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Abstract

This study is purposed to find out the relation between the customer loyalty and customer satisfaction
factors in Cheonan banquet service. To achieve the objects, customers of banquet companies in Cheonan
were selected for a questionnaire survey and a total of 293 valid questionnaires are statistically

analyzed, using frequency analysis, factor analysis,

reliability analysis and regression analysis. The

results can be summarized as follows. First, gender, occupation, family forms showed the statistically
different results in the service trust. Second, service trust, menu and traffic factors have been approved
to affect the revisit intention of a customer significantly. Third, service trust, menu and facilities factors

have been approved to affect the word-of-mouse intention significantly.

In summary, banquet managers

in Cheonan have to focus on the customer satisfaction factors such as service trust, menu, traffic,

facilities to meet the customers’ needs.

Key words : banquet service, customer satisfaction, customer loyalty, revisit intention, word of mouse,

service trust.
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