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The influence of the Physical Environment of a Coffee Shop on
Customer Evaluation and Satisfaction
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Abstract

This study aimed to investigate the influence of physical environments on menu quality and service
delivery in the coffee shop settings and to explore the impact of physical environments on overall customer
satisfaction. Using a self-administered questionnaire survey, 376 respondents who have ever visited a coffee
shop in Seoul and Kyunggido were used for this study. The results showed that physical environments had
a positive influence on other service environments. In addition, physical environments enhanced the customer
satisfaction with the coffee shop. The findings suggest that every physical environmental element at the coffee
shop environments should be managed appropriately so that coffee shop customers have satisfactory
experiences.
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{Table 1> General characteristics of the respondents
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Gender Female 272(72.3) <100 209(35.6)
Male 10407 ponthly 100-299 83(22.0)
2029 235(62.5) cone 300-499 43(11.5)
Age 3039 83(22.1) 500-699 3509.3)
(year)  40-49 43(11.4) 7% (L
In. high school 1(0.3) Public service 29(7.7)
High school 123.2) . Professional 26(6.9)
Education In college/university 195(51.9)  Occupation Housewife 26(6.9)
level College/university 92(24.5) Self-employed 8(2.1)
In graduate school 45(12.0) Hospitality service 8(2.1)
Graduate school 31(8.2) Others 2974
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{Table 2> Purchasing behavior of the respondents

Frequenc Frequenc
Item Category ?%) Y Item Category ((1%) Y
Location 109(29.0) Social activity 196(52.1)
B.rand 78(20.7) ) To drink coffee/beverages 118(31.4)
Accidently 66(17.6) The main Study/work 25(6.6)
Motivation Patron 48(128) - purpose of Business 19(5.1)
o visit Recommendation 35(9.3) visits . ’
To use a coupon or point card 16(4.3) at meals/snacks 8(2.1)
Price 3(0.8) Others 10(2.7)
Advertisement 2(0.5) 2-3 times/week 121(32.2)
Others 1965.1) Once/week 90(23.9)
Boy /I;ri:n?ﬁen . zgggig The mumber of  2-3 times/month 75(19.9)
Company Alone 37(9.8) Visits Once/month 46(12.2)
Colleague 28(7.4) Every 2-3 weeks 21(5.6)
Family 16(4.3) Seldom 23(6.2)
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{Table 3> The results of factor analysis
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% of .
Facto . Eigen Cronbach's
Factor Item . variance
loadin, . value  alpha
explained
Attractive interior design 0.755
Nice ceiling design 0.768
Nice wall design 0.794
Nice flooring material 0.706
. Attractive external appearance 0.722
Design Nice interior decoration including paintings and other ornaments 0.781 26210 6.028
Nice interior decoration including plants 0.707
Nice furniture 0.667
Overall color scheme 0.723
Cozy color 0.662
Comfortable chairs or tables 0.692
Physical Spacious space 0.841 0.922
environment Space Enough area to move around in 0.708 14.472  3.328
Spacious layout 0.777
Private space 0.566
Right location of a service table 0.696
Convenience Right location of a trash can 0.776 9.293 2317
Easy to read a menu board 0.745
Acceptable noise level 0.592
Sound Good background music 0.852 9.219 2.120
Relaxing music 0.795
. Right temperature of the area 0.879
Ambient Nice aroma of the area 0.787 75191729
Kaiser-Meyer-Olkin(KMO)= 0.897, Bartlett Test of Spehricity=4628.661, Sig.=0.000
A variety of coffee items 0.654
Good taste of beverage items 0.769
Menu A. variety _Of ngn—coﬁ“ee items 0.817 56785 3.407 0.846
. Right serving sizes 0.651
quality A variety of non-beverage items 0.794
Good taste of non-beverage items 0.816
Kaiser-Meyer-Olkin(KMO)= 0.798, Bartlett Test of Spehricity=897.149, Sig.=0.000
Knowledgeable employees 0.605
Competent employees 0.728
Assurance Neat @ifom of the employees 0.694 24972 3.496
Experienced employees 0.703
Feeling safe 0.709
Well-trained employees 0.733
Servi The ordered menu served in time 0.649
ervice . 0.914
. Respondence about wrong service 0.702
quality Reliability Dependable and consistent menu items 0.757 22.600 3.164
The items served in order 0.771
The items provided as ordered 0.660
Kind respondence during busy times 0.800
Responsiveness Prompt and quick service 0.831 17.946 2.512
Effort to accommodate special requests 0.580
Kaiser-Meyer-Olkin(KMO)= 0.892, Bartlett Test of Spehricity=2762.900, Sig.=0.000
Overall satisfaction 0.768
A pleasant time 0.838
A good feeling 0.867
Satisfaction Re-visit 0.897 724714348 0923
Recommendation 0.845
Positive word-of-mouth 0.887
Kaiser-Meyer-Olkin(KMO)= 0.882, Bartlett Test of Spehricity=1723.550, Sig.=0.000
e HEIE S 5] 286% HIsH 202% & RIS v 2 9 vAE Aoz U
U oH EE UEES A M EAEs526, Wk ole e ke, aFabee] ERA 84
p<0.001)3} A8 ~ZFA(t=6.141, p<0.001) £ = &l sl 2% v 79 Au| 2ol g 2



50 Srze)8k3)A] A 178 Al 55(2011)

{Table 4> Comparison between the low satisfied group and the high satisfied group about the physical

environment of a coffee shop

Low-rated group

High-rated group

Independent variables

B t p Tolerance SE B t p Tolerance
(Constant) 0.403 2913 0.004 0.389 2300  0.023

Menu quality 0.079 0277 3.680 0.000™" 0.791  0.069 0380 5.526 0.000"" 0.736

Service quality 0.098 0347 4.609 0.000" 0.791  0.081 0422 6.141 0.000" 0.736

R 0.535 0.698

R 0.286 0.488

Saistics  MOdified R 0.277 0.481

F-value 31.819 70.014

p 0.000 0.000

Durbin- Watson 2.013 1.950
prendent variable: Customer satisfaction
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<Table 5> The result of hierarchical regression analyses for hypothesis3

Independent variables Model 1 Model 2
A%
P SE B t p SE B t p Tolerance
(Constant) 0.226 2715 0.007 0240 0263  0.793
Menu quality 0.047 0370 8239 0.000 0047 0291 6416 0.000 0.577
Service Reliability 0.108 0.094 1.805 0.072 0060 0.113 2171  0.031° 0434
" Responsiveness ~ -0.025 -0.024 -0468  0.640 0.051 0004 0074 0941 0.470
quality Assurance 0441 0406 8.040 0.000" 0057 0290 5535 0.000" 0.433
Ambient 0.041  0.039 0949  0.343 0.698
Physical Sound 0.036 0015 0354 0724 0676
Y . Design 0.049 0217 4547 00007 0519
environmen Space 0042 0063 138 0166  0.580
Convenience 0042 0045 -1.043 0298  0.647
R 0.718 0.752
R 0.515 0.566
Modified R? 0.510 0.555
Statistics F-value 98.501 53.047
p 0.000 0.000
AR? 0.051
F-value for AR? 8.606
Durbin-Watson 1.948
Dependent variable: Customer satisfaction
*<0.05, ~7<0.001
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