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olofA] AR E 27k GgEo] 2w, AlmAlnl el GeEo] FriAo R b e Ao

2 e,

(2) PB2| nZH0|EHX|Hnt 20l

ololM FgHe] AFAMBACEEA 2, ALMEE, AAAR MR )= PR G

oA 1 1 WA Qo] g nAEA AEe] Aste] s ARA S AAsH e,
O A <E &I At 7|4 7HEASE AFAH Al e uaeh HEE [ 2-4],
Azl FAE [7H 2-5], nAARGe} FEE [7H 2-6]0.2 FEH o] o] FoFTh



MFAMH|L, PB2| BHEE & PBO| Heleddt 7iof &gddd 223

< 8 MFAHIAZE PBY 1MO|SHYX| J2tof Alxl= S0 et JHHS 22t

=3 HlEEsH A |EEs A Y sA
(B PBe t FolatE 21}
TZo|EkEtx|] M D) B EZQX} | E} =2 VIF
«5p) 732 197 3.7107 | .000
b~ (7124 287 .060 302 4769 | .000 293 | 3410 | A=
A3 E| A | 7H2—5] 196 .058 211 3366 | .001 298 | 3354 | Q=
DAY | 7Fd2—6| 357 .053 393 6.739™ .000 345 | 2.900 | A=
v F [199.750"| <& | .000 449 RAF 699

1 p<0.01, #* 1 p<0.05, * : p<0.10.
F) PBS] A o|@HA| A= a + BB EAH 2=+ fAI A H A+ g MY+ ¢

3]
(<] “
o] S YeERl = FRE2 199.750(21 28 p=0.000)2 )5
1 A&dhe 2 Rg ] te 9‘4%4‘”* = H?ﬂ 4%6& Ef‘*édam A £3 v
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OMH U3 AEN ARE FAH R A EW, SYPARR F5d] AlFAR Q]
An) 2o thak v B3} 3 AAG S 0.287(p=0.000)F F]FF 0.01004 et AlaiA
H]zof tigh Bl RE8 S FAAT w2 0.196(p=0.001)% el 0.01914 K] aHA YRS,
TS nAAEY Au] e ek B EFS S| AAIT #2 0.357(p=0.000)Z o] 0.01004]
o sl vebsth whebs] S5 AT 220 B 2~oh BE [7HE 24180 <Al AT E]
2 F AEAR|aE PBY G4 ARl nolex] At dgs vA Aolthre folFE

017N A=A & 5639 AT 2 PB no|giz] gt 334l
(+) ¥8tE v Ao & Yepyith T3k F5He AlFA R A0 Auafu et FAEE (744

2=351Q1 “AlFAR 2 T A bl 2E PR YA nAjel2 A At JEE v A Aol
s FAFE 001524 A AT = 682 AFA LM 2= PR o EgA]

el 2 ARA(+) MBS vAlE AR YERTh mARe 2 Fge] Al

A v 20} A (71 26190 “ATAH A ZF nAHE A E]| A PR Y

AolA| A3l G2 v Aolvh e FelFE 0.0157500 =
o
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A u] e st PBE] AR A3te] FHA(+) WEE A Aoz et
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PBO] A H F skl nAolgwA] il AR &S A= AR et 36
dol AlFAH 29 374A] Frd 5o REd At AU EE AEAE A 0302019, AlaLA

0
ul2s 02110]w, TAMTIGA Y AE 039302 242 rEbgtth whebd SgEael AR
K95 FAAE DAATIGAE 27} PBE] LA @A Ahe] vA e G
A
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°| A 29 AuAMH| A Fo g g o] Atte M-S AlAKT
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e AR SCEEA 2, AuAME s, DAARYA ] 2= PBE] 9T FollA

=4 Aseh] sk ﬂ}%ﬂﬂ‘?’—*—i% *E‘*]%}Oﬂov% O A <&

9>9} Rk of7]A M-S AlAE 20 gaaiu] st dEE 7 2-7], Aol et
#dd 7 28], nAAvve #dE [7HE 291 A7 ?Lv‘i— 5o o] izt

CH 9> MSAMH[ATEPBO| DZHESFEO| O|X|= FEo| st 7K A5 Z2HCHESHEAM)
=3 BlEES AT |EEE AT SHY EA
(B&H S PBY t 7olEE Z21
THEMT) B =Kt | EF At VIF

3 712 187 3.801° | .000
Agu| 2 | 7pd2—7| 271 057 286 47437 | .000 293 | 3.410 | AH
A2~ |72 -8 239 055 258 4319™ | .000 298 | 3354 | A
DAAEG | 7Fd2—-9| 343 050 379 6.805 | .000 345 | 2900 | A4
v 1 F [227.5207"| f<l8& | .000 FHE RAF 726

* 1 p<0.01, ** : p<0.05, * : p<0.10.
F) PB AAFAAE= o+ B EAR 24 ol MM 2+ gAY+ €

AR 3 AR S A8 AT E A S RE Y] A e HSAAE HduE

S v e SYASFES A FAE| A9 3712 £

o] A AMH(GHE RAF 3 72.6%% =7 Vebgtl w3 w8o] 3943 3] A A5

A S JeER & FRE 227.520(FF &8 p=0.000)Z 25 0.01904 F-2l et Ve &

Aol A ALste TARY ] 53 ARA S 913 A3t Byolgty HoEh E v

AN oA b AR FAEAS(VIF) = 2o 3.4102.2 7]F2]<1 10.00] 38} 0]

M, Fae HA 029308 7IFAQ 0101 ® A4 Uehd de3dAd e gle ZloE Ad
ek

TFAH R F3| AN AHE AT EH, SHASQ FEUY AFAH Q1 A H] 2o

0

3k B B3 I AAGT S 0.271(p=0.000)Z 5=
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o v 28} 3 AAS 2 0.239(p=0.000)Z F2]F 0.01014 2 aHA Yebyitt =8 n
Ay AB) 2ol thek v E53 3 AAF S 0.343(p=0.000)F 5= 0.014 F-2l &7
VRt w568 AlFAE 2] dealul ok A g [7F 27191 “AlFAE| A F
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ARH)E FEAL) ATA CFAY 2, AnAe) 2w el E SE%E S, PR
JAYTHAFA A, DA DYA Y3h, DAFHE)E FEUSEE e HAY el o]
o4 HFAQ 2P BF FEUA AARNS SYAFG RS E BE EYAFR 5

3, TEWFE PBY d98HE AR Aeoh

A ARG AN milEgzE HSs] e BE oA S8ES(8.% Bz)ﬂ k!
o2 Yehn, ‘B3 oA E SHHF(F,T By)7t AR Yehtolsta, ‘B 3 oAle
NS B3)7F el A olofof gt

(1) PBE| XRMFXMI 29I

A w7 gl PBO] WHEEo] whiEkA F8E] AlFAHA(EEHAN A, AlmAjH] s, a7
AelubA e )71 PB] G487 FollA AR Fhol| ml x| = < go] DA =AE AFE]
Aate] mifSAEA S Ao, O Ade <E 10> A=A

23 1194 SARG)AN SHUFA AT A FIZCTEAN A, ”"’H‘ﬂli, A v
VB 23} PBO] Al FAEIA SRS FEWASR 3 O3 A5 AW, e
2RI EF3} A=0.240, p=0.00)= SAZ 2 F23tH, A A H] *(*ﬂ FF3F AlF=0.408,
p=0.000)% GAZA 2 frolstH, DM R GA B 2~H] EF3} Al5=0.110, p=0.021)% SAZ
o2 fo3 Aoz Yehd /M 119 FAEA drel FU’ A9E B

<E 10> NFMH[A2E PBE| AiMbRAlGE 7] A0 PBSl M FAHIA ZHFEO
OH7H = 2fof 2ot JHEHE ZaHEfoH=lHEM)

<B2Y 1> PBY MB|AUEE= o+ B FHAH 24 fAI A H 22+ B A H L+ e
1EHA(S 3 — ofi7h)
ST | sama oppua | sEmst s | oo oo | 23S
4 4 { e Sz
B | EX2#| gt R P VS
) 1.179 177 6.666" | .000
PBE | gEA R 2 240 054 279 | 445277 000 | 293 | 3.410
Al é; Al 3 H) 2 408 052 486 | 7.8177"| .000 | 298 | 3.354
ShIE= aAAqEY | 110 047 134 | 23247 | 021 | 345 | 2.900
Iy | A
e ST
- F FgE | F¥E RAF | R AF W |8 E
205.043"°| .000 704 0.708"™" .000
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<E 10> NFAMH[AF PBE| AfMbRAlGLE 2k A0 PBO| M FAH|A RHEHE

OH7§ &0t 2ot JHEAS ARHNZHE A EA) (A15)

ol

<29 2> PBO| AMHFAA T = o+ B EA N 2+ Sl uAH 4 By A €

2EHA(=E — B5)
i‘ji s o | ulERS AL ﬁfﬁ t iil Efiiig
B | ExoA| gt il TR RV
(%) 720 189 3.808" | .000
PR | _ e LIS 386 058 411 667977 | .000 | 293 | 3.410
AR b‘q‘; A3 AH] 2 136 056 149 | 24377 | 015 | 298 | 3.354
2| " a A EG 317 051 353 1622877 | 000 | .345 | 2.900
B o | Amau
My EE
- F folgE | ¥ RAF R AF ‘ﬂﬁ}%‘; frelgts
215.974" .000 715 0.718" .000
<2y 3> PBO| AMMFAAH= o + BFEAH 22+ Bl A H| 2+ B A AR L
+ BAFAH 2 TEE+ e
3EHA(SE, ol — 52
G | sEws s | emasas | T .| 7 Eéf';jg
B |EZxt| HIEf R oW
(&) 380 .198 1.919" | .056
pBE | G LI ES 316 058 337 | 546777 000 | 272 | 3.676
At ;ﬂ‘; A ;A H) 2 018 .060 020 304 | 761 | 240 | 4.161
2| a A E G 285 .050 318 | 57457 000 | .338 | 2.961
By | A
5 Bae 289 065 265 | 446177 000 | 292 | 3.422
5 F FogE | $4E RAF |R AF HskE | fo2E
b 178.988"" | .000 735 0.739™" .000

* 1 p<0.01, ** : p<0.05, * : p<0.10.

2 229 FARZ)dA FEUF PBE AT FollA AEA G el tE SR
0l FgA AFEA R A EA R 2~ A ] A AR VA E] ~) 9] g.ﬂ‘%@] Azlo] o5}
W, AR 2H EFES AF=0386, p=0.0000E FAHCZ fojstn, AlmAn] 0| EFEE
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AG=0.136, p=0.015)% FAHZ frolatm, AR GAH|~M]EESE AlG=0317, p=
0.000)%= TAACZ fojHoz vehg [7Hd 2—1]~[7Hd 2319 3|AEA Are} 5L 2
2 B}

R 2y 36T SARY)AA SHHEF F65d89] AlFAR AR EAE 2, A A
2, AR 29k nf 740l PRBE] W ] F5H 40l PBE] AT FollA A}
ATl e tEE]AEA 2aE A Ed, ool PR BERMREE AlF=
0.289, p=0.000)= T2 =001 FTolA FAHCRE {3t Yebth

AFA o R ZYAFQ F5HY AlFAH 2l AgAr] 2= PBY RHEEo| nj7ljE o] PBY
FAEATRA AFFA G FolsAl D mIAM, AuAB| 2% PBE RHEEo| wjj7)E o]
PBS] G478 AAFRA el frelatAl @k nixm, 2R A E] <% PBO] T
mi7l=le] PB] Gl AR A el feolstA GdE nAE AR JETh

o U AFAE2=Q] A =0 B, PBE] AR A 2] A A w7 =<1 PBE]
A A B 2 whE o] TR g o] GoA 35S 915k sobel testE AAISHATE 1 E ¥ (ab) =
0.069(=0.240 X 0.289) 2 % & PHc=0.386)5.C} Zrolr] REu7) &7}7} YElstt). o] PB] A
A A 7t AZSE FEa v A PR A A Zoll 3 A (+) W2 Jes
2= AL 9u|dit) o]ojA] REuNEHRE Kol IFHEINab)7t FAFHCRE 03 HEA],
5 W ENT EA St FEAEI k. AAE §= QlEA] H-E sobel testS S3 7
S A3, ZHAF AEAH 29 A a(EH AR =2 1Y vEEs) IdAAT) e
0.240(SE : 0.054), b("i7} —F< 3t =g 3°9] W3} A7) 0.289(SE : 0.065)% |
sobel test B S 3.143(p=0.001) .2 sjel o] B/ 37} o)t ZAstE Ao &
Eptth whEbs] “PBE] Al A H| A e AlFAH 2 S A H] 28 PBE] AHRA] /4 Tl
A i ERE B Aolvhrolgke 7MY 3112 A= E A

ololx] T AIFA R 21 Al Au] 220 A w7l PBO] Al A H] 2 vEESE0] F
AEaTe] 94 HSZ 918k sobel tests AAIBIATE 7H E2H(ab)= 0.118(=0.408 X 0.289)
2 FEI(c=0.136) 5o} ZtopA] FFu/i 22 7F YERETE. o] = PBE Al FAH] 2 wHEETL 7
AeE A2 25 PBY AR A Holl S ARI(+) W R 93s nlAle A on|g
t}. sobel test 235 HH, S5 A 8] 2~(a)2] HEE3HA|S(SE)= 0.408(0.052), =H7H
H7(b)= 0.289(0.065)Y Wl sobel test FA = 3.868(p=0.001)2 &l x]o] F-Fuj7| &2}
oJatA EAlGtE A2 Uetyth whbA] “PBY Al AR~ TR AFAE] 2~ F A 4]
29} PBE] AAFRA ATl A mif &3S B Aotk rolghe 7 3218 A E A

Vo F5dY AFAHI 2R IAARGAH =] AP, I E I ab)= 0.032(=0.110 ¥
0.289)% FEIHc=0.317)Et} Zfopa] FEui7f 23171 vebstth. o] = PBO AllFAH| 2~ RhEE
7y ARFE AN E] 2= PBO AMFGRIG B FH A (+) R JFS vX =

c
=

o,
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Ag ofugitt. ojojx REu/HEHE Hole IHH A ab)e ol HA 2 9130 sobel testE
A A SR aAA R UAH] 2 (a)= 0.110(0.047), "7 (b)= 0.289(0.065)F
sobel test EAZ-E 2.071(p=0.038)Z F 4= 0.055FF A Aes)o] FEuAN A7} Hols)
A EAlStE Aoz

e Wb <pBe] ARAE] 2 BERE ARAN A 2 w6 U
W)zt pRE] AGAATN WAEHE Y Rolrhroleke (71 331 A=A,

w71 PBE] Al A 22 o] whabA] S5 Al FA H (A H] 2, Al A E] 2,
A YA R 27 PBE] AT FollA nAol@R ool nx| & o gko] deAEAlE
Az3t7] Aste] wpZR AT S AA A, 1 A= <E 11> AAHATH

A4 28 119 SARZ)NA SHAFA AlFA R 2 FHFEA R 2, A~ 24

AWubAdE] )3 PBY] WS FEUSFE 3 O3 43S AR, AEAH| A
EF3F Al4=0.240, p=0.00)= SAZCZ o]ty AluMu| A~ EF3} Al¢=0.408, p=
0.000)% EAA R folsin, 1 AE] 2H B3 Al9=0.110, p=0.021)%= SAH S
2 froA o yeht (7 119 SAEA 2ot g4 A3E Bk

&
)
=)
_L

CE 11> MFAMH|£2L PBO| 0| YX| G} 7t9] Ao PBS ZHEE0f Cf st
o7i =2t JH4HE Z2HEN7H=E]F2A)

<28 1> PR MH|ANEE = o+ FEAH 2+ o DA 24 g a A e+ ¢
1A (S8 — oi7H)

;# SRS oS | e EES A A= t i; SN A
B | EZext | HIEf R T VT
) 1.179 177 6.666"" | .000

pBE | G LI ES 240 054 279 | 445277 000 | 293 | 3.410

A - é; A 348 2 408 052 486 | 7.8177"| 000 | 298 | 3.354

SLlE= A 110 047 134 | 23247 021 | 345 | 2.900
FEE Ty | A
= EE

o F folgE | 89 RAF | RAF ¥isE | foEE

205.043""| .000 704 0.708"" .000
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<E 11> MFAMH| 22t PBO| 240X Gt Zko] A0A PBS| TR0 TSt
DH7H &30l 7HAHS A2 24) (A5)

<2g 2> pPpo| nA|EIA AT = o+ B HMB| 2+ ol a2+ B A AU+ €

2CHA(=E — B5)
S5 soima gppea | wEssa | oo oo | ZMN SHT
by B {
ss
B EZQAF| HIE} At VIF
(&) 732 197 3.710%" | .000
PBe| AFEbA] ] 2 287 060 302 | 47697 000 | 293 | 3.410
3 =9 Al 741 8] 2~ -
g | wa A3 A H 2 196 058 211 |3.366 001 | 298 | 3.354
1)) a A EG 357 053 393 | 6.73977| 000 | 345 | 2.900
e | W | AR
M Ll
. F Fogs| FHE RAF | RAF W3 | FEE
:I_L k%
199.750™ | .000 699 0.702" .000

<29 3> pBo| nAe|@UAYI= ¢ + B FA T 2+ ol wAH] 2+ g3 A A
+ BAIFAE 2 e+ e

(S, o7l — %)
e . e
| SEREE oy H|EZ=SbA N =] MM S
B A= t .,
e
B EZ=2AH| HlE} 24t VIF
©55) 376 206 1.822" | .070
o Adekadu) 2~ 215 .060 225 13.5587| 000 | 272 3.676
PB'J =3
T70] ;E Al A E) A 073 063 078 | 1.164 245 | 240 | 4.161
\__—" ek
2| AL 324 052 356 | 6268 000 | 338 | 2.961
CR T R TR P
. = 302 068 273 | 447177 000 | 292 3.422
HaT T
. F fol8E | 9 RAF | RAF W3 | folgE
:‘—l_ T3
166.014™ | .000 720 0.724™ .000

1 p<0.01, #* 1 p<0.05, * : p<0.10.

2 2009 A ELH)olA TR PR FAAH Tolld nAol A gttt =
HHE F5d1Y AFAR =CEEA R 2, A A 2, DA A E] )2 3724 At
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o5, AEA Rl =M EF8 A=0.287, p=0.000)= FAIA SR frolatm, A H] 2~ (H]E
3} Al=0.196, p=0.001)%= EAIZ o2 F2l5H, ﬂ?l.*xﬂuwﬁu]&_(ﬂufﬁ} Al4==0.357,
=0.000)%= SAHCR FojH oz ydeht [7H 2—4]~[7Fd 2—-6]¢] 3]|ATA A9t T
3 A3s B

R e 2E 36T AN SHHF F639] AlFAH (R EAH] 2, Al A ]
2, AR E] ) 9F w7 Q) PBO] WS el] e S5 PBO] G983 FollA 1
AoleiA] /g Fhel thgh ﬂ}%ﬂ%’%v‘f’_—*ﬂ, A¥Z Ao EY, w74l PBe] HEE(H| EEE Al
=0.302, p=0.000)E 4= a=0.01 W BAACR frolstAl yErsiT

AFHo= %%“ﬂ?‘ﬂ FHHY AFAH 29 Adn 2 PBE x| njrlE o] PBY]
FAA T Ao e IR A ol freletAl P Ao, Al DA R A% PBO| RHEEo| o]

PBO| G 7Rl oA g el froatAl S mIA| |, nAA A H| A% PBO] T
ool A3 Folet S nxE Aoz Yehsit

Tof wiziElo] PBO] FdAHQ] mA o] @A A o]l 2
oA AFAHI 2R AEAE 28] 7, PBE 1ol egR| A ko] #A A uisfE <]
PBE] Al -A{H] 2 vEES o] IR g ke] o4 A2 915k sobel testS AT I &3t
(ab)= 0.073(=0.240x0.302)2 ZFIHc=0.287)ET}t ol REuj7fga7}t eyttt o=
PBY] A|FAH] 2 WIEE7} AAFE Agad]| 2= PR mAo|EbR] A abel] ZH A Q1 (+) W
For 2 A= AL on|gitt. ojojx] FEuNEHE Hol= P A Hab)7t FAIA L
2 0% tEA, 5 I EHE SAlste] FEM RS} dvta A = QleA] o H-E sobel
testS Eol AT A3, SHAFA AFAH 20 A a(EH - 2E 109 v EES) 3
AAG)E= 0.240(SE : 0.054), bl —F< b <2y 3o HEFS FAAST)E= 0302(SE:
0.068) ) sobel test S| TS 3.142(p=0.001) 0.2 A &]o] L Eu)7)&F2}7} f2latA] EA) 38t
= Aoz Yehsth webs “PBE] Al A H| 2 RIS AlFAH| 2 5 AdEAn] 29 PBO| 1L
Aol gatell A m7f E3HE B Holrtrolgte [7H 3—4]= A E AT
olo}x] FgAL AIFAR| Q1 Al I AH] 20 A w7l PBE] Al A H] 2 vESE0] F
Hue §o4d HS5S A8t sobel testE AAIFH T 7H] B3 (ab)= 0.123(=0.408 X 0.302)
B FEHc=0.196)Et} Zobr FEuj7] E37F YetEth ol PBO AlFAH] 2 ST} 7
AFE A uMdu| ~E PBe| njo|guix| g to] FA A0 (+) Wako 7 JgS nx & A 9
1] gt sobel test 23S BH, SHHESQ /\].TLHH] 2(a)] Bl EE3HAF(SE)E 0.408(0.052),
w7} 4=(b) = 0.302(0.068)% l sobel test FAF-2 3.865(p=0.001)Z A& |0} HEuj7] g2}
7b el EAlske Ao Yehkth webd “PBY] AlFAH A BEEE AlFAH 2 5 A
xfH] 28} PBE] AHFA G Tl A mi ) S B Aolth ol [7HE 3-5]e A EH AT
vor F6d AFAHIAd aAAuuUAE 20 ¢, 3] EIKab)= 0.033(=0.110 %
0.302)2. 2 FAEI(c=0.357)t}F Zrobr] Tt E37F Yebsith o= PBY] Al A H 2~ W%
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7t AAGFE AN GAE| 2= PBE] nAo|ehiR| A el S ARI(+) WEFe R J¥e vX=
AZ ofugitt. ojojA FEu/HEHE Hole I EHab)e Fold HA 2 91380 sobel testE
AAe A3 S®E40l A u U] 2(a)E 0.110(0.047), "I7HE<(b)E 0.302(0.068)L
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Relation of Tax Services, Satisfaction Level
of PB and Operating Performance of
PB(Private Banker)

Kim, Yong Ryul® - Hong, Jung Hwa""

<{Abstract>

The objectives of this study are to determine if tax service provided by domestic financial
institution influences on the satisfaction level of PB, to determine if specific types of tax service
have any effects on the operation performance of PB, considered the operation performance of PB
has difference by tax service, and to examine if the satisfaction level of PB has any moderating
effect on the relationship between tax service and the operation performance of PB. In order to
attaining the study purpose, It considers the theoretical background and the precedent study
through literature analysis by using the questionnaires. The responses are used into the study
though statistical analysis. The survey has 30 questions about the specific types of tax service,
satisfaction of PB and the operation performance of PB. Also, they are set by Likert 7 points.

The results of this study are as follows. First, the results suggest that tax service provided by
financial institution has effects on the satisfaction level of PB. Adopting all of counseling service,
reporting service, and customer seminar service as particular types of tax service in significant
level, tax service provided by financial institution has a positive effect on the satisfaction level of
PB. Second, the results indicate that tax service has an effect on the operation performance of PB.
It means that a counseling service, reporting service, and customer seminar service as particular
types of tax service have a positive effect on infantile assets, customer churn prevention, and
customer loyalty as specific types of performance of PB operation. Because various types of tax
service which effects on operation performance of PB have differences in degree of influence, the
results denote that counseling service has relatively high effect on infantile assets of operation
performance, and customer seminar service has the biggest effects on customer churn prevention
and customer loyalty while reporting service of tax service has the lowest effect on the operation
performance of PB. Third, the results represent that the satisfaction level of PB has mediating
effect between tax service provided by financial institution and operation performance of PB. This

indicates that counseling service, reporting service, and customer seminar service as types of tax

* Ph. D Student, Gachon University, joytaxl@naver.com, First Author
** Professor, Gachon University, jhhong@gachon.ac.kr, Corresponding Author
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service provided by financial institution have important effects respectively on infantile assets,
customer churn prevention, and customer loyalty of the operation performance of PB, and by
mediating in the satisfaction level of PB, each tax service has significant effect on infantile assets,
customer churn prevention, and customer loyalty as types of performance of PB operation.

<Key words> tax service by financial institution, satisfaction level of PB, operation performance of PB
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