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The Effect of Repurchase Intention on Baker Shop
Customer's Service Quality Satisfaction
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ABSTRACT

The purpose of this study was to understand the effect of customers' repurchase
intention, extract important factors, systematically analyze them, and suggest the
direction of bakery industry through studying the customers' satisfaction with bakeries.
The researcher modified the questionnaire developed by Park, CH(1998), Lee, JH(2000),
Yoon, YC(2000), and Kim, SE(2002).

In order to assess the level of customers' satisfaction with bakeries, a five point Likert
scale was used. The used statistical methods for the data analysis were frequency ana-
lysis, reliability analysis, #-test, factor analysis, ANOVA, multiple regression analysis. For
all analyses of the research question, an alpha level of .05 was used.

The major findings obtained from this study were as follows. First, on the factors of
reliability and service ability, there was a high difference between males and females,
and singles and the married. Second, on the factors of accessibility - using convenience,
service ability, and service response, there was a high difference among using frequence.
Third, on the reliability factors, there was a high difference among average using
amount per month. Forth, on the factors of accessibility - using convenience, and service
response, there was a high difference among types of customers' residing styles. Fifth,
on the factors of income level, there was statistically no difference. Lastly, on the factors
of accessibility - using convenience, tangibleness, and service response, these factors
significantly influenced customers' repurchase intention.

Key words : service quality, customer satisfaction, repurchase intention, reliability,
service ability, accessibility - using convenience, service response.
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<H 10> wjol# ] o] &Ae NExed A v 7+ ALY A

v EE3} A4S A

B xEELA W et t el
Ok 1272 200 6.368 000
224 .001 059 002 034 973
3744 022 066 -021 -347 729
Ha4 - A4 169 062 .160 2.733 007"
AEe] F384 289 067 271 4.286 000"
A2~ A F .042 .058 044 734 463
A2 w4 215 050 256 4.308 000"

R = 308, F=23489, P = 000"

Z .7 p<0.01, " p<0.001.
V. E38 ¥ A

HolA o] §ate] 1A ¢F=rt A Fufol vlAle Y TAR] st 4
e K-S HloAE o] &AE A¥lx FE UERE Q¥R {9 Aol7}
A& Aojrb st ‘WelA ol &AEe WERE 25 A T jme Fo4F
T oA Floltke] F /A= AR ARRAFE AN 23, ogat 2e 48
ATk
AA, o] me gEE AoldFoMe A 819 Mul2 A 57 2
oA o] FART F& BAAE A on, 58] A4 QA BEwrt 7b
2 2 Aol7} Ao Yepsth

A4, AZ {50 1 xolAFANE Ao ©E 2Abel whalzkA 2 A=A
893 A= AT T 200N 71Ee] vERT & TFEE UL gle
o, AFE 8RlollM 74 2 Ael7} Yehiih

A, o] g3 o) I VEE Xo|PFelME 2P - A, Aulx AT 5
g, Mz A 8leH BAACR & AolE Heln 3tk

A, B o] & Fho] e DEE AolPTAME AR 2deA T FAH
o2 feolg Aolg Hojx AUk
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2904 FAHZ FT Ao]E Holx Sk
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oho 2 oA o 8RS BEET} A Fujo] HIAE GG 2AHE NG

PN FB2E 434, A2 AT 5, A2 e 2ol A oo o
& FPL vlA0T 2AEAD A, T, Aoz A 52 298 A Falol
g2 FAA) geckn vec

aebd A PolE 98 DADE s g Aejols F4 Sof F9 B
so 424 - W4 8L BASE, AX) AT 2 S HoE 34
2gsel B8 Fhslol & Rolg). o) nAlo] x|uske Aol okl gl glolok
A Fole] 878 FEATNT B ) FRATT T 4 YT B T ARE A7,
NEAE ALE, 719U 5o B ezt Mg 5ol BEE} A Polol G
JREE RE LY

A% el utsh o] W] 2] Algle 4ol SAHQ & Akl ez
E40] 9 A2 A3ich £ 7120} Aate] FhdRrhs Tl (ake ous)
J4 239 BF AZE 4N Fdo AeeAHelor & Holrk

£ A7 gAMoRE 2AX 0] Mg A Aoz Agsleld BAZ B
A 479 MFE 2 Pl RPcks Folth. F Y A% FeE R
ofit o] AR 75 S5t L& WY Fejo] wlolAle) FHele] vl 4, 2elm
Ags] 73534 7hgel el AY AF vz, AT ASFe] DAL, wolH)
A 47Ish %) wsh So A7t Beg Rew ARV
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