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The effect of hotel physical environment on emotional response
and behavior intention
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Abstract

This study aims to solve the relationship between the hotel’s physical environment
and the customer’s emotional response and behavioral intentions. For this study, we
surveyed 329 customers who wvisited the hotel during the COVID-19 situation.
Structural equation modeling was applied to investigate the responses of 329
domestic hotel guests. SPSS and AMOS were used for research analysis. As a result
of the study, first, it was found that environmental factors did not significantly affect
pleasure and ventilation. Second, among the significant influence relationships, the
influence of design factors on pleasure was found to be the strongest. Third, design
factors and social factors showed a positively significant influence relationship on
both pleasure and ventilation. Fourth, both pleasure and arousal showed a positive
influence on behavioral intentions such as revisiting. Most of the studies showed that
the physical environment of a service company had a positive and significant effect
on emotional responses, but different results from previous studies were obtained
depending on specific environments and situations. Therefore, hotel executives and
employees must make sure that they do not look uneasy to customers, comply with
the government guidelines, and do their best to manage the crisis for the safety of

customers.

ZHof : 22| &t (Environment), ZHA Y-S (Emotional responses), ZH & (Pleasure),
2t7|(Arousal), &= 2| = (Behavior intention)

* o)A|YlH| o]} AME e-mail: wisewoman_kr@naver.com
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Z&8et7] 98l 71994 BAISkE &84 891 A
s O 247t e &, 283 ARlL 8
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1] YA gk AMH|AE AHEkE BN ARS8 QA He AAA
& A wkgolH o] Anxte] QAT FaFS W th(Bitner, 1992). 53]
A RES2, 7199 rHAIE Ap=ol]l 9hg-gh AnjxprL Fhulf Aol o]2= HAo]
s VA 83 8% F9 sve|lBE Anjxte] IHEE oldfjste] vHAR EF
o A&3t= A wg- Fa3sithal B 4 itk

L NS vhg FEE dele ), EA%, 2=, X, =, 283, &8
T 7S waly 1 7| wet oA oz dojue kS EIsTH oA
2, 2020). 84 ¥ fr7AlEe S-S 783 Hl (emotional states)Z 71'd
shste] TS EN7) wige] S A Aol st dEs WAl =M A E = v
Aol A e kgl 9FS Rt sktHMehrabian & Russell, 1974)
o]5L o249l Ry o7 AAHAI Mehrabian- Russell Zdo|gta 3t} =
< o 29 2o

23 dH:
a7 A5 T | — T o
Z]8)
<32l 1> Mehrabian- Russell 22!

Mehrabian- Russell 2@l A& 11709 748 S AL (pleasure), $H7] =& 24
(arousal), A|¥l(dominance)®] A| 7}A] 2 PDA(pleasure, arousal, dommance)i
TSR E, EAFS 11, 6@%3}—’ v wle RS weiH, Sl A
S5, FEHAY 540 8-S Yvlsta, Auls FFHo| TAE ==

7+ o]t Mehrabian & Russell, 1974). 12]v EAg-0)u $7]& dulkz|ol 3170
A AV S fdsted AT A= AR d Fe3lRE g
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7t wokd o= EJWZJHH%%O&%}OW, 2008). 7HgW-g-& AF<] wjspA
F2A o]Zo] ojugirlel uhel AHIAELS TOE 94 P58 BY 5 7] Wil
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et. al., 2021).
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g7)o] F9J3 G
EAGl e 9
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#7)(arousal) FHg0] @=o%, £ o FFxo] Fo FFE HoAF= ¢
T7F AT Ryuy, 2006). £2z2R1 il A Lgao] A, 8], EAw 3
gacle] dFox 7o A gk AolA B8 S dIsh 174
B2 TR B719% EAwS BT FFrd T = vAE Aew
UERTH O A& 52 o] w]g- 498, 2011). 3lo]d EFRE 7HA oA 117
o 7] AL FTAARd TS vAE AR YBT3 AeE, 2020)
HAe Hg7] oA A= @7 d&Fe vAY E7w2 e IF
& FAT F)e HEE ol BT BHAY dFE oL SHATHF
&EEH- AT, 2015). AVFEH Y Au|aiA| o) 27h AAZGRES, TR
o S BT KA IFE A= ALE e, 2014). &
gk Au| o] e BEE T AN FFAxel Fog dFWAE BT

tH(Virabhakul & Huang, 2018).
a8B g 7PgRkge] dEore FAA FEFs v Folge A7HEE o
23} 2o] A3
THE 2. 58 )] ZPYurs-S PEolEo 7o)t F+) o] FIFE nE Kol
7} 0-1. 58 uAo] EA2L dEoJEof 595 ¢S njE o]k
22 58 049 Gl YEE #4932 v Aol

2 248 A9 B ARA 74

294 70l A7l F2ET ANz A9 17 Aol WAl 87
% A7 A7 57 27 29 71242 7k vl BeEE 1)A7] S8 <4
o AT Fro|thARE, 2014)

PADAEE 74 1 AAIE SHshE o] oo} B4 ATl o FEAE
A7bE 2A%, B7), AME SAshe AITHOIHA IAE, 2000, T B AT
M EA%0IL Bl el BelA Alge] RS EaskEr HPaA

% AN AR 9147} glolef StE2 714 JHlE tehlied A5 gom
2 A 2HE AT B SEAEN £5 T 2R Aolsn 59



2 A9 4 YrhHanzaee & Rezaeyeh, 2013). 719 46l A
£ olgstd 1AL v FFHES AST 5 Q)
& oz ule F83 Q4vF FYT4

<
B APl 39 F48 49T Quele Yoz Jue U9 ged B
7o) Bete] WaF Aolet BUHE FHES EEHAT B4 BHAY, W,
94) So AAYRA 2P Dol ZRHAE. & AN A W55 o

3 2242 Ao <E 1>3 2

4/ o—l X =2
T 42) T 2]
FHEE  FEoM = 5= Sl #9716
29 BE A 4
=24 Likert 33?1 5(2014)
N S H‘__,_lo . =] :'_Z_} 2 ol N S
7 gxees) f];jli AT BE AR 5 suan gRw ez
A A QR ae] FAe QAT By 3
Ep 3 Ao mo] E1 3 oA F Z(2011),
g Y pesa REEe w24 Likert W9 S(2014)
W 544
a2 82 o] s, Fe2000)
1 gnge a9 s A3 2E000)
B s ElS | 3k : Likert #31%1(2020)
o% A4ro 2 YR o)w SHAE AR AEC0D)
A4, 9%, 959, 39, Gss 5 -
3. AEFR 2 EAY
B s JpE7ES 95l 2 COVID-19 24312020 29 o] 3)o A ZEl9)
&3 Ado] Y 46 O E AHHAES 3o «1“]7} R HE5-3)

: sk COVID-19 A8olA s B4 A¥S 3 498 o
glom HRRFES st 2021d 12%1704%1 12€ 304744 144
& wEste] F 32057} FFEHAT AT AT ASATE =
A AEA AAE BF &8 F Ak £ AFE S8t
0% 83t FAEAS AT
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B AT AERAE 33517 fste] H COVID-19 d3dA sd-8 43
Ul S tgeE A8 E FHsIEoH o] A5 E BEUE AFEA Ak AL
S5 FEAA A A7, o315 8 A5y T R g ARE v
<3 2>l AAIBFATE

<E 2> 4l 1(n=329)
W4 A )&% S NE ue%
k= 159 483
1hA]
3 ne 17 520 ATAR NE 164 499
4 158 480
7€} 6 18
20h 69 21.0 2005+ m) gk 63 19.1
- 30th 109 33.1 a2 200 ~400w] 79 240
40t} ) 2.3 400~600m] 2+ 141 29
50th o) 71 216 600+ o] 46 140

s An G 1719(52.0%), 943S 158 (48.0%) 2.2 Uehdal A&
2 &S 1599(48.3%), 71 164 (499%)E A F53H ZAHETE d#En)
2007} 69 (21.0%), 30tHE 109%8(33.1%), 40thE 807 (24.3%), 50th o]4to] 71
H(21.6%)5 BT YL 2009+ vlRke] 639(19.1%), 200~4005+ w] g
o] 79%4(24.0%), 400~6009H Bk 1417(42.9%), 600%HY o] 3-S 469 (14.0%)
UFERStTH

rr <z

2. A BB 24

7Hd S-S St 218189 g3 4o Bart ok B AFdAe A4
AE 98l Cronbach’s agto 2 ettt AL3] el oflXe &ab ghol 0.60
oPFolH A eyt FEsthal e Aol AhEAFE, 2011). & A9 A=A
A At 25 060 ooz yegernz Ag4L R & & 9t
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(HML- 59, 2016).

g3old SAETE SAsaA ke JNds Ags] SAAeTE UEdle
=S 94'3]&3}(016}*‘-"‘%1—3 2015). 53] FJFEFAeld, 59 dS A3
7] gt M2 g8 HOE 243 & AlololME F& AaaAATE Slojof gtk
= A, o] W AR 04 constructsE S43H= £HE T 1T8 FAgkol 04
olatel Aol AAA e FHORE E F UHEAZE, 2011). EFF 14 8%

A AgeA 28 HA{® 7|Ed 4?}5 <3.00, RMR<0.05, GFI>0.
CFI>0.90 502 7138 AAs4h B A1 g4 golBA Ay}
23} GAlgho] BF 07 ooz AFPF Aoz Yehyth =3 B d7e] g A
FgmE  PFhe 243841(d£.-137, p<001), x*/df 3t 1780, GFI=931, NFI-.945
CFI=975, RMR=.029, RMSEA=049 522 Yely 28 FFA 715 3%

8
X
8

&

M

_?{_:

Lo

X

oo = — — - [ |
- FF89 7id  Cronbach
W S4%5 A SE. CR AVE AfE s a
sHo] JAg 0.745 - -
T sd 3719 A4 0813 0079 14017
29 8| W £ 081 0078 14130 O7 088 086l
sEl) 94y 0739 0076 12783
el g AAo] njEx 0.809 - -
qop  EHAMY AAH AL 076 0066 14389 0702 0876 0865
- 7hraix) o] Al 0831 0061 17.3%9
R A9 fUE) B2 088 - -
o0 A9 denlzn - 088 0051 18797 0729 089 0889
- 290 AA P 0848 0050 19475
Ar-7)e 087 - -
EA% AESF-Z27A% 0856 0053 19425 0754 0902 0881
A - A e 0807 0055 17787
QA 0.888 - -
37 wh g3 g 0896 0039 22949 0798 092 0911
He-A=49 0863 0040 21447
2% TRl 08713 - -
i 2 sdut ¢4 19 0868 0045 20128 089 0936 0897

oA e 77 S 0851 0050  19.559
x*=243841(d.£.137, p<.001), GFI=.931, NFI=945, CFI=975, RMR=.029, RMSEA=049

2 dFdAe F 19709 =S 6 & =
Pgelgorm <G >3 2L AAE AUtk WEEHIA HUHE 95kl Fomnell
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Larcker(1981)9] 7 Walog A&319%Ed, FFEAEZZHAVE)S o] 431
HPEHCF 740 A2 AVEZL F 0 3 AaaAAlERT 2 735

Ae)S o] &3t tHelaha]-AAIE, 2015). o] W FFEAFZH(AVE: Average
Variance Extracted) 05 o, 7I@AIZ 32 07 oS 7122 33

£ A7 ASEHDBA AFNA SAvFES
ol (p<0.05), FAUFES CR. #= BF Fo3tAth T3t FAHAFZHAVE)
o] A% 068 o]Folm A= =gt EI .

”éE}%E7} QE%‘:}—T’- g 5 »lE]r(Anderson & Gerbing, 1988).

B dFdAe WEEFAS T4 A9 BE 89E 1Y AudA @ P
A VERG AVEA|F23H0829) et wom =z ohx AAJ8E 250 BEE ok
T Nde IHENGAO] e <3 4> AT

iRl 1 2 3 4 5 6 sqrt(AVE)
1 FHIAE el 1 0.829
2. TARILR 468 1 0.838
3. AHA 2R A7 613" 1 0.854
4 EA% 397" 646 5957 1 0.868
5. 27 Ae4™ 685" 6347 765" 1 0.893
6. BFol= 349 6147 534" 664" 665" 1 0910

*p <.01, sqrt(AVE): Squares root of AVE

3.7 Ae
0o < 5> FERA B2 284S ddste] g2 difolnt
7HAL-TelA 599 E2lA @7 FollM FR@desle] male) 1Aukee] &
Awel vAE FFE REZIAT7E 0MECR0792, p-0408)2E FAHoZ F
oAl ehtA] skt ol TRl AAd FE, W Es T5eheA S
Ay EAw FF FFE WAA g Ae rdith HEl2elM 59

=24 @74 ToM FHEHLll @l mAe FdEFS ZESATTL
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=

0.096(CR.=1.865, p=0.062) 2.2 FAZ o2 F5A YehdA] kst o=
HHg A, B F5E F3eA ol 129 7)o o3 FFS v lilxl
e AS oujsith. 7Hd1-304 TEe] E8A $7 FoA] YAl Q%lo] 1
o] 7Hguke-o] EA% nX e JFe TFFAGFIF 0473(CR=6.484, p<0001)°
2 BAASE fFosHl Ueistet), ole 38 Ad9 wiE AlIAE EAR, 7+
Hlx)9] Helg So] uA e EAR Fo T FAE RAFAU 7Hd1-4914
:5;5“91 E4 37 FolA YAl 8]lo] 1] kg9 $vld niX= JEF
FZE3 A7) 0435(CR.=6.642, p<O.00DCZ EAHOZ F938A Yelger),
e A wiE AZHE EAR, ZHE RS HE A ol a9 Er)e
st JF WAE HAFUh 7HA1-504] SEe] EeA B FoA AFA &
uAe] kg Z2A% nAE TS xF3AGIE 0.393(CR.=6497,
p<0.00D)oZ TAASRE FofatA Yeiged], ol 38 A fUE F4, 4
A9 1-g7 douizr HAT PF Eol uAe] EAE o3 JF AAE
AT 7H1-6004 S99 EE| 37 FollA ASA aRjlo] 179 714wl
&9 719 vAe FEFE ZFSHATTL 0309 CR.=4661, p<0.001) 0.2 EA O
Z FYs veig=d, ol 39 A FUEY A2, 199 1488 o outa
3 AAE P Tol 1 NS T BV Folg IF BAE HAFIA

4

—

<E 5> 7 HE &t

) F=3A SE. CR.  Adoy
Hi-1 FHIFHR — EAS 0.045 070 0.792 712¢
H1-2 FHZH 29 — 3] 0.09% 074 1.865 712
H1-3 gzRle’l — &A% 0473 ™ 079 6.484 e
H1-4 18]l — 37 0435 ™ 083 6.642 el
H1-5 ARBA 8] — EA% 0.393 ™ 063 6497 A
H1-6 AREA 281 — 3] 0.309 ™ 059 4661 A
H2-1 EA% — dFA% 0.396 ™ 05%6 6.349 e
H2-2 - Psox 0410 ™ 047 6.653 e

X*=204.635(d.£.=141, p<.001), GFI=917, NFI=934, CFI=964, RMR=040, RMSEA=053

*HEp <.001

H2-1004 17 3R B 2A%e] BEIRS] MAE G EE
F7F 0.396(C.R.=6.349, p<0.001).2 TAFLZE oA Yelst=d, ol 1179
w3 EAT ATYE Fo EAL Bl AF £ PFIEA] FoF FG
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A5 BAFYT AH2-2004 17 RN Fo) EA] AFE WAL
G 73171 0.410(C.R.=6.653, p<0001)°i EAH0E FoA Yeldt=
b, ol 2] A3 FRET AF wE 5o 7] 3Ho] A% 39S A
sy

of fo3 9T HAE EAFU AA ZZ tig HF AAe v <ad
pa

A3|H
a9l

B dA7e 399 28830 T P vXe FFEA st A
g 1@ A BAE Son A% e 2

AR, FHRHELRJAL AR BV G TS vAA Ee A2 YEs:
B, o]& 7129 dA-(RAuA-BAY, 2014; W39 5, 2014; Ryu, 2005)9H= T2
ARG} ol COVID-19874 o2 A3t A5 71347k EQgto g 3ty &
go] g aclel sl AUz AT {5 2 Bt EAY WE =
A E5 Aolgt AAXY A, Fogt FFTA oA YAl 810] AR
A= Gako] 71 s Ao 2 yEgth AlA, tARISRIF AH 8l &
w7 B7)e] BT IR Fofst JFAAL vET ol 71E9 A7 Ryy,

1&g A, SRS AVl B AT 59 3=
A S HoF3Ath
& 479 A AMHE be 2,



A, 7159 E914 @7 B 77 goy AgH gt Qlste] 11383t
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