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Abstract

This study aims to investigate the determinants that can influence customer satisfaction and loyalty.
Compared to some of the determinants that have been investigated by other scholars before, this
study also includes a new approach to mobile food-ordering that has only appeared within the
Chinese fast-food industry in recent years. It is very important to test if the convenience of mobile
ordering services can influence customer satisfaction, as more and more customers are using mobile
apps to order food, especially in the 4th Industrial Revolution Era. Research data mostly was
collected from customers who visited one of five famous Western fast-food restaurants (KFC,
McDonald’s, Pizza Hut, Subway, and Burger King) in China. The results show that not only price,
service quality, food quality, and the physical environment can significantly affect customer
satisfaction but also the convenience of mobile ordering services, a new determinant accompanied
by the fast development of IoT technology.
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Fig. 1. Proposed Model
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Table 1. Sample's Statistical Characteristics

Characteristic Frequency Percentage
male 124 411
Gender
female 178 58.9
under 20 40 13.2
21-30 191 63.2
Age 31-40 61 20.2
41-50 9 3.0
above 50 1 0.3
university student 110 36.4
office worker 92 30.5
Job ?drgfc?gf/lloa?v?)llser/teacher, etc.) 62 2.5
physical Labour 14 46
Service worker(sales staff, etc.) 20 6.6
others 4 1.3
below high school level 12 4.0
high school, vocational school 30 9.9
Education junior college 38 12.6
undergraduate 155 51.3
graduate or above 67 2.2
less than 1 time a year " 3.6
1-2 times in 6 months 51 16.9
2 times in 3 months 40 13.2
E:ﬁ\l;;erll%ystﬂoo q once per month 57 18.9
2-3 times a month 79 26.2
1-3 times a week 49 16.2
more than 3 times a week 15 5.0
total 302 100.0
H3: 3 SR Pug 34 9% [ DS LU ol
& nldoh
H4: 317 EZ2 FAdwol T2 & 1. Hpo 5 2 AP Y
< vH4. 2 dAFedMe 2ATE(CS), AAFTA

)
(CL), FEZHHA)S AAT}E= 22052 714
FTAAPE), 2% FZH(FQ), A= FH(SQ),
E2]4 $H(PE) 59 4714 FAHLAE 53
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Table 2. Result of KMO and Bartlett's Test
KMO and Bartlett's Test

Kaiser-Meyer—-Olkin Measure of Sampling Adequacy. 0.942
Approx. Chi-Square 4494702

Bartlett's Test of Sphericity df 302

Sig. 0.000

Table 3. Rotated Component Matrix and Cronbach's Alpha
Factor Loading

Item
1 2 3 4 5 6 7 8

sQf 0777 00% 0130 0158  -0.000 0162 0092 0247
Q3 0749 015 0151 0052 0174 0081 0165  0.163
sQs 0716 009 0181 0143 0235 0095 0287  0.064
sQ2 0677 0187 0202 0315 018 0035 0068 0.8
PF2 007 0826 0184 0082 0144 0051 005 0212
PF1 0165 0816 0107 0048  01% 0197 0073 0123
PF3 0084 079 0169 0263 018 0030 0148 0104
FQl 0153 0169 0737 0454 0171 0234 0072 0206
FQ4 0216 018 075 0162 015 0138 0198  01%
FQ2 0190 0146 0674 026 020 0141 0273 022
FQ3 0203 0254 0548 0095 0273 -0.002 0287 0218
cL 0168 0200 0153 0712 0315 004 014 0214
CL4 0123 01% 0096 0700 0297 0143 0276  0.189
cL 0200 0090 0216 0673 0167 0242 0013 0307
HA? 0148 0232  01% 0199 073 002 0232 023
HAT 0167 0203 0205 0211 070 0164 0114 0178
HA3 0080 0135 0185 0376 0646 0147 019 0247
CMOS3 0086 0111 009 010 021 0788 0177  -0137
CMOS2 0072 0079 0113 0067  -0.0% 078 0176 0229
CMOS! 0066 0014 0183 003 0032 0720 0104 0408
PE3 0123 009% 0124 008 019 012 0758 0255
PE4 0121 0439 0201 0313 -0.007 0309 0686  0.037
PE? 0188 00% 0172 0030 0278 0191 0666  0.2%9
CcS? 0205 076 0148 0288 026 013 0298 0614
cSt 0282 0221 0175 0224 025 0219 0152 0612
cst 0015 0274  02% 0306 0187 0174 0269  0.589
Crz’;gﬁgh's 0849 0849 0848 085 085 071 077 0827

* Extraction Method: Principal Component Analysis.
* Rotation Method: Equamax with Kaiser Normalization.
Rotation converged in 14 iterations.
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Table 4. Standard Loading of Measurement Model

Standard
Construct ltems Loading
PF1: The food is reasonably priced. 0.781
Price Fairness PF2: Based on what | ate, the price here is reasonable. 0.828
PF3: | think the food is affordable. 0.825
FQ1: The food smells good. 0.755
) FQ2: The food is delicious 0.820
Food Quality ) ]
FQ3: The restaurants' food is Fresh 0.725
FQ4: The food looks attractive. 0.768
SQ1: Staffs are friendly. 0.73
) ) SQ2: The staffs are very helpful to me. 0.793
Service Quality )
SQ3: Staffs serves quickly and promptly. 0.741
SQ4: | feel very comfortable when staffs serve me. 0.793
PE2: The dining environment is clean. 0.743
Physical PE3: The lighting in the fast food restaurant is very 0.710
: comfortable.
Environment
PE4: The temperature in the fast food restaurant is very
0.749
comfortable.
CMOST: During the ordering process, mobile payment service 0.743
is very convenient (use wechat, Alipay,QRcode ") )
Convenience of . . . . N
Mobile Ordering CMOS2: Dellvery service through mobile ordering is very 0.773
; convenient
Service
CMOS3: Online mobile ordering service is very efficient and
. ) X 0.669
convenient (apps offer multifunction ---)
CS1: | am satisfied with the overall experience of the
0.779
fast-food restaurant.
Customer . . - s .
Satisfaction CS2: | think my decision to visit this restaurant is worthy. 0.816
CS4: This fast-food restaurant meets most of my 0.761
expectations. )
CL1: I will continue to visit this fast food restaurant when |
0.741
want to eat fast food.
Cﬁ;;(;rl?;r CL2; | will recommend this fast food restaurant to others. 0.819
CL4: | will say positive things of this fast-food restaurant to 0.791
others. ’
HP1: | think eating at this fast-food restaurant will increase 0.805
the happiness of customers. ’
HP2: This fast-food restaurant improves the quality of life of 0.819
Happiness customers. ;
HP3: | think this fast-food restaurant provides a happy and
enjoyable dining experience for my family, friends and 0.822

me.
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Table 5. Correlations, Validity Test and Collinearity Statistics

Correlations
1 2 3 4 5

— Collinearit
Validity Test g tistics
7 8 AVE CR VIF

PF 0.866

FQ 0.524  0.848

SQ 0.401  0.599  0.841

PE 0.367 0.592 0.500 0.837
CMOS 0.253 0.420 0.333 0.503 0.830
CS 0.460 0.587 0.535 0.524 0.412
CL 0548 0.672 0.566 0.630 0.504
HA 0520 0.628 0.516 0.566 0.340

0.750  0.900 1.584
0.719  0.911 2422
0.707  0.906 1.735
0.701  0.875 2.033
0.688 0.868 1.473

0.850 0.722  0.886 -
0711 0.877 0.770  0.909 2.928
0.705 0.694 0.8%6 0.733 0.892 2.284

Bartlette] E|~E 4 <l
< 0.935, ol 2 0.0012 21 5= gl
t}h, o] ulolE7} BHAA 9]l wA o HEst
< YEhit

olglgt 831& F=37] f8 FHE 4
% WPHY Equamax with Kaiser Normalization
S RS AassEd ol 17 wE

3

B
i
N
iN
o
il
o M
Y
2
e

g8 9RlEN AFRE Qo
(Table 3)& ®HW BE @919 A7kl 0.5
ooz uEhgth trt Ay ¥E S
PE1,CL3, CS3%5 9] A%dle I22 29 EA4
ol g 92l BA T vhs A A oA
AL = Ak, v A] 267) g2 the] 2}l
2 o8 dAld FH& =9l

2. &

5 Q0

o
ro

lEA Zilt

(Table 4) 9} (Table 5) ol 8.oF¥l nje} o]
A wde] BddE wHs7] fls) AVERH
2k F3F), CRONE A=) 9 #2535 A3t
HEgE AMOS 245 &-8-3e] &<lF @a<l
21 2 A8 Qe Bagozi and Yi(1988)& &
mdoa AFEE AVE dilo] 0.5 o]l

N

o ML 2 Ml v

3 HA-3 CR o] 0.7 o]iolgkal Aokl
ot olgfgt FEFol SAGY B AT EE
AVE % CRE T4 A30] 818 4 ol
et xS Agto] 0,58 Zfefo] AF £
I Xt HFEFFAEC] FE3thLin and
Ding, 2006).

Fornell and Larcker(1981)o] wie} #d el
e 7t 9] AVE AlFEL 3B/AS #Ec
A A7) gl Ao Hrhen}, (Table
E B BEeld o] olH§ v|Fol F3tst
Zo g Rl thgFAlg ke VIF 4
o] && 4Fo] 10(Ghafoor et al., 2012) =gk
o]7] wiiel o] AFolx thFFadLe EAH

T2 WA Rde] A3t A= (Table
o) ol Aej=o] = nieh o] AYATES
Zarste] SEM 2dlo gist A% A A5
ookl A AAB}FATHKline, 2005; MacCallum
and Hong, 1997, Broome et al., 1997;
Browne and Cudeck 1993; McDonald and
Moon-Ho, 2002). A& A7-E2] ZAs 7|5
ged 24 wde RE o] s 4
(Chi-square=399.447, Df = 271, p-value=0.000,
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Table 6. Model Fit Results of Research Model

Fit index Recommended values Structural model values
Chi-square 456.712
Degree of freedom 306
chi-square/(df) (3(Kline,2005) 1.493
GFI >0.8 (MacCallum and Hong, 1997) 0.897
IFI 0.9 (Broome et al., 1997) 0.967
CFI 0.9(Broome et al., 1997) 0.966
TU 0.9(Broome et al., 1997) 0.961
0.5 close fit

RMSEA 0.5~0.8 reasonablefit 0.040
(Browne and Cudeck 1993)

RMR 0.5(McDonald and Moon—Ho,2002) 0.024

Fig. 2. Proposed Model

Price Fairness

Customer
H1-1
(PF) 0259*#* Loyah:y
: (cL)
Food Quality T
(FQ Q208+ 0.496% ”
H
Customer 0.421%**
: : H1-3
Service Quality 0.135° Satisfaction
- H3
Pbysmal B 3 o 85pohe
Environment 0.3404++
Convenience of H1-5 Happhess
Mol Orlscg i) 0-12%° (HA)
(CMOS)
**P{0.001, **P€0.01, *P<0.05
GIF=0.907, IFI=0.971, TLI=0.964, CFI=0.970, ?2) 7 Ad=ZAn}
RMR=0.021, RMSE=0.040) W]l J&< & _ =
Slon. o|n 2 welo] Qs o At E 7ol BE Fhe) AFAN) e
E HolFEy 9es on|sit) o} o}, nAREEe AAH QS A% A
of =™, M| FZH(F=0.135, p (0.05)°]
1 3 sl AYecle oA, o
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Table 7. Results of Hypotheses Testing

Hypotheses Standard B S.E. T-value P-value result
H1-1 PF-)>CS 0.259 0.039 4.692 supported
H1-2 FQ-)CS 0.248 0.079 2.819 0.005 supported
H1-3 SQ-)CS 0.135 0.058 2.059 0.039 supported
H1-4 PE-)CS 0.334 0.088 3.7 - supported
H1-5 CMOS-)CS 0.124 0.056 2.063 0.039 supported

H2 CS-)CL 0.49%6 0.134 4.478 supported
H3 CS—-)HA 0.850 0.090 12.151 o supported
H4 HA-)CL 0.421 0.104 3.825 supported

“*P¢0.001, P¢0.01, *P0.05

3 WS SRl dFE A F A= A A AREFE SAHES s AT
S8 Y, HI3w Agdt, dddd gz Hs sl Ases A ) wEet 5
7t §7473(8=0.259, p 0.001), &4 F&  Uletd F2 Y, AL oE=ok 22 P
(B=0.248, p €0.01) % &e]4 74 (=0334, o I VA F 3l ue] FAH=E Y
p €0.00D)& B & 71A= Ao F 9= AR UENT ol Ryu e

et o, old whel 7} H1-1, H1-2, H1-4 al.(2012)9] A7 Ao} %l?;lo = Zolt}, &

T AT =3 2upd FE Av) o HE 3l Hu, Kandampully and Juwaheer®] (2009)
(B =0.124,p €0.05)% AT JFE 7] AT Adpe} npRIR = MU A= 1A ukEo)
A= Ao el weba] Hie BE Al 293k kS = 2= Qui= Ax B o) ¢
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9} EZH(B=0.850, p(0.001)el FAHHoZ #H=o] e AE Y. o] Ade
FEFE vAAL JFe Holerh L] HAS| A Hanaysha(2016b)o] 2 o] AlolellA] s ~EF
<47} EBEZ: o] IAFAAEA TAHHA FFS = 22Fe g A4ads 2ARY 2
A= A2 YeRETH( B =0.421, p(0.001). o} Ax|sitt £ 2 A7 AT} olatd &

vl FF AMu|2o] AR 1 WS F

Al JIFE = 5 Jv Aeg Yelt) o
V. ?Eq E A= ?ra_napathund Abu-Shanab(2020) 2] ?j

T} dxgith, aEL L8lel &2 FRY =

Hol|A] AH] 2] F2o] 17%4 T=o) A2l

Qg vk A WA

2 A7 A8 AFdA A v 24 ARHoR B A7 01]’\1 e A
wo) Agadow wad A7 B4, AU B BE) FAAA e A+ Adoke
2, %Ze_!, % 4, Euld g8l Frlsld, e Rl 4 A}Hh o= Gong and Yi
Tulel =5 qu) 2o HalAdo| olgule] FH (2018

9] A7 AN AR Slolck ot 2
A3 B woe A AT BRE 4 ‘
wHsHe A2e A4aslels) oRe 39 9

=il
> rlo

4 1
2
L ofy
ke
2
>
e
59
2o
"

9
.y
Lo

i
&

r



164 F93t3)7] A44d Aoz (20199 12¢Y)

FPE7lo] AT FAA aHE = F ¢
e AL HBAFTE o)7L Hwang and
Ha(2017)9] 17 Axte} dA|gict,

2) ATl AN

=

N
bt
N

o 1
N
pY
S
Tl
MEN
l"1o 1=
™, rlo
IT' n)
H
flo
ofje
ox,
k1
JR.
Og(:,l‘

fm
ot
o
v
>

R
)
o
)
Sl

&
o o
N
N
off
O>’

Jo
>

o rlo

o

Y

i

>

%0, ook

O lo o
[l

H X

taE

o
H
ot
of\e
oX,
o i
10 Hir
s

=
3
i)
12
i
iV
N
ol
i)
M
ro
> >
m
ﬂuﬁ _lﬁ :

3
N
0
N
i
mln
rlo
mlo >
)
[>
'S
2> U[o &
—‘5‘~ e

”«1 =94 g
e BAs7) s’—laﬂ A
U sAll, B3
QA H 2=

i AH| =9 OI%OI w43 S8k e
P Ed/Hl=o] Al RS ke o
kel FE Au)2o] Ag]do] o] =g

()]

Eol @ 5 gzzai, wy

svl, 14 24
z} Bk 315, 2

2= AR UHP‘ T Au|ze] Fjido]
038 wARE g 2 3L nA £ 9l
o} weba S iES E?jﬁ] s 7&
e wheb A= 7)4z0] o]@A A}
Aol IFE & S’J—EX]E olsfe g
7} Qlth. B3] thekst AxAY ofZe|A o)A
I FEste] ol &3 FE AREE AT
i mutd ARG Bl wave BAE
Astd davt & Aotk &aFFolal E&
2l FH Mu)x

=

=
el Z]ofetal =S

N o

= T — "1,

Andog 14 A0 ogee Am Yt
A 719E80] B B oS =T F Utk
g HYATES DAVEY FHTY #

Are THFPHRyu et al,, 2012; Msallam,
2015; Chin and Prybutok, 2009; PicOn, Castro

and Roldan, 2014), W23 2+ s E 49k
33 $45 45 WA T8 Al el

T o] PEo| JFS 12 # e 434
o]

VB FF AP FRol UjF o e
A2 olo]d Aoleh, wk Arizt ofv] §-
2o el de) HAYAN, JrHow

e R GAL W] mukd AEE 23
12 g #g A7 o A ot

(Choi, Seol, Lee, Cho, and Park, 2008), ti+
A

B A AFEe Aulx, FA, 24 F4,
224 87 5 17 wEo] 9J3e v)A 4 9
=

= O 8T 237k 0l 2HES wEth

Iz AREATLICT), AFEQE Y (oT)
7lake] mukel FF Al AT 4.0 24Y
Al Ho]EHA EAAH o7 A5 A2
& WA 2o)7] mel olsh o] A
29 8952 FHHoe AR AL us-
Tosth 2 A7 % 2d2 Hrh I3
BN BE FaF oY 7HA WHFE H
AE3LEE AJﬁ]E]})\v_tq ol= 43} /\]-cgfsﬂtﬂ

Aol si2EFE dAIS) 1A W) S =

of thgh A& adle] MR WskE o & o)
sh=dl 718 5 9L

tlo
o
=
o
&
o ]
N
©
w1
fo of

744 270 olgel F7tel vhal Ao
BHYTE ATERE Qe U =

45 92 3



2} IS4 A B HAEFERO) TARKE, S0t o] ARl HHlURE AR|AY] Hepdo] A= 28R 165

References

Abdullah, D., Hamir, N., Nor, N.M., Krishnaswamy, J., and Rostum, A.M.M(2018), “Food Quality, Service
Quality, Price Fairness and Restaurant Re-Patronage Intention: The Mediating Role of Customer
Satisfaction”, International Journal of Academic Research in Business and Social Sciences, 8(17),
211-226.

Agrawal, A., Schaefer, S., and Funke, T(2018), "Incorporating Industry 4.0 in Corporate Strategy", in
Analyzing the Impacts of Industry 4.0 in Modern Business Environments, 1GI Global(161-176).

Alexander, M.W.(2010), “Customer delight: A review”, Academy of Marketing Studies Journal, 14(1), 39-54.

Alhaddad, A.(2015), “Perceived quality, brand image and brand trust as determinants of brand loyalty”,
Journal of Research in Business and Management, 3(4), 01-08.

Al-Msallam, S. (2015), “Customer satisfaction and brand loyalty in the hotel industry”, International Journal
of Management Sciences and Business Research, Sep-2015 ISSN (2226-8235) 4(9).

Anderson, E'W. and Sullivan, M.W.(1993), “The antecedents and consequences of customer satisfaction
for firms”, Marketing Science, 12-Spring, 125-43.

Anderson, J.C. and Gerbing, D.W.(1988), “Structural equation modeling in practice: a review and
recommended two-step approach”, Psychological Bulletin, 103(3), 411-23.

Bagozzi, R. and Yi, Y.(1988), “On the evaluation of structural equation models”, Journal of the Academy
of Marketing Science, 16(1), 74-94.

Balasubramanian, S., Peterson, R.A., and Jarvenpaa, S.L.(2002),"Exploring the implications of M-commerce
for markets and marketing", Journal of the Academy of Marketing Science, 30(4), 348-361.
https://doi.org/10.1177/009207002236910

Bennet, R., and Rundle-Thiele, S.(2004), “Customer satisfaction should not be the only goal”, Journal
of Service Marketing, 18(7), 514-523.

Bodey, K. L., Shao, W., and Ross, M.(2017), “Localization and customer retention for franchise service
systems”. Services Marketing Quarterly, 38(2), 100-114.

Bolton, L.E., Warlop, L., and Alba, J.W.(2003), "Consumer perceptions of price (un)fairness", Journal of
Consumer Research, 29 (4), 474-491.

Booms, B.H., and Bitner, M.J.(1982), “Marketing services by managing the environment”, Cornell Hotel
and Restaurant Administration Quarterly, 23(1), 35-40.

Bowen, J.T. and Chen, S.(2001), “The relationship between customer loyalty and customer satisfaction”,
International Journal of Contemporary Hospitality Management, 13(5), 213-217.

Broome, K.M., Knight, K., Joe, G.W., Simpson, D.D., and Cross, D.(1997), “Structural models of antisocial
behaviour and during-treatment performance for probationers in a substance abuse treatment
program”, Structural Equation Modeling, 4(1), 37-51.

Browne, M.W., and Cudeck, R.(1993), “Alternative ways of assessing fit”, in K.A. Bollen and J.S. Long
(Eds.), Testing structural equation models, Newbury Park, CA: Sage, 136-162.

Brunner, T.A., Stocklin, M., and Opwis, K.(2008), “Satisfaction, image and loyalty: new versus experienced
customers”, European Journal of marketing, 42(9/10), 1095-1105.

Campbell, M..C. (1999), “Perceptions of price unfairness: Antecedents and consequences”, Journal of
Marketing Research, 36(2), 187-199.

So Hyun-Cho, Won-Je Yi and Seong-Geun. Lee (2009), “Study on Price Fairness Perception and Proposal



166 F93t3)7] A44d Aoz (20199 12¢Y)

of an Integrated Research Model”, Distribution Research. 14(3), 51-75.

Choi Chang-Bok(2009), “A Study on the Framework of Service Quality - Customer Satisfaction - Customer
Loyalty Reflecting Financial Sensitivity of Customers in Commercial Banks”, Doctoral dissertation,
Kangwon University Graduate School.

Choi Jeewon, Hyeon-Joo Seol, Sung-Joo Lee, Hyun-Myung Cho, Yong-Tae Park(2008), “Customer
satisfaction factors of mobile commerce in Korea”, Internet research, 18(3), 313-335.

Dick, A. S. and Basu, K.(1994), “Customer Loyalty: Toward an Integrated conceptual Framework”, Journal
of Academy of Marketing Science, 22(2), 99-113.

Etemad-Sajadi, R., and Rizzuto, D.(2013), “The antecedents of consumer satisfaction and loyalty in fast
food industry: a cross-national comparison between Chinese and Swiss consumers”, International
Journal of Quality & Reliability Management, 30(7), 780-798.

Fornell, C. and Larcker, D.(1981), “Evaluating structural equation models with unobservable variables and
measurement error”’, Journal of Marketing Research, 18(1), 39-50.

Gagi¢, S., TeSanovi¢, D., and Jovici¢, A(2013), “The vital components of restaurant quality that affect
guest satisfaction”. Turizam, 17(4), 166-176

Ganapathi, P., and Abu-Shanab, E.A.(2020), “Customer Satisfaction with Online Food Ordering Portals
in Qatar”, International Journal of E-Services and Mobile Applications (IJESMA), 12(1), 57-79.

Ghafoor, M.M,, Igbal, H. K., Tariq, U., and Murtaza, F(2012), “Impact of Customer Satisfaction and Brand
Image on Brand Loyalty”, Progress in Business Innovation & Technology Management, 2(2), 69-77.

Gilbert, D.T.(2005), Stumbling on Happiness. NewYork, NY: Vintage Books.

Gong, T., and Yi, Y.(2018), The effect of service quality on customer satisfaction, loyalty, and happiness
in five Asian countries. Psychology & Marketing, 35(6), 427-442.

Gonzalez, M.E.A., Comesaa, L.R., and Brea, J.A.F.(2007),“Assessing tourist behavioral intentions through
perceived service quality and customer satisfaction”, Journal of Business Research, 60(2), 153-160.

Hair, J., Black, W.C., Babin, B.J., and Anderson, R.E.(2010), Multivariate data analysis (7th ed.),
Uppersaddle River, New Jersey: Pearson Education International.

Hanaysha, J.(2016a), “Restaurant location and price fairness as key determinants of brand equity: A study
on fast food restaurant industry”, Business and Economic Research, 6(1), 310-323.

Hanaysha, J.(2016b), “Testing the effects of food quality, price fairness, and physical environment on
customer satisfaction in fast food restaurant industry”, Journal of Asian Business Strategy, 6(2),
31-40.

Hu, H.H., Kandampully, J., and Juwaheer, T.D.(2009), “Relationships and impacts of service quality,
perceived value, customer satisfaction, and image: an empirical study”, The service industries journal,
29(2), 111-125.

Hwang Sung-Hawe and Dong-Hyun Ha (2017), “Structural relevance between brand consciousness, euphoria,
brand identity, and brand loyalty”, Management Education Research, 32, 375-395.

Jeon Mi-Young (2011), “The Concept of Consumer Happiness and its Influential Factors: focusing on
ownership and experience”, The Ph.D. thesis at the Graduate School of Seoul National University.

Jung Young-Woo (2006), “A Study on the Factors Affecting Customer Loyalty of Coffee Points”, Culinary
Science & Hospitality Research, 12(4), 1-17.

Kasiri, L.A., Cheng, K.T.G., Sambasivan, M., and Sidin, S.M.(2017), “Integration of standardization and
customization: Impact on service quality, customer satisfaction, and loyalty”, Journal of Retailing



2} R4 A B SAEFEAO) TARKE, S0t o] ARl HHlURE AR|AY] Hepdo] A= 28R 167

and Consumer Services, 35, 91-97.

Keen, P.G. and Mackintosh, R.(2001), The Freedom Economy: Gaining the M-commerce Edge in the Era
of the Wireless Internet, McGraw-Hill Professional.

Khadka, K., and Maharjan, S.(2017), “Customer satisfaction and customer loyalty”, Centria University of
Applied Sciences Pietarsaari.

Kim Dae-Kwon (1995), “A Study on the Consumer's Evaluation of Hotel Service Quality”, Korean Journal
of Hotel Administration, 3(1): 69-92.

Kimes, S. E.(2011), “Customer perceptions of electronic food ordering”, Cornell Hospitality Report, 11(10),
6-1

Kline, R.B.(2005), Principles and Practice of Structural Equation Modeling (2nd ed.), New York: The
Guilford Press.

Komiak, S.Y.X., Benbasat, 1.(2006), “The effects of personalization and familiarity on trust and adoption
of recommendation agents”, MIS Quarterly, 30(4), 941-960.

Kramer, J., Noronha, S., Vergo, J.(2000), “The human element: a user-centered design approach to
personalization”, Communications of the ACM, 43(8), 44-48

Lee Chang-Won and Sang-Hwang. Lee (2013), “The Relation among Consumption Values of Luxury Brands,
Brand Identification, Brand Attachment, Consumer Happiness and Self-Construal”,. Korea Research
Academy of Distribution and Management Review, 16(6), 29-42.

Lee In and Kyoo-Chun Lee (2015), “The Internet of Things (IoT): Applications, investments, and challenges
for enterprises”, Business Horizons, 58(4), 431-440.

Lee Soo-Kwang (1997), A Study on the Relationship between Hotel Service Quality, Customer Satisfaction,
and Purchasing Intention, Tourism Studies, 21(1), 102-118.

Lee Yoo-Jae (2000), “Study on the Concept and Practice of Customer Satisfaction Management”,
Management Journal, Volume 1, pp.153-172.

Lim Hoon (2010), “Understanding American customer perceptions on Japanese food and services in the
US”, UNLV Theses/Dissertations/Professional Papers/Capstones.

Lee Hyung-Ryong, Sang Wang, and Tae-Gu. Kim (2002), “The effect of perceived quality of service on
customer satisfaction by the physical environment of hotel aquaculture services”, Korean Journal
of Tourism Research, 17(2), 177-197.

Lin, C.P. and Ding, C.G(2006), “Evaluating the group differences in gender during the formation of
relationship quality and loyalty in ISP service”, Journal of Organizational and End User Computing,
18(1), 38-62

MacCallum, R.C. and Hong, S.(1997), “Power Analysis in Covariance Structure modeling using GFI and
AGFI”, Multivariate Behavioral Research, 32, 193-210.

Manjunath, S.J., and Reginald, S.(2016), “Customer Satisfaction in Fast Food Industry: A Case Study of
Mysore”, International Journal of Research in Finance and Marketing, 6(5), 72-78.

Maroco, A.L., and Maroco, J.(2013), “Service Quality, customer Satisfaction and Loyalty”, European Journal
of Tourism, Hospitality and Recreation, 119-145.

McDonald, R..P., and Ho, M.H.R.(2002), “Principles and practice in reporting structural equation analyses”,
Psychological methods, 7(1), 64.

Nicolao, L., Trwin, J. R., and Goodman, J.K.(2009), “Happiness for sale: Do experiential purchases make
consumers happier than material purchases?”, Journal of Consumer Research, 36(2), 188-198.



168 F93t3)7] A44d Aoz (20199 12¢Y)

Ok Jung-Won and Dae Hong Yoon,.(2018), “The Effect of International Franchise Corporate’s Service
Quality and Customer Assets on Corporate Performance: Focused on the Vietnam Market”, Korea
Trade Review, 43(3), 27-46.

Oliver, R. L. (1980), “A cognitive model of the antecedents and consequences of satisfaction decisions”,
Journal of Marketing Research, 17(4), 460-469.

Olsson, U., Foss, T., Troye, S. and Howell, R.(2000), “The performance of ML, GLS, and WLS estimation
in structural equation modeling under conditions of misspecification and nonnormality”, Structural
Equation Modeling, 7(4), 557-95.

Onar, S.C., and Ustundag, A.(2018), “Smart and Connected Product Business Models”, In Industry 4.0:
Managing The Digital Transformation, Springer, Cham. 25-41.

Picon, A., Castro, 1., and Roldan, J.L.(2014), “The relationship between satisfaction and loyalty: A mediator
analysis”, Journal of Business Research, 67(5), 746-751.

Qin, H., and Prybutok, V.R.(2009), “Service quality, customer satisfaction, and behavioral intentions in
fast-food restaurants”, International Journal of Quality and Service Sciences, 1(1), 78-95.

Rijswijk, W. V, and Frewer, L. J. (2008), “Consumer perceptions of food quality and safety and their
relation to traceability”, British Food Journal, 110(10), 1034-1046

Rothenberger, S.(2015), “Fairness through transparency: The influence of price transparency on consumer
perceptions of price fairness”, Working Papers CEB, 15.

Ryu Ki-Sang, Hye-Rin Lee, and Woo Gon Kim.(2012), “The influence of the quality of the physical
environment, food, and service on restaurant image, customer perceived value, customer satisfaction,
and behavioral intentions”, International Journal of Contemporary Hospitality Management, 24(2),
200-223.

Seinauskiené, B., Mas¢inskiené, J., and Jucaityté, 1.(2015), “The relationship of happiness, impulse buying
and brand loyalty”, Procedia-Social and Behavioral Sciences, 213, 687-693.

Shrum, L.J., Lowrey, T.M., Pandelaere, M., Ruvio, A. A., Gentina, E., Furchheim, P. and Steinfield, L.(2014),
“Materialism: the good, the bad, and the ugly”, Journal of Marketing Management, 30, 1858-1881.

Sirgy, M.J., Samli, A.C.,and Meadow, H.L(1982), “The interface between quality of life and marketing:
A theoretical framework”, Journal of Marketing & Public Policy, 1, 69-84.

Sweeney, J. C., Danaher, T. S., and McColl-Kennedy, J. R(2015), “Customer effort in value cocreation
activities: Improving quality of life and behavioral intentions of health care customers”, Journal
of Service Research, 18(3), 318-335.

Wan, J., Yi, M., Li, D., Zhang, C., Wang, S., and Zhou, K(2016), “Mobile services for customization
manufacturing systems: An example of industry 4.0”, IEEE Access, 4, 8977-8986.

Wolfinbarger, M., Gilly, M.C(2003), “eTailQ: dimensionalizing, measuring and predicting eTail quality”,
Journal of Retailing, 79, 183-198.

Zeithaml, V.A. (2000), “Service quality, profitability, and the economic worth of customers: what we know
and what we need to learn”, Journal of the Academy of Marketing Sciences 28 (Winter), 67-85.

Zhao, J., and Huddleston, P.(2012), “Antecedents of specialty food store loyalty”, The International Review
of Retail, Distribution and Consumer Research, 22(2), 171-187.



