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ABSTRACT

The Effect of Servicescape on Purchase Intention : Focused on

mediated effect of Customer Satisfaction and Staying

Song, Go—Eun

Major in Management Consulting

Dept. of Knowledge Service & Consulting
Graduate School of Knowledge Service
Consulting

Hansung University

The Korean Expressway has grown rapidly to be 9" country in the
world with 38 lines and 4,323km. The expressway rest area also has
grown from 4 in 1970 to 185 in 2012 and now its sales is 14 trillion
Korean dollars. And express rest area is very important factor for
customer satisfaction to use the express way. However, this premise has
not been validated in a scientific manner so far. Despite several study of
expressway rest area, there exist scant literature analyzing the role of
servicescape on the customer satisfaction, the staying time and the buying
intention, for example, what servicescapes drivers to wuse for the
expressway rest area service, how much are they satisfied on the
expressway rest area servicescape, and what are the purchasing effects of

the expressway rest area service.

The main purposes of this dissertation are two folds. First, this
dissertation investigates the determining factors of the service expressway
customers’  satisfaction. Based on the servicescape approach, this

dissertation tests how much drivers are satisfied with the servicescape of

- 67 -



the expressway rest area. The second purpose of this dissertation is to
understand the effects of the customer satisfaction and staying time on

the purchasing intention.

Based on the servicescape approach, the first research model examined
the effect of servicescape, i.e., the facility’s exterior, interior and signal &
symbol, on the customer satisfaction and staying time of the expressway
rest area. This dissertation analysed how each factor influences customer’s
satisfaction and behavioral intentions to purchasing. The research model
based on the theoretical arguments of servicescape theory and customer

satisfaction theory.

Data were obtained from a sample of 500 drivers from 7 expressway
rest area in yongdong-line to sokcho. The results showed that two
servicescape have a significant influence on the drivers’ satisfaction, which
in turn influenced the purchasing intention. Another key finding was that
the servicescape influence the staying time, but the staying time did not

influence positively on the purchasing intention.

Keywords: Public Service, Service Quality, Customer Satisfaction, Trust to

Public Sector, Government Financing Project
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