HEAstol HM192! H|[15, 2013. 3, pp. 45~68

Journal of the Korea Real Estate Analysts Association
Vol.19, No.1, 2013. 3, pp. 45~68

QuIAIE MHAEZR I Jlidto 25t 7
- B2B MH|AZE T MAIE SE2=E -

A Study on the Scale Development of Office Building Service Quality
- Focused on B2B Service Quality and Industrial Goods -
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< Abstract >

Until now, office building service quality has been researched on the relationship between service
quality and customer satisfaction based on the SERVQUAL and SERVPERF model without the
distinction of consumer goods and industrial goods. However, office building service quality is to be
made by research focusing on the difference from service quality of final consumer goods, because
the office building service quality is involved in production cost factor.

This study carried out the new establishment of conception of the office building service quality as
related to production cost factor of B2B marketing in the industrial market, and developed the
measuring scale of service quality based on the IMP Interaction Model of B2B, and studied the
causation of relationship satisfaction as the industrial goods.

This study explained that office building service quality recognized by tenant in B2B market can
divide into service-product quality, economical quality, interaction quality, physical/fenvironmental
quality, image/mood quality and access quality. The 19 items were used to measure the service
quality dimensions, along with measures for the 6 conceptually related latent constructs, and
investigated that the most importance of relationship satisfaction was the economic service quality.

This study can be new research and differentiation as to the existing research on the point of the
economic aspects associated with the production cost, the interaction aspect, the psychological
aspects associated with such as images and atmosphere of building focusing on company style
tenants.
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(2) 7AA14 4 (economical quality)

B2B Z4] Rl g AlE AH|AE
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a17] wiizoll olHgk Aol oAM= HH
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548 FAARS T R0 Fad
(Brady and Cronin 2001). <28

Sk FE2 ER HE, AE oakaE, Wi
o orkaE, AEERle AT =9, AL 5

ol

(5) =243k
%g]x% _-g]_ﬁo zo%ojq_ /\H]Z}—A B‘E‘AE
Zpakalr] sk 7194l BAIE 4 e Al
Aol BE]d QolE5w zw AN AHE 2

of 4, 7hrel 2l WA, AR, 718, T

FZ(physical/environmental quality)

A<
2
UKBitner 1992; Davis 1984; Kaplan 1987). &¢]

924

487 FAL S IR ANT %

3} 343

d, TARRRYe] TR, defoly 2t
o~

(6) oA =271 #4(image/mood quality)

Mehrabian and Russell(1974) AH[AFE0] 1t
8 Hol=t 99 7]HH 7m ArslEA ] A
M7F QEFE vRIveE Als FekaL ik 84
Al e S-0-R BES ofgsto] 84, SN
W g dEe] oigk ARl ASvAE i
slod  $ftMehrabian  and  Russell  1974;




Qu|AgE MH|AZE AT Jfdol| 2heh 97 - B2B MH|AZED MARISE A= - 55

Mehrabian, 1980). o|n]x)/&9]7] F4S =As}
= gL o] denim Aol B4 TRl &
el 7+ WA Al BESRe] Al Al F
= ARAolY 7 A0l wk-gon| BIYAaf5eo)
:];q_: T

Zsabe] Htol} 41§ Foltl

(7) ¥AIM(relationship satisfaction)
b T S B L B I e e R

po] Qe AulaEde] AN M

ke AE Ash AR o2 Yoish 24
el BAS Eslo] o] ZWalal 9JrHCronin

and Taylor, 1992; Parasuraman et al., 1994). ¥
RS o] MRPAQ AgtelA BB AFAA
FHd ZAA Y (relationship marketing) 2] FA7)
Ao A|715]o1A4 gk} Lusch and Brown(1982)
& WSS 7Y Al loM At vl o)
1 7del ez Aoleisith Han,
Wilson and Dant(1993) &2 ¥A|¢] 542 vt
9 AEUE Zh= Zlolet sto] 4T AlF el g
7 Wy weHAE AXEeItE A
= %Xéﬁ}* ?‘%}%% A8z Al W
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QIAYE F 1137) Y 2e= CBD7} 4170

(& 3) HEzAt 74

| zgpaEan | 70| ax
= 2y

AR YE 7 4 A= 74
AT g za | s | e A
NEEEE - KRS
= | AEEs 2 5 g7E 74
S EeHed | 0 | evE
e 4l 6 | enE 74
A W= 4 ZgAE 74
0y Juras 5 AT
A=kl B} HEt 1 HEAE
914 A} 2 FE
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b6 SSiretoiT M19E M1

2 SRR ovjauge) By

) S 8 3] 54

& el SHe AlEe SAS BN, WA
o] 50%, oide] 50% = Lrebstom, gte] A
A7t 31.8%, A o)

[o5

[\S)

) WHe] 54

Sk 2R 23)2ge] 542 CBD
7} 36.0%, KBD7} 30.0%, YBD7} 34.0% 2 U
o] 2AA= CBD7F 7MY W Ao = VT
o] g Qo] 75.0% = 7R Bk,
g o) 11Z4 20% ©J8}7} 71.0% 2

== =1

Y= ARIo] 55.7%, =T
o] 11.4% = YERTh 3JAke] 8- AFAAH]~ 71 wokan, 21594 305 ©lek7t 27.0% = 11

o] 40.4% 2 7P WL thro s SR Y oIM 205
A ARSIl A Yeldth SEA 2 3] B2

Ao e <E 49} Lok

X

ol thiig At ek o

10,000m* ©]% 30,000m" H]Tro] 58.2% =

woform FFUEE 20\ o]Ak-30d mvk

1S5 AA—
4 9 3je) 54
T I SHAE(%) T 3 SHA(%)
. i 1?5(%9.4) o= 715} 27(8.6%)
Jd o1 159(50.6) A 314(100.0%)
A 314(100.0%) 2719 162(51.6%)
Az 12(3.8%) Aol 4714 93(29.6%)
/271 32(10.2%) N1 59(18,8%)
ARF 34(10.8%) Al 314(100.0%)
el T8/ EY 34(10.8%) A 175(55.7%)
s/ du s 8(2.5%) 49 A} 100(31.8%)
AHAATHI 2= 127(40.4%) K SE| 30(11,4%)
74 4/71<d 21(6.7%) FHA 314(100,0%)
WA H] 2 19(6.1%)
(& 5) uge) 54
T & SEAT%) | TR f ¥ SHAE(%)
CBD 110(36.0%) =T il 314(100.0%)
A KBD 91(30.0%) 10,000m ©]2k 49(15.0%)
YBD 102(34,0%) 10,000m]% 20,000 m™] 7k 89(28.3.0%)
o A 303(100.0%) | 14 g 20,000m'e]%F 30,000 m Pk 94(29.9%)
ARS8 21(7.0%) TN 30,000m0)4 40,000 mm]RE 57(18.2%)
. ol Ag 227(75.0%) 40,000m’ o] 27(8.6%)
TS AdES 55(18.0%) g A 314(100,0%)
sl 303(100,0%) 106 mjRk 19(6.1%)
115 153°]3t 103(32.8%) 733t 106 o] 20 wrk 79(25.2%)
163 205°]3t 120(38.2%) d 20 o] 30 mwh 152(48.4%)
= 21% 25|35} 67(21,3%) (12 30 ol 40 o)t 40(12,7%)
26%  30%0]3} 18(5.7%) 715) 40Qd o)A+ 24(7.6%)
315 o] 0(1.9%) & A 314(100.0%)
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58 E=MEtoiL 197! M1S

(F 6) ARFTNF A4 91EN 2x
factor loading ST
H}-3]
1 2 3 4 5 6 %L{
S|atul-gEztel 71(F A1) .852 .091 116 074 .039 .019
Blatolelel] 71 (7 A12) .828 .064 .230 .098 .065|  -.070
ddlEe e ddBETt AHFEAR) .824 .079 -.149 119 .055 .087 ] .898
Fdehl= v dgun AH(3A4) 811 145] -115 182 .068 070
BBl 71 AIS) 782 158 312 116 012 .020
A1} IHEE AR (FE1) 153 841 219 1206 113 079
Axpelzt A&l QAT (AF2) 121 778 171 1288 .089 227
dzRele] FEE7 Q3 =EH(dE3) 177 765 1205 266 264 .050| .901
AARRIE e FAFIAL AR (F54) .220 738 154 .033 34| -.007
Aol Al WHg gBm=(d=s) -.020 662 135 .366 043 299
o] FchA ZHZHelR1) .067 .148 .882 .169 .235 .058
A5 djolde] mi=EHl YrlI(e] & .088 165 .876 146 215 114
A=) Thdnlel E5A4(0]3) .087 201 846 194 238 043 99
28 donfa - IEAREA (0] R4 066 208 744 156 126 237
e g e Al Al (A7) 155 .230 189 .790 .203 211
Azfelo] Pal= AR AlF(X7d2) .192 275 151 763 .200 205
A olaL xpHSIE A 2R F(Ad3) .169 232 .293 .669 .261 .034| 885
Azple] ENRS SA] A2 (x7d4) 200 4119 105 551 165 230
QPG Anl= AIE(AS) .345 .239 127 .527 .256 .256
Agshe A= HEH(ERH) .038 171 204 2360 773 165
g APl st Hm(E3R) .063 135 219 .355 737 231
AFsh= AAE] AN (EE) 044 .193 267 1285 .703 341|908
Uy Aejuole|e] 2F HL(EFH) .079 220 .200 .198 .625 435
U APdES] o] A (EES) 1120 284 .403|  -.075 615 147
Uy f1x]e] feElst A=(FH2 .000 176 122 125 1126 .862
Uq AFEe] $2 A=(FHE2) .023 .084 .089 .238 221 .830| .887
U WR-g7te] H28 A=(RHE3) 079 .110 124 142 343 797
ofolzll %k 11.234| 3223 2207 1790 1.139| 1.067
Ardr 14.015| 13.801| 13.882| 11.955| 11.948| 10.830
PR 14.015| 27.906| 41,788| 53.743| 65.690| 76,520
* Kaiser-Meyer-Olkin(KMO) : 912

" Barlens] Y4 A 1 2 AAF = 7,362,057, pak = 000
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QuiAE MH|AZE ME il 2ot o7 - B2B MB[AZE D ARIKIE SHe=
(F 7) 718 ZAasd elaclity Ax
A 29l Cg?%z]:d c%\%ii Fhol A& pak GFI RMR NFI CFI
A 2E/ A A 5 5 30.135 0.000 | 0965 | 0.049 | 00967 | 0.972
A F4 5 4 14.550 0.000 | 0979 | 0.036 | 0980 | 0.983
g F4 5 4 16,020 0.000 | 0.974 | 0.049 | 0.981 | 0.984
A F4 5 4 52.009 0.000 | 0926 | 0.097 | 0950 | 0.952
oju|x/2¢7] 4 4 4 28,201 0.000 | 0957 | 0.049 | 00978 | 0.980
424 ¥4 3 3 0,000 - 1.000 | 0.000 | 1.000 | 1,000
BAe] Avs Wi, ASol= BB AMGAIR o} ol AE FAEE 76.5% 5 UEROM,
M 2AE ouaEge] quIAEAS AuAA KMOZE 09122 7] e S4mse] 4%
F 4, AAH 54, Y 74, A 74 o] wigHdsittal & < Utk Bartlett®] 7%
2a)Hekd LA olnx)Eely] EA 6714 ARAE x2=7,362.037, p=.0002>= Lo} Q0%
AAedlom AN SATES 357 & A9 ARge] Addel FEagle] EAgS &
0% ARZAE ANIAR, B4 2B £ otk BAZNE <E o3 2ok
st AulogE FA] 47 G2t 9y EA
570 ol 1719 FAlaRlez Felow, £ (2) N QQIEA(CFA : Confirmatory Factor
A8 F4e] 1071 geo] S22 74 770 Analysis)
53} ek vhe Fu(elFel Mg F4z o By 2olid & A 2770e) ZHFE
gehel 37l FEow ot & o]gsto] 67) Q9ls o R FRlagliA
dAHow Badeuse A0g Bow & Ei) oulauge] AuaEd Hwe] 24
A% sl N2del Pat ol TRl mYe BRYS A ughth A7RYe] T
BAgsn e ge] ArjHon v FB FE A AL ZY MFES teR
& ARt HFA 0w A F4 5 SAlO RIS QIEAS AAletal BfddS
A= A D5 B dae FA5 sk maiy AuaEd e wa
N EYAeE F4 571 3 on| AR 8 S5 HsliA 6719 Zhzte] SAsE
7)#4 4) 9E aElw Hey B4 ) 3% o) el v g £8 ks AREE S
o= F o/l AA81e 277l S8F}ES e Aste] HTHAnderson and Gerbing, 1982).
B2BY) AHIA| B 93] 2e) Au|2EA 3
SRS g Aesls YRR BAN O AL SHRYe) Selaglny
4) 8NA A k(factor loading)©] 0401302 p2 P2 thE MUlAFAALIAE DA Ao s
d 7S nLAH A(cross loading)2}al Al LA A=

Atk A o] 3H - A F(2012)0] st o]



BG7E 3/0=A ARRE(L)7F 00] HolA A9t
T ARkl ErFssich webA SMC(Squared
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AT} uhe
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OJgHP<.05) 4 FESol= HTEEol AL
), Z}zte] #E3 QRIAAES solde] Hojok
ah 7 ool wigtAlsithal & 4 Slrk <&
g>ollx] Hi=nje} 3ol sl‘ﬂ@%ﬂ%l 0.69°11 4
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Ao fomgh Aow ekttt ofed At
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B EAFEZHAVE)S] 7|17 5 ool
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QAL MHIAEY HE o] Bt o7 - BB MUIARET MRS BMOZ - 6
F 8y A FAHes] SAWFY] aQlFslE, AVE, CR #4 23
§ a9l | BFst 89 | BE BAEE | AAAE
s | Y saw| waw | ew | % | M | ww |
B product3 1,000 0.786 - - -
AU 2/
=7 product4 0.902 0.793 0.063 14,301 0.000 0.602 0.757
product5 1.169 0.747 0.087 | 13.383 0.000
economic2 1.000 0.685 - - -
A4 54 economic4 | 1.197 0.843 0.100 | 11,994 | 0.000 0.611 0.749
economic> 1.216 0.809 0.103 11,859 0.000
interaction2 1.000 0.822 - - -
NoAe £4 %nteract%onﬁ 1.136 0.905 0.058 19.662 0.000 0.711 0.820
interaction4 1.117 0.892 0.058 19.283
interaction5 1.118 0.745 0.075 14,884 0.000
physicall 1,000 0.954 - - -
=887 £4 physical2 1.014 0,941 0.032 | 32.069 | 0.000 0.814 0.872
physical3 0.869 0.804 0.041 | 21.033 0.000
image2 1.000 0.914 - - -
ol A/EH7] F4 | image3 1.073 0,969 0.033 | 32.623 | 0.000 0.888 0.919
image4 1.033 0.943 0.034 | 30.209 0.000
access] 1.000 0.884 - - -
A2 4 access2 0.915 0.857 0.049 18.803 0.000 0.725 0.833
access3 0.874 0.811 0050 17.463 0.000

sHHERdA(discriminant  validity)< 3+ FA)L
AR T AR et berl
wAskE Aol el S Wrkehe
o= 7 7F7F Bol AREE T, 1 FolA
. eQl Zt7te] B EAFEHAVE) Y 1
217ke] A AlS vlashs WY
o] Wt} @ol ARgH) Zp7te] HFEASEY
(AVE)®] B5F 3] ARt 29 dhdepd
ol vk & 4= vk
. =

7él—r

41 41 o i o
r o O

EL?’LHNE

2

4. 23|29 o] MU AEE x|
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62 HIMShoL H19% H1S

(% 9) WEeA A5 49
A 228 AAA 4 SRR EoHey | ou|x|/EE 424 =4
=32 =32 =3 7] 2
Au|E =3 0.602
AR A Ea_ 0.287 0.611

A Ag = 0.517 0.186 0.711

=437 %é_ 0.453 0.062 0.266 0.814

olmx)/&-97] =4 0.231 0.092 0.242 0.282 0.888

e R B 0.366 0.027 0.149 0.335 0.102 0.725

AT BN et Aold V1R ATE 3 Bl AT MRS BHUSR S o
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QAL AH|AZZ] ME Jfulol| 25H o7 - BB AH|AZE D} AlIRIZ ZAlOZ . 63

(£ 11) Mu|2F2s RSS2 23

E St R
(J&r?ﬂ BI=)
=
FESAT t-value
(standardized beta)
X8| AA)E
4] fﬁ/ 0.220 6.372
34 F4 (p=.000)
_ 13.810
A EA 0.477
Oxﬂ'ﬂ WE] . (p=.000)
ALE R 11
o%q'% 0.301 8.7
+4 (p=.000)
22257 12.295
ﬁ‘—q—:ﬁ (5] 0.424 295
4 (p=.000)
o|u| x|/ E¢
9] A]/24] 0.245 7.105
7] 4 (p=.000)
- 4.907
XJEL/H S 7] 0.16 .
BT W= 9 (p=.000)
M
= 0= 0,634
(R-square)

(p=.000)A 0= FA %3]t}

ATANRRE 05 92U
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