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Abstract

An Empirical Study on Customer Experience Management of
Korean Shipping Companies

JEONG, YEON JEONG

Department of Shipping and Port Logistics

Graduate School of Marine Finance and Logistics

Over the last two centuries, marketing trend has switched from production
expansion era in 20" to customer emotion focused era in 21°%. It is no longer
an exaggeration to say that customers put more value and pay extra for the

positive buying experience over the purchasing product itself.

Customer experience management (CEM) is a mixture of different emotions

occurred while a corporate offers physical practice and customers’ expectation.

Various industries are competitively practicing CEM and in the shipping
industry, numerous activities from cargo booking to delivery occur but shipping
companies usually rely on sales representative rather than approaching it

through systematic process.

Most of the precedent study were focused on CEM analysis for general
service industry. Thus, applying the analysis directly in shipping industry was

unreasonable due to its complexity.
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Thus, this study derived status and characteristics of shipping industry and

analyzed CEM cases in the corporate currently practicing customer experience.

Factors affecting customer experience such as price, functional, personal,
physical environment were used as independent variable to verify the impact of

each factors in customer service.

Result proved that freight (price), stability (special request) were the critical

factors affecting customers’ decision when selecting a shipping corporation.

Customer satisfaction is an overall evaluation for the emotions that customers
experience. Among the customer experience criteria, personal and price factors

were proven to have close relationship with customer satisfaction.

In the other hand, immediacy and convenience, physical environment were
dismissed which reflects that these factors needs to be enhanced in order to

raise the customer satisfaction.

This study include reasons and means for positive customer experience
regarding changes in marketing trend over the time. Additionally, it derived
which factors are valuable and satisfying for the customers for the shipping

corporations lacking CEM.

Once shipping corporations can manage positive customer experience by
developing and enhancing CEM process, competitiveness of each company will
increase as well. Thus shipping companies should recognize that CEM is rather
a core process rather a selection. Shipping corporations should take this

opportunity to prepare and develop CEM process internally.
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ZIGES M DS HE Y EHS L 20| |t

(EH:OHA 2 2 E ot = 5t 2, 8 E== H| 62t 2014, p1a~15)

ToE | [ == ] [7=s8s | [ =wgsyg ]

(=] = x T ZHe. E35HE
| oINS AlE e R FETIET

<ad 2-1> 719 sAAM AT HA dddore] W

A5 olE, S99, MHESRQOM), (PR | SHEAL, ppl4s.

G
ol
R
o
=
o
eici)
r o
4

Maslow(1968)= #iLe] &3 HH w7k o] 4o
o BEvj2 vhel 3 Schmitt1999)E Al 714 Adf89 77 14, 14, A%,
HAE BPvA” Y EEaE UeldA Z3S ofd Ao ek whgow Ao
U JHARD Abd Sl Aolatlnt. 1990 e ERE A digk A
A AT AlAEEA 2000 Hell ol 28 EAA B3] Akl g At
A 2= I THE 23], 2014). Robinette et. al.(2002)= 232 AHo] 7|dz v 7+

o F74H AF, Au, gAe] ud

LA AFAZE] HAFAR F5AES o o= AEstdE ATER F2Y

= Zolgt 3. Chang & Hong(2010)2 3% 3 MH| A5 Fufd u g4 3H7
dojx = Aolgtal IAAYE Hostdtt. APAFE T8l & uf, 1o 4
2 uA] v i Qe AE 52 VY, A HeAgor Ao
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@ % ek %3, 2014).

N,
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32
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=
.
Q

jon}
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wn

DO
(@]
—_
=

w3, AAEE DS A% DAFELL wAo] Y HA=Y Aus
3]

e AEE Yy iAol P ste] ARAom ZAH57] oy H
HA 2EE sl = ofHo= 2 o] tH(Sureschandar et. al.,, 2002).

Lemke et al.(2010) o]&gt dd AFAE Ui oz HAED Ig=
(repertory grid) +4-& AAlste] A7 WAAFE 3

44 AAE AUk o AN ARUAH, A 2AF, o &) Al A

A4 E BFE )

R

Palmer(2010)= W&Z 4 77k dasirta Abetd st Al o
deaude Ade 784, HAEE, BEAESA, ddBAR AT S
TAME oled 9 (201009 FAFE HEFoeE T AgM 4, FH 84, F
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1A 920129 ANALH B AT
1AgA R AN olsh 2ol

o] gt At= F=2 AEAE add & A3y F

=gstke = AT AlRE 89

o Y

B oA~ =4

Oliver(198D)% W&& AFS A48 4 F= 7lish Ag Fol =77 5= A

wol Agazte] A4E =

deleka el ssct.

Aol ekl zuA} mAE A s BRa

Westbrook & Reilly(1993)& Tuidt 54 A Foju Anjxe s} e

Feol BHHE Aog ol g dAHE A
9 th Babin & Griffin(1998)& =] z+%
sk Hrto| wel s AAekar Ao

of thet ZAA wksolZta st
Aot £ 5& ¥ ZE A o

e owk ofyE BRRl oAl 3 Hd ARAdEE Fd e fAbA Al
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<E 2-2> APAF Ay

74 *

Parasuraman et al (1935),
Gummenson(1987) and Gronroos (1990).

Croshy and Stephens (1987), Berry
(1995), Parasuraman et al (1998); Ml 2= ALE A fd dAle B s F3g
Pine and Gilmore (1998).

il

Pine and Gilmore (1999); Carti and | 2ol Al A& +4 245 AlFstr] Y3t =¥
Cova (2003). 2 Ao g Au|x AAl FgE ojof 3},
HE AH|2 whgo] mEA]l #ATE Qe AL oy
Crosby et al {1350 W, 4R, 244 EE 098 ASW Bask
Carbone and Haeckel (1994),
Aol AlFolut |zl o3l ghsrstal, Fulstal,

Hirschman and Holbrook (1982); A AAG= A 1A oAt

A=
Gentile, et al (2007). °°

AAA 7k #EE 9 AEH g dadl
Schmitt (1999). = A, =4, A7 S 2 #dd 57 A

A A9 BEo] ¥

NPE2 @A AL F1to] o} Al7to] Aol )
Pullman and Gross (2003). o el A el AL wso] W mast ol
Frow and Payne (2007); Addis and | A Ab&l A6l <A nAe] "H4d AH”
Holbrook (2001). o] At #elel 22 #e ouel w4y

. Ad #4 TEe APS vEo Ue dd9

Berry and Carbone (2007); Palmer A Ea Aidom SdE LA 49w
(2010). R,

ColEA A VIdE 52 §% nANSoR A xS olFo Uiy
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& (economic offering)o] A2t 2pdo|t} o] gt <12 FUe] FAHoz A
5

Alell A 7194el aL

=
o
Ipy
g

Okumus, Wang & Kwun, 2011).

UGN BxE = A wpEEo] e ZA¢dE AAATEHAE)Y T84
GoAE zh= 719 disiA Rk At
AT gEE Z2H7] wEol F Al ¥ tH(Pine&Gilmore, 1999, 104).

(Woodruff, 1997; ©]¥ =, 2013)%= Lo

oje gt Al FAS AFARE B vE Aol TAGR A g FHA

=4 (Zeithaml, 1988), 714 3] wgbA oM 7hA) (3} = abed)ol gk a7 <l

A 4= (Anderson, Jain & Chintagunta, 1993), 73 (o]&)#A oA o] 14— F =}
al

7 A NF(Butz & Goodstein, 1996) 5 T dFEZ Wkl F

AL A7, o &3 A, Qe B R AgEet uAS T
Z gkt Oliver & Swan(1989)l ¢]
2RAE 52 Ao AE/FY
Al vl 5 7 7HA 88 A A A SAH L, o] Fo A v PF, o]

A B A AA dAdalew 28 ¥ rh(Blodgett, Hill, & Tax, 1997).
At A (A A, Avxte] Aoy 7 B 7 &9 F H7tEA

Eobel me sl AgskE #E ATHel R A, 2000 ASHEAH

ANESS A A3} of7|E FA A Hk-S(emotional response) (Babin & Griffin,

ils
2 K
v
2,
n
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1998), =& AR 4dA497I2 =74 @ Aeld QA Hl(cognitive states)
(I s-237, 1992 APd7Idet Azt kel dx/EdA] derdez A
Hh(o] A, 2000; Bearden & Teel, 1983).

MU 2nk e 504 Hleg2 s Ess oF7] k= (Oliver, 1999; Assael, 1998) &
Auake] Ao gk A&HA ZA o Adelth. FAEE &9 7y
Algo At e 1y g etk A dietACd e wks- (A g A ghskA] AL
71E ARBAE FA = 71gel tg g2 AAARS AR o] ¥t
473 (Aaker, 19102 IAFA L FE S 719 AT 7o e

[-‘0

A

5] B = E9)(Chaudhuri & Holbrook, 2001)2.2 <9 79 F
& YH(WOM: Kurtz & Raymond, 1994; Jones & Sasser, 1995)¢} HFE-~Euf
S (o] AR}, 2014, 8l Ad-AAA Y 3215, 2013)9F o Al A 7 (Reichheld & Sasser,
1990) 6.2 A4 2hell STt

s

ol
2
4 4
2

19

aAolge] W At F5e &3 n A H[E Sufol] ek W EH]E(A
T Ao FukeE vl 8ol &8 ¥ TH(Porter, 1980; Fornell, 1992). 4=+ &
AuiEAd, 71gAd, ol 8HYA )9 HAPARE

of wute A i nAdN] e Fote] Ve AgtuA ot
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Rbd o] BE=EA ¢ FAEE, Akl wAE Jid(Day, 1969)02 54 B
#H o] th3 =< (Chaudhuri & Holbrook2001)ol =2 © d#A Qe e F4
T2 et S35 A0le e Futd s Agsg gao] ogle FudE
Ade Hx=e F3S vl FA4-kA 7], 2001). LeH

2=
FRE 9 9A9 /5AYGY PHLAE ¢ xs2 949 FAY B9

o
X
JE
sk
ol
Shin
o
*
wn
(@]

=
=

&

(holistic experience)®] #|&Hete 12 71x] =W

1999; ol A& A5 -FA <, 2010).

BAS B 0 FFRONL AAA @ SEF AZL oME § 4E} naAs

NAE FE HoFomM 2uAE FARACL WL A7) BAYAL

ZIgEel e 2 B dee] seAde Al 7 W AdxsE AuAA g
= oWo36278 71 e 2ARRE 23 s oW
AES] 3Jrbso] a5o] 2nAsdA ¢ d9"s AT Bete A9

WAt S o5 719 wAY guf =Tl o oo e,

A 34 1A AR FHE Aol AnAS Fasl A7

o & E9], MalaSrivastava®} DimpleKaul(2016)0] w2 "7 A3 -5 E-4H)

A A% Aelel Ay BA'S A A BHH WE F AgEel 99 v
Avhi} @o] Adstn YA, BA=A hF PFHEA, AF el Avht @
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1) DHL® A #A2] A A4+

DHLS Deutsche Post® =}3AFolth 1969 A AE 3ALE A Y=t
19709t 2=t Aulx A 9S gsie] dEd, JdE 7

gol So7 Ao A A 2207 I/t JEE AAsE EF YEYAE
Zk23 ok Fdd Zad HAEAA AMul2E AFe, 20099 4609 =7}

=)
T
—
rlo
ot
>
H
=2
ofN
o>
o
)
rlr
o
o
L
ol
[>
o
X
Q2
~
kl
;

(o
i)
DO
S
S
g
rL
o
e
é

$5g nAAYol AEN} AR a3 AW 2rots AL P
CH(Maglillabry, 2016). SHA% A5 CEMAZS T2 A sl 2ol & 78
W A} S,

A AAZ, DHLS Aoz 2qle] Eofo A &nr| Aol Al Fa3 o] F3l9A

EE A Y Y2 aAGdS Ae & o gleng udd i A4 o] Fo

A AL 93 THMacGillavry and Wilson, 2014).

¢

)
>

F AR 24 e &% AAY EHA A M)A DHLY ¥ v& A=
2 #2189 tH(Uhl and Gollenia, 2014). $t3to 2 A AA S HTo A &S 7
oAl Aoz Qd FAabe Ul AA Ax nEd uAFIBEE

FEeA Lavhs 4 AAsA w9l
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DHL ¥#3 ®2 Aze 14 43 #y 22a8S Agetr] do ol & s dst
71 flell HAde getan syt 4, 7S iRl wiE Aul sl 7
o

dl JdEe et 2o gF HWe <ad

Is easy to contact

Always acts quickly

/
Provides a high lelel of product & operational quality ? 9.0
Is competitive on price )f 9.0
Has knowledgeable and skilled staff / 9.0
Learns from its mistakes and continuously improves itself / 8.9
Is easy to use / 8.9
Is flexible to accommodate my needs /I 8.7
Is clear about what it can and can't do }b»- 8.6
Has likeable and friendly people f_i _____ 8.6
Has clear service standards that all employees clearly live up to f - 85
Is proactive and takes initiative f .80

Offers broad and comprehensive product portfolio ;‘f 7.7

Takes care of me and gives me personal attention ,{/ 77

Is environmentally conscious V[ 7.6

<71¥ 2-2>DHLIAHZE X F9)
Z}5: DHL(2014), Freight Employee Survey, Decemeber 2013; MacGillavry and Wilson.
Nee Amen nAse g FaskA AdeE A Fel s 450 4

glof Btk Ao A4 oglon T wWAzE A&F WEoldrh 1 ngow
wo £EI AES $9EL A48 AE A, ARAAY A4S AT Q=
A9 B ART FLF 9L WAL Qo Yeu

27 32 &5 AN AWNN $98 Qe 98 Bed A 4Y 54
of FolalA Jote F, #EA 2A3} @4 A= DHLSE el A 4

A Aol wheh gt G91E ke Aolth(<ad 2-3>3 %),
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Acting quickly

“We are the greatest in
delivering goods to Taking

people overland, care of me
worldwide"

{ Simple to
do business

Delivering superior quality
at a fair price
<% 2-3> DHL3}= 9] 543} 7HA)
ZF5.: MacGillavry and Wilson, 2014
DHL® 7M¢ 83 7HAe “fdv S22 AgEdA =48 4
o4 714 ST Aol A Fuet DHLS) A4S e s 14 ns
s, AlE] 498, $5a Aol AHlsE gdY Aden AT 2

& BAqow ).

3, aHlAbEe] HiE A= ATE oKl A5 s EE FEdA 74
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Making a customer happy Improving customer experience is
makes me feel good critical to success
% of lop box score % of top box score

engaged
not
engaged
actively
disengaged
DHL Freight
Overall

<29 2-4> DHL® AdutEFEe} AT a7

Z}5.: DHL(2016), Freight Employee Survey, Decemeber 2014; MacGillavry and Sinyan.

<Y 24> M BEol yRrAew W Ago] IAUNSL % NFS
2o e & itk diRg e wRo] uARtES o7 Wi Fdol 9

2

tlo

9t

rir

HolEh

al

DHLE 2013~201446] o) A% #H9e B 7% @ 43 14 49 e A
& FAske 8 43 Ak A, 25L TFY nAFPReE Ad) A7
spslojoksts BlAbl M) Al X Fbs @ Z7hel 4 ol JEE Helshl HAk

nAo] BB EIHAATE 2ol TUT AT BAAYAAY A PO
=

1%

o
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Demand = Proposal = Implementation =  Booking

DZB "l need to ship some- "l contact suppliers "I've made a decision “I've placed my
thing." and ask for and am getting ready  order.”
quotes.” for shipping.”
Pick up l“l.“." i n"'l“""‘“ Payment
P2P "My shipments shall "I want to know in "I want to know that "The contract was
be collected as case of my shipment has fulfilled; | pay for the
agreed.” exceptionsfincidents." been delivered shipping.”
according
to contract.”
Seak Solve
S2S "l have "My complaint or
= Complaints on, for query has been
example, damage, answered
delay, loss, and handied to my
incomplete satisfaction.”

shipments OR

= Queries reg., for
example: T&T,
invoices, POD."

<219 2-5> DHL 17 o]% A=
ZFE : MacGillavry and Wilson, 2014.

o

trt
2
2
ro,

S HUARNE Zod 0%, 2EAdY L Be HAS ARE

!

Agstel <y 2-5>ol UET 449 4B 48 fada nde Y 2

3 GA e = Wt S-S 8k tH(MacGillabry, 2016). 3] A= AR AF7E A

ARt 2 A 1 AFINPS)E TRyl A dg AEH Ax
2 CEMAEe] A3 A5 DHLe| st ne] =& £3a7] 98] AHeH
At 53], 2nA o el Wi vem =3 8 A sk A AuRle] oy
gh,omid 8wy FriHoR glste uAdE  welE

(MacGillavry and Wilson, 2014).
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: : - =
Extremely How likely is it you would recommend us to a friend? Not at all

Likely Like
10 9 g 7 6 5 4 3 2 1 0 v

v © @

N % — .% — Net Promoter }

score

<adg 2-6> ¢Fd 14 A5 AL W E(Bain&Company)

Z+5 : MacGillavry and Wilson, 2014.

NPS "gAalo] Abgsbi= gAke] Aol AnaE FHITU gaoA 454
AepA=vs A2 ds) FH2AP)L] HFolA v FHu7 (D)e] H]
2 24 (P-D=NPS), 04 107h4] & H38kA 3 § “A¥s] FH3dvh'a
Farel vl&(10-9ollM ' Fd8ekA FAT (0-6)aL T3 Abgre] vi&s W

F2e] HE&S vERA Aol BH(Reichheld, 2003; Reichheld, 2006).

o
fru
o

B

tlo
=
¥

My & o
ot
ot
S

e DHL 132 2016\ 24 RES -
2 M85 AHDHL, 2016). & 1443

= &9 0y AUNPAZE 6 ol3tl MEA ALgahE WE e uAoR A

Ao AYE wEow @ Adolty "nAL ou e =u) AL wEeie] ]

ZUz o]dE o] & FulE whHEU

NPA(Net Promoter Approach) A3t=2 ZFZ}4<l 2X]7F He|AH 1
wAZE Ui whe] 2 s o] DHLS A& AMSE 4 A Hof 7]mA A7Zbeyco
(Liepina, 2014). °]& 3|AFe] CEM Zi#¢lo] A-F4 oSS HolFt)

N

o =
Mo HE
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FAEE =o]7] 98 DHL Freighte] deks 7fA st
T e 2 M a4k v 4, FAbe A 23E 54 E 9 KPT (Key
Performance Indicators)el] ¢]&31# 7|2 ZA A3 H(MacGillavry, 2016). KPI 7]
R el Aol A 53] AR 54 AgAS "Hojmda Ba g g Alg

e 9E g 7] mEolth

al
UERHTE o & Eof, DHL Freighte] &2 A 9 W F+ 53] F7hsto]
2017 1€l 359 ol @A HJATHDHL, 2017). DHL Freight®] 72 7233
acGillavry & “H &g 1A 0 2 HEl 148 PE3HA wHEY

AdMe BF S5 244 TS AT ok sttha gk (MacGillavry, 2016).

ot
oft
_1

>
o3
(o,
2
8

=

2) 2322l (Maersk Line)

1904l Adse dlvpa Mol ez uAdy wefs A& yrbal
Atk Aoy A7 A T A 1999 Haa g2 aA RES 5

ol wHd FEa1 3

IBM, Z7}Ze} & AAIFSZ opofst 7[dol A =dstal 9= NPS(Net Promoter
Score)2 EHoE nAUNEL 24 X F S AFLEte] AR REY AFLEE A&

Aoz AAsta g
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AEzAME F3 22 dolHe vaa #ele] Aula Jjdoer oA, MAa

NHRew Adste Aes HEE oL U 20129 5-H

& NPSE Eqste] Az #7010 14, nAoeree] e duson 3

s v Bl BAE A BE R A Bgos T

T ARS FRAoE Auize gisA FAHoE AHs: e 3

WA ehele] mA wE Ala e 20009 5ol AlEE e, ue
A 2

)8 mIalE Muko] AL 0T 58 =¢stdA txdst

oy
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o

I 33t
agga AZHAA Y SAR S8 278tE & vaza gele] AFss A

At

3
k=]

Ft

Y

doz AR Bxa gt

o
dg B0 U= 3 AF/AAMESF §5 tdoz 600-70070Ae] o] & Akl A
2

AEAZ HRe, @7 15 600-70071A1)

3t o WAz #ele 23 So g Irles
=S

H

of
HE

H

Va3 el EAbEE RFE] HEAS SR of

H O ool Hale] =3
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NPS #47k e vehnd tha e Agel A vehte o A% fag 9

& ald A »HFA<
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o
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>
1
4
%0,
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sele v BabA Aolw vk AZSAH, %e sm;olst tgve 2

e et FRE Mg AT BH EAY £E duea AT,
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= EIE DEESR

ST R ERE

EECIERER

om duolol s PEg BA.EZew, H43

MY MAERESEKLINE: § THINGS ¥0 U WTEED T KN AT

VISIBILITY »—
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_46_

Collection @ kmou



ZAwee] 244 ol

1A
ks

Kl

A

T

An) 2ol o

7hE et

A

e ke &

AoZ A
bl
&

L

T

hu.

Aol A

al

AB)4 S, BR1e) A AER
e 5
57 BEo|d Ae

ol s

R %o

T

a.28
a.29
a.30
a3l
a.32
b.1

b.2

REE

ks

LAY & =
2. dkEA ] O

N
=

o

B
ﬂo
BjH

N

IR NpRE R | HEPT
. T K A RooNr (e o] NrRT
o X dmeo i O = NroE
B | DR TE
o HE %J Y e M I
N, G075 o dlo __AIprEr o =ro|l=R &
g R vkt THmH® &
3 G o T 5 Homr
% T Mol mHmrE oo Bl _L,mlAL
1&. mﬂogiﬁ ]7uoa] ~_ ﬂwﬂ
M| T | L TRIET
BT Rl o uNE )
o = ~ o ‘L.I‘UIHH EE‘NQL_ iy
O CPY | TEET Nl
B oo S X R
© BT | NgE BTRAT
Nl HR % P zn Bl RSN
X0 Wor” e 2 =8 ok
ﬂ]ﬂﬂlzﬁ o on k" o,_zT i
o ™ RO ol of Mﬂﬁﬂﬁ
Woldp | o © moolou Toie L
~ o |y BT BT SRR X e | iR BT & O] U
el
_NAT o <¢|w© ~ o0 N g Q] KEe & R
mﬁ  dd < < < S @ dd & & o
e
on "° =
ﬁ%% S ﬂ% o
TO "o
2 ESi =3irzgh
A,_ L < KT oo\ ~ o
ol I PR TO|RT MY b ooy OF |y HO —1 i)
o of WWMW o mﬂw S nﬂ <
) or|™ T o R o T Togm o)
o K E ®E®H S ﬁvﬂmﬂmﬂﬁféﬂﬁﬂeﬂumﬂjl e
RN = BT /R T T H R o %
= —~ R e~ T~ ﬂl = z0 = Wl
N o= © N ol S R N TG Wi I
RIIETITT DT o WP H T T U] dp <] oT ™
do o 2 oB|T T T T THHAFEET TR Mo
T R B oR|NF N K- K- <<= <NT HTH =
S TR e T EE RN s g — N TG e <
o ko SRS (AR RO T

Hr

mwo

Vs

LI E=S

3t

S

A

T

3
gl o

-

3L
[¢)

==
=

T

o
gl

o]

7

719l Al

o
1

s

d o

S
S|

El

5

b.4
b.5

_47_

Collection @ kmou



A1 Ao AA

oy

of

3
ol

B

it

o|J

etz
il

etz

Ao 2 12 o)

Kol
=

B

71708 2018 3¥€5E 49714 178

A
=

GRRS §A o HEe HAD

/51—

]

—_
o

o

e

—

NI

etz

zel

x
wjr

"
it

—_—

0

o}
B

pariy
o

&

|

A4S 2719

o

- B

SPSS 21.0 &4

o
R

g =

] €

A

P
T

1 Cronbach® a #

]

[e3]
=

A
A

_48_

Collection @ kmou



& A= old <FE 4-1>, <HE 4-2>

gelE FE ARA 2128 1 F FE2Y gAd FHEE

o
N
i)

Aberol 25.9%, = AlEF FAYA FAAE 157TH R T41%E AA 8.

<E 41> nATR

T Hle %

TF=9d 4A 55 259

TAEF TALA 157 74.1
A 212 100.0

FAN SE71dew Matgta SHEE Aol 149802 70.3%9 A 5}e]
Tt ZAGG AddTs SuAe

MArete] AH A BoE RS UE o)
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2) el 85 AL A5 229 Ade Az Fuslelo shdl, A B Adel U U A
2 FHE 5 Qojok Stk meb] SArhg) a9l Aagel Eom(FHERA) FYehel opd
297k HAgko] e NI E AANoF T 2 (2008))

T3] HAFAE AFE ERlEp] Slei AFEE Wrkellon, AU $EHS o]8ste] B
, FAE RS B0 Ui YA (critical ratio) S 0]&38le] AW HREo] EAHO
frelgha A4 gk (Bﬂﬂ t#S CR.E YeERATHAAIG(2007), o1& (2010)).
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783 7 CRgE 196 ool x, pi a=0052th 2o} @e Aol e

<E 45> AT nARE AA Al gE S04 adlwA A3
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T o an | o | OB | o | {0 gt
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T e s e g ws | 09981 0141|5529 | 0000
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