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Abstract

This study focused on the relationships of the effects of DINESERV quality upon customer satisfaction,
revisit intention and word-of-mouth intention. In addition, it examined the potential mediation effects
of customer satisfaction between DINESERV quality and revisit intention and between DINESERV
quality and word-of-mouth intention. To meet the above goals, customers who visited 27 Korean restaurants
in Jeonju city were surveyed. Total 428 valid copies of questionnaire were then obtained and used for
the data analysis using SPSS and AMOS 16.0 for 2-stage analysis. As a result, it was found that some
potential factors of DINESERYV, such as service encounter, atmosphere and food quality had significant
effects on customer satisfaction, but there was no significant effect in the relationship between DINESERV
quality and revisit intention; convenience, a potential factor of DINESERYV, had a significant effect on
word-of-mouth intention; customer satisfaction had a significant effect on revisit intention and word-of-
mouth intention; service encounter, atmosphere and food quality had indirect effects on revisit intention
and word-of-mouth intention by way of mediation effects of customer satisfaction.
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<Fig. 1> Proposed model.
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A4 o83+ 44(Oliver & Swan 1989)0.Z <Table 1> Demographic characteristics of the
Aolgit) ol gl AE == A8 A7 respondents
3] 2004; FEF 2007)5 T3 A=A, 370 Variable Group n %
TS o838t SAsIATE 74 o= o] Gonder | M2IE 167 392
54 71999) AFE Al AL Tl Female 29 08
A zo)Hog watuA} shs o)%(Day 1980)% Under 25 3070
25~29 50  11.7
21013 o)A} Z] o= A3 AR
o"]?l’q'- ] 0‘/] '_TL\j -4—1—\— dag ﬂ‘—[L(U o T A 30~34 57 13.4
2007)8 B3l 2A=A, 27) £ ]85t £ 35~39 64 150
Sk o] BE FELS 53 Likert A= 40~44 80 188
£ ARgS] 14 A3 a8A 4, 53 o Over 49 40
& oy = High school degree or below 102  24.5
a8che] o8 =33 :
Ll = =dstlet Education Junior school degree 63 151
attainment Bachelor's degree 190 45.6
4, X2E Master's degree or above 62 149
B zAR= AFAG 923 A Wb Ha Under 199 105 285
12,000 990114 FHtll 40,0091 2770 F4-S of 200~299 13307
_ Income  300~399 80 21.7
Ao g AABERA, HA 2AF A17H12:00~15:00) 400~499 8 103
3} A9 AA} A17H17:00~20:00)00 WS ¥R 5 Over 500 32 87

o] ZARIS 7} 2do] Zoj uix|5}0. 0™, 3,000  Missing value is not dealt with in this analysis.
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WYL, ZAPZIZHS 2009 29 29 RE] 2009 o] APF EAT|HOE BAF QoRAS &
29 179744 15¢ Bt AL om, F 500 T F Uvke AL A=A o= vyttt weba
HjEsle] 1A 7E 2585 A3 426 AFolMe SHPAESE, vi/HSe) AgpHss
(852%)F-5 HTwEAol ARl HAFRAS E3t #3442

SPSS 14.0, AMOS 16.02 AF&-3t] 2@AI A QIR
(Anderson & Gerbing 1988)= Al3J3led DINESERV 3} A8l
7 A R AR e Bl o] HjAE oo & wat AAlE Hge AAEATE (Table
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A, A, o2 74, 299071 59 570 skA
V. AE5EAM o] EE5Eglon, FHEAAPHL 70.389%
2 e, AFEE 08 oo s HgsH
1. SERe| cl7SAH N EY YERsTh
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o} Ao o] 39.2%, dAo] 60.8%E A 2. ME|Mnt EIEY 24
o] Bokal, AL 454 o)/do] 34.0%= M B (Table 3)7} o] wiZlRi=Ql 17 wi=e] &
gom, WS FFE UEo] 45.6%2 7FF Bk Az Q0B Azl |7] Q9lo] EEEQlon,



328 S ze] st 2] Al 153 Al 23(2009)

{Table 2> Factor analysis - DINESERV dimension

Varimax . % of
Factor Variables rotated gen variance Cronbach’s
loading value explained

S23. an offer of feeling of safety to customers 0.758
S22. an acute reply to questions 0.746
S18. an explanation of the menu 0.735
S21. a supply of comfortable feeling to customers 0.728
) S19. skillful and competent service workers 0.720

Sz:)frfter S17. the management of special requirements 0.688 6481  25.924 0.945
S20. support by the manager 0.679
S27. immediate corrections to mistakes 0.658
S24. advanced preparation abilities to what customers want  0.653
S16. rapid responses 0.637
S14. positing service workers in a busy time zone 0.600
S10. correctness of supplies of dishes 0.812

Reliability S11. precise calculations of bills 0.786 2.931 11.726 0.890
S12. reliance and consistency 0.689
S8. parking facilities 0.807
S9. comfortable hall to move 0.651

Convenience S5. design of the menu board 0.599 2.904 11.618 0.828
S7. readability of the menu board 0.582
S6. cleanliness of the restaurant 0.459
F2. the amount of the meal 0.767

Food quality F1. the taste of the meal 0.727 2.669 10.674 0.859
F4. the quality of the meal 0.716
S1. the visual effect of the hall 0.835

Atmosphere  S2. the harmony of interior decoration 0.824 2.612 10.448 0.834
S3. the attractiveness of the exterior of the building 0.682

Total variance(%)=70.389, KMO=0.957, Bartlett's test=7661.406***

#55<0,001.
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NI, 71 AIR= (Table 494 2o} 28-S Hr)st
E AT 1 =471.152, df=224, p=0.000, Q=2.103,
RMR=0.020, GFI=0.912, AGFI=0.883, NFI=0.938,
CFI=0.966 502 Ueh}, ths 400 23t A
o7 AgdEn
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{Table 3> Factor analysis
Vari % of
. anmax igel ’ © Cronbach's
Factor Variables rotated alte variance
valug
loading explained
SS2. Customers are generally satisfied with the services of workers. 0.876
Customer  FS2. Customers are generally satisfied with the quality of the meal. 0.868

o 2.996 74.897 0.888
satisfaction  SS1. Customers are generally satisfied with the atmosphere of the restaurant.  0.861

FS1. Customers are generally satisfied with the taste of the meal. 0.858
KMO=0.717, Bartlett's test=1163.456***

Revisit R1. Customers will frequently visit this restaurant from now on. 0.908
. . o o 1.834  45.851 0.854
mtention  R2. Customers will visit this restaurant if it is nearby. 0.804
Word-of-  W2. Customers will recommend this restaurant to their friends. 0916

) . o _ ) 1.557 38.925 0.765
mouth W1. Customers will present this restaurant to their friends in a good light.  0.677

Total variance(%)=84.777, KMO=0.788, Bartlett's test=902.554***

#kp<0,001.

{Table 4> Assessment of reliability and validity

CFA
Fact
actor Variable Completely
(m) Mean S.D. Std. SE. CR. CCR AVE SMC
loadings
S16 4.072 0.664 0.763 0056  17.019 A-B(0.315)
A Servi S18 3.762 0.819 0.694 0.071  15.167 A-C(0.504)
. OCIrvice
encounter S20 3.919 0.726 0.774 0.061  17.345 0951 0766 A-D(0.450)
(@=3936) S22 3987 0665 0858 0055 19757 ‘ AE(0.471)
' S23 3964  0.681 0.871 0.056  20.166 A-F(0.565)
27 3910 0677 0.782 - - A-G(0.430)
Sl 3.648 0.732 0.844 0070  15.292 A-H(0429)
B. Atmosphere 2 3716 0752 0873 0074 15575 0899 0750 o o0400)
(m=3.701) ' ‘ ' ' : ’ ) B-D(0.223)
S3 3.739 0.830 0.691 - - B-E(0.218)
C. Comvenience S6 4018 0.666 0.814 - - B-F(0.339)
(' : 863) S7 3.846  0.753 0.705 0064 15238 0859  0.672 B-G(0.251)
m=s.
S9 3724 0.768 0.652 0067  13.870 B-H(0.207)
b Reliabil SI0 4126 0651 0845 0046 21168 E‘D(g'ig?
) Y S11 4.108 0.640 0.869 0045 22029 0950  0.864 -E(0373)
(mr=4.094) S12 4.048 0.667 0.850 C-F(0.401)
- . ‘ C-G(0.361)
Fl 4.065 0.714 0.842 0045  21.121
E. Food quality C-H(0.312)
F2 3.955 0.771 0.776 0050 18706 0916  0.786 D-E(0.413
(m=3.999) (0.413)
F4 3.978 0.754 0.843 - - D-F(0.419)
F. Cust D-G(0.348)
ustomer FS2 4041 0618 0.761 ; ; DoH(0.208
satisfaction S 3.969 0.650 0755 0.060 17.422 0.870 0.770 -H(0.298)
(m=4.005) ' ' ' ' ' E-F(0.627)
G. Revisit intenti RI 3.892 0.721 0.864 E-G(0.528)
'7369%21 e R2 3.916 0‘724 0.863 0 0_46 21 _896 0918 0848 EH(0.458)
(m=3.904) ' : : : : F-G(0.543)
H. Word-of-mouth W1 3.976 0.697 0.840 - - 0.847 0736 F-H(0.544)
(m=3.891) w2 3.805 0.845 0.751 0063  17.148 : : G-H(0.527)

77=471.152, df=224, p=0.000, xz/dﬁ2.103, RMR=0.020, GFI=0.912, AGFI=0.883, NFI=0.938, CFI=0.966
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oo R UEiten, =4 *Er*ﬂ'%] (Average
Variance Extracted, ©]3} AVE)2 =% 0.5 o]

o] g& Aoz Yeht 2L FrE
B 7IEe B, F AAaR] A47e] AVETH
A 2219 ABAGe] AFgRT) Aok s} B o
F-o] A 2%l F AVEZL 7P vk ME)4(0.672)
o] 291 7t ABAFAF F 7 2 E-F(0.627)
Hop 727) Wil B I E T mEb
w2y NPT Bgde FrEgoh

3. 01;7}/&4 747(1

2 AFeXe AA =
A SR RS *‘Al 3k ZJJEP{ Zr
Had & 892 Yotk 01331
AE, &R, F &) gt frol¥E-2 Stine
(1989)8] FEXER] WS o] §sl3ion, R E
2EHL 2,0000H AAIBHATE

FEATFREAE AT A, AfEE =
481.507, df=225, p=0.000, y°/df=2.140, GF1=0.909,
AGFI=0.879, RMSEA=0.052, RMR=0.020, NFI=0.936,
CFI=0.965%2 AgsHA et HFEFo = A}
Bt AT JNE =S AABAE Aol F
27t lvkar AdEn

3k Fof| tfgt DINESERV &2 o] 17 1t
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{Table 5> Indirect, direct & total effects

AZFAPE] 1A 9, Ay

g%, 74 o= I A 331

Standardized Standardized Standardized
Path direct effects indirect effects total effects
Std. 4 p Std. A p Std. A P
H1-1 Service encounter — Customer satisfaction  0.292  0.001%* 0.292  0.001**
H1-2 Atmosphere — Customer satisfaction  0.237  0.001%* 0.237 0.001**
H1 HI-3 Convenience — Customer satisfaction —0.141 0.126 —0.141 0.126
H1-4 Reliability — Customer satisfaction  0.028 0.649 0.028 0.649
H1-5 Food quality — Customer satisfaction  0.687 0.001%* 0.687 0.001**
H2-1 Service encounter — Return intention —0.333 0.014* 0.428  0.002%* 0.094 0314
H2-2 Atmosphere — Return intention —0.233  0.042* 0.347 0.002**  0.114 0.099
(gz) H2-3 Convenience — Return intention 0.271 0.103 —0.206 0.128 0.065 0.683
H2-4 Reliability — Return intention —0.031 0.765 0.041 0.684 0.010 0.931
H2-5 Food quality — Return intention —0.348 0.205 1.005 0.003**  0.657 0.001**
H3-1 Service encounter — Word-of-mouth —1.093 0.000*** 1351 0.000*** 0.258 0.016*
H3-2 Atmosphere — Word-of-mouth —1.083 0.000%**  1.095 0.000*** 0.013 0.884
(Ei) H3-3 Convenience — Word-of-mouth 0.738 0.029*  —0.650 0.068 0.088 0.566
H3-4 Reliability — Word-of-mouth —0.148 0.491 0.128 0.555 —0.020 0.762
H3-5 Food quality — Word-of-mouth —2.592  0.000***  3.175 0.000%** 0.582 0.001**
H4 Customer satisfaction — Return intention 1.464  0.004%* 1.464  0.004**
H5 Customer satisfaction — Word-of-mouth 4,624  0.000%** 4.624  0.000%***

7°=481.507, df=225, p=0.000, x/df=2.140, GFI=0.909, AGFI=0.879, RMSEA=0.052, RMR=0.020, NFI=0.936, CFI=0.965

* p<0.05, ** p<0.01, *** p<0.001.
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{Table 6> Test of hypothesis results

Research hypothesis

Testing results

H1 DINESERV — Customer satisfaction

H2 DINESERV — Revisit intention

H3 DINESERV — Word-of-mouth

H4 Customer satisfaction — Revisit intention

HS Customer satisfaction — Word-of-mouth

H6 DINESERV — Customer satisfaction — Revisit intention
H7 DINESERV — Customer satisfaction — Word-of-mouth

Partially accept
Reject
Partially accept
Accept
Accept
Partially accept
Partially accept
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