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A Study on the Mediating Role of Customer Value in the Structural
Relationships among Restaurant Service Quality, Customer
Satisfaction, and Loyalty: Focusing on Ages 20s-30s
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Abstract

The purpose of this study is to examine the structural relationships among restaurant service quality,
customer value, customer satisfaction, and loyalty. Also, in the structural relationships, it intends to examine
the mediating influence of customer value. In order to achieve the purpose of this study, consumers in their
20s and 30s who had the experience visiting to Korean style restaurants, fast food restaurants, pizza
restaurants, and family restaurants in Daegu were surveyed through quota sampling. The survey was
conducted for a month from May 20 to June 20, 2011, and total 459 copies of questionnaire were used for
final analysis using IBM SPSS 19.0 and IBM AMOS 19.0. Analysis result showed that the restaurant service
quality such as encounter service and food quality had a significant effect on customer value, customer
satisfaction, and customer value on customer satisfaction and loyalty. In addition, it was found that the
mediating role of customer value was significant in the influence of service encounter and food quality on
customer satisfaction and loyalty.
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l"i—j?:]—ﬂ'i 01013:] OHL%]] 7} ﬁxgo] /\132;]_5]01] [q—lﬂ-
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VA - Berry LL(1985: |3} PZB)2] 734 ol &
A A8}l A THCronin JJ + Taylor SA 1992; Bitner
MJ et al. 1994). &gk Au|AZFH L pATLES
ARete FES /EAQ SHEE AN F
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A HHEE F3 o wet Folslth(Ko JY et
al. 2008).

PZB(1985)= AR ~FAE Hrlelr] 9sfl 10
Mol ADE ArEHA o, 10712] A Ee] F5

= F&ol o 149 YZ(needs) A& =
| 2=e] 5300 whet 4 8 aas e A<
8749 Aol7t vehte A S sl o
2} 1988 34 (Tangibles), 4124 (Reliability),
1E-3-’J(Responsiveness), &1/ (Assurance), 37+
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2= UhRe H =2 A A1 THPZB 1988). SER
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o gk xpPolx, EXAL FH . &3 1
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23 el 2 A4, A

Aol Tt ol 7} Fek7tell B3 2pdotie]
A - 2o} 2006). SERVQUAL 232 7} AH]
Q20e]] gk nAe] 7T QIAE ] At
ol& HlwomN MHFHS S5
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£ 7/Wd<e] SERVPERFE A|¢lslStl. SERVPERF
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ol Zuie} At BAE s
2748 = 9lo] Hsla 840 S ow
912)%] 31 9JtKLee YJ - La SA 2003). AJH] 2=A4HE
2 Grénroos C(1984)2] A¥F4 2} AU 31, A
H 2G-S 2y -] #dEn] Aujx~ 83
A B0 A B4 e APo s Aqu)x
Ao wj7deletar & 4 AtkBrady MK - Cronin
33 2001).
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o] e AEL DINESERVE ©]-&-3lo] A
H| 2 E4 S =%} tHKim GJ - Byun GI 2010;
Kim GJ - Lee BS 2009; Jung HS * Yoon HH 2009;
Kim TH et al. 2004; Lee HR - Ha 1J 2003). 18}
o= AR AFHA L X EH 0T AFE L Q)
Th(Jang DS et al. 2004; Ko JY et al.2008; Kim G
J - Lee BS 2009; Ha DH 2010; Kim GJ - Byun GI
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% @
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= duirlsloA 271X (customer value)=
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AUtk g nAIe] 2| &A1 AAE 9 B
8 A (Woodruff RB 1997)2kaL 3ttt e vl
A7 A 01 #2] 71 %7} H= 8o 2ol 71H]
NS 2R &afE A8l AES Tl
o FEE5S B8l 42 F de HEEE
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A TH(Hellier PK et al. 2003).
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ARUA MR ololtithe AdE AT 9 oAl B 2ARE 7]

—
ChPark JW et al. 2006). WAEA S B 2| APEL Py =

WMol 23S T3 wHEAel Fuju]golit Fuly)
3. &NE £ 5o 248 4 ggw v Asjolt 18]
REZYe] AGAAT e 71987 Seld 1 o] AW DAWT Aol W FL

4
g 2GS nA T JSS st AT o]F olgjd TS BHesly] 93 FHATR
AR S B3l S80S gHeted 23 A PldsRoE A FAARY
< %31 9ItKBerry LL et al. 1988). o] Fujol =2 =4l Bl=22] HIYo] A7)
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]

Ao ¥a1 ) oM (Hellier PK et al. 2003), Oliver Aol o83} JThZnY 2006; Kim JY - Lee
RL(1980)E ZAAAFE2] viAY =22 ElQle] & YN 2007). 3HA% n2EA ol A3k 2 xo] €}
g Soll= BEsta 71ES AlFelu AMR|aE SR RS HET dFE0] ASHOR o]
Aoz wEInsEE Adkolaln Ao Fo] XA (McMullan R 2005; Oliver RL 1999)
I Atk E3E Woodruff RB(1997) IAEFAE o] F 74 29 REE qgdle] E3H4e =%
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Customer
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Food service

service quality

Customer

satisfaction

<Fig. 1> Research model
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2010; Ko JY et al. 2008; ©]-5-#] - 1o} 2006;
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2008; Joo HS et al. 2008; Taylor SA - Baker TL
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38§ 75(Son BM 2011; Choi W et al. 2009; Kim
HK - Kim JM 2006; Woodruff RB 1997), %+=0]
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MH 2011; Kim GJ * Byun GI 2010; Kim GJ - Lee
BS 2009; Joo HS et al. 2008)& A= <Fig. 1>
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Zfiato] 20| MH|~FA o] AT} A vl
olze froldt dFe A= e AFTEES

53 753+ aL, Taylor SA - Baker TL(1994)=
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Hi. 22713 E nA 3y Ee] 8 B+l
gL 13 Aol

Hs. 2AWEE nA gy Ee] 25 F+)l
gL v]d Aol

Heskett JL et al.(1997)2 A8 2710l A A4k
sk Al A 20f o] A Zbehe
/A EL] Atolo| A A 7R = i~ SATAQL ul
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o] A Zst= FAMNAET} no] A Ztsh=
Mads e 724 A
20| XSRS U] 9]
2(2011)9] AFHE nATFA]E v
n7fRA 24 TRo] Fth o]te] A3
Hlgle 2 og3 22 S Atk
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H6. SJ4 M| ~F AT 3228
e fold e ¥

H7. A= ED T DAFHE ghe] 27
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B Aol AL WS 71E AT
AZE AEEYS B AT AR BEs 4

Halo] ALgsiddeh, Al sEAe 2Ao] YAk
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ol a, 452 A3 (Stevens P et al.
1995; Kim GJ * Lee BS 2009; Kim GJ * Byun GI
201008 AR 23 =R, AE27F Heke] oA
= FHste] & Ao BAd gles £ - 1
2k=]o] DINESERVE] 2770 @53} 2-2] & o)
3k 670 &FEo] 71 3370 dEoz AFEAUT

AT = A& Sl vlE] FF4, 73
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1175, YA 2ES 112532 A4 459571 =
Ao A2} #HFEALS IBM SPSS 19.0
= AMgste] RI=EA V|eEA, 44 gl

A A EEAS AAEl a1, IBM AMOS 19.0

== =d
Sebe] ATEASA 54 B A 54
AT B <Table 1>7F 2t} Ao whaba] Hhd

H|&o] H|=g o2 UED, A% 304
ol/Fo]l 35.9%= <Rzt Wk, 25-30A4n|Rko]
34.1%, 25An]qko] 30%= ZHzE YEelsit) 2]
£ 1005k mlEko] 68.5% % 7 We Ao ' U
b, 9JaldA {3 aado] 25.5%, A
EFE7} 24.6%, ALeld =BGl 25.5%, A
A aEdo] 24.4%=2 717t el Bl aEde
A7) 2L 717 YR/ mEo] 34.0%= Ve
a1, "ho] 24.6%% A YERTE

[Qlo 7 T&3rk
o} Atk WA 24 A
2 wak AR ¥R
o] HxST)E AlAH
A3z}, glo &

gk #3072 Vet
TR T, FAES
AP E L 76.637% ©|

o= Yehya, AE == 0.8970]7F

2
g

3,

M= &
=
T A

7HA]

= e

el A

BR, TPREE el BE A 4

. SQAEXM A I = <Table 2>

Z} gRlel] thate] 4o)de
(S13, F6)o} F-87do] 5m|gt
At KMO®F 7374 A%

JElE Qg ARF AES

o]
A=

Holx 9o, Fo4F 00104 BA

2. A2|d S ElE 2A Al JERstTE A 20
YA eolwde FYREAY AzeAY  Beld @7zke] 4WASE 685, MM 2
WHE ARESt] AABEAAL, IREE 10139 A S2EA 2k 676, BElA ST 521 F A 1]
<Table 1> Demographic and general characteristics of the respondents
Total Total
Variable Level o Variable Level °

n % n %

Male 228 49.9 Korean style restaurant 117 25.5

Gender Female 229 50.1  Restaurant Fast food restaurant 113 24.6

type Family restaurant 117 25.5

Under 25 137 30.0 Pizza restaurant 112 24.4

Age 25-30 156 34.1 Tasted
Over 30 164 359 Price level 13 246
25 54
Atmosphere

. 51 11.1

Restaurant Close distance 156 4.0

Average  Under 100 311 68.5 selection  Location/Transportation 0 1 3' 5

Monthly 100-(under)200 7 15.6 criteria Level of awareness )

income  200-(under)300 41 9.0 Service 12 26

1 .

(#10,000) Over 300 31 6.8 Variety of menu zi iz

Others

Missing values were not included in this analysis.
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<Table 2> Result of exploratory factor analysis
Varimax . % of s
Factor Variables rotated 8 variance Cronbach’s
loading value explained
S18. An explanation of menu 748
S19. Skillful and competent service workers 743
S22. An acute reply to questions 718
S24. Advanced preparation abilities to what customers want .696
S21. A supply of comfortable feelings to customers .696
S26. Treating a customer sincerely .694
Service S25. Treat.in.g a customer as a special person .692 7979 26598 950
encounter  S15. Providing prompt services .687
S27. Rectifying a mistake promptly 677
S16. Responding the demand of a customer promptly .671
S23. Providing feeling safe for a customer 671
S14. Proper placement of employees .652
S17. The management of special requirements .694
S20. Support for the manager .628
S2. The harmony of interior decoration .833
S1. The visual effect of the hall 794
Physical ~ S6. Cleanliness of the restaurant .653
environment S4. The neat uniform of employees .650 4047 13491 895
S5. Good design of menu .646
S3. Attractive exterior of a building 572
F4. Excellent food 784
F1. Tasty food 780
Food quality F3. Fresh food 779 3.885  12.950 913
F2. Visually good-looking food 764
F5. Various items of menu .507
S10. Serving ordered food correctly .843
Reliability ~ S11. Counting the correct price of food 820 2908 9.693 .882
S12. Reliability of consistency .692
. S8. Parking facilities .822
Convenience S9. A corrflgfonable hall to move .665 19966652 693
Total variance(%)=69.383, KMO= .952, Bartlett's test=10838.821" "
V2. 1 payed appropriate amounts on food and service. 933
Customer V3. 1 enjoyed fully bc.:side money paid and time spegt. :91 5
V4. 1 had no reservations nor regret about money paid for food and 3345 83.615 934
value . 907
service.
V1. Food and service look good beside money paid and time spent. 906
KMO= .847, Bartlett's test=1573.211
Customer CS2. This reistaurantisatisf"les my expectation. .949
satisfaction CS3. I'm sathlsﬁed v&{lth t}_ns restaurant generally. ‘ 938  2.662 88.731 936
CS1. I'm satisfied with this restaurant more than with other restaurants. ~ .938
KMO-= .767, Bartlett's test=1181.729
L2. T will recommend this restaurant to my friends. 929
L3. T will revisit this restaurant. .885
Loyalty L1. I will talk about this restaurant to people around me. .876 3065 76637 897
LA4. Even if the prices rise, I will visit this restaurant. .807
KMO-= .804, Bartlett’s test=1214.927
#rE p< 001

6352 =2
EERES

o
W
"
ri
o
i
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{Table 3> Results of correlation analysis

Factor 1 2 3 4 5 6 7 8
1. Service encounter 1
2. Physical environment 685" 1
3. Food quality 676" 635 1
4. Reliability 528" 520" 586" 1
5. Convenience 525" 5027 351 285" 1
6. Customer value 5937 505 691 439" 3577 1
7. Customer satisfaction 620" 555" 720" 434" 406" 81277 1
8. Loyalty 56777 485 6307 325 3 17T 8147 1
#HE p< 001
oF AT 812), nA7IX &} FAE(.717) b DFE VA= AR et S 1o] A7t
o] H& AuEATE e FoE YRt sh= %@’%éﬂr HAA | 29| o] ol

4. JidAE

B dFdMe MRS S8l RS A
Aletant. A2 B4 AT (2=16.711, df
=5, p= .005, x*/df=3.342, GFI= .991, AGFI= .936,
RMSEA= .074, RMR= .024, NFI= .993, CFI= .995
2 Azl Aoz Jeh} QEE 7t Ars A
et Aget Aoz AekEti<Table 4>,

W 1& A A3k AaAn sk S4F4
o] mAZIH] Fo)3 FFS WA= Ao 1

ERyit 2 Al 92 S4F20l

3 el 358 /A2 At A Al

o] mAWFE] g-o]Ft IS nx|= 7,‘15_’.§_ 1=

et 2 4 e gl

o SR 2 o] A2k
AB] 2 SFo] ALES 1
olxiThe Aelth. webA
a5 gk,

\1-‘H”

e e 7M IS ARE A%, A nawE
<Table 4> Test of the hypotheses
. Standardized
Hypothesis Path . C.R. P Result

coefticients

Hl1-1 Service encounter - Customer value .199 3.781 000" Accepted

H1-2  Physical environment — Customer value .006 119 905 Rejected

Hl HI1-3 Food quality —  Customer value 533 10.786  .000”"  Accepted

H1-4 Reliability - Customer value .005 120 .904 Rejected

H1-5 Convenience — Customer value .068 1,704 .088 Rejected

H2-1 Service encounter — Customer satisfaction .064 1.595 028" Accepted

H2-2  Physical environment — Customer satisfaction .053 1.417 176 Rejected

H2 H2-3 Food quality — Customer satisfaction 252 6.025 000" Accepted

H2-4 Reliability — Customer satisfaction .043 1.353 156 Rejected

H2-5 Convenience — Customer satisfaction .066 2.198 11 Rejected

H3 Customer value — Customer satisfaction .569 16.128 000" Accepted

H4 Customer value — Loyalty 323 7328 000" Accepted

H5 Customer satisfaction — Loyalty 551 12517 000" Accepted

x’=16.711, df=5, p= .005, x*/df=3.342, GFI= 991, AGFI=

.936, RMSEA= .074, RMR= .024, NFI= .993, CFI= .995

* p< .05, *** p< 001
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Goodman-test{z-value=a*b/SQRT(b2*sa2+a2*s
b2-sa2*sh2)} AIE e A A3 F S ZA] Sobel-
test A3e] A3 IR1E F Urh(Sobel ME
1982; Aroian LA 1947; Goodman LA, 1960). ©%
o] Baron RM - Kenny DA(1986)7} A|A|sl= wli7l
I A e tE AsEe] 38 A
Aol A AFE A "E Sobel z-tests TFE H4E
o Fare EAT FHeln A7} Ak Ao
A Wg T ARE Ae 5 ek
BN A 2B 2

¢l 5 HAAH]
Sobel?] z-testE A3} TI<Table 5>. Sobel®] — 28 S2]FHo] nANIEY AL n|X&
z-test WHLS Baron RM - Kenny DA(1986), Sobel gkl ol mq7Ex| 7} f-2l 8k njrfde-S 3}
ME(1982), Goodman LA(1960), ~12]3Z MacKinnon & R o2 Uelstth v, E21% g7, 2124,
DP et al.(1995)°] w7} = I &l tigt A Heido] RS FA = nX|= Fakd o
T2 7)¥kO. = Preacher KJ - Hayes AF(2008)7} &l mA71x|o] mj7ld &S folaks] = Ao=
A ¥star ik Sobele] Wi/ EF A& SHW vERth wabs 7Hd 6, 7S FEA 02 AjE ]
FoF mi7iA Alole] & ef mifAset T ATh F 2 AT Uil Y, HAEFE,
T Atole] A= i vEEs AEATe & ARl 2ER, ddYHAEY 52 150l A
T3t QAFE o] &3ate] Ak AdbHol 7F ke FAA R0 A FH0] e ol
@dsln 7MIAA S 9% BAFS AEdFe & W 225 2 YAGAd e =2 7 E A
1 Q1 HPH O 2 Preacher KJ - Hayes AF2008)=  ZstAl 1, 252 w3t SAEE 24 €
Abslar k. 2E2 Sobel-test{z-value=a*b/SQ = Aeolth
RT(b2*sa2+a2*sb2)} & A A|3}=H|, Aroian-test
{z-value=a*b/SQRT(b2*sa2+a2*sb2+sa2*sb2)} £}
{Table 5> Sobel's z-test result of verifying the mediating role of customer value
Dependent . . Test std.
d dent bl b(sb Result
variable fdependent variable a(sa) (sb) statistic Error P oS
Service encounter .232(.061) .598(.037) 3.702 0.037 0.000%** Accepted
He. Physical environment .007(.056) .598(.037) 0.124 0.033 0.900 Rejected
Customer Food quality .561(.052) .598(.037) 8.973 0.037 0.000%** Accepted
satisfaction Reliability .005(.043) .598(.037) 0.116 0.025 0.907 Rejected
Convenience .055(.033) .598(.037) 1.657 0.019 0.097 Rejected
Service encounter .232(.061) .348(.047) 3.383 0.023 0.000%*** Accepted
7 Physical environment .007(.056) .348(.047) 0.124 0.019 0.900 Rejected
L it Food quality 561(.052)  .348(.047)  6.104 0.031  0.000%**  Accepted
OV Reliability 005(.043)  348(047)  0.116 0014 0.907 Rejected
Convenience .055(.033) .348(.047) 1.625 0.011 0.103 Rejected

1) *** p<001
2) a:

Unstandardized path coefficients between independent variable and dependent variable, Sa: S.E.

3) b : Unstandardized path coefficients between mediation variable and dependent variable, Sb: S.E.

4) Sobel's z-value= a*b/SQRT(b2*sa2 + a2*sb2)
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