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ABSTRACT

Impact of Servicescape on Customer Satisfaction and Revisit

Intention in High Class Chinese Restaurant

Kim Jin Young,

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant
Graduate School of Business Administration

Hansung University

The purpose of the present study is to evaluate the influence of high
class Chinese restaurant servicescape on the customer satisfaction and
revisit intention and the impact of customer satisfaction level on the
revisit intention, for the consumers having experience of visiting high class
Chinese restaurants located in Seoul and Gyeonggi area high. In addition,
it 1s ultimately aimed to provide the information to prepare efficient
management plans and effective marketing plans for the future of high
class Chinese restaurant owners and pre—owners who prepare for
start—ups.

The causal model was used to configure the servicescape factors
influencing the psychological reactions of customers visiting high class
Chinese restaurants with convenience, cleanliness, comfortability, seat
comfort and aesthetics. Customer satisfaction and revisit intention were
constructed with one factor each.

The extraction of attributes and variables required for empirical analysis

was done by literature review of previous studies in order to enhance the
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validity, and the analysis of the collected data was performed using the
SPSS 18.0 statistics package program.

The first finding of the study is that the main customers are office
worker and self—employed people on their 30s to 40s with college degree
and the average monthly income of 3 to 4 million won.

Second, according to the factor analysis of the high class Chinese
restaurant servicescape, five factors — convenience, cleanliness,
comfortability, seat comfort and aesthetics — were extracted. One factor
— revisit — was derived for the revisit intention, and the customer
satisfaction was classified as the general satisfaction throughout the use of
the high class Chinese restaurants.

Third, among the high class Chinese restaurant servicescape factors,
convenience, comfortability, seat comfort and aesthetics were found to
have significant effects on the customer satisfaction level of high class
Chinese restaurants.

Fourth, among the high class Chinese restaurant servicescape factors,
convenience, comfortability, seat comfort and aesthetics were found to
have significant effects on the revisit intention and recommendations of
revisit.

Fifth, customer satisfaction level of the high class Chinese restaurants
was found to have significant effect on the revisit intention.

Among the servicescape factors, convenience, comfortability, seat
comfort and aesthetics were identified to have positive (+) impacts on the
customer satisfaction; convenience, comfortability, seat comfort and
aesthetics were identified to have positive (+) impacts on the revisit
intention; but cleanliness was identified to have no statistical influence.
According to the analysis of the influence of customer satisfaction on the
revisit intention in high class Chinese restaurants, the customer

satisfaction showed a significant effect on the revisit. First, revisiting
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customers recommend a visit to the people around them and revisit the
place accompanied by new customers, providing a lot of effectiveness for
long—term marketing performance.

Therefore, the findings of this study may well be said to have
practically important implications because the efficient handling of the
high class Chinese restaurant servicescape has demonstrated potential
induction of improved service quality and customers' positive attitudes.
Finally, this paper has the significance in that it has classified the types
of high class Chinese restaurants and has widened the area of research
by comprehensively analyzing the high class Chinese restaurant
servicescape, customer satisfaction, and revisit intention under the
circumstance with lacking number of studies on the servicescape of high

class Chinese restaurants.

[Keyword] high class Chinese restaurant, servicescape, customer

satisfaction, revisit intention
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