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Abstract

The purpose of this study is to understand the effect of physical environment of family restaurant upon
customers' emotions, satisfaction and revisit intent. Based on total 438 samples obtained from the empirical
research, this study reviewed the reliability and fitness of the research model using Ameos program. The
hypothesized relationships in the model were tested simmltaneously by using a structwral equation model
(SEM). The proposed model provided an adequate fit to the data, xz 592.898(p<0.001), df=239, CMIN/DF
2.481, RMR 0.103, GFI 0900, NFI 0.952, CFI 0.970, RMSEA 0.058. SEM resulted that the physical
environment showed a significant effect on customers' positive emotions(§=0.388, p<0.001) and negative
emotions( S=—0.148, p<0.001). Also, customers' positive emotions(/5=0.828, p<0.001) had a positive significant
effect on customer satisfaction, and customer satisfaction( =0.771, p<0.001) had a positive significant effect
on revisit intent. Limitations and future research directions are also discussed
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<Fig. 1> Surmnary of hypothesized relationships.
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{Table 1> Demogmphic characteristics of the samples

Characteristics N %
Male 243 555
Gender
Female 195 44,5
20~29 244 55.7
A
£e 3039 145 33,1
(r)
40< 49 12
~College 124 283
Educati
T 234 534
fevel
Graduate school 80 184
1 146 26.4
Frequency 143 259
of visits 12 21
{/month) ’
4< 87 15.7
<20,000 159 363
Visit
SN o) 001~30,000 21 505
expenditure
30,001< 58 132
Total 438 100.0
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{Table 2> Exploratory factor analysis

168 A 4E(2010)

Items Communalities Factor loading

Factor 1 Factor 2 Factor 3 Factor 4 Factor 5
Pl 0.758 0.857 -0.046 0.105 0.079 0.063
P2 0.843 0.899 -0.053 0.037 0.145 0.095
P3 0.815 0.878 -0.042 0.066 0.146 0.126
Physical P4 0.775 0.866 -0.053 0.073 0.089 0.095
environment P5 0.809 0.885 ~0.043 0.106 0.081 0.074
P6 0.760 0.861 -0.009 0.085 0.025 0.102
P7 0.723 0.842 -0.051 0.064 0.063 0.050
P8 0.745 0.828 -0.071 0.021 0.157 0.170
PE1 0.802 0.155 -0.172 0.295 0.379 0.720
Positive PE2 0.845 0.185 —-0.146 0.277 0.289 0.793
emotions PE3 0.857 0.218 -0.205 0.254 0.321 0.775
PE4 0.852 0.162 -0.171 0.277 0.291 0.797
) NE1 0.892 -0.059 0914 -0.082 -0.171 -0.133
Negative NE2 0.923 -0.070 0932 -0.122 -0.108 -0.154
emotions NE3 0.927 -0.020 0.952 -0.052 -0.065 -0.112
NE4 0917 ~0.096 0.945 -0.020 -0.066 -0.097
Cs1 0.865 0.158 -0.144 0219 0.830 0.287
Customer CS2 0.863 0.170 -0.097 0.254 0.820 0.296
satisfaction CS3 0.877 0.155 -0.101 0.251 0.853 0.228
CS4 0.876 0.155 -0.138 0.242 0.841 0.259
RI1 0.866 0.101 0.010 0.889 0.188 0.175
Revisit RI2 0.889 0.071 —-0.042 0.887 0.219 0.215
intention RI3 0912 0.099 -0.114 0.875 0.265 0.232
RI4 0.889 0.140 -0.171 0.854 0.221 0.249
Eigen value 10.077 4.545 3.041 1.600 1.016
Variance of % 41.988 18.938 12.670 6.666 4.234

Total cumulative :
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{Table 3> Confimatory factor analysis and reliability analysis

Ttems Bstimate  randardized CR.  Crombach's ¢  CCR AVE
estimate
P1 1.000 0.880 Fixed
P2 1.054 0.945 21.717%**
P3 1.037 0.925 20.300%**
Physical P4 0.960 0.822 21.732%%%
. 0.958 0.921 0.717
environment Ps 0.927 0.838 24.034***
P6 0.855 0.794 23.142%%*
P7 0.809 0.764 29.847***
P8 0.849 0.794 31.407***
PElL 1.000 0.861 Fixed
Positive PE2 1.022 0.885 25.194%x*
. 0.934 0.916 0.782
emotions PE3 1.067 0.904 26.250***
PE4 1.115 0.888 25.328%*%
NE1 1.000 0916 Fixed
Negative NE2 1.040 0.948 36,791 ***
. 0.967 0.943 0.880
emotions NE3 1.073 0.952 37.401%%*
NE4 1.064 0938 35.512%%*
Cs1 1.000 0.908 Fixed
Customer CSs2 1.028 0.907 30.567***
. . 0.950 0.923 0.826
satisfaction CS3 1.103 0.909 30.737***
Cs4 1.083 0.913 31.097%%**
RI1 1.000 0.849 Fixed
Revisit RI2 1.038 0.891 31.997%**
. . 0.955 0.884 0.829
intention RI3 1.065 0.967 29.567%**
RI4 1.037 0.933 27.769%**
17=538.002(p<0.001), df=235, CMIN/DF=2.289
RMR=0.062, GFI=0.908, NFI1=0.956, CFI=0.975, RMSEA=0.054
Note : CCR = composite construct reliability ; AVE : average variance extracted.
*#%p<(.001.
3.7 &3 T B An HE 28 AT A5
71 = x2=592.898(p<0.001), df=239, CMIN/DF=2.481,
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CFI=0.970, RMSEA=0.058 $2.& b}E}Ur Hair JF

et al.2006)°] AAIZ A= A 7|ES A=
FE3A7E AeE ZAEUTH
TR 28-S B3 358 AeAse (Ta-

ble 5) ¥ (Fig. 2>9} 2ot 714 12 e 2
Egto] E2)¥ 87o] me] A A 8=0.388,



198

{Table 4> Correlation analysis

252 A 168 Al 432010

1 2 3 4 5 MzSD
1. Physical environment 1.000 - - - 4.74+1.16
2. Positive emotions 0.359%** 1.000 - - 4.34+1.04
3. Negative emotions —0.146***  —(.367*** 1.000 2.57+0.26
4. Customer satisfaction 0.327%x* 0.690%**  —(.288%** 1.000 4.44£1.17
5. Revisit intention 0.238%x* 0.596***  —0.210%** 0.549%*+* 1.000 3.92+1.48
***Pearson correlation is significant at the 0.01 level (2-tailed).
{Table 5> Results of the structural equation model
Hypothesized relationship Estimate Sta:slgz:rn:izcd CR Results
H1*  Physical environment — positive emotions 0.368 0.388 7.756%** Accepted
H1®  Physical environment — negative emotions -0.185 -0.148 —2.993%* Accepted
H2"  Positive emotions — customer satisfaction 0.828 0.736 15.737%%* Accepted
H2®  Negative emotions — customer satisfaction -0.014 -0.016 -0.412 Rejected
H3  Customer satisfaction — revisit intention 0.771 0.604 13.098*** Accepted

22=592.898(p<0.001), ¢£=239, CMIN/DF=2.481
RMR=0.103, GFI=0.900, AGFI=0.874, NFI=0952, CFI=0.970, RMSEA=0.058

**p<0.01, **¥p<0.001.

Standardized Path Coefficients **p<.(1 ***p<(01

<Fig. 2> Structural equation model by parameter estimation.
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(Table 6> Moderating effect of gender: male group versus female group

Male group

Female group Unconstrained ~ Constrained Ay
Standardized oR. Standardized CR. model x> model x° @)
estimate estimate (d=478) (dr=479)
HY? 0.425 6.297*** 0.389 5.225%** 936.501 936.597 0.096
H1® —-0.105 -1.564 -0.211 —2.861** 936.501 937.862 1.261
H2? 0.731 11,773+ 0.731 10.360*** 936.501 936.572 0.071
' -0.039 —0.748 0.008 0.136 936.501 936.877 0376
H3 0.554 8.855%** 0.643 9,289 ** 936.501 936.503 0.002
Note : GFI=0.852, NFI=0.926, IFI=0.962, CFI=0.962, RMSEA=0.047

*p<0.05 **p<0.01 ***p<0.001.
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{Table 7> Moderting effect of age: 20' group versus 30' group

20 30'~

Unconstrained  Constrained

2
Sundardized Sandardized model y*  model x* (;il) |
estimate o estimate - (dF478) (dr=479)

H1* 0.438 6.678*** 0.291 4.09]¥** 1,017.277 1,017.289 0.012
H1® -0.164 -2.473% -0.096 ~-1.293 1,017.277 1,017.281 0.004
H2* 0717 11,499*** 0.768 11.061%** 1,017.277 1,017.340 0.063
37, -0.047 ~0.902 0.014 0.248 1,017.277 1,017.945 0.668
H3 0.528 8.416*** 0.717 10.591*** 1,017.277 1,020.667 3.390

Note : GFI=0.842, NFI=0.920, IF1=0.956, CFI=0.956, RMSEA=0.051

9<0.05 *++p<0.01 ***p<0.001.
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