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Abstract

The purpose of this study was to measure the effects that service quality, perceived value and satisfaction have on
loyalty in Namhaean area restaurants. A total of 273 questionnaires were completed. The structural equation model was
used as an analysis method to measure the causal effects of service quality, perceived value, satisfaction and loyalty. The
results demonstrated that the structural analysis result for the data was an excellent model fit. The effect of service quality
on value, the effect of perceived sacrifice on value, the effect of service quality on satisfaction, the effect of value on
satisfaction, and the effect of satisfaction on loyalty were statistically significant. Moreover service quality had an indirect
effect on satisfaction through perceived value, and service quality also had an indirect effect on loyalty through perceived
value and satisfaction. Perceived value had an indirect effect on loyalty, and an effect through satisfaction. Perceived
sacrifice had an indirect effect on satisfaction through perceived value, and it also had an indirect effect on loyalty, and
an effect through satisfaction. Further study is still required, and should be aimed at identifying the causal mechanisms
of constructs, such that restaurant managers might be better prepared to offer value and satisfaction to their customers.
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Fig. 1. Structural equation model.
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Table 1. Respondent's general characteristics N(%)
Gender
Characteristics Total
Male Female

29 yrs or less 29(29.0)  71(71.0) 100(36.6)

30~39 yrs 78(65.0)  42(35.0) 120(44.0)
Age 40~49 yrs 28(62.2) 17( 6.2)  45(16.5)

50 yrs or more 6(75.0) 2(25.0) 8( 2.9)

Student 19(32.8)  39(67.2)  58(21.2)
Occu- Employed 104(69.3)  46(30.7) 150(54.9)
pation Unemployed 16(28.6)  40(71.4)  56(20.5)

Others 2(22.2) 7(77.8) 9( 3.3)
Visit ex- NO 74(44.3)  93(55.7) 167(61.2)
perience  yeg 67(63.2)  39(36.8) 106(38.8)

Total 141(51.6) 132(48.4) 273(100)

Table 2. Validity and reliability of construct
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Construct
Variables

Loyalty Satisfaction Quality Sacrifice Value
Overall value 129 252 .094 .094 746
Provide high quality to its customers 151 .056 112 112 813
Overall quality 109 115 861 069 051
Provide high quality to its customers 232 226 782 -.026 .093
Overall quality met my expectations 161 259 748 -.108 122
Their prices —.049 —.064 .019 .837 .149
The time needed to use 065 -.049 -.093 .845 181
The effort required to use 015 121 022 767 —-.084
My choice was a wise one 158 .791 278 —-.026 071
I think that I did the right choice .184 .813 203 .001 .146
Facility is exactly what is needed 205 . .783 122 .046 138
I intend to continue doing business .820 206 126 .012 167
I doubt that I would not switch .839 138 .194 —-.032 .082
I am very likely to recommend .825 .194 .165 055 104
Eigenvalue 2.295 2219 2.158 2.049 1.397
Variance 16.392 15.848 15414 14.635 9.976
MSA .820
Bartlett's test of sphericity 1409.967/91(p=.000)
Composite reliability .841 816 .801 71 547
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Table 4. Result of fit measure

Fit CFA result Model
x’ 68.46/67(p=43) 84.59/71(p=.13)
GFI .97 96
RMSEA .01 .03
CFI 1.00 99
RNI 1.00 .99
NNFI 1.00 .99

Table 3. Correlation and AVE of construct
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Quality Value Sacrifice Satisfaction Loyalty
Quality S7(.76)
Value A43( 5.27) .38( .61)
Sacrifice —.07( —.88) .34(3.99) 54( .73)
Satisfaction 61(11.65) .54(7.03) .00(=.07) .60( .77)
Loyalty .52( 9.03) .52(6.70) .05( .68) .55(9.90) .64( .80)

AVE(V AVE) on the diagonal, 7 value(r value) in bottom half.
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Table 5. Path coefficient of latent variable Table 6. Result of total effect
Coefficient(?) ¢ V.4 Covariate Total Indirect Spurious

Value—Quality .46(5.06) Value«<—Quality 46 46 0 0

Value<Sacrifice .34(3.97) Satisfactione—Quality .66 66 .15(3.14) 0

Value : .70 30 Loyalty<—Quality 39 39 .39(6.76) 0

Satisfaction<—Quality 51(6.34) Satisfaction—Value 57 33 0 24

Satisfaction—Value 33(3.44) Loyalty«<Value 33 20 20327 .13

Satisfaction 49 .51 Loyalty«<Satisfaction .59 .59 0 0

Loyalty<Satisfaction .59(7.92) Value<Sacrifice 34 34 0 0

Loyalty .65 35 Loyalty«<Sacrifice .07 07 .07(2.76) 0
Satisfaction<Sacrifice A1 A1 . 112.87) 0
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