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ABSTRACT

A Comparative Diagnostic Consulting Study of Digital and
Physical Servicescape Interrelationships Across Restaurant

Types

Kang Seong—0Oh
Major in ESG Convergence Consulting

Dept. of Smart Convergence Consulting

Graduate School of Knowledge Service &

Consulting

Hansung University

In the restaurant industry, digital channels such as delivery and
reservation platforms, online maps, and review services have become key
sources of information in customers’ decision—making processes,
reshaping the role of traditional physical factors such as location,
accessibility, parking, and visibility. Nevertheless, there is still a lack of
integrated analysis that treats digital and physical environments not as
separate dimensions but as an interrelated network embedded in the
broader structure linking customer evaluations and behavioral intentions.
This study aims to examine the interrelationships between restaurants’
digital and physical servicescapes from a network perspective and to
investigate how these environmental factors are associated with digital

trust, satisfaction with digital technology use, and revisit intention, with
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the ultimate goal of deriving practical implications for consulting small
restaurant businesses. Survey data were collected from adult consumers
in Korea with recent restaurant dining experiences, and multiple
constructs were measured, including digital servicescape factors (e.g.,
aesthetic appeal, social proof, layout and functionality), physical
servicescape factors (e.g., external accessibility, parking, visibility and
surrounding environment, internal ambient conditions, layout, signage),
digital trust, satisfaction with digital technology use, and revisit intention.
The data were analyzed using descriptive statistics and reliability and
validity tests, followed by correlation, cluster analysis to identify
restaurant—type groups, and network analysis based on the correlation
matrix to examine centrality, tie strength, and structural holes among key
variables. The results indicate that digital and physical servicescape
factors are generally positively associated, forming a densely connected
network in which a subset of variables plays a central linking role between
environmental conditions and evaluative outcomes. Digital trust and
satisfaction with digital technology use function as mediating evaluative
states through which customers’ overall perceptions of the servicescape
influence revisit intention, highlighting the importance of both cognitive
trust and affective satisfaction in the pathway from environment to
behavior. Comparative network analysis across restaurant types shows
that the configuration and strength of interrelationships between digital
and physical factors differ by type, implying that identical digital
strategies may have different effects depending on the restaurant’s
locational and concept characteristics. By conceptualizing digital and
physical servicescapes as an interrelated network rather than a simple
linear causal chain, this study provides a more nuanced explanation of how
environmental factors operate in restaurant choice and offers consulting

implications for small restaurants, particularly in terms of using digital
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strategies to compensate for wunfavorable physical conditions and
designing type—specific integrated online-offline strategies. However,
because the sample is limited to self—reported data from domestic
customers in a specific national context, the generalizability of the
findings is constrained; future research should expand the scope of
samples, including foreign tourists and diverse regions and segments, to

further compare and validate the proposed relationships.

[Keyword] servicescape, e-servicescape, network analysis, omni-channel, psychological distance
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