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The Effect of Relational Benefits on Customer Perception of Value,
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Abstract

This study was conducted to investigate the effect of relational benefits on perceived value in order to enhance
customer satisfaction and win customer loyalty in the specialty coffee shop business. Structural equation model-
ing was performed and the structural model estimated with AMOS (ver 5.0). A total of 329 valid responses were
used for data analysis. The findings show that confidence benefits among the relational benefits have a direct
effect on perceived value. In addition, confidence benefits also have an indirect effect on customer satisfaction
and loyalty from this perceived value. However, social benefits and special treatment benefits of customers
had no effect on functional and symbolic value. In conclusion, establishing confidence benefits with the customer
at the specialty coffee shop significantly influenced their perceptions of value, customer satisfaction, and loyalty.
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Table 1. Demographic characteristics of respondents Sdg=el Beret d2lr 74
Variables N (%) A HEA o] & A1 FA Y A LT HFAdS &
Gender Male 79 (24.0) H3l7] §le) 8814 AAIRE A= Table 29} 2t 7]
e BOA6D 55 7px19k 44 7o) e ehp % Aohe Table
Age (years) 24060 3, wARED wAFAE 2guel gy AZA e
Marital Single 297 (90.3) -
status MargTied 32 (9.7) Table 4l Al A skgivt. 2914 A Sfrgte] 1 vinke]ut
3 3] 50 B 1 o
High school or lower 32(9.7) SRIAAA7E 04 ofs F FEA 2] ghol 04 mIRkl A5
Education 2-year junior college 127 (38.6) A 28 AAE A3(37) A3 A el =4S 93 55
level Bachelor’s degree 155 (471) 3 = 123)e = Z;g 6‘]‘ =R = i h=1"
Master’s degree or higher 15 (4.6) ¢ F el 71eA 7k L% Iww, AAT
Z =3z EXEl = 1X3le] AR o] A & el =
Salaried worker 39 (11.8) 5 54 5w T 1wl Al e 2 oﬂ_j B
Profession 22(6.7) a4 ezt Bl e 24} 3 AAAA 7] S8
Occupation Housewife 20 (6.1 3l gAEAE 2T Folx]e AkalE Ealo] ¢lelrh
Student 217 (66.0) ) ) 3 _
Others 31 (9.4) Ao AGAE FA] S8 ol AAE v
YMeans + SD. BoR AR xE FA% A7 A3 A &9 0909, F4lA
Table 2. Results of exploratory factor analysis and reliability for relational benefits
Construct and scale items Factor loading  Eigen value Cronbach’s a  AVE"
Social benefits
I am recognized by employees. 0.784
I have developed a friendship with the employees. 0.830 3962 0.909 0.758
The employees know my name. 0.826
I talk a private conversation with the employees. 0.834
Confidence benefits
When I entered coffee shop, I feel comfortable. 0.637
When using the coffee shop, I feel assured. 0.632
The employee’s treatment of the coffee shop is convenient. 0.807 3.133 0.834 0.752
I have more confidence the service will be performed correctly. 0.852
I feel I can trust the employees. 0.755
Special treatment benefits
I receive better prices or special deals that most customers don'’t. 0.761
They provide services to me that they don’t provide to most 0.850
other customers.
I receive faster service than most customers. 0.841 3476 0.896 0-715
They pay extra attention to my needs. 0.777
They recognize my preference about food and beverage. 0.689
Total cumulative 70.509%.
YAverage variance extracted.
Table 3. Results of exploratory factor analysis and reliability for customers’ perception of value
Construct and scale items Factor loading Eigen value Cronbach’s a AVEY
Functional value
Provides product and service at a reasonable price 0.876
Offer good value for money 0.876
Offer adequate amounts 0.877 2922 0.874 0.705
Offer good quality compared to the price 0.723
Symbolic value
Helps me make a good impression on people 0.596
Makes me feel delighted 0.769
Is appealing 0.831
Gives me pleasure 0.789 3632 0.865 0.654
Is stylish 0.813
Has a good reputation 0.705

Total cumulative variance 65.542%.
l)Average variance extracted.
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Table 4. Results of exploratory factor analysis and reliability for customer satisfaction and loyalty

Construct and scale items Factor loading  Eigen value Cronbach’s a  AVEY
Customer satisfaction
Employees’ service 0.818
Overall satisfaction 0.840
Atmosphere satisfaction 0.737 2817 0.845 0.718
Taste of product 0.721
Customer loyalty
I say positive things about this coffee shop to other people. 0.702
I recommend this coffee shop to someone. 0.791
I consider this coffee shop my first choice. 0.848 2.788 0.861 0.727
If T have an opportunity to come at this area, I will revisit 0.797

this coffee shop.

Total cumulative variance 70.068%
YAverage variance extracted.

3 g2 0.834, 5§ 3= 0896, 7153 7} = 0.874, = AAsIE o, a4 e, St = A A 7],
AR 712 = 0865, LATET7T 0.845, A A =71 0.861 IANE IAFAEAAN AT FEES AAZY F HSE
= Cronbach’s a A5 kel B 0.7 ool e g S+ Aol Abg-shedTt #elz aqliA Ad HAFHSZ GF,
gto] A&yt Eoka shdE oo NFI, CFL A7} 0.90 o]delgler v Afge A +Ex
x3 Ax 4l F S AEe uES el e WE ]S 7S el o m g B oo Fol| A AlSE =33
A} %% Zkel AVE(average variance extracted)gke] 234 T vy g 50 wAA 2903 2E AY
&2 0758, FAIA 2 (0.752, SH Y% -2 0.715, T e Aoz ey}
7154 7= 0705, A A 71 = 0654, 22 0.718, b 7 A g 7o) A Al S B SR AL A EE]
aEl3 aAFAAEE 072701k weEtbA] o] & AR WA a4 e, Ehds 93 75 7k, AAA 1A,
A A o] EAlgelar Tkl oh(36-38). AR g IAFATE B Fo3 ARAAE Bl
B ATy SAHH R dES F3A S AT F & (p<0.01)(Table 6). =FF Hx=o] F etA] F7tE 2914
o1& 2 ol B-A (confirmatory factor analysis)S £l 2+ AVEZre] AN 712 AAAA L] AT 3kS Ab3]el=A]
%2 gz} 4 (uni-dimensionality)S % 7}3F 23} Table wik 72 AN 7 AARAY] B% TR A 7 AN
59} Zr} o] BAAA A d AHAA S A= FHE 7kl shAgk Al gt 18 £233=A] 35 HES
Table 5. Results of confirmatory factor analysis
Factor name First item Final item X2 p-value GFI AGFI RMR NFI CFI
Social benefits 4 4 16.345 0.000 0.975 0.874 0.018 0.982 0.984
Confidence benefits 5 3 0.000 - 1.000 — 0.000 1.000 1.000
Special treatment benefits 5 4 1.602 0.449 0.998 0.988 0.008 0.998 1.000
Functional value 4 4 9.218 0.010 0.986 0.932 0.015 0.986 0.989
Symbolic value 6 4 13.823 0.001 0.979 0.893 0.020 0.973 0.977
Customer satisfaction 4 3 0.000 — 1.000 — 0.000 1.000 1.000
Customer loyalty 4 3 0.000 - 1.000 — 0.000 1.000 1.000

GFI: Goodness of fit index, AGFIL: Adjusted goodness of fit index, RMR: Root mean squre residual, NFI: Normed fit index, CFI:
Comparative fit index.

Table 6. Results of the correlation analysis

Ttems Mean +SD" 1 2 3 4 5 6 7
1. Social benefits 1.72x£0.73 1.007

2. Confidence benefits 3.26+1.11 0.43™ 1.00

3. Special treatment benefits 1.77+0.63 0.60" 0.44™ 1.00

4. Functional value 3.02+1.02 0.26™ 047" 0.29" 1.00

5. Symbolic value 3.15+1.12 0.23" 062" 0.28™ 0.43™ 1.00

6. Customer satisfaction 3.34+1.11 0.26™ 0.60™ 0.22" 0.46™ 065" 1.00

7. Customer loyalty 3.05+0.93 0.24" 051" 0.28™ 0.44" 0.67" 0.62" 1.00

(”All items were assessed on a 5-point Likert-type scale ranging from 1 (strongly disagree) to 5 (strongly agree).
Z)_Pearson correlation coefficient.
“p<0.01.



AAAEH el A7 BANGe] AZE A, WHE 0 FAm AL I 125
Table 7. Structural equation model results

Hypothesized relationship Path coefficient () t value Result

Hla Social benefits — Functional value 0.080 1.057 Not supported
Hib Confidence benefits — Functional value 0.464 6.680"" Supported
Hlc Special treatment benefits — Functional value 0.047 0.614 Not supported
H2a Social benefits — Symbolic value -0.010 -0.141 Not supported
H2b Confidence benefits — Symbolic value 0.682 7579 Supported
H2c Special treatment benefits — Symbolic value 0.074 1.071 Not supported
H3 Functional value — Customer satisfaction 0.251 4656 Supported

H4 Symbolic value — Customer satisfaction 0.657 7.893" Supported

H5 Customer satisfaction — Customer loyalty 0.778 11.322™ Supported

X*=696.762 (df=263); X*/df=2.649; GFI=0.854; NFI=0.872; CFI=0.916; RMR=0.047.

“"p<0.001.

Social
Benefits

Confidence
Benefits

Functional

Customer

orre Customer
Loyalty

Satisfaction

Special
Treatment
Benefits

Fig. 2. Structural equation model with parameter”estimate.
Numbers are the standardized path coefficients (*p<0.001).
Dotted lines indicate nonsignificant paths (p>0.05).

A A2 AlF Fhe]l AVERS Z393814] dgkar olw
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2 2 QoA Aew 2HARE 9y e AU

slvhz Ak,

odmEol Hyl 9l JIMAS

AT AEE Y& AT dete] FRUHA =
3] BAS AAEE A3t Table 73 Fig. 29 2t} -x2814]
Aol o3t 71 AZE AT X 696.762(df=263), GFI=
0.854, NFI:= 0.872, CFI&= 0.916, RMR: 0.047% #4159}
o} P Al e A3 HrkE ¢l8l4 GFI NFI, CFI
ZHe 090 )4, RMRE 0.05 o]5le]® H2md 2 g5kt

(3739) 2 A& ghekgbe}, 413
AFeME 72 2|55 FIAH o7 FHriste] GFIZF 0.861
(40) =& GFI7} 0.888, NFI7} 0.829, CFI7} 0.904, RMR®]
0.049¢1 73$-(28), GFI7} 0.79, AGFI7} 0.74, CFI7} 0.91¢]
AU E 23o] Aetsicly A3 AIw glom g

AT B4 myw Aubdo g H3wr) iEaeS

Fqpeto] mae) A4S

FA o] 715A 7Hx ¢ AAA 7pA] e v A& G5k
7Wdlats ASAEAH o] A 2tets AbslA ddle] 7]
2 7EA] e H(+)9] & vH = AR *4246}03&411 AR
A< 0.080, t7H-2 1.057(p=0.291) 2 §-2] 7
A e Aog BAEe] 7)1 7= gl g, i-mzi %:ﬂ
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