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Abstract

The study aimed at grasping the factors of sommelier service quality and analyzing how customers'
emotional responses based on sommelier service quality had a big impact on the revisit intention for the
customers who received sommelier service from food service industries located in Seoul. The findings are
as follows. The effects of sommelier service quality on positive emotions were respectively significant in
specialty factor(B=.257, p<0.001), reliability factor(f=.314, p<0.001), and responsiveness factor(=.387,
p<0.001). And the effect on negative emotions was significant in specialty factor(=-.178, p<0.05).
Meanwhile, the result of the effect on the revisit factor of sommelier service quality was significant in
reliability factor(3=.286, p<0.001). And the effects of customers' emotional response on revisit factor were
significant in positive emotion factor(8=.350, p<0.001) and negative emotion factorn(B=-.195, p<0.01)
respectively. As the emotional responses based on sommelier service quality had a great impact on customers'
revisit intention according to positive or negative emotions, it is necessary for food service industry operators
to improve customer satisfaction with consolidating the factors to give customers positive emotions which
eventually can lead them to revisit wine restaurants.

Key words: sommelier service quality, customer, emotional response, revisit intention, positive emotion,
negative emotion
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Classification Item Frequency Percentage
Male 86 43.4
Gender Female 112 56.6
20-29 63 31.8
Age 30-39 109 55.1
40-49 20 10.1
50< 6 3
Student 22 11.1
Employee/Public servant 88 444
Professional 53 26.8
Occupation Entrepreneur 11 5.6
Housewife 2 1
Service job 16 8.1
Others 6 3
< 100 27 13.6
101-200 25 12.6
Monthly income 201-300 79 39.9
(10,000 won) 301-400 29 14.6
401-500 14 7.1
501< 24 12.1
College degree 21 10.6
Education level University degree 117 59.1
Graduate school < 60 30.3
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<Table 2> Reliability and factor analysis of sommelier service quality

Factors Commun Eigen Variance Cronbach's

Factor Atributes loading  ality value (%) alpha
Well and neatly dressed 945 .898
Tangibleness The building has a. visual.a.lti[racltion . 925 .860 2060 15.846 792
Appearance of physical f‘ac111t1es is well harmonized 568 518
with the service type offered
Wine decanting service is good 765 152
. Wine experience is ripened .690 554
Speciality Has much knowledge about wine .681 492 1.689 9532 677
Has a high skill to remove a stopper .679 .561
Offers service exactly on time 758 .580
Expre;ses S}{mpathy and offers consolation when 696 506
Reliability ~ any difficulties happen 3555 27347 744
Keeps quick and exact time .684 492
Reliable .663 752
. Has skills to handle special requests from customers .896 .823
Responsiveness Has high problem solving skills 761 755 1.239° 9532 740
KMO : .674, Bartlett : 990.054, Cronbach's alpha : .765, Cumulative variance : 65.714%
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<Table 3> Reliability and factor analysis of emotional responses

Factor Attributes ﬁ;cﬁ; C"‘Eg‘m 5;%32 Va(r;/a;g‘ce Cr‘:l‘;’}‘;‘;h's
The sommelier service is pleasing 714 Sl
The sommelier service is stylish .698 492

Positive The sommelier service is natural .692 479

emotion The sommelier service is high level .680 462 3.489 31.722 .805
The sommelier service is impressive .679 462
The sommelier service is touching .644 463
The sommelier service is strong .615 436
The sommelier service is poor 815 672

Negative The sommelier service is awkward 773 619

emotion The sommelier service is unstable 752 .569 2118 19.251 74
The sommelier service is repulsive 658 441
KMO : .712, Bartlett : 658.836, Cronbach's alpha : .637, Cumulative variance : 50.973%
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<Table 4> Reliability and factor analysis of revisit intention
. Factors . . Cronbach's
Factor Attributes loading Communality Eigen value alpha
Revisit Continuously use now and forever .899 .808
intenti Recommend people around .850 722 2.135 .790
ftention Continuously use even if prices increase 777 .604

KMO :

.658, Bartlett : 200.587, Cronbach's alpha :

790, Cumulative variance : 71.152%
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<Table 5> Conelation analysis
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1 2 3 4 5 6 7
1. Tangibleness 1
2. Speciality 101 1
3. Reliability 218" 2917 1
4. Responsiveness 087 186" 485" 1
5. Positive emotion 212" 429" 595" 595" 1
6. Negative emotion -.104 -206" -131 -118 -193" 1
7. Revisit intention 156° 200" 395" 3017 388" -263" 1
"p<0.05, "'p<0.01
1) 7t H19l 43 2) Jtd H29| HS
g AMu|aFAEo] g ukgel nx= 9 g Au|aFdo] Al nA= dF
o BT A <Table 6> Vet glom, & 43 A3 <Table 7>0 YEht 9o, 4l
gl Mu|=Fdo] 2 A mAle @ 2 291(B=286, p<0.001)ollA o3 e
g2 HEA 8R1(B=257, p<0.001), 218 291 WX &= oz Uegth ol AEede] WaF
(B=314, p<0.001)Z} th-3-A] 221(B=387, p<0.001) 3+ AH]~ AASA A E = 5= Ue A~
A gk G vl Aom dehgten,  Fol AR 92 viAe AR &+ vk
F34 Ao mRAe 93 AR 891
=-.178, p<0.05)°ll4] F2]gh IS nA= e 3) Jtd H3Ql H&
2 uehdeh ol ABUdle Aksn FHF ;e BHuge] ALEA vIAE GFE
ARl AH] 2 Alg, WA G M|, A4Sl A3 DI <Table 8>l Yehd 9lew, 7% 3+
A AEE & F e A2 5ol wheh 24 G arl(B=350, p<0.001), T8 778 LRN(B=-195,
FAA oz wrga], ABelo)d] A& e p00DAA FOIF FFS VIAE Ao ek
A2, AEA 8] S Au] 2, S A Al ok 9] ZEgHk-go] S LTS ARl
2 FA Fae Aus ol wheh a4 B (D9 GBS AT, FPALFE O] 9T
Aoz Mgt Jow B & ok & wlA)e Rloz vehgeh o ageld] A
<Table 6> Regression results of the effect of sommelier service quality on emotional response
Dependent .
variable Independent variable B SE B t-value p-value
Tangibleness .065 .038 .084 1.690 .093
Positive Speciality 255 051 257 5.048 .000""
Emotion Reliability 286 053 314 5412 .000""
Responsiveness .550 .079 387 6.965 000"
R? 1 545, Adjusted R? : .536, F : 57.893, p : .000
Dependent .
variable Independent variable B SE B t-value p-value
Tangibleness -.062 .061 -.073 -1.022 .308
Negative Speciality -.194 080 -178 2424 016"
Emotion Reliability -.033 .084 -.033 -.391 .696
Responsiveness -.098 125 -.063 -.788 432
R? : .056, Adjusted R? : .036, F : 2.862, p : .025

'p<0.05, p<0.01, p<0.001
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<Table 7> Regression results of the effect of sommelier service quality on revisit intention

Dependent variable  Independent variable B SE B t-value p-value
Tangibleness .072 .066 .073 1.087 279
.. . Speciality 107 .088 .083 1.218 225
R I s
evisit Intention Reliability 337 092 286 3.674 000
Responsiveness 258 137 141 1.890 .060
R2 : 183, Adjusted R? : .166 F : 10.823, p : .000
p<0.05,  p<0.01, p<0.001
<Table 8> Regression results of the effect of emotional responses on revisit intention
Dependent variable Independent variable B SE B t-value p-value
Revisit Tnention  POSitive emotion 453 085 350 5.327 000"
vV Hx
Negative emotion -.230 .077 -.195 -2.968 .003
R2 . 187, Adjusted R? : .179, F . 22.484, p : .000
p<0.05,  p<0.01, p<0.001
*Oﬂ el 378219 Aol s AT A= 2= A, BeA3 A, aA S A E =
2l UEhda, $AA9 2ol 5242 A % 9 Avls Sl te aAe PR w
WE SRt Wl JehiE A0 ¥ 4 ok Sele, ABellel A4eA Be AN NE
28R Fgk AH| A, A A AR S FA] 2
V. o & ZE 3k AHl s Sol met we RYHo Wk
she Zlo R & 4 vk webd] Agelds Al
B d7e a5gde] AH=Fd ade gt & F e AH|AE AlFEte] 384 AR S
Sm, agede] AuAEAd ne 2 7+ s ey A4 AseEAR Ao BE
Aukgol AL el o IS vIAEAE  AH=E AlFstolof st 12)7] flsiA e 1L
NeAd AAdAelA pBe] QU AE A5 EHolt AL ndsy] dal nAH]
g S dew dEAbe At A Hulo| 2 A AElE FEStedok gt ol2igh 2
A A3 e 22 d3E =ESATh = oA FARARS] Afn|aFd o] A REE
A, Ee)o] AU sE o] mAe) WS FRACR fold Gao] mAE Ao eht
of FEHCR Foldt daFs nA= ZeE Y tha E3k Hong JS 5(2008)2] Ao} M|
Bttt aEed MujaFde] S A FAo] HaERe] Au|agdo] 384 g
A GEe AR a(B=257, p<0.001), Al & FH FFE, FAA el Tl 9%
2 8Q1(B=314, p<0.00)Z &4 8JAB = Foha Bk 2vuk2006)2] AFAze}l H
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