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Abstract

This study was conducted to investigate the relationships among service quality, perceived benefit, perceived
value and behavioral intention as perceived by franchise snack bars customers. The service quality of franchise
snack bars' was tested in three sub-dimensions: environmental quality interaction quality, and outcome quality,
which are based on Brady & Cronin’s third-dimensional model. A total of 450 survey questionaires were
distributed from March 9th to November 12th in 2015, of whi 411 questionnaires were deemed suitable for
statistical analysis. SPSS 20.0 program was employed to conduct frequency analysis and reliability analysis,
while AMOS 20.0 program was used to test the hypotheses. The results revealed that all three elements of
service quality have a positive impact on perceived benefit. In particular, the outcome quality element had the
greatest influence on perceived benefit. In sum, customers of a franchise snack bar considered outcome vari-
ables such as food taste, reasonable amount, and general quality of food as the most important factors to fulfill
the benefit. This results suggest that Korean snack bar franchise companies need to consider improvements
to outcome quality features, such as food quality. In addition, perceived benefit was a critical antecedent of
perceived value, which was itself a significant predictor of behavioral intention. In conclusion, this study app-
lied the means-end chain theory on franchise sank bar segmentation, as well as three dimension service quality
model as developed by Brady and Cronin, and found results that will enable meaningful strategics for snack
bar foodservice segmentation in pursuit of the development of efficient business plans, and that can be utilized
as a theoretical data for future studies.

Key words: franchise snack bar, service quality, perceived benefit, perceived value, behavioral intention,
means-end chain
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AR AT Rkl HHERAFE(AVE) Bl Zfo
o gt} £ AtolM = X zhd &gy x)7hE
2], 28] A 74 71z 9} P Eolmote] AR A
o] &Z Agsta, RE a9lo] AuAGe A
Fho] FEwAFEgET A =E&H A o]
SRIEL HAGRE Y F 7] aQle] My
IR AFrEe] ) Aol B W
< 8 H.5}9 tHHair JF et al 1998). <12 &
7 2do] AA A= FI=0.953, TLI=
0.941, CFI=0.953, RMSEA=0.069 & YEh} 2%
7EAE FEA7)E AC2 JERFTHHair JF et
al 1998).
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3. JidadE

TR A= HSES FIs 2 Ay,
CMIN/DF & 3 ©|3}& YERsLaL, IFI2 0.945, TLI
= 0.934, CFI= 0.944, RMSEAE 0.0732.2 g}
U 2% 72X E FEAA TR Ane
3k Ao 2 YEPITtHTable 3). 214 &
Ao A7t de(Eed EEA - 27 &
el=178, =3.822"")ell J&S m|A Aolek= 7
1-1& f2ongt Aoz Yepgon, JazgE
o] A4 e (dazeFd > A4 &d=
29, =6.282" "ol &S A AHolgk= 7H 12,
ARFdo] A2 Y (AAREE - A 2E e
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{Table 1> Demographic features of the subjects (n=411)
Characteristic Frequency(n) Percentage(%)
Male 154 375
Gender

Female 257 62.5
Married 312 75.9

Marital status
Single 99 24.1
20s 295 71.8
30s 50 12.2
Age group 40s 51 12.4
50s 7 1.7
60s~ 8 1.9
Family 76 18.4
Couple 39 9.4
Friend 235 57.2

Companion
Colleague 16 39
Alone 42 10.2
Others 3 0.7
None 57 13.9
1~2 times 175 42.6

Average .

.. 3~4 times 117 28.5

weekly visit
5~6 times 27 6.6
Over 7 times 35 8.5
Within 1 week 158 384
Within 2 weeks 94 229
Within 3 weeks 42 10.2

Recent visit
Within 1 month 65 15.8
Within 2 months 35 8.5
Over 2 months 17 4.1
Under 3,000 11 2.7
3,001~5,000 95 23.1

A t
verage paymen 5,001 ~10,000 240 58.4
per visit

10,001 ~20,000 60 14.6
Over 20,000 5 1.2

=563, =11.66  )oll &S n|A AHolgh= 7Fd AR A Ao Ayl FA LS BT X7bd &
13 25 fofnigt 2475 Jeplidet webd & "ol fofa F(he] 9 R Aoz e
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{Table 2> Confirmatory factor analysis and discriminant validity

EQ 1Q 0Q PB PV BI
EQ 0.581
(6) 0.393 0.683
0Q 0.326 0.333 0.692
PB 0.445 0.527 0.605 0.668
PV 0.387 0.389 0.663 0.738 0.741
BI 0.272 0.305 0.630 0.576 0.828 0.759

){2:455.349, d.£=137, 1IF1=0.953, TLI=0.941, CFI=0.953, RMSEA=0.069

EQ=Environmental quality, IQ=Interaction quality, OQ=Outcome quality, PB=Perceived benefit, PV=Perceived value,
BI=Behavioral intention, IFI=Incremental fit index, TLI=Tucker-Lewis index, CFI=Comparative fit index, RMSEA=Root
mean square error of approximation.

Note. AVE is on the diagonal. Squared of paired constructs are on the off-diagonal.

Wtk 59 A3Ed e v FHessH s 3 A Aolgke 7 3 mgl frojm|g A
A24E Feo 7HE Be JFgS nAe Aer 2 Yehlidot webA, B A e k2R
Uebgon, tgoz JsAeEd aga B AREClEE EdE AAd F4-89-71xo =
A EA ¢o 2 vehgth =3 A 7bE dg & IS AR R HAEsH Ha, vot
2 A7t 7R AR d" - A 2bE 71x=89,  7F AZ4E 7RA7)F @Eemel ol daaed
=21.747 )l 4 WA Aolgke 7Hd 2% & o RH 71E mEd Fgd Y7
omgt ge Blew, A7td JHA7L dEels ASSITh 7HEH S thgk R3o] TiAA A
AZE 712 - P B E=907, =20.803  )ol & = <Fig. 2> 2t}

Environmental Quality

Interaction Quality Perceived Benefit Perceived Value Behavioral Intention

21747+ 20.803%**

Outcome Quality

<Fig. 2> Result of hypotheses.
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{Table 3> Structural parameter estimates
Hypothesized path Coefficient t-value Results
Hypothesis 1-1 : Environmental quality — Perceived benefit 178 3.822%*%* Supported
Hypothesis 1-2 : Interaction quality — Perceived benefit .29 6.282%** Supported
Hypothesis 1-3 : Outcome quality — Perceived benefit .563 11.66*** Supported
Hypothesis 2 : Perceived benefit — Perceived value .89 21.747*** Supported
Hypothesis 3 : Perceived value — Behavioral intention 907 20.803*** Supported
17°=520.929, d.f=144, IFI=0.945, TLI=0.934, CFI=0.944, RMSEA=0.073
V. ZE & ANE Au| 2 G FE-EA Al &S HEAA
E59 AvEd 9 g AAES 239 F
B QR thEA AlZo|2S yutog = 2EA AER G tig A SAE A
A3} dY aelw @E 7ke] ARpAE setep O FUHRL AR A, SR AgclE
7] 93te] Zaljo] = HAHe] o)lgAse gy o BE T AAAAQ FA-dE-7H] 2F
o7 AEZAE Faale] AZEAL st B A WA St 7] vl Age] =A<
Ao A] o] &E AU AZAo] gole we Ny  HFE JFWAE ASTe=N A A7 4
Aol AZE 33k g9l BejA fAEa,  Hl A VXS =4 anAkse] AA vl
AeAeFA g8)n AER golow Ay FTAETA dS3) Hiltke Al E oE g
o] gglom, F 10709 W4 ALgaiich A w4 Sk itk FAR R & Al =
Az Al o] MUl s ER g0 (BeA a4Ea,  AdE FEE = I, FEAEEA,
NEALEA AVNER) w5} A7k &g 2Eln AaFde] efl ®Rvh A4E ddd
EAA0m god Ao WA Y Row  SAA AL nAE Aow Yeton] x|zte
ettt 58] Zael = BARIA Apsle  A9e AdE e el AAusel 4%
[os ] 3T

AnzpEe] A Zeke dEldl 7 el et Jag
PIAE AR vehg w3, A7k dgt v
ae) 3 BEelwe] 23S g8 247k 3o W
Jeslel BAEG e, ATAT X7k 4
1218 7)o A7k 7Hx e dEom)
13S 1A e AoR et B AT
B2 B 3 B TAHe 4% 9l 8
9 AR Tet 2,
FeA AN TR 2T A, SeE A

ZAel 2 AP Gol HET

AC)

Y N

10 rlo Jm
oy >
(6]

Mg o Jo @
i)
A<
o

My o

)
rit
o

>~
=

o A3 Ax, F4Y &9 agla YPeex 3t
of BF BAHCE foldt zpEAZt YERSiT
ol 1 Bt HaEFot sEI 2 fARE

ARA AN TheTt 2 B Ao
MElzs A0S Beln AL, HTAEE
4, 7eln AREAR 2Hsad, 7189 A
uls EA] Y§ ATl EAd o



194 szl els]x] A 227 A 33(2016)

olo] B Aol A= ATEAS E I E R

Aol 2HASelA 71 Za3 A &4 o] YFEo] 9

ol@ gRET Zetu WlFo M Bt e I A2 WP

Aol ANWAZ EEaATIe AR T, AL 24T 5

B APATNE Al 7] ME s ED 29 F B dTE ge
ATEAol AZE el b foldt JEge  ATE T Zalx
n)Xe How vehth B A AuEd AR Be mAQl 2
o} olujgl, Beld $AEAT 4aAe EFAE AZFe vEA @
wAS0] A2 Fdol)] foldt Hh)e] deke  ofshd Al FA a9
nAE Ao et 55 B Ao o]  Z8sle] %5

0 g APATAN ejelolel e By £ Al A

PP ebEo] o] §ASY WEY FEe) A HED NS
Ho|i fele G v Fad dgdacly BT PR

< 2R 5 9 At E2HUKKim et WAIE AT S

al 2015; Joung HS - Yoon HH 2010). ¢]= So]  &Hl, 8 14

Joung HS & Yoon HH(2010)= H¥z] dAEH U ARl et

o BaAel @7o] wAe ¥ wE agn HEHTE S

A o 7te] GRS AEaae, o FELT Ao

U Ui Qlelelo], tixlel, 2% Te]m o] el

Ao}t AAHQl At Frte Ba) 2

A B4 s, olele Beld e o)

g 2AA Azke FHA el AHA B e T}
K)ol 4 elm THA PHe wEY 34 o Tdzjo|z B
wo] fol3 AL vlHE Aoz eyt & Al 7k e

3k Kim et al(2015)& Zi#lzjo]= Ayl o] &2 Q2150 uAE

S gos Zaste| = Avge] f8A SHE W E ofu

I $A4H HSS Fesle] BEA AL = Pt APM
Jalged], Beld @7 eclo] mARED} Au]  AFAE Ho

gelo] A9 JFS N F8F APus  o]& WEASS

oS ZHalgith metA B APeNE Zaixjo]  Ag S5k 39nE

=z BAHe Beld @4 Avkd e} R

F7re] Aele el m sgalel Ao =4 ALe

slgict AT, AAATe R Zala 2E i ARTAE 3
o]z BAxe] BulA BAEA Q1% AHAE  Aus EAe] A 7

LI

i)

K
=)

N

o
R

i > 2

£ 9
ich
td

o o
ool o

Hir

1

o

i
L

¢

(]

)
£

oy

AL yo
T
)
4 X

>

=

ol

-

l
i

il

S



FRREAAO £ S A% Taato|z BAe] Al B4, A2E dE, 7R 2eln @B gl

2oox v e R 2 oo

Anderson JC, Narus JA (1990). A model of dis-
tributor firm and manufacturer firm working
partnership. Journal of Marketing 54(1):42-58.

Bang HI (2013). Research on the Service Quality
of Restaurant Franchises to Customer's Revisit.
MS Thesis, Dong Guk University, Seoul.

Betra R, Ahtola OT (1990). Measuring the hedonic
and utilitarian sources of consumer attitudes.
Marketing Letters 2(2):159-170.

Boulding W, Kalra A, Staelin R, Zeithaml VA
(1993). A dynamic process model of service
quality: From expectations to behavioral inten-
tions. Journal of Marketing 30(1):7-27.

Brady MK, Cronin J (2001). Some new thoughts
on conceptualizing perceived service quality: A
hierarchical approach. Journal of Marketing 65
(3):34-49.

Cha SB (2013). A content analysis of coffee-re-
lated studies appeared in the hospitality and
tourism journals in Korea: A review of papers
published in 1999-2012 period. Journal of Ho-

e

A #4195

r

tel Administration 22(3):189-204.

Chen PT, Hu HH (2010). The effect of relational
benefits on perceived value in relation to cus-
tomer loyalty: An empirical study in the Aus-
tralian coffee outlets industry. International Jo-
urnal of Hospitality Management 29(3):405-412.

Choi YK (2008). A Study on Restaurant Service
Qualit at Five-Star Hotel and Customer Res-
ponse. MS Thesis, Kyung Hee University,
Seoul.

Cronin J, Joseph Jr, Brady MK, Hult GM (2000).
Assessing the effects of quality, value, and cus-
tomer satisfaction on consumer behavioral in-
tentions is service environments. Journal of Re-
tailing 76(2):193-218.

Dabholkar PA, Thorpe DI, Rentz JO (1995). A
measure of service quality for retail store. Jo-
urnal of the Academy of Marketing Science 24
(3):3-16.

Dhar R, Wertenbroch K (2000). Consumer choice
between hedonic and utilitarian goods. Journal
of Marketing Research 37(1):60-71.

Gronroos C (1984). A service quality model and
its marketing implications. European Journal
of Marketing 18(4):36-44.

Gutman J (1982). A means-end model based on
consumer categorization processes. Journal of
Marketing 46(2):60-72.

Ha J, Jang SC (2010). Perceived values, satisfac-
tion, and behavioral intentions: The role of fa-
miliarity in Korean restaurants. International
Journal of Hospitality Management 29(1):2-13.

Hair JF, Anderson RE, Tatham RL, Black WC (1998).
Multivariate Data Analysis(5th ed.). Upper Sa-
ddle River, NJ, PrenticeHall.

Haley R (1968). Benefit segmentation: A deci-
sion-oriented research tool. Journal of Marke-
ting 32(3):30-35.



196

Han HC, Cho MS, Shin SW, Bae SH (2014). A
comparative study on the value pursuit between
Jirisan trekkers and Haeparanggil trekkers: Us-
ing means-end chain tehory methods by MEC.
Tourism Management Research Organization
18(4):535-557.

Hwang YS (2005). Study on the Trend of Food
Consumption Pattern. MS Thesis, Chon Buk
National University, Jeonju.

Joung HS, Yoon HH (2010). The effect of physical
environment of family restaurant upon cus-
tomers' emotion, satisfaction and revisit intent:
Focused on the moderating roles of gender and
age. The Korean Journal of Culinary Research
16(4):190-205.

Joo YH (2013). 2J&¢]9] =AL FHUAE &
Ba2E, Me

Kim HJ, Kim HJ, Lee SM (2015). The rela-
tionships between physical environment, con-
sumer satisfaction and consuption behavior:
Focused on college students. The Korean Jo-
urnal of Culinary Research 21(4):325-338.

Kim IS, Cho MH (2011). The analysis of the
relationship among Jeju-Olle attributes, walk-
ing tourists' benefits and perceived values:
Application of Means-End chain theory. Tou-
rism Research Institute 23(2):127-154.

Kim KIJ (2012). Scale development for measuring
service quality in restaurants. Korea Journal of
Tourism Research 27(5):1-22.

Kim MJ (2006). Characteristics of ordinary diets
in present: Problems and solutions. Journal of
the Korean Home Economics Association 44
(8):151-160.

Kim MJ (2008). A survey of dining-out behaviors
and menu preferences of university students in
the Seoul area. Korean Society of Food &
Cookery Science 24(4):525-535.

Stz 8] 2] A 227 A 35(2016)

Kim TW (2011). The Effects of Service Quality on
Customer Satisfaction : Focusing on Korean
Franchise Restaurant. MS Thesis, Kon Kuk
University, Seoul.

Lee JH (2014). The effect of the selection attri-
butes of coffee shops on customer value and
revisit intention - Focusing on college students
in busan. Korean Journal of Culinary Research
20(3):171-185.

Lee SA, Song SH, Lee SM (2016). Influence of
perceived service clues on experienced value,
trust, and loyalty of franchise snack bar: Fo-
cused on Busan area. The Korean Journal of
Culinary Research 22(1):1-8.

Lee SL, Namkung Y, Yoon HH (2013). A study
on the effects of perceived value on customer
satisfaction and revisit intention: Focused on
the differences of involvement level. The Ko-
rean Journal of Culinary Research 19(3):18-
32.

Matook S (2013). Conceptualizing means-end ch-
ains of user goals as networks. Information and
Management 50(1):24-32.

McMillen JC, Fisher RH (1998). The perceived
benefit scales: Measuring perceived positive li-
fe changes after negative events. Social Work
Research 22(3):173-186.

Monroe KB (1990). Pricing: Making Profitable De-
cisions. MacGraw-Hill.

Murdrick RG, Render B, Russell RS (1990). Ser-
vice Operations Management. Allyn and Ba-
con, Boston.

Nunnally JC (1978). Psychometric Theory (2nd
ed.). New York, McGraw Hill.

Parasuraman A, Grewal D (2000). The impact of
technology on the qualit-value-loyalty chain: A
research agenda. Journal of Academy of Mar-
keting Science 28(1):168-174.



FTHEEAE|EE H89 Zallel= AR e] Aula £, A7 g, 71| a2la 3= 1t

Parasuraman A, Zeithaml VA, Berry LL (1988).
SERVQUAL: A multiple item scale for mea-
suring consumer perception of service quality.
Journal of Retailing 64(1):12-40.

Parasuraman A, Zeithaml VA, Berry LL (1994).
Reassessment of expectations as a comparison
standard in measuring service quality: Impli-
cations for further research. The Journal of
Marketing 58(1):111-124.

Park KI (2008). Research into a Customer Satis-
faction and Degree of Loyalty Due to Service
Quality and Brand Equity in Dining out Fran-
chise Market : Focus in Pizza Restaurant Fran-
chises. MS Thesis, Chung Ang University,
Seoul.

Park KY, Shin JY (1999). A study on the concepts
of meal and its basic requirements in the ea-
ting-out industry. Journal of Foodservice Ma-
nagement 1(1):179-197.

Park WS, Choi KH (2014). A study on the rela-
tionship among oversea tourists' attributes, be-
nefits and values: Application of means-end
chain theory. The Korea Academic Society of
Tourism and Leisure 26(2):5-22.

Rust RT, Oliver RL (1994). Service Quality: In-
sights and Managerial Implications from the
Frontier in Service Quality: New Directions in
Theory and Practice. Sage Publications. CA.

Seo KH (2009). 21154 FA7tols, &%

AR

e

A w4 197

r

Statistic Korea (2015). A% - A4 28 32
] 3} Assessed January 15. 2005. Avai-
lable from: http://kosis.kr/starHtml/starHtml.do?
orgld=101&tblld=DT_1KA4019&conn_path
=I2.

The Yearbook of Koea Foodservice (2015). 3+=-<]
21 B (F), 183-184, A=

Turley LW (1990). Strategies for reducing percep-
tion of quality risk in service. Journal of Ser-
vice Marketing 4(3):5-12.

Woo KO (1990). A Study on the Status and Re-
cognition of the Value of Household Labor
Associated with Diet. MS Thesis, Yon Sei Uni-
versity, Seoul.

Yang SK, Shin JH (2013). The effects of con-
sumption values on customer satisfaction and
behavior intention in fast-food restaurants. Jo-
urnal of Distribution Science 11(2):35-44.

Zeithaml VA (1988). Consumer perceptions of pri-
ce, quality, and value: A means-end model and
synthesis of evidence. Journal of Marketing
52(3):2-22.

Zeithaml VA, Berry LL, Parasuraman A (1996).
The behavioral consequences of service qua-
lity. Journal of Marketing 60(2):31-46.

20163 039 04d H
2016%d 039 219 12} =243
201613 049 139 =% AAQEA



