analysis = IRA)

2.1

2548

(tratified sampling)

163

(Lisrel)

(importance-performance
2

2.6

50

2548

50
50
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200
(simple random sampling) Hair (1995)
' 5-10
21
22
200 800
.. 2548
6 1 2 3
2
9
.. 2548 202
800
50
5 100
2
(input) 3
(process) 4 (empathy)
5 (tangible) 4
(output) 5
(process) 4
(empathy) 5 (tangible)
4 (output) 4
3 2



0.889 0.979
0.168 0.842

(process) (empathy)

(importance-performance analysis: IPA)

1
11
83.66  16.34
25-30 20.79
207 (.
800
5037 4063
3 25,00
12

46

202

(Cronbachs alpha coefficient)

0.748

0.742  0.924

(tangible)

41 -45
88.61
0.50

(importance)

0.980

163

(relability)

(input)
(output)

32.18

6

16.83

1

2

1.92
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(performance)
(importance)
(performance)
2
(importan) 21
210 01
360 902
(v4)
(v5) 902 (v4)
(v6) 864
() /
(v16) 360
(identity matrix)
Bartlett's Test of Sphericity - - (Kaiser-Meyer-Olkin
Measure of Sampling Adequacy = KMO)  Kim, Mueller (1978
2542) 80 05
Bartlett’s Test of Sphericity ~ 4998.271 01
958
(performa) 21
210 01
462 884



(v5) 884 (V3)
(v7) 363
(v1) (v21)
462 Bartlett's Test of
Sphericity ~ 4627.462 0

958

(importan) 17

136 (1
244 743
(V)
(v2) 143
(v2) (v3) 134
(v4)
(v8) 244
Bartlett's Test of sphericity 7380750
01
953
(performa) 17
136 (1
242 766
(v2)
(v3) 166
(V1) (v2)

749
(v6) |
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(v13) 242
Bartlett’s Test of Sphericity
7049.639 01
961
3 (second order confirmatory
factor analysis) (construct validity)
31
(importan)
, (9@= 12952, df=123; p=033)
(GFI) 0.94 ,
(AGFI) 0.89 (RMR)
0.014 0.01
090 098
32
(performa)
(9@=126.32; df=132, p=062)
(GFI) 0.94
(AGFI) 0.90 (RMR)
0.013 0.01
0.90 1.00
3.3
(importan)
QR 745 d=72; p=037)
(GFI) 0.99

(AGF) 0.98 (RVR)
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0.015 0.01
089 097
34
(performa)
(X2=8339; df=86;
p=056) (GFI) 0.99
(AGFI) 0.98 (RMR)
0.016
0.01 089 0.99
4,
(importan) (performa)
t (matched pair t-test) t
(dependent t-test) 2
(importance score) (performance score)
5 (-0.341 M-0.490)
' Y5
5
L
5 (input) (process) (empathy)
(tangible) (output) 8-11
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(importance score) (performance score)
4 (-0.148M-0.196)
4
4
01
4 (process) (empathy)
(tangible) (output) 3-5

1 4

(importance-performance analysis)
(input) (process)
(empathy) (tangible) (output)
(performance)
(importance)

(importance)
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(importance-
performance analysis = IRA) A C
B D
A B C
2
(importance-performance analysis)
(performance)
(importance-performance analysis) 2
(importance) (performance)
1
2
(importance-
performance analysis)
IRA
L
(importance)

(reliability)



0.748  0.980 0.889  0.979
0.742  0.924
2 2
2
(input) (process)
(tangible) (output)
3
3
(performance)
(importance)
(process) (empathy) (tangible)
4,

(importance-performance analysis: IPA)

170

0.168 0.842

(empathy)

(importance)

(input)
(output)



11

(performance)
(importance-performance analysis)
. scale 1-3
scale - scale 1-5
2 scale . scale
(IPA) 1-5
IPA scale . scale  IPA
(performance) . IPA
2
IPA 2 (importamnce)
(performance)
(IPA)
)
3
5.1
(try out)
(tangible) 0.168
(tangible)
5.2
(response rate) 50
5.3 4
' (importance-performance
analysis) 4 . A C
B D



200

(process)

performance analysis: IPA)

(performance)

C

4

IPA

3
6.1
400
6.2
(empathy) (tangible)
(construct validity)
6.3
9 (importance)

172

(input)
(output)

(importan



L
11
analysis: IPA)
(importance)
1.2
(importance)
(IPA)
2
1
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(importance-performance

(IPA)
2
(performance)
(IPA)
(IPA)
[
(performance)
/
(importance)
/
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2 3
(religbility) ' (Cronbach’s alpha coefficient)
(try out)
(tangible) 0.168
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