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Measuring the Effects of Value, Customer Satisfaction and
Loyalty on Tourists' Behavioral Intention for
Restaurants in Icheon Area

Jae—Kon Lee!
Dept. of Tourism Management, Kyonggi University'”

Abstract

The objective of the research is to investigate the causal relationships among functional value,
emotional value, social value, perceived sacrifice, satisfaction, loyalty and behavioral intention. All in all,
296 respondents completed a questionnaire themselves in the presence of an interviewer who could be
consulted about the response scales and other technical matters. Behavioral intention models were estimated
by structural equation modelling using 7 latent constructs. The results demonstrated that the confirmatory
factor analysis model provided a good model fit. The unconstrained model yielded a significantly better
fit to the data than the constraint model. The effects of functional value and social value on satisfaction
and behavioral intention were statistically significant. The effects of perceived sacrifice, satisfaction and
loyalty on behavioral intention were statistically significant. As expected, satisfaction had a significant
effect on loyalty. Functional value had an indirect effect on behavioral intention through satisfaction and
loyalty. Moreover, social value had an indirect effect on behavioral intention through satisfaction and
loyalty. Replicating and extending this study in other regions and other samples would test the
generalizability of the present findings and provide a basis for an extemal validation of the framework

developed in this paper.

Key words : functional, emotional, social, value, satisfaction, loyalty, behavioral intention.
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(Table 1)) oJa}a “JHol A F/d-2 14778(49.7
%), 91438 1497(50.3%)°1 Atk AzollA 20t ©]
3= 10878(36.5%), 30U 1337(44.9%), 40th=
4779(15.9%), ZL2]aL 50t] o2 87H(2.7%) 1Atk
o3 EHol|A o B BAL 122H(41.2%), 7]
E} Z2& 1747(58.8%)°] Atk ofd) RITo|A] 3
HHEARE 19078(64.2%), AEAR= 1067(35.8%)
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<Table 1> General characteristics of respondents

Characteristic N(%)
Male 147( 49.7)
Gender
Female 149( 50.3)
Less or 29 yrs 108( 36.5)
30~39 yrs 133( 44.9)
Age
40~49 yrs 47( 15.9)
More or 50 yrs 8 2.7)
Pup ¢ i Pleasure 122( 41.2)
ose of tri]
i Other 174( 58.8)
First visit 190( 64.2)
Frequency of trip o
Revisit 106( 35.8)
) Individual trip 202( 68.2)
Type of trip
Other 94( 32.8)
Total 296(100.0)
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Ashe
AMNEEY AHAAS 4%%}7] A3k 2770 0.829, #84 7KA& S4sh=

EEYEENH SHRIS B4t F2Y 0.670~0.858, AH3|A 71X S SH sk WS A
AARGE T8t e 77He FANE Sl AT 0.674~0.883, AZdE S S W
ek Bt AR =S oty sl ele o] HARL 0.553~0.865, W= SAHsHs W
AeAe FHsA o] AR FL 0.740~0.840, TAHEE ST

bl ~
TAANEY SRS 7H] FHRAAE YERY H5=0] AL 0.779~0.801, 13 FF o%

{Table 2> Loading, reliability and AVE of a construct used in the behavioral intention model

Constructs and indicators A t a AVE
Functional value 0.810 0.720
This restaurant delivers superior service. 0.829 15.463%**
This food is of high quality. 0.755 13.388***
Consistent quality is well made. 0.671 12.223%%*
This restaurant makes me feel confident. 0.607 10.779%**
Emotional value 0.852 0.770
This restaurant is the one that I would enjoy. 0.858 17.271%%*
This restaurant makes me want to purchase. 0.816 15.759%**
This restaurant is the one that I would feel relaxed when using it. 0.721 13.419%**
This restaurant would make me feel good. 0.670 12.209%**
Social value 0.760 0.786
This restaurant would help me make a good impression on other people. 0.883 16.001%**
This restaurant would give its owner the social approval. 0.674 11.926%**
Perceived sacrifice 0.785 0.746
This restaurant menu is reasonably priced. 0.865 14.788%**
This restaurant is value for money. 0.784 13.398%**
This choice is a right decision when price and other expenses are considered.  0.553 9.389***
Satisfaction 0.841 0.800
This restaurant meets my expectation. 0.840 16.591%**
I am satisfied with this restaurant. 0.815 15.895%**
This restaurant meets the desirable level. 0.740 13.946%**
Loyalty 0.835 0.793
I feel I am disloyal to this restaurant. 0.801 15.285
This restaurant is not my first choice. 0.798 15.210
I will choose other restaurants. 0.779 14.734
Behavioral intention 0.805 0.761
I would like to repurchase. 0.814  15.386%**
I would like to recommend. 0.735 13.475%%*
I would like to keep close relationship. 0.731 13.413%**

*IEkp<0.001, £3.291.
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o83 $%F %7t 0.761 % UEbgTh TR
Az AMEH 57) 229159 AAAAE B4
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0.486, 7292 7119} 0.296, AF31Z 71x] ¢} 0.485,
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A e A= e3dT

o)
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4

X]7} 0.852, A}§]7<4 7FA7} 0.760, 2|2+ 3] Ao]
0.785, WFE0] 0.841, =X =7} 0.835, 18]l 3
5 =7} 0.805= YERGTE 7] FAMNEE =
Fo AFEE IHEl 4 7I20.)ET =2
Zo=E ‘/PEP)'E} o] Aol ot FEAA
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(Table 4)° A A= AT}, Chi-square™ 407.326
oA FAF SR oA UEloH, 7%
FASHGFI)E 0.900, B2 FHR|45(CFI)E 0.963,
g BISAA RN 0.963, HIEF AFA S

(Table 3> Conelation of the factors used in the behavioral intention model

Mean+SD" FV EV Y% PS Sat Loy
Functional value(FV) 3.117+0.724 1
0.709***
Emotional value(EV) 3.119+0.830 (18.608) 1
Social value(SV) 3.064+0.839 070 0673
(15.169)  (14.568)
0.161* 0.177%*  0.198**
Perceived sacrifice(PS) 2.914+0.884
(2385)  (2667)  (2.881)
0.467*%*%  (0.332%%* (. 477*** —0.032
Satisfaction(Sat 2.962+0.853 1
atisfaction(Sat) (8286)  (5423)  (8.190)  (0.464)
Loyalty(Loy) 325040.878 —0.379*%%*  —(.259*** —().356%** —0.058 —0.549***
oya . :
yalty(Loy ( 6.230) ( 4.036) (5.563) (0.828) (10.547)
0.486***  0.296%**  (.485%** —0.069 0.629%**  —(.537***
Behavioral intention(BI)  3.126+0.771
(8522)  (4616)  (8.136) 0.981)  (13.098)  (—9.833)

£p<0.05, £1.960; **p<0.01, £2.576; *** p<0.001, £3.291; ¢(¢ value).

D 5.point scale: 1=Strongly disagree, 5=Strongly agree.
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{Table 4> Fit measures for the behavioral intention
model

CFA Unconstrained Constraint

Fit: measures results model model
1’ 407.326 422.812 431.684
Degree of freedom 182 182 185
Probability 0.000 0.000 0.000
4 x*dp 8.872(3)*

GFI 0.900 0.900 0.886
RMSEA 0.065 0.065 0.065
CFI 0.963 0.963 0.962
RNI 0.963 0.963 0.962
NNFI 0.953 0.953 0.953

#p<0.05, 4 1°(3)>7.81.
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{Table 5> Unstandardized coefficients for the
behavioral intention model

Path Coef. t Error SMC
Satisfaction 0.508*** (.287
<Functional value 0.515 2.652**
<Emotional value —0.197 1.161
«<Social value 0474 3.138**
«Perceived sacrifice —0.131 2.065
Loyalty 0.485%** 0.325
<Functional value —0.246 1.291
<—Emotional value 0.082 0.492
«<Social value —0.061 0.410
«Perceived sacrifice —0.047 0.747

—0.475 5.806%**
0.238*** 0.516

<—Satisfaction

Behavioral intention

<—Functional value 0.301 2.024*
<—Emotional value —0.217 1.677
<Social value 0.236 2.044*
<—Perceived sacrifice —0.099 2.032*
«<—Satisfaction 0.284 4.017***
<~Loyalty —0.195 3.168**
Behavioral intention<—
Satisfaction/Loyalty<— 0.242 2.816%
Functional value

Behavioral intention<—
Satisfaction/Loyalty«<—  —0.090 1.293
Emotional value

Behavioral intention<—
Satisfaction/Loyalty<— 0.190 2.845%
Social value

Behavioral intention<—
Satisfaction/Loyalty«<—  —0.040 1.478

Perceived sacrifice value
*p<0.05, £1.960; **p<0.01, £>2.576; ***p<0.001, £3.291.

‘d\
0.176
P Behavioral
4 intention
<0.236"

* p<0.05, ™ p<0.01, ™ p<0.001
Constraint model

<Fig. 1> Standardized coefficients for the behavioral
intention model.

----------- Unconstraint model
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