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A Study on the Effect of Service Quality of Restaurant Service
on Satisfaction and Revisit Intention: Focusing on customers
who drink alone

Abstract

This study tried to examine the importance of service quality in the context of
consumer drinking alone. More specifically, this study proposed that six dimensions
of service quality, such as alcoholic beverages, snack served with alcoholic beverages,
economically feasible, accessibility, physical environment, and employee services
quality, positively affect customer satisfaction. In addition, it was hypothesized that
customer satisfaction plays an important role in the formation of revisit intentions.
To assess the proposed hypotheses, 203 samples were collected in Korea. The data
analysis results indicated that alcoholic beverages, economically feasible, physical
environment, and employee services quality helps to enhance customer satisfaction.

Furthermore, customer satisfaction has a positive influence on revisit intentions.

FH0H : ElM(Team System), El SZM(Team Cohesion), & Al2M(Team
Autonomy), E! ZMM(Team Competitiveness), ZF0tE(Job
Satisfaction), &2 M (Collectivism Propensity)

* AEeta, Agastielr AE2ety), AP A (yoons1320@naver.com)

g, AP o2 GGy}, A gAY (hyeongangd7@gmail.com)
g, sdAge oaAdeY, Fug, wAAAL (jhwang@sejong.ac.kr)

o



36 sEHFAGAT / A33TAE Als

I.A4 &

191 7he] W& 1980 4.5% F<ellA 20009 155%= S7Fskal e, 20174
712, AA 7 el iRk 191 7h o e 86%= FE0] Sk e
& ATHCEAA, 2019). 2030l = oF 333%= 191 7He] Hlgo] A 7He
1/3& A Aoz 5H L JIHHEAA, 2019). ol 1< 7He] S71= <)
AN e FugA AARE LA ghe AdE FEetn Al A E71E UEE
TIFE vl EWEA e ), EE@E e 952 TIE e UEE
=S eAZ . 20064 71, 191 1S 2HAE FRE 162 Dol 2020
delle of 1202 do 574 Aokl AL dSATHEAA, 2019).

e ofd 4E2SHS 7] Ad) =83 AR FAfolx, 1 A3} 2

7z

H = = U /\6];8—
Btk GSBHE 20159 2L 7|7t v wdl S uf 387] wjEo] 18% F71etslaL

rLod

= A

o
A, 11 F R6%E FoA £ iV gPtHEYLH, 2016). =, £

O o o & oud o wo
—
X
pacs

31913, Richard & Arthur(1993)
T2 ofolx|H, o)= FF ME| 27| e g el A3

AHAE tden @ g Auls Fho B4 auAe] BEE U A
o] vH ool tjsiie AadTo
Hep 2 Q7o

ol
L
tlo o 2
&3
rlo
>
o
iy
o,
ol
)
rlo
ol
e
=,
fo
1>
e
[0
=2
>,
(ot
S



Aa9ne AHlx Eo] £& 2vAe] BEE P APREe] TR 9ol BiF AT 37

1. Az 34

Levis & Boms(1969)& A3 E A 4ol 42) 2209 71009 &
b dlshelel Aseka gefealn sl :
2049 Ao, Addoz THE - Ui
A 2E wE A el i Hohe & 5 AT

i = : il
o F77F 7he st B FAEGE ey avfshe 2 FolA 7k 4
A F49 540] g stttk Myl F42 nAXEA Jhdela B=et vt
o 7)thel Ag el wlael] el A ETHEET, 2015).

13471 R IR L B = %Xéfﬂvt— AL oeE 4 Slvh. Parasuraman,

20]7 SERVQUAL 2382 28 A4
3o, Hﬂlé E4& 54796}71 Aot ==8E ¥, ol Fd 57l 2 ME(HEFA,

Wey, A, B, o 2209 P2 A oA E A g
BAL 28 ol Aee FAW AX, A, % S 2Pl g iRl 22

ol A 8371 ojel ol Ygleh 2ot Aok B HES HgoR gAY
of A% ndS waoq EEEEE U EEE RS RIS SRS

) A 5 Aol thera Foeld Aulzs 4 240
o A8 A77h 4635401 231 SIEHAEN A, 2017,

jI|\0

=

DRSS ARG A 7|8 ARE T )= Algolv AH) 2 A3 2ke] QIR &
Aol gk e Hrla o]l (Oliver, 1981) o] AH] 2o thgt Q1|4 % A&
HE2-0 2 (Rust & Oliver, 1994) AH]of| that FHA Q1 AFE Hr e Ao 3=

o|tH(Paulssen & Birk, 2007; Ruyter & Bloemer, 1999).

94”’\}04?4 22 Ao s o ANESS &Y & FJrpt 7 534
A 7%?-/] Az FolEo]YrHGiese & Cote, 2000; Pizam & Ellis,
T gl BRkee AE|2 FE 1 7|de] HlwoA EAstE Ao

(B9, 2013; AEY A7, 2016), nAEe] T A= 2L
7\1315—01] st z2lEo] ‘37—| F 71k skl Ay 3 e 3 A nheg



w
o0
l—Oil
i)
r o)
ofd
o)

of
re

T/ A37E A1z

e g el grie] E-olvl kol A g, 18, AvIAe] WHEe 24 FF
9 wisrol7] WEe] 1970K T o F A%hA A L AN F8
1'

o

o= “nAjo] Mulay AdFed i ) o] mgee vEAo s

e 7hsAd ekl Hod o glon, ol AT et DHE #d
Aol =, 2012 WA - ek -4 A] <5, 2017; Ajzen & Fishbein, 1980).
< AR AR oed 7P B2 9% v F, 1A
AT =7t FobAl 1, ao] WA o, AWE o=rt

5912010397 A 5, 2015). AW 289 FA0] oA AT
o

gk

o 9
ol
[T

&
gJ\‘zyoo\‘Og‘:

o
2
AP
3o

lo
2
Ji
_;_1‘
it
)
I

o
o)
)
=
oo

to &2 N ME
e
ol
i

> flo o

e

=y

B e o

FTH- MY 220160 TRV 58 AHaFEE SAR AEl2, A, A
24, e or FAstaL, ojASe] AR A dFE Uhlle A=
gk S E- 244017 22 A9 HaEZY] Mula FHS 73
3, A, WA, B, e E sk, o| RS0l nAEd S Al o
S Yehlle 212 Wtk d=A (20152 AFREA ] Muls FH4E AT
w3, ARG, 84, A, A9 FR R TSk, oS0l uAE #old ¢
&S ngE As HEWh o)AE (20160 A7F ARAEL] F52E, EelF
A7, A7kl 2he Muls Fdo] Bill=oln|A]d g4l d¥F= YEhl= A&
greitt ol B ARATelA Mulz Fdo] e S dEFE R
O As Wl A& Hop Mulx F4o] 5255 U 2oddhe AL
R

o

=

HI. 92948 Mul2~ F4E 5 2] itk 334 4=

o,

14 A



ol PlA= dFl g A7 39

ol
o|J

ﬁo
B

HI-6. 2910

L

‘.mo

7 Aol v

=z
=1

e

ol

201541 (2015)

i

ek

=

5 %

=
=

At

al

ik A oH2018)= AAA 74| 7t

Foll thgh Aol A

3

o mlAlE 4

s
_=

A

ol

B

goll thgk AN

%

I3
T

=

| obuaz

9]

el o

O:

=7 AL =l vl =

o wE

A

fo})

=

) -

B2 AHIR}
T

-




o %

}‘

5
Al M

]

°]&

=

il 7122 A3

[d

tdeh L A3} 213 0]

[

&1 9

3

2 A

o
o=

|

le}

s}
a}

&

1

<]

O__

=

sttt A} 717+ 20199 59 25U HE 2019

(=05 ohieh, 5-u}$ 13eh

A
=2

=
=
=

Pao| Mu|x~ FH2 4
TG L0179 Dol 4749

Ol
=

18

[

/;]
g=0]87], 2016; ui

WA ~3ed dEeR “FHZ 6/1E ol ¢

st

9

3]

A

T/ A374E Al

ek

i}
=

ul
Fsict.
S A

9

15-0]

PR 2015, A A]2- 7% oF, 2017)0)
74
T3

1o

Bl
714dke] L2kl Google A FA]

MH| 22 o] Foixl 2

3
of

=

=

2

5(

2

5 0

A

7 $9n
=

bl

9 6Y 7TL7HA] 142

79]
I?_
il
2=
=
S|

=

=

=

frop

1] AFg = SPSS Statistics(ver.24.0, IBM Inc., Armonk NY, USA)S o] &

.

E_O

—_
file)

A

o

It g% 87 $AS Eald 9

2 213

Cronbach’s o 7|

ik

o

—

o TEL 3
S 29

=

o] £ 201 MR} AYE oz o



A ae) Al Fdo] B AulAe] BEE L AL R nAE 9Pl O A7 41
V. £443

1 AFEASE 54

203 ZAFHZGALS] AFEAISH 54 < >3 2ok dEEe
(74.9%), 91Ado] 517 (25.1%) .= FAJ o] B]&o] 3uj7lak o Esieh o
HH20™2241)0] 17 (84%), 20th F4HH2372541])0] 647 (31.5%), 20th FHH(26™294])o]
878 (42.9%), 30t ©]4o] 35134(172/)03; 200 ko] 7P wWekom 20t Zyho]
71 Ak 2 7Y A5 4dA diga Ao vl o] 9BH(46.8%) o= 71
Bk 4dA ea lee_rcﬂ 63 (3L0%) o2 F A2 Ekth A& o F9
73S0l o] 185 (91.1%), 7]1&0] 18(89%)C.& n|&o] H]go| 7]&o] H|&
of Hla] 108 o] Afe]7t F =R gt oz =gdt) g & /Yl A E 51%k
A~80erd o] 709 (345%) 0.2 71 Bkt

é“z
s

(B 1) dF&As™ S (n = 203)

o=y 19 (H) T/H1(%)
. W 152 749
Sk 51 2.1
20T 2 (207224 17 84
200 FHF (237254 64 315
el 20T b (267294) 87 429
30t o]’ (30417) 3H 172
158w &4 8 39
AR A 4 2.0
AR =4 13 64
W FE 44A] tgta At 9% 468
494 dgta =94 63 310
gkl Ajst 9 44
gt &4 1 54
S nE 18 9.1
71E 18 89




42 S B/FAJIAT / A33TA AE

205k ols} 7 34
2191~ 50k 52 2%56
519k~ 80k 70 345
g el A& 817k ~ 1109k 38 187
111k ~ 1409+ 31 153
1419k ~ 1705+ 3 15
1719k~ 200%H 2 1
2 115 56.7
/A EAN, 59D 5) 19 94
Hull/ 28] 2] 2% 12.8
24 AEA 10 49
R ovA 8 39
A4 4/ 9 44
2 16 79

2. FAH 29084

= 9
o1& ulj 2] W ~(varimax) 54{4 jr O}O]Zﬂ %k(eigen value)©] 1.0 o]/9l gol=qt
FZato] 29l AA o] 06 ool EAZFCR Fo3t Ao g FHuet) RE
= FEAo| 05 o]go|oernz AAd e glom =3 YA U
e Ars|Eel HopollA] BlwA yAH d#;Ago] FEsitta Q1A =+E Cronbach’s

alpha #t 0.6< HlEI o2 H7lalSiTh

F 2>oA HoAz|= uhel o] 9A]iA MH|AFAH QA ARE B
KMO(Kaise-Meyer-Olkin) 7 0.773, Bartlett®] TF3AASE 3 p<0.001o 2
EAAoR Fo3t Aoz vepdth & A AuE e 74085% 90 941 A
M2 FAL A 79 A ER J/AUTh SHFEEY] WES HEeE olES
TR AT S AT, AT, AR, ‘weR 247, Al A2 E Y
o}"ﬂ‘:} OEW e e SRS 298] 065 E13L, Cronbach’s

alpha #-2 0.623(FF F2)A 0920(E52]4 &7) o] = »}EM *}ﬂﬁﬂriﬂ o
A %—5‘—‘& AOZ QJAE= 06 o2 TFdhH BT e Aoz Rigich

<E PoME T AR BERe 89134 AyE et KMO(Kaise-
Meyer-Olkin)#t-2 0.748, Bartlett®] 7844 T% #4& p<0.001= A2 {2
3 Aoz Yeyt) & B4 AuE e 2156%2 UEhgon, RE 332 o
olA A &kl 0.62 438l aL, Cronbach’s alpha ak2 0.8902.2 YEhY 212 =7} &9l
s ATk



944

I oAM=
Olkin)#t- 0.801, Bartlett®] %43

ApEe el &

20| Mul2 Fdo] g5 2]

re

T 43

Z23E YeRith. KMO(Kaise-Meyer—
2 pO001E SAACE o7t AL

2 UET & 2a A E 2 B140%E YEbgen, Be S5 a4

o] 06< 43|31, Cronbach’s alpha #< 09052 Yeh} Al =7} golw it
(B 2) Ao MH|A ZZof Chsh BN Q0IFA
82 9 g5 SFL E EV CA
AR
(Mean = 3.30, Standard deviation = .89) 2108 15042 o
AwA o2 7hAo] HMA] skt 902
ZAREARQ 7HF o] elA o]t 8%
ZAWEA QL 77 o] ATt 863
R -
(Mean = 2.79, Standard deviation =1.11) 2619 1451 90
E&E Qg Al ddRlert AlFs 931
Eas] 2 Al B9V ZFATh 909
E&3] ek HAo] nf i) 901
H24
(Mean = 3.65, Standard deviation = .78) 2331 12981 &6
AR 7} E%ch 903
AoA o] E9kth 902
THIE 271 At 736
34 Aoz
(Mean = 3.76, Standard deviation = .67) 2181 12114 Gl
FTALEC] A& FEsUE SFHTh 81
TALEC] WA 804
FTHIE] AEH|UT 667
7 832
(Mean = 3.83, Standard deviation = 62) 178 0981 626
T 27l Aok 766
aFzh Wz 5 gbo] iAol 132
F771 gslgint 569
a5 53
(Mean = 3.80, Standard deviation = .65) 16X 9411 669
b7} BASITh 846
el o] ALt 669
el 2xrt A 612

1) KMO measure of sampling adequacy = .773. Bartlett’s test of sphericity (p < .001).

2) Total explained variance = 74.085%

3) SFL= Standardized factor loadings, E=Eigenvalue, EV= Explained variance, CA= Cronbach’s alpha
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1) KMO measure of sampling adequacy = .748. Bartlett's test of sphericity (p < .001).
2) Total explained variance = 82.156%
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1) KMO measure of sampling adequacy = .801. Bartlett's test of sphericity (p < .001).
2) Total explained variance = 73.140%
3) SFL= Standardized factor loadings, E=Eigenvalue, EV= Explained variance, CA= Cronbach’s alpha
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