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Service quality, This research utilized integrated package program of PASW Statistics 18.0 and AMOS 22.0 to analyze
Perceived services fairness, how the influence of service quality factor of coffee chains affects customer satisfaction and intention
Satisfaction, of customer behavior. The utilized statistics techniques were frequency analysis, exploratory, confir-
Behavioral intention. matory factor analysis, covariance structure analysis, multiple group structure equation model analysis,

etc. As a result of hypothesis verification, first of all, it was verified that the service quality factor of
coffee chains affected positive (+) effect on service justice. Second, it was verified that the service
justice affected positive (+) effect on customer satisfaction. To see it detailed, it is possible to see that
all factors, perception of interactive justice, distributive justice, procedural justice, were adopted as the
case of affecting service satisfaction (p<.001). Third, it was verified that among the circumstances that
service quality affected to satisfaction, justice played a role as intermediary role. Fourth, it was verified
that service satisfaction affected positive (+) effect on customer satisfaction, finally, the influence that
customer satisfaction affecting behavioral intention has no effect on behavioral intention by brands of
domestic or abroad.
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Fig. 1. Research model.
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(2006), Kwortnik 5-(2011), Lee(2013)2] A #3223 %35}
A . B9 I 48 o 7 At Euld 244
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Zejol2, ojtjof, with& AFolde® A% skl th(Star
Seoul, 2015). A% ol U] Bil= 10X F AS% 19
ZBp 2, 29] T E g o], 39 oftfof, 49] withy €r
= Uehston], g o] 8% 7F 2B 29t UniA] 3

BAa=(FAEEY o]z, ojttol, withihe] A7t Hl%’c‘s}ﬂl
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Aol Al =l 8 AEIAEgAde] IS 3 oo vl

o Uy A 2d B (Multiple Group Structural Equation
Modeling Analysis)= 2AISHAT 2 23] fo)d& 4
=57 Y3t FEAEY S (Bootstrapping)= A A 3F T}

4. uEEN

4.1, ZATHYRIO] ATEASN Szt

2 A MEASE S8l AR AEEARE F 5005
o] AEAE v F-3tod, 358 AEA] 5005 FollA ASA]
7F A AY B S 1755 ALl g F 483%F
S BAEA O AFESl T E AT X3 AR BE
of tigh Uvtd EAL o5 2k A7 dAke] v
ol ks AuHW, IHAE 54.7%, S| HA = 453%

2 Vet o] Aol dAk 43.5%, oA} 56.5%= WE
P} vole] 73-$-of 20Tl 38.1%, 40T 20.9%, 30T 18.2% <=
© 2 YERT) A& He] 75l nl&o] 61.9%, 71E 37.7%
2 Yelgdth 2de] Aol A 42.0%, HAE2] 143%, T
13% o2 et g8o] 9o a5stwEs o8t 25.1%,
434 et £ 20.5%, 2394 AEY EY 193% o2
YUERITE 259] 7Z$of 997 ©]3} 43.9%= =7 YET

42, EHE0| ElUED} AZE

HAeEe] W g Es A5 S8 & A= 4]
ZAHE Bl FAES dEo R HE AEdEES A9
shal, & AR At 9 ' A RIS AAISH
th AeEe W BHEEE HASsh] 98 & de e
ZAE B3 HA4-3 2o g A3d HEJEES A9
sta, B 2ARE AAlste] ¢4 FaA a1 S A
o oA el gk QlEA2 FAE 891 (Principal
Component Analysis)H-& ©]-&3}91 2, 8213] ] 3lofA]
= 891E ] e EYAdE AR5k f&3 Has|d

o
of
or
ach
fr
n)
o,

(Varimax)H < ©
o} JHo| &L HAslsh= o
F4 SAHAET 2EMH L8 £44 7= Table 29
2t A~ 4 dY WgE o] A
Y& KMO #4432 2, KMO=0.928, Bartlett 734 7
2 ?=4233.99(df=120, p=000)% UEFHTE LQ1EA o)A

=

FHA 92l E2] 2204 H(factor loading)= 0.5 ©]/FS 7|5E
© 7 319, Ifrk(eigen-value)°] 1.0 ©]A9l 291 5747}
FZHglon], MU~ 4998 Ayste FEA AW
< 2% Yeht S FREY] BRI o= H = G

= 9% 151
Table 1. General characteristics of sample
gliglilr(l;l Item Fre- = Rate
0,
variable quency (%)
Domestic brand 264  ( 54.7)
Brand
Foreign brand 219 ( 45.3)
Male 210 ( 43.5)
Sex
Female 273 ( 56.5)
10~19 65 (13.5)
20~29 184 ( 38.1)
30~39 88 (18.2)
Age
40~49 101 ( 20.9)
50~59 43 ( 89
60~69 2 (04
Single 299 ( 61.9)
Marital Married 182 (377)
Status
Etc. 2 (04
Student 203 ( 42.0)
Service/sales 48 (99
Specialized job 69 (14.3)
Occu- Office clerk 56 ( 11.6)
pation
Housewives 63 (13.0)
Self-employed 22 ( 4.6)
Etc. 22 ( 4.6)
High School Diploma or less 121 ( 25.1)
2-year college _ enrolled 51 ( 10.6)
2-year college  completed 93  (19.3)
Edu- L
cation 4-year university _ enrolled 80 ( 16.6)
4-year university _ completed 99  (20.5)
Graduate program enrolled or higher 28 ( 5.8)
Etc. 11 ( 23)
0~99 (Ten thousand won) 212 (439
100~99 (Ten thousand won) 73 (15.1)
200~299 (Ten thousand won) 70 ( 14.5)
300~399 (Ten thousand won) 56 (11.6)
Income
400~499 (Ten thousand won) 31 ( 64)
500 (Ten thousand won) 8 (1.7
600 (Ten thousand won) 25 (52
Etc. 8 (17
Total 483 (100.0)
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Table 2. Exploratory factor analysis on service quality

Factor Variance ~ Cronbach's
Factor Item loading All %) .
Interior is attractive. 187
Spatial relaxed-ness is enough. 753
Corporeality 2820 17.624 792
It gives pleasant atmosphere. 722

Image and equipments inside (cups and napkins) create proper harmony. .602

Staffs provide accurate service. 710

Responsiveness 2.532 33447 .846
Staffs provide quick service. .694
Parking service is well prepared. 766
Convenient location. 765

Accessibility 2459 48815 795
Building appearance is attractive. .645
It provides convenient business hours to customers. 574
Ordered menu is prepared within the scheduled time. .836

Accuracy 1.914  60.775 821
This coffee shop is reliable(can be trusted). .682
Staff is equipped with professional knowledge on coffee. .810

Professionalism 1.914  72.735 738
Staff is equipped with good understanding on my requests. 739

KMO=.928, Bartlett Chi-square=4233.99, df=120, Overall Reliability (%)=72.7

Table 3. The result of fairness perception factor analysis

Factor Item Factor All Variance Cronbach's
loading (%) a

The staffs of coffee chains showed interest to me. .824

The staffs of coffee chains put their efforts to help me. .823

Inte-  The staffs of coffee chains knew well of what I needed. 786
. 3.874 22789 .889

raction  The staffs of coffee chains were polite. .645

The staffs of coffee chains were kind. .620

The staffs of coffee chains were honest .598

The service of coffee chains was reasonable. 748

The facility of coffee chain was reasonable. 730

Distri- I received what I expected at the coffee chain. .699
. 3.671  21.594 .858

bution  The coffee chain provided what I wanted. .675

The service for the price at the coffee chain was good. .656

I am satisfied with the result I received at the coffee chain. 613

The procedure to provide the service at the coffee chain prioritized customers. .720

Proce-  The procedure of providing service at the coffee chain was clear. 707
2777 16334 .822

dure The procedure of providing service at the coffee chain was reasonable. .649

The procedure of providing service at the coffee chain was fair. .640

KMO=.915, Bartlett Chi-square=4513.6, df=136, Overall Reliability (%)=88.8
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£ KMO(Kaiser-Meyer-Olkin) 715 2 Bartlett®] 784 7% KMO=910, Bartlett -84 = x’=3,007.1(df=36, p=000)%
S AT B A4S B, KMO=0.915, Bartlett 73] el 8QliEAoA #AA 85 8 A FHfactor-
A AZF 1’=4,513.6(df=136, p=000)= JEFIT) Lukxom loading)<- 0.5 o]@} 71ZEo R 391, % 2S A
KMOZko] 0.5 o]4to] i, Bartlette] 784 #H52] A% pak Wl FEA AL 66.8%= UERY, 3250 B
o] Fo4F 0.1 o]stolH LEM S = WIS F =9 Gt ol He Qiﬂ‘}i%—% & ok

FBRBAZE EAQTTL B S vk 2918 *OM #H a9l Ao M= 22u8E 43K(Cronbach's @)Al 5 412
E9] Q1A A F(factor loading)S 0.5 o] 7]1FEC 2 319 T AlFE ARSI AFS| 8t A] AREA 02 06 o=
31, 3Lfrdk(eigen-value)°] 1.0 o]l 2%l 3707} F=E AL SR 0] 2ol Avket FA7F glvka I, 2
o, ARl aQle drshe FEAY AWE2 607%  AFCAE 06 o3 7IEo R AFHAAS Wl R st

= Ueht, 495850 BYEsl olu A% JuEeS  Ac® ok B AT o9 2o Aeuks Aus

& & gk, g olg3tel WA Ao 23t 57
IARE ST RN AE BAAVE  sglon, AEE 06 oo et

Table 4%} 7Lu‘r IATELE KMOREA AR 111{4_, KMO=

[e)
‘“/} OO]H” oA #AHQAE9] JJ_LZﬂ ZH r%k(factor loading)
205 oS 7o R 9, AR avtEEaclS AWt AU =g, Au| = T4, SR, PF =
T AR E 2 69.1%% e, SHFEES] s A4 e9dEA A3, A%
7 e A= FREUSE & 5 Utk

43. ZY=TO| BT AS(EON 2012

Jx

)

o

T AR RS P

o
ot

= Table 69 A| A% vfe} o]

AdEE dH TR EY AT

e o

m

E

PEolr =L po] golBAMy AFr EMAI= FEE =74 Jaf A HE =1,502.68°1H Fo]EEL

Table 53 2t} B F] L] 9o KMOEAZHE KA, p<0012A4 29| pgko] 0.05K.T} 7)o} vz slth=

Table 4. The result of customer satisfaction factor analysis

71EX]

Factor Ttem Factor Variance Cronbach's
loading (%) a
An employee at the OO coffee chain has high understanding of my requests.  .858
Customer An employee at the OO coffee chain has professional knowledge about coffee. .846
. . 2767  69.173 .348
satisfaction | ap generally satisfied with the service that the OO coffee chain provides. .828

I like the OO coffee chain more than other coffee chains.

793

KMO=.813, Bartlett Chi-square=816.08,  df=0,

Overall Reliability(%)=84.8

Table 5. The result of behavior intention factor analysis

Factor

Variance Cronbach's

Factor Item loading All %) N
An employee at the OO coffee chain has high understanding of my requests. .856
Intention An employee at the OO coffee chain has professional knowledge about coffee.  .822
to recom- [ intend to recommend the OO coffee chain to others. .809 3.718  41.309 920
mendation I intend to introduce the OO coffee chain to others. .766
I intend to say a good word for the OO coffee chain to others. 756
I intend to purchase coffee even at an additional cost. .880
12;2 1:: I purchase coffee at the OO coffee chain even though the price is relatively high.  .859 2296  66.822 .893

I intend to repurchase coffee at the OO coffee chain.

519

KMO=.910, Bartlett Chi-square=3007.1, df=36, Overall reliability(%)=90.9
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Table 6. The convergent validity of the overall study

240l - B8 - A%

Non- Measure- Av§rage
Standard variance Concept
Path . standard ment t . .
loading . sampling  reliability
loading error .
index
Procedure — Procedure 4 0.6 1
Procedure — Procedure 3 0.708 1.027 0.084 12.163
0.622 0.829
Procedure - Procedure 2 0.797 1.105 0.084 13.134
Procedure - Procedure 1 0.845 1.192 0.088 13.549
Distribution — Distribution 6 0.738 1
Distribution — Distribution 5 0.81 1.116 0.064 17.384
Distribution — Distribution 4 0.787 1.085 0.064 16.891
0.592 0.860
Distribution — Distribution 3 0.731 1.012 0.065 15.645
Distribution — Distribution 2 0.629 0.87 0.065 13.377
Distribution - Distribution 1 0.559 0.816 0.069 11.838
Interaction — Interaction 5 0.759 1
Interaction — Interaction 6 0.72 0.978 0.061 16.043
Interaction - Interaction 4 0.694 0.993 0.065 15.401
0.639 0.889
Interaction — Interaction 3 0.755 0.934 0.055 16.92
Interaction - Interaction 2 0.808 1.027 0.056 18.284
Interaction - Interaction 1 0.8 1.047 0.058 18.08
Satisfaction — Satisfaction 1 0.783 1
Satisfaction — Satisfaction 2 0.774 1.057 0.061 17.432
0.652 0.852
Satisfaction - Satisfaction 3 0.802 1.131 0.062 18.151
Satisfaction - Satisfaction 4 0.71 1.099 0.069 15.814
Corporeality — Corporeality 3 0.772 1
Corporeality - Corporeality 2 0.774 1.101 0.065 16.86
0.558 0.770
Corporeality - Corporeality 4 0.339 1.099 0.156 7.034
Corporeality - Corporeality 1 0.766 0.974 0.058 16.686
Responsiveness —  Responsiveness 1 0.867 1
0.762 0.846
Responsiveness —  Responsiveness 2 0.845 0.972 0.045 21.605
Accessibility — Accessibility 3 0.616 1
Accessibility — Accessibility 2 0.731 1.021 0.081 12.632
0.585 0.799
Accessibility - Accessibility 1 0.739 0.962 0.076 12.729
Accessibility — Accessibility 4 0.734 0.906 0.071 12.668
Accuracy - Accuracy 2 0.718 1
0.669 0.759
Accuracy - Accuracy 1 0.843 1.222 0.081 15.16
Professionalism  —  Professionalism 2 0.725 1
0.653 0.743
Professionalism —  Professionalism 1 0.811 1.009 0.067 15.155
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£ I E Eote Ae & T ok 2Eu A3 = A W EE g lido] AAE oE dd A BEVE
S % 2% BRY 2y 2AWSSe) o] UEH, B o B3 Ao AR e e ek SAET &
wo) 277} B A%, NNEAE FFAN] b A4S AES ABWAT ol A= Asieolof FE oul @
nel o 2 BAVk A g ek e ARE A% o 9uEEEE F AT Ade) 3R RaREAse 4
S} @A APES BRRE Aol AHolth B2 A AG AFL Mwsle] T AFENFEAFI} BE 4B
TE ASES AP0, RMR-0031Z +8 715 Aoz Agd Ague 2712 aelste] 22s] FRLAF2A
st o2 Ald ¥2 3] FEFEE(convergent 78 B ABAge] AlgRo 2 3l gldde] vt
validity) & AH Bt ISR Ee AAMTE S o= Eigal
B35 AHY P2 dehle Ao shid A7
Aol B3t A ool ZHETA ABAAT 2EH 44 gz
Lol &gk Zlolth, =, JFEHTEE B2 MdS Aol
Mom 23He W 1 23 Alole] Auwe Fusp 441 MHSSTY, MHIS S8, dRd, PRE, dSE
wolol &< oulgit). AFEEEE Hrlsle wyor: 9 QR S MHIAS IS MUIA SH HAES
EFQQREY 27], A A%, BREAFEAF Sl A3, Aul s FR, A, BEE, PEE 1
gtk AR NFEE convergent validity)E A5 o] QlatwA S Aels A4 Azwdge) A%w Q2
usith AFEREE PAUSE SPeE BSWSE] GEelmd S MAe B WS A - 7 G
UAY PEg dehlE Ao, shiel A BE & Qoluy) feled AP Ao HASEm TR
TN o)l SR = ABRBAE Fe F = B A F2BNATE Table 77 2T AH| 2~ EA Qolo] AH] 2~
ot} %, WFELEE B NES Aol WO 2 A aQle] nAE GG Ao §=07585 kL, £
B w2 23k Abole] AuAAL AE) olol FE o A FBL FAE AL D 5 ATkp<001). Wb
oujgitt. JFEHPEE Frhste WHerRe RFa00Y THAL MR F-o] MulagA el e A Aol
stgel 271, g Ak, FRERAFEA S S0l Ak vb tho] gl sHdo] AREAES & itk ARUHE S
Zeko 2w eV & (discriminant validity) S AFH B.gkt} B AR, £33, U84, S-S 7ol A=,
Table 7. Ultimate path model
Path B B S.E t P
Service quality —  Fairness perception 758 493 .048 10.375 o
Customer satisfaction — Customer satisfaction 367 .621 127 4.902 -
Service quality — Customer satisfaction .507 558 .087 6.437 .
Customer satisfaction —  Behavior intention 806 901 058 15518
T p<.05, " p<.01, ™ p<.001.
Table 8. The result of path analysis of the ultimate model (by scale)
Item Service quality Fairness Customer satisfaction
Fairness perception 758°(.018)
Total effects - -
Customer satisfaction 786 (.009) 367 (.006)
Fairness perception 758°(.018) .000
The direct effects Customer satisfaction .507"(.009) 3677(.006)
Behavior intention .806°(.013)
Customer satisfaction 278" (.006)
The indirect effects . "
Behavior intention .633°(.013) 296 (.007)

" p<.05, ™ p<.01.



—
(92
(@)}

N o & oy
2 ox N [» ox
o m o L
N i, o,
fr o 32 5 o
o2 do s
oo =R
) —
o oL {9 2
)

N

N

N

o ta

32

o

tlo

o

it

%0,

&

N

&

N

=
(
=

o 8=0.8062.2 YEN} o3k FAQ] kS 1
ATHp<.001). whebA] 7Hd 4. vEEo] gf 59
Aol w)ol F3S nA Folthe] AL 7

(o]
$ ¢ 4 ek

.

;N' ﬂ

o)
Thp<.001).A41H] 2= REZo] g0l o) wX]& FFe]
o]

18 1 o o ¥ ¢E oof mxr X om)

i
32,
Ullo

4.4.2. MHlA
0] ZE=o UIXIE

(841

TTOo O,

SN MHIASZE0| IPHSE

HEM -| [Hgkl §|-AIA‘I I-I:Lkl)

7Hd 3. Ae| 2~
o] Tkl n A& 9

=3 ( sé/\é’ ;HD/H o-&-A Q@@ =]

d oA Mul =g do] iz
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FAA ] FEEEE
sample)= TR To 2
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3 (bootstrapping) &= 7 &7te] FoEE ASe A=
T3t 2k AMH] 2 F4 a9lo] AH| AR R v 2=

Fa3E 078601, AHEIE 05072 723 JakS n)

230 - B8 - BB

PA e GEFAA A =g ol Mg e & Aot
A gl o m A e HEE shal d5S E1E vk
AF7HeE B, A, B2 TR o] -, A
4, 874, 24 A= Mol 714 &

& 4= AThp<.001).

uARESo] PFol el nx|= JF Al e] Ao
Fhol 2o} Wgko] 0.7300. 2 VrERETE o]l ek AF= A
df=1°] F2]m| 3t 2po|Ql A x?=3.841R T} ZA e, 288
H7} glE= & & ok wehs, A So] g Fel = v
AE GeA T Balsd 2 2HEHE QS ¢
T Atk mEA, 7R 5 A RESe] gel e v
Fe Il BAl=d met 2ol 7t Sl el o] -l
€ 7Mool 714EeS & F vk

A= AL & 4 Yt Au|2FZAH AL g0L )z 3l 5 7E:| 2
B3 0.278(p=006)2 UEF, AH]2x E- o] BhEE] 1)
Ale AHEIE AR =g 2dlE et Ae & 2 d7E U ANAER S s Auj = F43
Atk ol @ AHE Fsto] THI3. M| FA 0] R Aqu] A2 AR 7 9 ghzEo] Eowo] QS nx= ¥
Table 9. Ultimate path model
Category Path B B S.E t P
Domestic brands Customer satisfaction — Behavior intention 748 768 .104 7.410™ .000
Overseas brands Customer satisfaction — Behavior intention 793 981 .078 12.608"" .000
™ p<.001.
Table 10. Analysis of the moderating effects
Path 7? daf A x44d Adf Significance
Unconstraint model 256.794 100
Constraint model 262.106 108 .664 8 No significance
Customer satisfaction =~ —  Behavior intention 264.825 111 730 11 No significance
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