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Influence of Relationship Quality by Servicescape of Korean
Restaurants on Loyalty
Focusing on Busan city area -
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Abstract

This research was intended to investigate the influence of relationship quality by servicescape of Korean
restaurants on loyalty targeting Busan city area. For this, a research model was designed and hypotheses were
drawn through literature investigation. 300 copies of the questionnaire for a survey were distributed from 6th
to 24th of May, 2013, and then 288 copies were adopted for the empirical analysis. As for data processing,
the data were analyzed by using SPSS win version 18.0 statistics package program and were verified through
frequency analysis, reliability analysis, factor analysis, and regression analysis. The result of this empirical
study was summarized as follows. First, as a result of verifying the influence of servicescape factors on
relationship quality, cleanliness, comfortableness, and accessibility among the servicescape factors had
significant effects on commitment among the quality factors. Second, the result from verifying how the
servicescape factors affected trust showed that attractiveness, comfortableness, and accessibility had significant
effects on trust. Third, commitment and trust among the relationship quality factors were found to have
significant effects on loyalty.
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<Fig. 1> Research Model
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{Table 1> General characteristics of the subjects

kel o & WERIEE 2~33] 103(35.8%)2-
2 7P A JEba, Al i A &34
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Characteristics N %
Male 126 43.7
Gender Female 162 56.3
20~29 54 18.7
Age 30~39 114 39.6
40~49 87 30.2
50 or more 33 11.5
High school 47 16.3
. College graduate 121 42.0
Education University graduate 103 35.8
Graduate school 17 5.9
4~ 62 21.5

Average
monthly 2~3 106 36.8
. 1 93 32.3
visit Others 27 94
Average payment ~2 128 44.4
per visit 2.1~3.0 87 30.2
3.1~4.0 44 15.3
(10,000) 4.1~ 29 10.1
Under 100 42 14.6
. 100-201 76 26.4
Mog;z (;g;‘))me 201-300 88 30.5
? 301-400 63 21.9
400more 19 6.6
Total 288 100
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{Table 2> Result of the factor analysis on servicescape
. Factor | communal- Eigen- Propoti- | Cronbach's
Factor Variable loading ity vaule on(%) a
Facilities provide aesthetic view 875 802
generally
Building style is up to the minute. 740 124
Aesthetics | Facilities are harmonized with the 726 720 3499 | 23328 887
interior generally.
Inside walls and floors show the beauty 207 683
of colors.
Facilities make customers satisfied. .651 .618
Kitchenware is clean. .865 726
Employee's uniform is clean. 761 735
Cleanliness | Subsidiary facilities and indoor 2911 19.404 869
73 762
sculptures are clean.
Toilet is clean. .671 .692
Lounges and subsidiary facilities are
. 815 .837
Comfortabl prepared sufficiently.
"“:lgsr;a | It has a calm and restful atmosphere. 813 814 2583 | 17221 884
Indoor temperature and humidity are 751 795
proper.
Location is easy to access. 811 818
Accessibility | 1t Das @ waiting place and subsidiary | 745 818 2350 | 15663 | 881
facilities.
The parking lot is convenient to use. .700 799
KMO : 0935  X*: 2480339, P : 0.000
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{Table 3> Result of the factor analysis on relationship quality

. Factor | Communal | Eigen- | Propoti- | Cronbach's
Factor Variable loading -ity vaule on(%) a
Facilities of thf: Korean restaurant make 868 700
customers continue to use.
Commitment It makes interest in the long-term growth of 785 685 221 37.009 783
Korean restaurants.
It arouses friendly feelings to Korean 646 664
restaurants.
It arouses trust in Korean restaurants. 825 77
Trust Korean restaurants keep a promise well. .769 .699 1.998 33.293 .769
Korean restaurants give reliable information. 152 .693

KMO : 0.857, X2:

639.201, P : 0.000
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{Table 4> Factor analysis of loyalty
. Factor | communal- | Eigen- | Propoti- | Cronbach's
Factor Variable loading ity vaule on(%) a
It is expected to use again. .875 165
It is expected to continue to use. .853 713
Loyalty It is worthy to recommend to friends or 845 78 2848 71.20 865
colleagues.
It is commented favorably to friends or 801 641
colleagues.

KMO : 0.827, X*:

531.270, P : 0.000




{Table 5> Result of the analysis on servicescape and relationship quality(commitment)

95

Unstandardized Standardized
Model coefficient coefficient t-value P
B S.E Beta
Constant 1.969 155 12.731 .000
Aesthetics .100 057 123 1.772 078
Cleanliness -.168 .060 -207 2.795 .006”
Comfortableness 290 .049 403 5.951 000"
Accessibility 219 053 305 4.100 000"
R'= 356 R Adjusted= 347 F=39.138 p= .000
"p<0.05 , ™ p<0.001
{Table 6> Result of the analysis on servicescape and relationship quality(trust)
Unstandardized Standardized
Model coefficient coefficient t-value )4
B S.E Beta
Constant 1.634 175 9342 .000
Aesthetics 191 064 210 2.986 003"
Cleanliness .000 .068 .000 .003 997
Comfortableness .180 055 224 3.261 .001”
Accessibility .189 .060 236 3.129 002"
R'= 338 R Adjusted= 328 F=36.046 p= .000
"p<0.05 , ™ p<0.001
3) ASE WY SAEO| 2| zof| ofgt uAEe] HAEE F FAAEe Y
IAEA Q0] FAE v IS A TAE AFFo 2 T HAY AYGAEely
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{Table 7> Result of the analysis on relationship quality and loyalty

Unstandardized Standardized
Model coefficients coefficients t-value P
B S.E Beta
Constant 1.478 221 6.701 .000
Commitment 402, 075 355 5.384 000"
trust 202 067 .199 3.018 003

R’= 255 R’ Adjusted= 250 F= 48852 p= .000

"p<0.05 , ™ p<0.001
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