :
7II|-|°'(1992) 9, W3y 5| 1,577 |Zeithaml, and Berry| ©74 g% | 1070 3=
= 107] AHd (1998)9}F A
& AL
NETS -
G SEANE | HAEXA | MHEEXM |cronbach’s il‘“-lJQCI’ ~ BfEd
o 2l
B 103 HxojA
arasuraman . o . . 57 2slo]
otal. |74 Hz| SwzA 24 |0.87~0.90| 57 4 .
(1985, 989) 0.57~0.71°]
Aolg 4w
- EeR=4d - -
Comon |7 am| BHE | aann | ww 075 e | At
] 578 2F
Finn and Lamb - = LISREL " . A 51
(1991) 53 Hx | AsfzRA; golmA 0.59~0.83 (ﬁtﬁ?ﬂ AAE o &
5,
578 X
Babakus and |, s oW =L A4 N 1= 1AL o} Bt
Mangold(1992) 54 x| QWAL LISREL | 0-89~0.97 (fltZl’owX] At et &
To =,
- ARty 43t
Babakus and |4 5 o 124 5 B35} s
Boller(1902) |78 | FHE | Yyqppy (0670831 “gro Ag'j%;]ﬂ
Cronin and |4 = A | AEA N 210l | AL oF &t
Taylor(igey) |78 #%=| WEEA | roppy (074083 S AL A4 EE
ZulA IE7]
Brensinger and | ;4 x| wzAl | 89124 |0.64~0.88| 57 A4 ;ﬁﬁ;ﬁl
Lambert(1990) 2po] A
5 =1l
OComor st o |72 2w | u=a | BETE l079-092| A AR | AT @
o= _ Mz gl EL, - 1o -
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2) SERVPERF 2%

Cronin and Taylor(1992)= AH|A £ Ad|A =8 Ailof 7|z
SiA SAskH  AEAs L AT-7HE-ERDE /dsiet
SERVQUALC  oigt HjEZ AlZst, AHla F42 A4
(performance)?tC.2 Z%5k= SERVPERF 2&-2 AA|5tA T} o=
SERVQUALOIA AR&H 57] 2Hd9] 2270 P52 Edl= AHls 2
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AHIA A FAZE 14 9] Z¥EA Rl AH|A F&o] gt s YolE=
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7]-%(_11:}1 5ttt Cronin and Taylor(1992)& 719 S4lo] of
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Al A FE0] R ot %t HIEWH SOl shurt
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A FE N I FARA F A FEog AgEo] ik Ay 4
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2EE &, "FSl(whay ol sigste F4olth. tE shel 78 &4
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o FAH)A Bolo A Rust and Oliver?] 32y RdlS 0|83}
A17F AYP=E T et o]Qo= Brady and Cronin(2001)9] ‘A=
', AoAg 4 B9 &4 F4'9 339 2¥ Chase and
Stewart(1994)9] ‘Task(@FE+), Treatment(th$)', ‘Tangibles(F
F4) 9 3T &4 B3P = Sl=dl, ol Al 7HA] A Aot EHSHA

H, EE, AAEE, Sl FoAE 4 AU oj= ARl A F
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i
I

Ao kAl BAS tht gz WS eldely xaHl 1
Folu] & BYS AT T4 AT 3 chRA T ek,

b) =L SSMHIA EEH 1Y

(1) SSI

2L FFHEE SollAE AR|A mRRIET) ShtbE Y A Y, AIRIA|
Fd, 1} 5ol gk Aol AEREHHEA, AAH FE B3 54 B
717F S 85HA AL 24 B7HE At MEE AAEE AZA] FEA
H|A EZAZ]4R] SSI(Seoul Service Index,2005)%230] /W= ALt
SSI+= AIZAH)A F4R]4Q1 SSQI(Seoul Service Quality Index)®
d, WH AE)A F3FA]4Q SSPI(Seoul Service Potential Index)®
Y, AEA PP Au| A9 G3HHSQ] CP(City Performance) g9 st

9 PO YL, 71E ANASE ZAPPAY BAE FE}T

b
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A7 799 A Ade Asg = g
N, A-gst=t 785 AMgE 5 3. ol 71E9] ARl B
Aol BAE SR, BA0] 99l

11— ;(]_.&o]tq 1:]—71—%40] ;(13_37 g

u}. Ss19] 1<) X]E SSQI= AlIEY] AA A 4 2 A 12
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A e SR v
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SSIEGof| A= ‘AR EA ogh= Ahelo] B7hE o] I3 % A9
?—*435\_7]- Z71E=4), SSQI(Seoul Service Quality Index)S] =&}
< HEE, ANEAE, 28FEE, AREERE FE5 4L, SSPI(Seoul
Service Potential Index)= /B4, A, TA, I FHA o=
TR EZE SSIRFIA AEAlYl ATEREQ CP(City
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(2) KCSI-PS

KCSI-PS(Korean Customer Satisfaction Index-Public Sector)
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Figure 1: Model of Influences on Quality of Care in the Social Services
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outcomes
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