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Abstract

This research aims to examine the impact of store personality and service quality on the
customers’ intention of revisiting the department store and their intention of recommendation
to others. The participants were women in their 20s to 50s with experiences of purchasing
apparel from major department stores. A total of 324 survey responses were used for the
final analysis. The data were analyzed using factors analysis, reliability analysis, and multiple
regression analysis with PASW 18.0. The results were as follows. First, the department store
personality was composed of 3 factors; prestige, passion, sincerity, Service quality factors
were defined as tangibility, responsiveness, and empathy. Second, the three dimensions of
brand personality-prestige, passion and sincerity turned out to be influential factors affecting
the customers’ revisiting intention and recommendation intention. Also, tangibility and
responsiveness of service quality factors had a significant influence on their revisiting
intention, whereas tangibility, responsiveness and empathy factors had a significant influence
on their recommendation intention. Third, the sub-dimensions of store personality and
service quality had a different influence on the customers revisiting intention and
recommendation intention according to the department store brand.

Key Words: Store personality(3E 714, Service quality(AH]2 #F3), Revisiting intention (A%
Fo]x), Recommendation intention(F32Jx)
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