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A Study on the Effects of Service Quality on Customer Satisfaction and Revisit

Intention : Focusing on the Coffee Shop with Ocean View

Myeong—-Hui Kim

Department of Business Administration,

The Graduate School, Pukyong National University

Abstract

This study aims to Investigate the relation of service quality, customer
satisfaction and intention to revisit; coffee shops with coastal landscapes. In order
to achieve objectives, this paper presents the following research objectives : This
paper is to derive concepts related to the service quality of coffee shops with
coastal landscapes and to examine the influence of these results, compared to the
previous findings. It will analyze the causal relationship between environmental
quality, process quality, result quality, and customer satisfaction, which
constitutes service quality. It will investigate the effect of customer satisfaction
on the intention to revisit such coffee shops. It will examine whether the
alternative attractiveness has a moderating effect between customer satisfaction
and intention to revisit. Finally, this study aims to contribute to the expansion of
related research by deriving academic and practical implications.

Based on the three—dimensional model of Brady & Cronin (2001), this paper
extended the scope of service quality to external environmental quality, internal
environmental quality, service process quality, coffee result quality, and
non—coffee menu result quality.

This survey was conducted by the convenience sampling technique for 14 days

from Feb. 25 to Mar. 10, 2019, and the respondents were those using the cafes.

_Vi_



A total of 400 questionnaires were distributed and 374 questionnaires were used
in this study. 26 questionnaires were unfaithfully answered. The collected data
has conducted a structural model analysis for frequency analysis, reliability
analysis, exploratory factor analysis, confirmatory factor analysis, and hypothesis
verification by using the statistical packages of SPSS 23.0 and AMOS 23.0.

Hypothesis 1 was partially adopted: service quality had a positive (+) effect on
customer satisfaction. The external environmental quality, the internal
environmental quality, and the non—coffee menu result quality have a positive (+)
influence on the satisfaction. Service process and coffee result quality do not
have a significantly positive (+) influence on customer satisfaction. Hypothesis 2
was also adopted: customer satisfaction had a positive (+) effect on the intention
to revisit those coffee shops. Hypothesis 3 was adopted as the moderating effect
of alternative attractiveness in the relationship between the satisfaction and the
intention appears to be significant in such an influence relationship.

It is meaningful to perform specific approaches to the environmental quality
from the viewpoint of tourism by investigating the cafes use natural resources
such as a marine landscape. In addition, the study has an academic significance,
suggesting the theoretical model for establishing a tourism marketing strategy to
improve the revisiting rate by investigating the relations between customer
satisfaction and the intention to revisit in terms of the service quality of the
coffee shops with coastal landscape effects. This also suggests a new theoretical
framework explaining the new trend of coffee shops. This study suggests that
coffee shops will grow into a more developed complex cultural spaces and coastal

and marine tourist attractions and will be combined with various resources.
Keyword: Service Quality, Customer Satisfaction, Intention to Revisit,

Alternative Attractiveness, Coastal Landscape, Coastal and Marine Tourism,

Structural Equation Modeling and Hierarchical Analysis
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<E 4-2> FAH gJAEA
. | AT . .
snen | |2 A W e AR e | g
4 e - 4 Z9 4 v 4
ERRE .881 -124 056 299 075 .092 073 039
7] 9 gt .862 -.118 059 324 168 .008 127 -.025
719 & .856 -.060 101 289 176 137 043 -.040
A3 d A .854 -.043 042 212 216 .040 059 025
7HA] -007 | 925 | -.110 035 -.084 .090 -011 029
k) -.001 .910 -132 | -.040 | -.089 .008 027 056
ol H) | -.097 | .904 013 -.081 | -.018 081 015 -.001
A H] 2 -189 | .877 -061 | -.088 | -.018 089 054 052
A& 039 -073 | .881 -.031 109 114 234 191
ChA W 077 -.109 | .860 -.031 194 110 262 132
VAL e e | -027 | -.077 | .838 156 152 111 206 002
CPA 2] AL 235 -111 | 791 265 .091 159 247 016
A1) 22 8- 234 -.019 105 .862 178 166 138 030
A 4] 323 -.057 .080 .845 184 041 011 -.052
R 348 -.057 069 .809 248 174 085 -.014
Bk A 359 -.081 062 793 225 051 .097 -.069
e 181 -.098 053 186 .836 238 076 -.067
Nzges 227 -021 119 230 797 061 056 049
w7 oF & 232 -.092 139 146 796 206 072 -.079
Al 1Y A 011 -.036 218 181 .766 -.030 209 126
A2 -.016 082 133 .029 089 .828 220 250
9171 229 173 111 086 088 .800 .096 149
s34l 084 -.060 147 189 225 714 076 104
E8ls 3 -.002 132 062 083 045 .701 283 120
Ay AA 076 100 254 064 200 178 758 078
MR 102 012 220 105 187 273 747 047
ARA ks -.057 031 301 -.006 085 201 725 323
n}&of & 227 -.039 304 183 -.030 119 .695 166
3l 7 & -.027 070 225 -.038 072 282 202 815
AR 062 064 -.026 028 -.028 051 051 .800
21917 7 -.069 | -.009 158 -104 | -.005 .320 211 777
eigen value 9419 | 5102 | 3399 | 1970 | 1.820 | 1.249 | 1.154 | 1.036
B tﬁé% (o) | 12130 | 23.366 | 34565 | 45585 | 55510 | 64.708 | 73619 | 81.123
Cronbach’s a 953 936 932 945 388 845 857 818
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<IE& 4-4> T80 FEEFA
1 0 3 4 5 6 7 8

Lo R4 E4 599
2U R34 EFA 315" ..513
3A R =G EA 000 [.074™ | 705
4 A AHFEA 000 | 035™~| 462" | .770
5Ad g wA9ER | 010 | 1227 | 2897 | 207" | 519
6.3 7} 7k = 279" | 336" | 096" | 0717 | 129" | 568
TAE O] = 1637 | 1317 | 052" | 048" | 116™ | 446 | 682
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