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The Structural Relationship between Physical Surroundings, Employee Service,
Customer Emotion, and Service Loyalty -A Focus on Upscale Restaurants-
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Abstract

While the cognitive aspects of customer behavior have been a main subject of research, some researchers are now
focusing on the emotional aspects. The influence of emotion on attitude and judgement has been accepted by many re-
searchers, and most studies regarding emotion have focused on physical surroundings and emotional responses, based on
Mehrabian & Russell's 1974 model. This study aimed to expand the scope of the model by including employee service.
Here we examined the structural relationships between the physical surroundings and employee service of upscale restau-
rants, along with emotional response, and service loyalty. Physical surroundings and employee service were used as single
factors, and we composed four different emotional responses: positive, negative, positive arousal, and negative arousal.
While physical surroundings had impact on 'positive emotion' and 'positive arousal', Employee service had influence on
'negative emotion', and 'negative arousal' as well as 'positive emotion'. And 'positive emotion' and 'positive arousal’
influenced service loyalty. Lastly, there was also a correlation between physical surroundings and employee service.

Key words : Physical surroundings, employee service, emotional response, service loyalty, upscale restaurants.
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Table 1. Emotion items proposed by previous studies

Service
loyalty

Fig. 1. Research model.
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Researcher Emotion items proposed
Izard(1977) Interest, joy, surprise, anger, disgust, contempt, feat, shame, guilt
Plutchik(1980) Fear, anger, joy, sadness, acceptance, disgust, expectancy, surprise

Mehrabian & Russell
(1974) <PAD>

-Pleasure(happy, contended, pleased, satisfied)
-Arousal(frenzied, excited, stimulated, aroused)
-Dominance(controlling, autonomous, influential, dominant)

Watson et al(1988)

-Positive emotion(interested, excited, strong, enthusiastic, proud, alert, inspired, determined, active)

<PANAS> -Negative emotion(distress, upset, guilty scared, hostile, irritable, ashamed, nervous, hittery, afraid)
In good mood, happy, enthusiastic, elated, excited, proud, nervous, afraid, fearful, scared, jittery, unhappy,

Oliver(1993) irritable, hostile, upset, sad, in bad mood, blue, distressed, attentive, alert, active, aroused, sleepy, drowsy,
sluggish, calm, ar rest, relaxed, astonished, surprised, inspired, guilt, anxious, ashamed, quiet, quiescent,
pleased, satisfied, interested.

Richins(1997) Anger, discontent, worry, sadness, fear, shame, envy, romantic love, love, peacefulness, contentment,

optimism, joy, excitement, surprise
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Table 2. General characteristics of sample

Variable Characteristics Frequency(%)
Female 103(42.20)
Gender
Male 141(57.60)
20's 84(34.38)
30's 89(36.61)
Age 40's 50(20.54)
50's 16( 6.70)
60's 4 1.79)
High school graduated 29(12.05)
Education College/University student 26(10.71)
level College/University graduated  145(59.38)
Post graduated 42(17.41)
Salary 81(33.04)
Self-employed 35(14.29)
Public service 16( 6.70)
Occupation Professional 65(26.70)
Housewife 12( 4.91)
Student 17( 7.14)
Else 17¢ 7.14)
~20,000 64(26.34)
Yearly income 20,000 ~30,000 49(20.09)
(Unit: 1,000
won) 30,000~40,000 58(23.66)
40,000~ 73(29.91)
Family 41(16.52)
Business partner 70(28.57)
Eating-out Dating 64(26.34)
companion
Friends 65(26.79)
Else 4( 1.79)
Taste 68(27.68)
Prominence 49(20.09)
Atmosphere 41(16.67)
Ni‘:;;'e of Accessibility 25(1027)
Reasonable price 23( 9.38)
Employee's service 17( 7.14)
Else 19( 7.8)
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Table 3. Factor analysis results of physical surroundings

GoAY A2mRe B2 A QA Muls o] 7498 e % Al FYEe) 724 W

. Factor Factor Eigen Variance
Variable L2 v (% WA QoA R 2R 2N 2, 2R 2
I A ), ‘BAA Zgu BPA 277k 893
Modern facility 0.795 I 23 I, w3 A 2773k f9
Gorgeous  physical amenities 0.823 Table 5. Factor analysis results of emotional response
Wholly harmonious color  0.518 items
Favorable menu list, logo, Emotional categories
dish, and cup 0.621 6.64 5428 . — Variance
Characte- cga- YOS L Gi Ne Eigen  ex-
. . . - ga_
Building appearance 0.724 ristics tive tively tively value plained
Favorable interior design 0.739 omo- - eMO- - roused aroused (%)
tion tion
Cleanness 0.564
Anger 0.89
Good looking of employee 0.639
Regretful 091
Pleasant od 0.645 128 15.57
o oder > Distressed 0.91 8.82 2848
Comfortable illuminati .
ortable illumination 0.831 Annoyed 091
Disappointed  0.86
Table 4. Factor analysis results of employee service Happy 0.82
Variable Factor 1 Eigen value Variance(%) Pleased 0.84
- - 563 2203
Consistent politeness 0.836 Comfortable 0.83
Immediate response 0.770 Pleasant 0.78
Exact information about 0.829 Excited 0.70
service fiming Cheerful 0.84 A
incefity on problem 0.822 7.42 61.86 Curious 0.79
solving
i 0.7
Technical knowledge 0.877 Surprised 6
I ti 0.84
Personal sincerity 0.882 nattentive
. Stuf 076 240 1045
Timely accuracy such as 0.687 tuffy
reservation, food offering ’ Confused 0.70
Table 6. Confirmatory factor analysis results of construct
x’ P GFI AGFI NFI CFI RMR  Cronbach alpha
Physical surroundings 91.85 .000 924 .878 923 920 .066 .870
Employee service 89.47 .000 926 .866 .940 956 .061 901
Positive emotion 69.31 .000 906 728 931 946 071 .895
Negative emotion 31.59 .000 901 812 .903 907 078 959
Positive arousal 3.35 .000 939 818 934 944 .083 .868
Negative arousal 2.12 .017 768 712 767 .801 .081 .864
Service loyalty .021 .000 .819 771 .879 779 0.67 .806

GFI(Godness-of-Fit Index), RMR(Root Mean Square Residual),

NFI(Normed-Fit-Index).
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Table 7. Correlations of constructs

Rolrlo} RAFESER

1 2 3 4 5 6 7
1. Physical surroundings 1.000
2. Employee service 0.495" 1.000
3. Negative emotion —0.008 0.039" 1.000
4. Positive emotion 0.056" 0.033" -0.311" 1.000
5. Negative arousal 0.020 -0.082" 0.614” -0.056" 1.000
6. Positive arousal 0.054" -0.025 -0.095 0.693 0.227" 1.000
7. Service loyalty 0.024 -0.081 -0.406" 0.627" -0.168" 04117 1.000

o gAEe mdz BEH,

3. o7 28 AT

Aol A AAlE AT 2P ARBAE B3 2RE 7]
22 g, 97 239 AAHA 72 2L ASe. A jlEE
T2 WA 2y A
Fit Index : 7]& &g

dual: 957 Ht

2

AAES HAth E=3 Y] 71 el e vl 5 vk GFIZL AGFL 3%, NFI gto] 0.9 o]4olw npga]gh 2
92 H7lEH, RMRELS 058 7I€0 R olBt) A4&+5

B AF, 4°=656.158, df-9, p=.000, GFI= 819, AGFI=
771, RMR= 037, NFI= 8792 A3 2go 2 Aghs|r|d &
=Nl golstgek A E 7 F alE 9] AF
3L A=23l7] 98 GF(Godness-of: ¥4 A= ol@2] Table 87 2t} FellA AAE HE &
A%, RMR(Root Mean Square Resi- 213 873°0] ‘& 743 ‘ZHA &7l v e I
& 3, NFI(Normed-Fit-Index : 5 & SAZCRE foJ o= vehd vhd, ‘733 23

i=]
AP A5) 5 FHOE da A7 2y AYEE Wk A Bl vA P R 8 Aoz e

Table 8. Causal relationships among constructs

Std. Estimate S.E. CR P
Hla Physical surroundings — Positive emotion 0.424 0.038 12.713 0.000
Hilb Physical surroundings — Negative emotion —0.061 0.060 —-1.535 0.125
Hlc Physical surroundings — Positive arousal 0.464 0.052 12.529 0.000
Hld Physical surroundings — Negative arousal 0.017 0.062 0427 0.669
H2a Employee service — Positive emotion 0.345 0.035 9918 0.000
H2b Employee service — Negative emotion —-0.383 0.056 -8.63 0.000
H2c Employee service — Positive arousal 0.084 0.049 2257 0.024
H2d Employee service — Negative arousal -0.244 0.058 -5.982 0.000
H3 Positive emotion — Service loyalty 0.517 0.064 9.578 0.000
H4 Negative emotion — Service loyalty -0.319 0.028 -3.429 0.001
HS5 Positive arousal — Service loyalty 0.220 0.031 6.240 0.000
HS Negative arousal — Service loyalty —-0.056 0.028 -1.630 0.103
Heé Physical surrounding < Employee service 0.551 0.038 11.476 0.000
x° =656.158, df=9, p=000, GFI= 819, AGFI= 771, RMR= 067, NFI= 879, CFI= 579
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