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The effect of perceived attributes of bartender human service on
rapport and revisit intentions in the hotel industry: The
moderating role of visit types

P *
s

Cho, Hyun-Sung

Abstract

This study examines the impact of customer perceptions of bartenders’ human
service attributes on revisit intentions in first-class hotels. Additionally, it explores
the mediating role of rapport in this relationship and investigates the moderating
effect of visitation types. For this study, 362 valid responses were collected. Based on
the analysis, the human service attributes of bartenders were categorized into
professionalism, friendliness, and customer orientation. The findings revealed that
these attributes significantly influence rapport. Furthermore, rapport was found to
have a significant effect on revisit intentions. However, the moderating variable, visit
type, did not influence the relationship between bartenders’ service attributes and
rapport. Additionally, rapport fully mediated the relationship between customer
orientation and revisit intentions. In contrast, it did not mediate the relationships
between professionalism or friendliness and revisit intentions. These findings
underscore the importance of bartenders’ human service attributes in the hotel (bar)
industry.

ZH|0f : HIEIC| (Bartender), 21 AMH|A(Human Service), 2lEZE(Rapport),
a2 o= (Revisit Intention)
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wth 53], 14 A& AF SEE 7P 2 936139, .000 < p= PlAE
Aoz vegton], AR, 124 £02 £9% 9B nAE Ao et
O34 EAY 735 VIF 3 5, 2880 45 W7 7152< 10 o]/de] 4
2} mEEglen) 1 9 dae 0UeR dEEad BAV e Ao e
st
(E 4) otz37 ¥ =3E0 71 AT EMZT)
Coefficient Standard Multicollinearity
Model Coefficient t p-value
B SE. B Tolerance VIF
(Constant) -1.777 | 309 -5.751 .000
HAEA 294 108 187 2,127 00755 271 3.692
1
24 283 132 156 2.145 0333 242 4138
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] mAAegg [ o7 [ s | 4% | 6139 [ 000ee | 254 | 3938
R : 737, R* : 543, adjusted R* : 539
- p<0.05, =+ p<0.01
Dependant Variable : &+XE
(Constant) -15% | 406 -3.927 .000
A4 380 123 241 3.089 00255 208 4810
A4 268 150 148 1.787 075 186 5.368
2 RL Pl ] 595 137 .366 4,340 000555 178 5,609
HAEAAXZA -489 282 -.201 -1.734 034 0A 10.618
AZAAX=ZAE 244 345 086 705 481 086 11.621
AR P A12 .263 151 1.565 119 137 7.320
R: .741°, R’ : 549, adjusted R? : 541, Durbin-Watson : 1.815
C p<0.05, k1 p<0.01
Dependant Variable : &+XE
2483 4 23 Ui deo mE 24 g9E gl Fez YEyt 59W
T I BT fou)gh s vXA] ' Aom YEyion grEVF A E
o PA= 7M HS Zie v 2t
(£ 5) 3724 718 AZ 24 2
. Standard T
Model Coefficient Coefficient ¢ p-value Multicollinearity
B SE. B Tolerance VIF
1 (Constant) 1.939 103 18799 .000
gy E 612 024 .803 25.542 000553 1.000 1.000
R : .803% R : 644, adjusted R : .643
# 1 p<0.05, ##x : p<0.01
Dependant Variable : W&o =
N3 SEEE AR felud JFL(=2550) AL Ao v

S

2. WM& 7 HE (H6-1 ~ H6-3)

j7) &3 PAS HEE] 9ste] AMOSE &-g38te] BA1S AAEgct 714
Ao 24 oIzt RdAF=E vy 2tk CMINS 600.618, DF=142, p=.000,

CMIN/DF=4.2302. Jtebsith NFI9 2% 924, TLIE 929, CFI= 941, RMSEA

= 0% gho] =T B4 892N RYAFES} FARE grel gﬂ"iﬂ
o, 2] Ay gho] 7IEAE d3ete] £ A7 BY #AE fle AR U
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0,
Path Analysis (Total Effect) Estimate | S.E. % CI P Results
Lower | Upper

AN =
H6-1| . < BXE < HEA | 05 |128| -191 | 286 | 673 717t

A «— TE « A s
H6-2 g% grE 2124 092 A71 | -.262 400 618 717

AEE - B ;
H6-3 o= — TYALE <« ek 155 14 467 1.060 .002 A

sk p < 0.05, sk p < 0.01

0,
Path Analysis (Direct Effect) Estimate | S.E. %% P Results
Lower | Upper

AT N o
H6-1 g% —| FEE |« | AEA 009 106 | —.207 191 978
H6-2 A — | FEE |« | A 056 159 | -.257 370 768 -

% Y E =78 . . . . .

A - Rl

H6-3 % —| BXE b 565 150 | 267 859 .003

wx p < 005, #xx p < 0.01
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sk p < 0.05, sk p < 0.01
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