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APHga AFE3Ear A tH(Czepiel, 1990; Gwinner et al., 1988; Reynolds &
Betty, 1999; Thorsten et al.; 2002; ¥/ <5, 2005).
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AAS2 AFES5 Bl FrhHor FAMHOREH Y dHs vy
H71E 915l=4d] Reynolds 9} Beatty et al.(1996), Bitner(1995), =1g]al
Reynolds ¢} Beatty(1999)&= AFwAS Fste] ALg A ggo] FARLA dsh

ol FolAQl dEs WAlE As THet. EE ot ik <
AEogel A dafx7] wizol o2 QIFAAE
o] Folx7] 571 wWZoltt. wEbA ALE A 3§
AgAr, a7y 714 ARAAE
At 5o EEls ek
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.
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BB BIAE ot A
ge nAe] FAbY Ei Ans
FAFoEH Az

A F

F2A7) A AL Auzsk Y Aot FdAnte] AdE A%
Aok, 53 Auzsk Bakskn e FEe] B35S 1w B A
FrEAola e Fa L Fiel AL Je] B U5 Auls ATt

ki
1%
)
fo,

A= YL 9838 AH(Zeithaml et al., 1996). Gwinner

5(1998)2 414 Fes A7tk a5 ThSo] molx|al, ae] ol A
Auj2 Az digk AlEE Z7|HQ0 dAE FAs=d F8%H
Q2lo|th(Barnes 1994; Bitner 1995; Gronroos, 1990).



Reynolds <} Beatty(1999)% AlzFd<eF, HAsH, djAdFa, ¢ L} oA 2H

-1 =
$ol 7154 sl FALR /gl Ud WHe wole AFATE S,

2}
“12]5l Gwinner 5(1998)2 ol#feh SIS sl AANHS Fol= A=
Fopal &kl

EY SHYS g2 AMus Az 2 SR did BAS S
fetol 53 A5 Alesks WHolgta & 4 d=dl, Crosby(1991)+=
‘A AH| =] AaL” (core service upgrading), Berry(1983)+  “AH]~
g7 (service augmentation)O @ X ASFATF. Gwinner 5(1998)2 o] gk
SHYF Eo] AARSS Fole s il ik, o] I o] 7ol
MUl s Agakeh A714Q0 AR Qlste] A H= dAEE e #E9% WEs

#AA Y] 4 AA g U&

EEEL A5 5. AA A

Ay e Zokgh 7t AlE]/3A

e 5 Sel/7hsha, Aol SHA Ue, RH Az we
e A 3y, aAETFuety} e

AR Gwinner et al. (1998), “Relational Benefits in Services Industries :

The Customer's Perspective,” Journal of the Academy of
marketing Science, 26(2), 106-107 oA <3
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Au) 2 A 2P AL Gronroos(1984)°) A3} PZB(1988)°e] A o=
B 4 A, Gronroos(1984)= <QIA|H AMu]xFAe] 71dS AHsF] AH[R9]

A 72tE AR A AU A2 =Aea A} L. GronroosE A H|AEAS 74 A
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O

%A (Technical quality)® 7]&4 & (Funcitional quality)® F+ 7HA=

T-EEte] Av|REo] MH|ARREH JdE AHRFAI LH|AEC] ARA AES

y

A 7+gl AH] 2~ 2 (Perceived service quality)S 78 H F o] ofsf
A7 =7 FA Aol Adeta Bokn. SRRl A AR AEE S
ZIe ARjz=ek A ZbE ABjzo] ofste] AMR|AFHo]l Hrigow o]l
AMul 2 A A8 VitE Mu|AaFda A ZE AR aFde] FES
nAE A4 EATES e daido] e Aotk

A e nde]l R A At FAINLE, EAYE



And 4, Fu TR 5L BS99 %, aelm Aol &7 Fof
wel BEHon e won A4y Auzit S7]ge] AT AH o)

"k | PZB2] ¥4 (Parasuraman et al. 1988) A H]
Algets ARjzd digk s et AAR AlEgE Aujzo] i
aAEo] Azkgk Aol Apolm AoJstar glow | MuH|A FHAL AleH AH| X
Fol A Ve dviy RESATIEAE SA s AoR a4 VdE
AN 7= Ae oulstar vk, webA o] X ztsls SN2 FH2
B7H =] Ao, nAL AH|Zo tiFk &A1Y Z|dE AB|9k ARk

Mujzo] th3t X ZtE Au|AaE HlalstA "t ofelg g el A3yt Xzt
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e
o

a8y o]y e AMuaF Ao tidk Gronroos(1984)°] ¥ PZB(1988) <]
AHEL oAy FASY AAE Bol gou} FHFLol= A4H An2FHdE
Oliverd] 7| ELA &l Fsto] 7idssial S5t o] £AE A7t
oAd  Cronin I} Taylor(1992)% MH|AZAS 7
ojsto] Adslelar 546k A
wjZolebal HRS Sh71% Shlvk. EESE SERVPERFS] RFS sdste] AHl
FAL Au|ze] 8 o]F o] Adto] o5 MuH|aF o] thEk Au|Ate] Q1A
& A E2F dva FEEEA de AdE wE SAse HARRAA
I ERAolAA E&A SHETE AT

P ol oA SERVQUAL-S 44 F A1 2 o] |
SERVPERF=  ZAilsA4l Aoleb= 242kl whido] Waxso] Qltd. ki Rust ¢

)
Oliver(1994)= ABp|AZA L 3xP9e=2 vy zHzE Au] 243 (Service

[‘O
J;
=
i
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Y
Y
)

Product), A H¥]Z~A=(Service Delivery), AH]Z~87d(Service environment)2]
37HA] A& AAISESI T, AH|2gES Ay, Auladde RAFHAE

olgfd = & Aolth. ZE|al Mu|ASFL FHT 5o MH[A Azl Qo] 1

N
i



QAo HAza HZA= i Jqr}. Brady ¢+ Cronin(2001)2 Rust 9} Oliver?]
Y EAE vgo R AT Z8EA (interaction quality), ZA3E4 (outcome

quality), =94 372 (physical environment quality)®= ™3}

FaAUEde s Bl Auaggds s HE oA
Al 2EAs pAH 0% et Aujsh AM Sow J
A & ETPSE BY 2L, g olg3 BAT A4S TIse

NrEA EA B9 b4 $YoE EA MusEAL odF # U9

webA o AToANE fle 2L HE dTEES MRS E Rust &
Oliver(1994)¢] A5 Edl®E AMH|E=FAS) 7} Adg AH|2/AFE(Service
Product), AH]2=A G (Service Delivery), A1H]222-74(Service environment)<]
Zt &40 HATHITOZ AT skl o] S, 1ol e A H|AFHHo R

Adst sigivk. ez o8 HREYS] g LdEs 2907, FHL
]

2

Aulz, Here] ¥4 5O% FRY & Qe Aolr).

ROV FAY, o, =93 ook, Avgst ED gule ofEune,
EAE T2 SAS I B AYgASE 2 2AZE AUtH(Dube Renaghan,
1994; William Martin, 1986; Kuntson et al, 1995; Cadotte & Turgeon, 1988).
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ol

Mulz=AlE, el AW, AjbEW, Al AT, AAAR[ZC w3
A3y = Francis Buttle(1986), Saleh Ryan(1991), Kuntson et al(1995),
Babin J. et al(1998), Z+%(2000)5 9] A5 wgo = skich,

Aeae B3 SAMse A5sY A v g, o T8 SAHT
Dube Renaghan & Miller(1994), Swinyard & Strument(1986), T-3](1995)% 2]
ATE wEo® S9ch. webA Rust & Oliver(1994)9] An|~FA 33k 9] 1
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<E 5> s F1d adleAl A

. s = | AUzt
LN CR Al oxk | @28
gaAEey <> AL3] A E 6.119 |0.461 ]0.090 |0.641
AbE| A E e <> SEg9-9 Y 5.334  [0.405 ]0.105 |0.615
A A <> 593 5.013 ]0.353 [0.085 |0.523
9171 <> T 7.194 0.499 |0.107 |0.713
Tdd <> AR 8.269 ]0.636 [0.108 |0.858
w2171 <> A&R 7.652 |0.575 0.086 |0.747
gadEey <> 97 7.909 [0.609 |0.088 |0.785
gadEy <> FHY 7.675 |0.564 |0.103 |0.770
gadEey <> AgR 7.535 | 0.579 |0.081 |0.741
AR A EE <> 7B9]7] 5.693 10.403 ]0.093 |0.589
ARl A EE <> FHY 6.407 |0.475 ]0.118 |0.711
ARl AE e <> AER 6.103 1 0.455 |0.089 |0.633
Edgeag <> 297 5.964 [0.490 |0.102 |0.694
Edg 8 <> F94 5.948 | 0.434 | 0.117 | 0.668
S - > 45E 5.946 | 0.446 | 0.091 | 0.628
X% =630.344 d.f =362 p= 0.000 GFI : 0.838 AGFI : 0.866
NFI @ 0.916 CFI : 0962 RMSEA : 0.047

X1 X2 X3 X4

0.82 0.80 0.81 0.
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<E 6> WA 3Feld @ ol HAI(CFA: confirmatory factor analysis)

A3t i Ak
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The Influence of Relational Benefits and Core Service Benefits
on Customer
Defection Intentions at Hotel restaurant
—-focused on Mediating Roles of Satisfaction and attractiveness of Alternatives—

Park, So-Young

Department of Business Administration
Graduate School of Pukyoung National University

Abstract

This study was intended to identify the major antecedent factors to customer
satisfaction and then the structural relationships among customer satisfaction,
attractiveness of alternatives, and customers' intentions to defect with the support of
empirical evidence at a hotel restaurant. The research results on the hypotheses
proposed may be summarized as follows.

First, in the relationships between relational benefits and customer satisfaction, the
subconstructs of confidence and social benefits were found to be statistically significant,
but the subconstruct of special treatment benefits was found to be statistically
insignificant. In the relationships between core service benefits and customer
satisfaction, all the subconstructs of mood, employee service, and food and beverage
quality were found to be statistically significant. The subconstructs of core service
benefits were found to have a greater influence on customer satisfaction than those of
relational benefits. Mood and employee service were found to be major determinants in
customer satisfaction, with mood verified as the most influential one.

Second, customer satisfaction was found to influence customers' intentions to defect
directly and indirectly. Especially, customer satisfaction was identified as an important
factor conducive to deterring customers from defecting indirectly by lowering
attractiveness of alternatives. This finding verifies the role of attractiveness of
alternatives as a mediating variable in contrast to its role suggested in prior research as
a moderating variable between customer satisfaction and performance variables such as
loyalty, relationship continuation and intentions to revisit.

This study may be significant in that it complemented the problem of the omitted

59



variable bias in prior research by including both core service benefits as well as
relational benefits as the antecedent factors to customer satisfaction and identified
which subconstruct in each antecedent factor affects customer satisfaction. In addition,
it found that a decrease in attractiveness of alternatives owing to an increase In
customer satisfaction may deter customers from defecting with the verification of
attractiveness of alternatives as a mediating variable, rather than as a moderating role,

between customer satisfaction and some performance variable.

Key word : customer satisfaction, attractiveness of alternatives, core service benefits,

relational benefits, customer defection intentions.
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