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A Study on the Factors of Customer Satisfaction and
Customer Loyalty in Coffee Houses

Young—Woo Jung
Dept. of Culinary Arts, Woo Song University

Abstract

The purpose of this study was to find out the impact of a selection attribute on
customer satisfaction and customer loyalty in the coffee house industry. Through the
preceding research, author chose coffee quality, price value, interior and employee
service quality as selection attributes as well as customer loyalty as intent to
recommend and to revisit. For this study, data were collected from the pedestrians
around Kangnam, Samsung, Seoul national university of education subway stations
from July 12 to August 4, 2005. Questionnaires were distributed and, of 314 papers,
only 300 were suitable for the statistical analysis. The findings of the research were
as follows: First, four selections had an effect on customer satisfaction which
influenced customer loyalty. Coffee quality was the most influential variable among
the selection attributes, and came price value, and interior and employee service
quality in that order. Second, intent to revisit was influenced directly by not only
customer satisfaction but also intent to recommend. However, this study had such
limitations that data used in this study were limited to relatively narrow area and
four attributes were not enough to explain all situations of choosing coffee houses.
Consequently, further studies are needed to include more variables and coffee houses'
brand images.

Key words : customer satisfaction, intent to revisit, coffee house.
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