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A7 E AE AA A7, AEA BeA Az ANFA A7 37

A HFE el AR AThe Qe Awmaa Sk, 2013).

A, AFE FAste AFRAINE  #ALH 7 I (administrative
effectiveness) AF ol A whebR a1 GH |7 o &F(capacity) s 723kt
AR E AR S5S S8 F o ¢

stER 48k #e] dFge] £F w2 AIE olEHo ¥ £ Qrta
et A #AEldFe] FrrE B A =28 AT -

1 ¥ t}(Ingraham et al., 1999).

=4, AdFA A4 A Aoz A% AE Aded 2HE
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gy A FAA A A ANk
= Ad}(Yang & Holzer, 2006). o4

2 19 o]
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Aotk Hrol, Aol g AU Az 8| AHAE} AAEE
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displacement) &7o] A& 754 %= EAgth(Bohte & Meier, 2000).
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o] A2 AHEIE oA4E9A AdFE T2 A=A (how governments
=

59 o] LA Ygrte A ANAFEE AlZFE QAT 9



s}

=

HolFEA RgomK, AN AAe] HF S ARl
A4S FRay] oHUGE g AAFATHo &
Coates, 2004). ol A4 AR g A7 A4 o)A

Aol

HAste gAE9 45, A5 B8 AAS 54 JAol AWz E
Fz3ta dtHHo & Coates, 2004; Yang & Callahan, 2005; o] %}

2011). ol A7ZFA] =23 &5 Aestd v [& 39 2.

[® 3] BFAT e F8 dF A%

T AEH Az A9gF4 #EA A% AlRFA Azt
AT | FYE ALE gy
_ S o AR s =T AE7F A9A =712
z=7 | & #Ags=r1?
A | gEzZe gR #e AE-z2 dEol ot Qg5 o] ATl A
o | 9% NEE 9 2A0E 2] = gk
a2 g8A4
L 4A mgda mayg | AR A9 oA
= (administrative ) ) ]
54 . (policy effectiveness) (responsiveness)
effectiveness)
- A g Fy FEAd bR ol A 9] FHA A Fx
w3
He] B8 # AEA 4] oEw | d$ B4
0 193 (2013)
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she] Apgle] gebgel wek HH5E W)

:l—b:

T

r

ofe Ak geiiY. deH Aol =od Aol ARAdIeE F=
#2] < (managerial strategy)ol Z3o] w3 FA-371HAT =, A
e = dd A dEfe 48 o R AdEHAY o714 B
Adefolgt 32 TQM(Total  Quality  Management), T-F%7

(Reengineering), % 359] o] 24 = (Performance budgeting), F A <3}t
(Deregulation), %13} (Privations) S°] X3¥tH(Cohen & Eimicke,
1998; DiLulio et al, 1993). o]&J gt o] 7hadld o]+ #g o ol
= AR vE olojd Ak 7Mool HAEAT] wEolth

Abol o] QIAAAE AFstele A5l AP 7] ATt oo
A AR5 aRds vt onl F98 He AR FEE
SAE maAolgte Aotk S AdA A ERE A7)l T
xAel Atgl2 v=re] GPRA(Government Performance
and Results Act, 1993)7} 5 ¥l ol A=A & A (strategic plan), 73
A E M (annual performance plan), X213 A3} H 3714 (program
performance report)®] S F3 AT dHbA < EA(goals),
TA A el &3 (objectives), AH4 A3} 3%

& = A 55
ot AR S HrtslE Aolti(aH A, 2013).
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ANAH FFAIH] 2~
k=5 (satisfaction),

T

R

9]

o 2]
of i

N

=

=
e

]

u
-

1402 A

A

e Holok,
A543 3 (perceived outcome), BH A

¢+

of )& AlF (confidence) 5& =

A2d AFAT HE

=
En
T
1A
N

ut

=)

0

m-

0

13
Sf

7 ol

B
o

)

o] #A

—_—

& Amel ¢

5 A

g7 2ol o

A

IR Ea=

o

weg

Z)-
=

A
A wjr}

-

o

JEENEER

REENERS e

=
=5

of gk zt
k|

7h

Eal

[e)

§ 235 o] grl(Aberbach & christensen, 2005; Kettl, 2000;

Osborne & Gaebler, 1992; Ryzin, 2007, Morgeson & Petrescu, 2011, 2

WA, 2013; A=, 2013). 719 AF

A ]

(2013)

IS

[e)

RETARCTA

o
J

of 9

=

A,

=
iy

=

3]

A

Cronin®} Taylor(1992) <Al Au] 2o Tt

(A 1]

=3
"o

el
T
i)

)

)

=
=
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AR 5o oj| A=

)

—
fIfe)

|
HH

Sl

3t Absl el

il

O

—
fite)

JJo
~

E 4] (DeHoog et al.,

AT FAA
A Z(Hero & Durand, 1985), A2

-

&

o] &
v 1

i
E 4 (DeHoog et al., 1990), AH]~ #HZ(Fitzgerald & Durand,

ko] 7

HO]- xé

1990), Al

=R

(Brown & Coulter, 1983)

A 5

—_—
o

el
il

o
o]

] o] & (expectation—disconfirmation

i
M

=
=

Ea

Aol ofulel Aldol BAE Au]x

3 = AT

theory)ell <4

1
T

SRR E

CEE

il

{ﬂ.

of i

Aot (Brown & Coulter,

T zobll AE&HEA FEMHLY FaxtrA AR

o A}

-
T

°
T

1983). ©] °]&

ofw A

=
=

&AM B &

REVARETA
(¢}

o]

"|_

e o

o] =
BA

12}o]

A

bl glol A Hlw

7t Aahge ol el BAE A

A 71w

[}

==

st EATE T

ks
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1|

(cross—sectional survey) ol 4|
ATk A Bt

&

1

A4 o] A Ryzin, 2007).

-

(24 4] ZFA o o

]_

| Hop Al A o= Al

t}HRinchins, 1979).

°©

[

(Subject)

T

K-

B

(Object)

T

=

0

AE],
EVLN

cBsol od o

| BNl

R

H

Aol weh <17

}

BEC
(Satisfaction)
(e}

A

-
R

o] A

QUX| &l g1t
(Perceived
outcome)

thelo] ATE s

LR
3}
5)

(Qutcome)

2 3y
(Managerial

b

! Ryzin(2007)

Strategy)

2

* EVLN : Exiting, voice, loyalty, and neglect

=
T

oA AH el T

e
e

<

el

700
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2. AFA e} = AAC oM AME]E FER 9 JE

1) = dFA 71X dFe 93

o] anAEE T mpAE okl A 13b =9 Hol
ZImdAe] & FAI W Afolo] AAlol W o] &4 EUE Al
3o} (Churchill &  Surprenant, 1982; Oliver, 1980, 1981; Oliver &
DeSarbo, 1988; Tse & Wilton, 1988; Yi, 1990). o] o]&& H¥A] 3o}

HEE AAE AEetedE 83 2 Ee] Ha gith

S, Al AT Ropol A AH 2 EAe] b wEe S o1
=S A e Ede] @ wre wMEom olojXi Ae ofe
© o] AVHAG. F, R From AAH Aus FAE BT
S we SR WEL AL 5 Advhs ol ole @ FAe w2
So] MEA B FAY ANAE PYSHA @S FE vk Arow

o]o} 5 tHDe Ruyter et al, 1997).

o
0 O
il

(g

B

N

X2,

o

m

o

o

rir

i)

1

(0]

fu

o

2

o)

i)

u

it

_\TLI

x

)

[>

[-‘El

po N

= e dAdeR MUl ZEATE ay sy A skt (Rust
Oliver, 1994; Caruana et al., 2000; Cronin, 2000).

MH| 2 TER 7Y FEE oA oo i gk JojE Welr] s o
2 At o] o]ojx ¢kt Cronin et al., 1997; Dodds & Monroe,
1985; Drew & Bolton, 1987, Heskett et al., 1990; Holbrook & Corfman,
1985; Mandler, 1982; Perry, 1926; Sewall , 1901; Zeithaml, 1988).

ol T B2 dAvEol M rHAs FdAlskel EAE sk L i
A EdE Alge zlo] vtE Zeithaml(1988)e] 7FA & o]l Zeithaml
= A" AT Fokoll A =olEH = Th|ol wie 47bA] S o m A et
At

_2']_



AR = 7HAE (price)olt. EAE Fi%= ZF(what 1 get for what I
23 7tAA ol A & Htrade-off), WA
A

give), AA= AzZkE AF
kA o] vk (whatever I want in a product)©]

= AFE 528 E A
. oolg T AA MHlE 7S SAskE d oA B2 dgEe] A
HAajeh Al AAel e FAAe S shAe] 2AS vk IPHA
t}.(Bolton & Drew, 1991; Clow & Beisel, 1995; Fornell et al., 1996;
Spreng et al, 1996; Zeithaml et al., 1996, Roest & Pieters, 1997;
Garbarino & Johnson, 1999; Chenet et al.,, 1999; Athanassopoulos,
2000) ©] #2 AFES o84 EUE F2 F&o|Eo| Rt &
GOl S5 HF AENOE Yrhte HEES Wil Ans &
dEel Aztd o8 dojxe & g8 JHAE detha 2ot
(Lancaster, 1971).

4, 2 LEOIES AGAAN Auze] ANt B A Y
A e Aolgtal He A% dth(Parry et al, 2011). o] A4+ F=

Astel Aulze) Aol Ae AWels A AANAG Askeh ¥
g pRaes AEsh Aus A Fojol A 2000 W7k wAe] Hlojgt
A obA % Folo] o2 Eaka glov], ofwl Ao Azl oW
of Aulzelzt s FRe AEAel ®L AVIdh 1eEA Fod
A gEol | AN2E 2HAAA ATFE Ho] HE Fasihe
AEe Ut o] W olEo] oled AR vl B YA wA:
A AH) 2ol @ 2 A5 HAje] Fastths HelA gk A
Mo bR aHAE AMaE Sd ofd 58S olFelw skt
web thEel, o age] g Ayt gtk et % FF 47
AzH AF THZ Lol ANH T FFH R, 2047 ol
£82 AT ofgA A=k we 2e A AusE g

7bA Fol ThsetthE Aotk olw] Zhx|]e] o]u| = Zeithmale] T-i-gH
ZEA1e] A F dl HA 2Pl AR g8l dlgh ek (whatever 1

_22_
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want in a product) ¥} & wWgtolz} sk 4= 3t}

olg]d o2z wjHow APH HAPAFo A o) 2]
N Ay} WEE Alolo|A] o]jE AT F=xX|o] BAL T} A4

g2 A oym
o]oj A1 a1 I (Cronin et al, 2000; Chen

&

Chen, 2010).

2) 25A Bl golA AX ) B =9
ATAA A Al GAAA AN AP T el A B

A7) wWEolth o FaAle 74A wEARH A4 w= A4
4 AE BH 1A BE V1Y A9 Fe-BAL B
4§48 odvigh meb BaA Bl dolA s
1

w37 Zhs A A TEA(GAA - s34 - sha A - F B4 7HADE o

WE, 20009 T Sol WA EsAl B8 el BAROoZ A
wedE A £3a wele Aeiviele] Wasl dojuA HAY. ol d7
A wEA Bel Busk B g Al e wEd $4HY
oe, 28 g Ege RES Fi Fuse BE e nis
Ao ¥ % gtk o AVINE wpg-AA g

3. %

i=)
Al M EH 28 z2ad 9, 79T 59 28, T3 A

-";rxﬂ-! _k::l 1



@ 245 Fol EHI EaA B ANESE o FAHFEA,
2014), o= A% FaAe] AXF FHol oldHY A1H o) &34
H.Awa Aol M o] ohUst ERAE Bl 3E A5 2
HIZAN RAAQEE AR, AN ERA 2 AAY AR

b B PO FET £ dE PAEAL RAA v
Aol Fag Aol HATh ol AAAH BAAN BAT F U

TR A el #ek dgrso] APHA=H, FE ATE TR = A A
A 7ok g A AR g oks = AvH(E A, 2009, 2013). W, ©
& FA4s7] Ha €8&d A EANEeRE 2R 7HA AW
(Contingent Valuation Method)> <} o] @ H]-8 W (Travel Cost Method)6)
o] fo] o]gx i glth(Santagata et al, 2000; 74U -UFE, 2003; 3+
-39, 2004; 39, 2006, o197, 2008; %xé_'_, 2009; Ats-¢
Al <, 2009; A<=, 2010).

A, T T A BAA ALY FIERAl e tigk =9 o]
oo & st E EstAY #EEhE AlgEe]l Zte kAl dig b
AJAA e digt AFE P AT Ashworth, 1997, Ashworth et al.,
1999; Poria, 2001; Poria et al., 2001, 2003). 4 Xl thdt 7}x] Q12| o]
FEEA A olf= Z2 FAATE Abdol wEl s vE2A A 2
T dvks Al FESA HAY] wiEolvh YA FAA AA S

5) 7 Aglel E3A0] o] §3 AR AARL Folok T YA FFEL MY
SEEALE B Bae ARE B BaeI AY AME 97 GE 4
of FA5e] S A3 ob4 WASA Fe mAdEel e ARAA AL > o] 4
U Wt g eetths gl Atk et b eR old AAHQ BE
A& s B F Avkes AV AvHEESHA A, 2009).

6 57 17 T 5 EAAS WEse Ars dan el Jus o8 sel st
£ wdely. dddes quEe Hag 24l ded soneel 4 o€
)

¥ (stated data b ) 7F Atk el ok v SeAh gl X]"“Ol ofd o7
g o3 o}L AP g o] ojHAA, AA A wE Pejok vd
| ol &7k el A ] StolA glo] waAvt ks & 7HAE Hoheked @A Q)
T 3HA A, 2009).

_24_



A A (authenticity)?- €A A (integrity)®°ll X5 3Y A+ AddFo] #4
W o] el AbgEeo] fFAAC dE] zte A E= TRA O #3k =9
2 ZY7H | Aot

1 ¥ A<l o & Poria, Butler, Airey (2004)¢] A7} ) o5&
£ ojg 1Ast=A el wet w7 7F depxlthal Bk
woll A SR JQle]l Bzhsts FAA o Wk 7t
4 A5 APsAtth. ©]52> Anne Frank

2 %
House® o302 A4 $EA5e] o §12 AR f402 <
[e)
o
7.

%S
lo
o
W
=
;ﬂt{
£
o)
g
2.
o
[
S
S
<L
-,
H
(e
r2
-
rir
i
o%
B!
X

7) ‘ZA A (authenticity)' o] 2= Mde  To]x AR 7152 (American National
Register of Historic Places); ¢ 4t &A1 AelA Bt o=z A3t
integrityell A W ZH AT ol mZo ¢ integrity= ‘FrAtel 2 YUE ALEE F
AE sHolgn Go|HU. F, st fatel FAH XV ARE I fAkel] 9
3 A=A ofdXE FAostE oty o] FEE AAFAE S ] fx
HAY AFZER FAS e AE Hax ¢ g9xEE Ut o)ye ouE 1y
ato] of xo Mol AFE3 integrityE ol E WG ThE FAre AFA WA
v A Aggrelgtn & 4 ok thRk w=ol Al Cintegrity'#he @olo] FoPw
oulZ A AFALE kol 714w =‘authenticity(X B ) ol gkE wol2 diA|ste] 7}
A A vF ARG I7F B2 A AL EHE ‘integrity © o)Al A A2 oF
oA o] 7174 (authenticity)®} 72 &L nlE 7HA 2 Tk AAFAEE kA R
A Frle AAFAted s A E A Fa E3bfatelvt dgdth (a4, 2013 0 75)

8) 3 FAte 7IAE FdsE A4 EC] fat ol BEF t xgEHo 9 2XHAAE
Rl o] npE kiAot Aol EehfRatelwt A& E 3 il
A (integrity)2 A A E8hAF 25l sigdEh 20129 X o] kg
AAfFAE 2/ BERANY 1 S AAY 2 2d4S 5 !
Alstdth. &, WA o] f4ke] 7S FdeE SAolgH SHdde O S

@ 5 e Syolga @

4>
30
v
BN
FO{I
ox
S
w
0]
=
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ol AA KE EEHA Felol oM 7IA ] == wel Bxel u
gk Ee dgrAke] 2Ael wek tEA AP e ds

w3 o] Aol & ThA gk A ofd A St okl
o] gtom, o]F o] HAI} FAAHE= THAVF E HE A, § 3§
A ALB| A A A AP A BIIXE o AR HEF Ui YA =

A= Bl WolHT) oledt =9 WMal: FEalAle] 7o 3l

Aol SojEgihs AN FAH AW i3] X BEke] FA Ei
2ol wela L Au2 AFA LA EoHm ks #A} 9
9. ok 23A B AR &5 A4 o8 A4H AR o
44" 5 vk $A7 9] Wl
W, o] BaA vele E OE Fow rgEows wpe 24
of waAlel @4 ¥ ol ofUe} BaAE Fhel AREEAX o
AR AR, AN AT Q= oA HEA T FAH
BAS FaAel @ HAA0] e F drks AT} 2 A
e A ol FRAE R AgrEel FAH Puol ofd 5 9
S AL oudth oAl e BaAe AHAE of€Al s
web 44 o ee ARsstel de] 54 E: 500 g A
2 AT Bas) Ao o
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o] Eo] MW ol AmA s BE, = ek vlel A AR
ub Abolol A WAgEtE Apolr} Au2 o] GFE ks Aol
B [HE 212 Ba AA FRgatst BEE A AfololA A
Ao zdast Agetea Bstng dh
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[¥ 10] 712 1 &4 23

TEWUSF
(1) (2) (3) (4) (1-1) (1-2) (1-3) (1-4)
T B A H] & AR 4ol 4 144 2 H] &= AR || A i3
A A
A3 4§ 1.011*** 0.766*** 0.797*** 0.536*** 1.038*** 0.725*** 0.784*** 0.468**
exp(3) 2.748 2.151 2.219 1.709 2.824 2.065 2.190 1.597
SE. (0.205) (0.185) (0.183) (0.183) (0.220) (0.197) (0.200) (0.203)
MeE al YES YES YES YES
A9 29l YES YES YES YES
Observations 290 261 290 280 286 257 286 276
Log likelihood -277.993 -553.347 -356.515 -337.042 -257.235 ~528.863 -331.205 -309.164

1) ™ p<0.01, ™ p<0.05, * p<0.1
2) YES = &4
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[Z 11] 7H4E 2-1 B4 23 (FE$¥F  Aus dE 9FE)
il (1) (2) (3) (4)
A 721 2] 4| 1.011** | 1.029"* | 1.706** | 1.633***
exp(B) | 2.748 2.798 5.507 5.119
SE. | (0.205) | (0.207) | (0.283) | (0.307)
S7F AAA B} F3 3 -0.256 | 4.706*** | 4.552***
exp(3) 0.774 | 110.609 | 94.822
SE. (0.281) | (1.430) | (1.562)
g 9 FA I3t B 0.359 3.767" 2.765
exp(3) 1.432 43.250 15.879
SE. (03200 | (1.619) | (1.863)
Auelakmzt AApd 2l B2k j -1.703"* | -1.639™
exp(3) 0.182 0.194
S.E. (0.483) | (0.522)
Akl 2 F4 T B -1.173* | -0.881
exp(3) 0.309 0.414
SE. (0.557) | (0.634)
MAA 2l YES
294 2]l YES
Observations 290 290 290 286
Log likelihood -277.993 | -276.575 | —269.413 | -251.400

1) reference group : Hl&¢] F3ro =z AXs= At

2) ™ p<0.01, ¥ p<0.05, * p<0.1
3) YES = &4
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[£ 12] 714 2-2 B4 AF : (F&¥F 1 FE HFE)
W (1) (2) 3) (4)
3 714 3| 0.766*** | 0.787"* | 0.929™** | 0.850***
exp(3) | 2.151 2.197 2.532 2.340
SE.| (0.185) | (0.186) | (0.239) | (0.258)
=7t AAE &9 F3¢ B -0.207 1.372 1.683
exp(3) 0.813 3.943 5.382
SE. (0.268) (1.328) (1.406)
g 9 FA I3t B 0.346 0.687 -0.399
exp(3) 1.413 1.988 0.671
SE. (0.292) (1.452) (1.667)
AuRlzkzl AR 89l B3k 3 -0.545 -0.637
exp(3) 0.580 0.529
SE. (0.450) (0.471)
R R S -0.115 0.229
exp(3) 0.891 1.257
SE. (0.504) (0.570)
NeA 89l YES
A4 <l YES
Observations 261 261 261 257
Log likelihood -553.347 | -552.028 | -551.292 | -526.977

1) reference group : Hl&9] FIFo = 214
2) 7 p<0.01, 7 p<0.05, * p<0.1
43 YES = A
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[£ 13] 714 2-3 &4 AF : (FEHF : &4 HFE)
il (1) (2) (3) (4)
4 314 | 0.797*** | 0.796™ | 0.917*** | 0.680™*"
exp(3) | 2.219 2.217 2.502 1.974
SE.| (0.183) (0.184) (0.239) (0.263)
w=7b A B w7 3 -0.171 1.851 1.035
exp(f) 0.843 6.366 2.815
SE. (0.263) (1.280) (1.424)
EEa = R B 0.0517 -0.859 | -3.452™
exp(3) 1.053 0.424 0.032
SE. (0.300) (1.417) (1.618)
12k ARV B 1 3 -0.703 -0.406
exp(3) 0.495 0.666
SE. (0.434) (0.477)
‘gIRIAgg Bl FA 8%t B 0.329 1.151™
exp(3) 1.390 3.161
SE. (0.487) (0.549)
A 2l YES
Aed g9 YES
Observations 290 290 290 286
Log likelihood -356.515 | -356.238 | -354.281 | -327.617
1) reference group : HHEJ FTHo 2 At A

2) ™ p<0.01, ** p<0.05,
3) YES = &4
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[£ 14] 714 2-4 &4 AF : (F&¥F 1 A

W (1) (2) (3) (4)

RN 3 | 0.536"™* | 0.523*** | 0.620*** 0.385
exp(B) | 1.709 1.687 1.859 1.470

SE.| (0.183) | (0.184) | (0.240) | (0.271)

=7t AAAQ el B3 3 -0.142 0.839 -0.365
exp(3) 0.868 2.314 0.694

S.E. (0.273) (1.334) | (1.474)

g 9 FA I3t B -0.180 0.115 -1.263
exp(3) 0.835 1.122 0.283

SE. (0.303) (1.444) | (1.676)

A1z A B9 33 -0.335 0.0312
exp(f3) 0.715 1.032

SE. (0.446) | (0.483)

AT 2 FA ¥ B -0.0987 0.263
exp(f) 0.906 1.301

SE. (0.495) | (0.566)

NeA 89l YES
A4 <l YES
Observations 280 280 280 276

Log likelihood -337.042 | -336.795 | -336.513 | -307.749

1) reference group : Hl%<¢ Fo= QA= Aok
2) ™ p<0.01, ™ p<0.05, " p<0.1
3) YES = %4
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Abstract

Research of the relationship between the perceived
performance and the satisfaction in Cultural
heritage management
: Focusing on Moderating effect of Perceived

Value

Seul Ki LEE
The Graduate School of Public Administration
(Master of Public Policy)

Seoul National University

The purpose of this study i1s to empirically analyze how
individuals’ satisfaction of cultural heritage is affected by the value
they attach to it. Until recently, cultural heritage was of itself a
priority, with policies primarily aimed at its preservation. However,
there has been a renewed interest in the utilization of cultural
heritage, thereby stressing the need for managing visitors’
satisfaction. This approach emphasizes the role of and voluntary
participation in the effort to preserve and develop a cultural heritage.

Despite such change, academic debate has primarily focused
on quantifiable performance measures. Considering other strands of
research, e.g. business, that emphasize the role of perceived value in

shaping customer satisfaction, this paper attempts to extend the
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discussion by considering the various meanings visitors attach to
cultural heritage.

Using the 2010 survey on the experience of visiting cultural heritage
sites, this research analyzes how respondents’ satisfaction level is
affected by the value they assign to cultural heritage. This research
first classifies respondents into three groups according to their
perceived values, and examine how their satisfaction levels differ
across various satisfaction dimensions.

This study found a significant gap in satisfaction with service
delivery between those who attach an educational value to cultural
heritage as opposed to those who view it as a place of reaffirming
their national identity. Level of satisfaction in the accessibility
dimension also differed considerably, between those who view it as
an educational site and those as a tourist attraction. The findings
overall suggest that individuals’ perceived value of cultural heritage

affects the level of satisfaction they derive from it.
Keyword: Satisfaction, Cultural Heritage Value, Perceived Value,

Utilization of Cultural Heritage, Cultural Heritage Management Policy
Student Number : 2014-21949
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