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Abstract

This study aims to give insight into better understanding how service quality influences customers’ attitude
and behavior in terms of loyalty as well as how its effects vary by the types of restaurants (family restaurants
or fast food restaurants). The results of the study are summarized as follows. Furst, perceived service quality,
which consists of feod, service, menu and atmosphere, made a significant impact on customer satisfaction
for food, menu, atmosphere, and service, respectively. Second, the study examined how perceived service
quality affected future expectations, and found only food tumed out to be a significant factor. Third, customer
satisfaction affected future satisfaction and customer loyalty, and it had a greater impact on attitudinal loyalty
than behavioral loyalty. Fourth, future satisfaction affects customer loyalty, and it had a greater impact on
attitudinal loyalty than behavioral loyalty. Fifth, the study examined how service quality, customer satisfaction
and future expectation affected attitudinal loyalty and behavioral loyalty differently by different types of the
food service industry (family restaurants or fast food restaurants) and found out there were some differences
in the effects of customer satisfaction on behavioral loyalty and the future expectations and attitudinal loyalty
on behavioral loyalty. The marketing implication is that service providers should be one step ahead in
understanding the service quality perceived by customers (food, service, menu, and atmosphere). In addition,
they should understand that establishing long-term relationships with customers by providing high quality
service has a direct impact on their business performance. Furthermore, management in family restaurants and
fast food restaurants should include the improvement of service quality in their employee training programs.
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{Table 1> Analysis on reliability and validity of measurement
Factor Eigen % % Cumulative

Factors Variables Loading  value Variance Variance Cronbach' a
Apparent attractiveness of food 0.759
Food Quantity 0.707 6467 32334 32.334 0.704
attributes Smell 0.679
Flavor 0.662
Chisquare Value=10.944, p value=0.004, GFI=0.984, AGFI=0.922, NFI=0.981, RMR=0.024
Kindness of waiting staff 0.820
Responsiveness of waiting staff 0.808
Accurate service of waiting staff 0.782
Service Tidiness of waiting staff 0.752 2122 10611 42.945 0.902
attributes  Swiftness of waiting staff 0.741
Uniform of waiting staff 0.728
Understanding of customers’ requests 0.724
Chisquare Value=94.890, p value=0.000, GFI=0.925, AGFI=0.825, NFI=0.954, RMR=0.039
Attractive interior 0.773
Appropriate background music 0.737
Environment Proper indoor temperature 0.720 1.964 9.820 52.765 0.736
attributes  Convenience of parking 0.670
Exterior design of the building 0.659
Chisquare Value=15.650, p value=0.004, GFI=0.984, AGFI=0.940, NFI=0.981, RMR=0.026
Easy to understand menu 0.752
Menu Diversity of menu 078 138 6788 5952 0.790
attributes Consistency of menn 0.694
Recommendations 0.642
Chisquare Value=18.416, p value=0.000, GFI=0.976, AGFI=0.882, NFI=0.960, RMR=0.043
Satisfied after visit 0.940
fa‘t’l":f;‘gt‘f;n Satisfied with the decision to visit 0920 2565 85506 85506 0914
Happy afier visit 0.915
Price competitiveness 0.897
Szpu;iations Meeting needs and purposes 0.888 2343 78.109 78.169 0.855
Flavor and service level needed 0.866
iSehaVioral 1 will use the‘ same brand family restaurant  0.930 3L 86533 86,533 0.884
oyalty I have intention to revisit 0.930
1 have affection for the restaurant 0.951
f\ttitudjna] 1 woqld recommend this restaurant to my 0.906 2522 84.061 84.061 0.905
oyalty acquaintances
I feel familiar with it 0.892

Chisquare Value=86.396, p value=0.000, GFI=0.915, AGFI=0.744, NFI=0.940, RMR=0.042
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{Table 2> Conrelation of attitudinal and behavioral loyalty with service quality, customer satisfaction, future

expectations
Path Unstanda.rdlzed Standarqlzed CR. p value
Coefficients  Coefficients
Food attributes - 0.60 0.451 006 958  0.000"
Service attributes — 0.09 0.079 0.05 1.70 0.090
. Consumer satisfaction ok
Menu attributes - 0.23 0172 006 373 0.000
Environment attributes ~ — 0.16 0119 006 263 0009
Food attributes - 0.14 0.116 007 205 0.041"
Service attributes — 0.05 0.046 005 092 0.359
. Future expectation level
Menu attributes — 0.09 0.076 0.06 1.51 0.132
Environment attributes — 0.09 0.077 0.06 1.57 0.116
Consumer satisfaction —  Future expectation level 0.35 0.390 005 691 0.000""
Consumer satisfaction ~ —  Attitudinal loyalty 0.63 0479 006 997 0000
Consumer satisfaction ~ —  Behavioral loyalty 0.42 0356 004 993 0000
Future expectation level —— Attitudinal loyalty 0.35 0.235 007 489 00007
Future expectation level — Behavioral loyalty 0.12 0.087 0.04 265 0.008"
Attitudinal loyalty —  Behavioral loyalty 0.48 0542 003 1559  0.000"

Chi-square Value=21.587, p value=0.006, Chi-square Value/

Degree of Freedom=2.698, GFI=0.986, AGFI=0.935, NFI=0.983, RMR=0.030

"p<0.05, “p<0.01, "p<0.001
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(Table 3> Difference of comelation of attitudinal and behavioral loyalty with service quality, customer
satisfaction, future expectations in case of a family restaurant

Unstandardized Standardized

Path(Family restaurant) Coefficients  Coefficients CR.  p value t value
Food attributes » 0.57 0.443 009 665 00007 055
Service attributes ~ — o 0.16 0.141 007 216 0031 -135
Menu attributes , Customer satisfaction 0.15 0.110 009 166 0097 138
Environment attributes — 0.18 0.129 009 194 0052 -021
Food attributes — 0.09 0.083 009 103 0302 101
Service attributes — Future expectation 0.10 0.105 0.07 1.46 0.143 -0.94
Menu attributes - level 0.14 0.120 008 167 0096  -0.82
Environment attributes  ~> 0.02 0.016 0.09 0.23 0.822 1.43
Customer satisfaction  — T lzzle“a""“ 0.34 0391 007 498 00007 016
Customer satisfaction ~—  Attitudinal loyalty 0.63 0.491 009 734 00007 012
Customer satisfaction ~—  Behavioral loyalty 0.35 0.296 006 609 00007 240
Puture expectation level —  Attitudinal loyalty 032 0.214 016 320 00017 047
Future expectation level — Behavioral loyalty 0.17 0.128 006 289 00047  -1.67
Attitudinal loyalty =~ — Behavioral loyalty 0.53 0.575 004 1237 00007  -1.67

Chi-square Value=25.191, p value=0.067, Chi-square Value/

Dgree of Freedom=1.574, GFI=0.983, AGFI=0.925, NFI=0.980, RMR=0.034

“p<0.001

p<0.05, "p<0.01,
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(Table 4> Difference of correlation of attitudinal and behavioral loyalty with service quality, customer
satisfaction, future expectations in case of a fast food restaurant

i ized
Path(Fast food restaurant) Unstandardized Standardize SE. CR.  p value t value

Coefficients  Coefficients

Food aftributes ~ — 0.63 0445 010 668 00007 055
Service attributes =~ — 0.02 0.013 008 019 0848 -1.35

. Customer satisfaction -
Menu attributes - 0.32 0.240 0.09 357 0.000 1.38
Environment attributes — 0.15 0.111 0.09 175 0.080 -0.21
Food attributes - 0.23 0.172 010 222 0026 1.01
Service attributes - 0.01 0.006 0.07 009 0926 -0.94

. Future expectation level

Menu attributes - 0.04 0.031 009 044  0.663 -0.82
Environment attributes — 0.19 0.152 008 230 0022 1.43
Customer satisfaction — Future expectation level 0.35 0.382 007 480 00007 0.6
Customer satisfaction —  Attitudinal loyalty 0.64 0463 010 668 0000 012
Customer satisfaction — Behavioral loyalty 0.55 0450 006 9.17 0.000%%* 240"
Future expectation level — Attitudinal loyalty 0.38 0.256 0.10 3.68 0.000*¥** 047
Future expectation level — Behavioral loyalty 0.05 0.038 0.06 0.83 0.408 -1.67
Attitudinal loyalty ~—  Behavioral loyalty 0.4 0504 004 1041 00007  -1.67

Chi-square Value=25.191, p value=0.067, Chi-square Value/
Dgree of Freedom=1.574, GFI=0.983, AGFI=0.925, NFI=0.980, RMR=0.034
"p<0.05, "p<0.01, ""p<0.001
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<Fig. 3> Difference of comelation of attitudinal and behavioral loyalty with service quality, customer
satisfaction, futwre expectations by the types of restaurants

H2AEFE H2ER] A vfdio] &3
ZIsEdd v e gaAE A9E 49 2%
3t AlGE 0.031, CR.EZE 0.4, pAte 066322
vt waka, Fe5F 001, 0.059048 B
Adez fodatxl YIAT fol5E 0.1004
TAZ LR Fo8r] sjito) 7Hdo] AEso]
&g 0] TF V1uigFd FHAQ 9IS 1R
i & 5 gtk HAEFE HarEGe] B¢ E
A71 FA4o] FF 7S vXe JFBAS
A E d3 253 A€ 0152, CR.EE 230,
paE 0,022 veRdth weld, fe$E 0.05
AN FARLE Fosly] wEel] 7ol A=
o] £97] $Aol TFF 7loiFEd] 244U 9
g vt & 4 gk

HW2EFE grEF] AL bisAe] 17
PER v E JFRAE AHE A3 2F:3}
A4 0240, CR.3EE 3.57, patd 0.0002.2 1}
Epstct. wEkA, fo5E 00194 BAZ R
Felslr] ol 7Hde] A= MygAdol 1
AEwo] AR &L vt & 4 9l

iy
I
im
4
It

: HrEze] 2 A7 £40]
IANET w3 JYAAE AHE 23 2
%3 AFE 0.111, CRELS 175, pa< 0.0802
2 Jebgdoh ks, fel4F 0.01, 0.05904 =
EAHCR folshA] kAT folE 0.1014]
SAHCE Foatr] Wil 7Hdo] AqEsle] £
A7 &Ad0] nARET A G v)R
tha & 4= 9lo) HAEFC HrEFY] HE &
2 &0l FF V|t vl e JFAAE A
HE 23 2F3} A5 0172, CRE 222, p
e 002622 YEPTE WA, FFE 0.05
oAX BAZCE fojar] wEel 7ido] Aex]
o] Fal&Ao] FF r|FEo] FAAA FEgE
Aok & 4 ok HAEFE HarEHe] 7
G A2 $40] FF JlUFTel v 4F
HAE A9 E A3 253} A= 0.006, CR.AE
< 0.09, pt2 092622 Yelgt) upebA, fo
FF 00504 BAF R Fo5lR] 7] o Eof)
7Wde] 717 = o] Mul s Aol FFr tigEol
FAAQ d¥gg vt & F fick

i o
4

e
i
> ¢



Haed g ot quiz F4o) B,

HLEFE frERe| BS nAREEs) o
Z 71dgEd vlAE JgEAE ARE A3
EF3} AlSE 0382, CR.EE 4.80, p3he 0.000
o2 vesith wabd, feaE 001004 EA
Hog fojstr] wio] 7Mdo] Ao} AT
FE7b % 71 GEd] A JgE ujAg
2 g Utk

;i}]/kE‘:’ﬂt' *L]] AE%—O Kol
5d A uAE @ 3&?&741‘2 %ﬁi 235
EE3 AlgE 0463, CR.EL 6.68, pat2 0.000
o= Yeiyith webd, §5E 0.01004 SA
"40& Frelaprl wj el 7pdo] AjEE o] Ayl

Ex 7} 5d =T A A9 4L n]Ac}

f;} T vk HAEFE Yrewke) A9 07
UErt B5d TR vlXE dgiAE 2
HE Ay 5338 Al 0450, CREL 9.17, p
e 0.00022 JeRGTE wpebA, fel$F 0.01

M BAHLRE frolatr] wjZel] 7Mdo] A= s
of AANEEI} AT FAT FHAYD 4
< vzgz & 4 ok

H2EFE g 2Ege] A% % 7ulpdo]
B Sz vAe JYAAE A E A7)
FEE8) AlgE 0256, CR.AEE 3.68, pate 0.000
o7 Vet wEbs, §94E 001004 A
Ao felatr] wjio] 7ol Aeso] dF

Zlthro] Bl S 28] dFe v
Az & 5 ek AEFE H2EF] A4

e
FF 7qTEo] P58 A X e
AE AR E A3 253 ASE 0038, CR
0.83, pata 04082 vHebSiT). ulehr, fol4s
00194 BAH LR Folslr] wjEol 7Mde] zH
HElo] T /N teEel PEy FHE 3
o] o:b‘]:— ulz]r,}—y zﬂ- 2 oh;}. g,“ IEZT g.“é
£ 3% HEd 3} 354 AR
v dFHAE AHE A9 ZE3 Ase
0.504, CR.2t< 10.41, pZHe 0.0002.8 Jepyith
upeba, §ol5F 00104 EAR R fol8)]
gl 7Hde] AeEo} B A SR} PEH

of
%?i o
}1 o il

T3 uﬂ@d ali%k&o 356)0] FAEFE 7
2E2(=0.296) Bu} IANEET) S FE 4
o plRl= FEEe] o arke A& ¢ F Ut
283 §¥ol e}t FF JdgEol 63524

JEell PlAle GEHEe Aol AAH £

=)

vga%(g:o 870 )
2E(B=0.128) B} &% stjggol f’f@
%z@l .6. %t;:o]] 1::] x]‘“ Oﬂﬁkeﬁo] ] zJ(chL

o ¢ ot WAEH FEd vl gy ﬁﬁ:}i
7F A FAR vAE dFgEHY AfolE
el B A3 t3ke] -1.672 F25F 0.1
Aoz Foslr] wiel daFo] xpo]7} ¢l
S dEe] H 2B (B=0.542)0]
HIAEE?(B:O.SB) Hi} B =4 24
&7} ff@%?—‘-i FA S PR Fgo] v F}

iﬂ;li%iéo{
%

nlo o\m o

A

1. 10| Qo QU A=

AR 24atdolre] naze] BA= uhA
FolollA] ThAlg A 2g WS dn %IE.U%,
2)atejel el QA= AR THE
S F84L vl o] FesiA Slrk
N BAE FHshe Aol AYLHE d= ot
weto 2 AAlE 2 oleh 53] 9j2laksie] 9}
o 1A #Ae Mul2rt AT FHE B3
A ol 3 tkE Ao Fasicl webA
E AFE A 22giedlA W“Ol A 22432}
o ZANH AgBAE FATeEN dA He

Mu|AEA S 71EEY ?‘H‘.’ o a2

Lﬁoﬂ

rlm I:J

)

=4 0]‘-1»»



40 gz g3z A 178 A 152011)

o M aFA UF 8% nARE, ¢
%714 2 2AFYES) WS Uningi)
A7 AN SEA(EHEA, Az 4,
&4, 2907 $4)0] nAVEES Ghrlj%
72 3o TFH02 o] gnA YA

=9 P58 4= BN I A7)
R PR E EEE B A

=) 28 A5 do] AAE B ATelN o
&7 2o AAE AUk AR, AAE A2

£ fAbA epget

£, A28 MOlsELe] FF )05z
nlXE Gl He M AF A, Aule B2,
WFEL, 297 FAe 25 U5 Tel £
GFE v R SHSANL ol
& vlAE Ao Yeyth AM, nARE
=9 FF Fth5Fe] nAE Fagol B A

i pt Oy
E‘ of ol
o{}]u o
ol o
LA
2
2o
2 lo
ar
o
o2k uj
= 3L
i
N
N 2
s
o
off

23} WEd 24 BEH FHE B Ao
e}

H% M
L i
AV il
o
Lo
& oy
09\: 0.>l:
+ 1
N
E o8
Y o
F%‘N o
CON-)
N
i
Mo

o

X
L m o
i

= 2
FHES} B5H FHAE T2 BF
TE vx)e Aoz Vet oAl
ALY PTA 2T o=
4 A5 23 S 52 9L
vebdth dE3A, dA2EF 73
F2, 2ANEE, L Jg$Fo
338

=, ¥%4 3= vAE

re
off of B

L Jo
1
o

o of
- o
S og
r =
iy
et
N
-

K& 7

Oy
J8
2
e
9
(g ofy

£ 8
S
z fo

i

ooz N

4% 3%, 25 430 we nAREEs)
BEH S0 0% 935 ol AP
2 43t 9ol 2ol Y& Ao= vhepseh

. 91720] AAE
Qumo s G4 BHElE 28Rt of
1

W AME|2E ddkeTtedl &S 2 o] 9
B2 o 5 e Mu2E AFstd FH1

& Aoleh. o2A Fo2H vHEE &Rl
o] AL 71golm 2P FRE Aulx B
Zapgel wtgAzlEm mHaop gt ojst 2
& A gfaigle] mAE s D] 934
o2 22 MY AR Erke v 2FE2 4
ke A Al AuagA e} Aol A 4|
250 date Be AlFsteior & Aolrt 9
Havlzte] BEe 2 vHE 5L aA4NES
ulske Rel7] Wl w8 58 A3tk
oA 712 FHE Agohe ] AAE
tnzh gt 2 d7e AuagddAe
A9} %7t F A olMe] 7zt st
°l#A(2004) T ATE FF 7S

2 23 AYPsch MujaFd
A7 Aul2Ede] aATFE]
DARFEE O] n2e] A 7

i
)
248 Ago] Yol A
h=i

7

>

Wy o
ol

7

l
K

o
r&%
e A
& g

o

T 1o of 2 AN M oE iR
i)
W

¥ ot ook 2
% L=
o2
ozl
o

)
i)
ke
i
2
S
{1
ME
0%
o
-
)
rok
re
-4
2
>

2% ool ] FF NFES Lobue Ae
HE| 28 AN A2 A AT
% glo] £ Aol TAREES §HUs
Fol tistel AT @ Rolth ol @ A2
38 s 4G thest 2E sl
7} R Rolth

AR, DAL AuEAe] ol $454, A
Ml S, WS, 2917 $48 Adez
A Tole] $BAYE Zoll B3} BA) A%

Cl

A9 A2 gal 1)

i
ol
I
a
of
o
B
il
i)
o)
e
PO
T
rr
ol
b
)



41

3%

o

L
hy

A

2R Fo] vl Al Fdo] A, YFA FY o)

TR By FT T HEET 45 T W PF T £
TR RDPg T T B R = -y R o
— ~ o mo e N Moo B o =
p— I ST G R %O Mo e O = LV T &
Mo AT A I A S NG I ey
o%%ﬁﬂﬂﬂa%éqa.ﬂix_emo:wa.i B 3
ﬂAc.doE%ﬁrwﬂnvﬁ_'qoazﬁglg%%d\.xo G =
PE T EpEr Sl T E R g
LR g 8 welke  Exax®idanH,0 £
i ey - x4 0¥ - - | “
ms.afmwﬁﬂﬂ/ﬁd,%_ m:ﬂ.wlnoAxmﬂ&ro_@%i%% =
Y moB BB ok P T s .
o #®° Mo H M o e o= Nﬁ R TRC 3 wu mm ] _ww B oAy mm £
w_mo.ﬁvw.mv‘ r o %o e o © W ,_ur,_ok )
%Hﬂ%lﬁﬂiiﬁ%ﬂﬁ#ﬂqmﬂiﬁ%%Emmew A £
g AR E R Ay T L E TR ET = o O wmoo<
G N O I B ol - PR O g S LS =
TEEUs s @™ o X g N® 50Dy S
W#7Moi.]%maizo€ammo1ﬂxﬂmiutlor e =
TR L 2T T oS TS R T s v
PEHw _arrpurer t A Nmr B 2
PR S (e T S g
_ T ® o S = #po — &%° = X _ i
TR R e O W e o T O A g oop o T B <
EHEDHPT D BTATE TR D HET TR LA 2
T g o ™Aoo’ T Hodar ® @ 5 Mo do % w o
MMQ‘_HL .W.Nuqm‘_qp_p._uﬂ _.Vté.muowe%o\ﬂmdﬂm‘mu HﬂAlri
Lo T e e ® ot @y ¥
{ ) C I AR B Ao - B
Wroo o o Ax om R Moz T Ho bz 4r =
W o AN BT T LT Lot W M)
ﬂMﬂﬂLt Eﬂn%nﬂ.ﬂ\wi iﬂoﬂﬂﬂﬂni]wﬂ Mﬁi
WO R umqﬁn.ﬁ@wmﬂxumu M&wﬂﬂaﬁL%AMﬁ_x? ma‘\m..;
gt Brdwedf TESmzsits w5
! - ~ I A
b5y pEaEErh.ggzEiERiL, w I
Brow IHES IXEcATE el Tl m =&
& Amlﬁﬂﬂﬂﬂﬁ.ﬂAqu. T o A= o H
ﬂor.ﬁ JH\V U\ﬂﬂ.ﬁ Nrmﬂﬂbﬁﬂwqﬂ%xr i0J W
AR e AT E HTETT AT Y RS N T
o nUn_.._ H._ .Woﬂv&aﬁtﬂ_ z,:v‘%‘m.ﬁﬂ A wﬁ,Me__.Mﬁ_u “.Mo ma_ﬁ_._,_t%% A
aow%ﬂﬂmw%%mz%i%%@r@,%%omﬂn_@% W
A ION N R I A )
SR R - . g & T
o — (Al .
TR P h b S g T e R e o my
TTOE RESTHFFPFIRN TR ATP TN <

Markets?. J Business & Industrial Marketing

17(2): 107-118.
Fornell C (1992). A National Customer Satisfaction

Barometer: The Swedish Experience. J Marke-

Value; A Substitude for Satisfaction in Business
ting 55(1): 1-21.

Mathematische Zeitschrift 224(3): Springer,

457-482.
Eggert A-Wolfgang U (2002). Customer Perceived

uniqueness of affinely flat infra-nilmanifolds.

5

F
ol

1)

B

iL
-1

A

23}

=

A

3T

947 F4, Hpl

= ettt g4, Az A

g A~Eg dirEfc
&E 7|thpaol| v)AlE o

fol 23Ho2 olgnro)

t)ai
o Aolg 2

(A

&
3

S=OX

e

=)

2=
U

A, 9
7‘%



42 A=z 83)A] A 178 A 15(2011)

Fournier S (1998). Consumer and Their Brands:
Developing Relationship Theory in Consumer
Research. J Consumer Res 24(1) :343-373.

Jacoby J'Kyner D (1973). Brand Loyalty VS. Re-
peat Purchasing Behavior. J Marketing Res
10(2):1-9.

Jones TO-Sasser WE (1995). Why satisfied cus-

defect,
73(11/12): 88-99.

Jung KH (2004). The Effect of Family Restaurant's
Service Quality on Customer Satisfaction and
Revisit Intention. Korean J Culinary Res 10(4):
84-95.

Kalwani MU-Narakesari Narayandas (1995). Long-
term Manufacturer Supplier Relationships: Do

tomers Harvard Business Rev

They Pay Off for Supplier Firms?. Jowrnal of
Marketing 59((1):1-16

Kim DC: Jung MR.-Kim HJ (2007). The Effect of
the Mileage program of Family Restaurant on
Brand Loyalty. J Foodservice Management Soc
Korea 10(2):119-137.

Kim JY-Kim HJ-Kim CM (2009). The Influence of
Service Elements on Customers' Emotion and
Loyalty. Korean J Culinary Res 15(4):271-286.

Lewis MC-Lambert DM (1991). A Model of
Channel Member Performance, Dependence,
and Satisfaction. J Retailing 76(Summer):205-
224,

Oliver RL (1980). A Cognitive Model of the
Antecedents and Consequences of Satisfaction
Decisions. J Marketing Res 17(Nov.):460-469.

Oliver RL (1993). Cognitive, Affective, and Attri-
bute Bases of the Satisfaction Response. J
Consumer Res 29(12):418-430.

Oliver RL (1997). Effects of Expectations and
Disconfirmation on Postexposure Product Eva-
lvation. J Applied Psychology 62(3):246-250.

Parasuraman A-Zeithaml VA- Berry LL (1988).

SERVQUAL: A Multiple-Item Scale for Mea-
suring Consumer Perception of Service Qua-
lity. J Retailing 64(1):38-40.

Reichheld FF (1993). Loyalty-based management.
Harvard Business Rev 71(2):63-73.

Richard MD-Arthur WA (1993). Service Quality
Attributes and Choice Behavior. J Serv Marke-
ting 7(1):59-68.

Rust RT-Oliver RL (1994). Service Quality: In-
sights and Managerial Implications from the
Frontier in Service Quality: New Directions in
Theory and Practice. Roland T. R & Richard
L. O., eds. Thousand Oaks, CA:Sage Publica-
tions: 1-19.

Rust RT-Oliver RL (2000). Service Quality; In-
sight and Managerial Implications From the
Frontier, in Service Quality, Ronald T. Rust
and Richard L, Oliver(eds.), Sage Publications,
Inc:72-94.

Silvia ES‘Maccallum RC (1988). Some Factors
Affecting the Success of Specification Searches
in Covariance Structure Modeling. Multivariate
Behavioral Res 23(1):297-326

Smith EV-Houston JE (2008). Relationship of Can-
didate Communication and Organization Skills
to Oral Certification Examination Scores. Eva-
luation & Health Professions 31(4):404-418.

Son YJ-Lee KO-Yoo HJ (2007). A Study on the
Effect of Customer's Awareness of the Food
Service Industry's Customer Reward Program
Value on Customer Loyalty. Korean J Culinary
Res 13(4):80-91.

Ye JS-Yang SY (2001). The Effect of Loyalty
Program on the Value Recognition and Loyalty
of Customer. J Consumer Studies 12(4):23-37.

Yi YJ (1990). Critical review of consumer sat-
isfaction in Review of Marketing. Chicago, IL;
AMA:68-123.



WEEF fYo Weh Aula o] R, 954 F4RA PlAE 9% 43

Yi YJ-Ahn JK (2001). Effects of Service Loyalty
and Pseudo-Loyalty on Repurchase Intentions.
J Consumer Studies 12(1):53-74.

Yun Mh-Um SH (1993). Measuring Service Quality.
Tourism Sci Soc Korea 17(1).255-272.

Zeithaml VA (1998). Consumer Perceptions of
Price, Quality, and Value: A Means-End Model

and Synthesis of Evidence. Jowrnal of Marke-
ting 52(3):2-22

]

Zeithaml VA-Berry LL-Parasuraman A (1996). The
Behavioral Consequences of Service Quality. J
Marketing 60(April):31-46

20108 92 64 A T
2010 11€ 309 13} =843
2010% 129 149 23 E=ESH
20103 12€ 28 A A & A



