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ABSTRACT

Impact of Bartender’s Roles on Customer Satisfaction
and Revisit Intention with a Mediation Variable of
Consumption Propensity

Ryu, Joong-Ho

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant
Management

Graduate School of Business Administration

Hansung University

The characteristics of cocktail bar’'s consumers cannot be
distinguished each other and the advancement of the studies on
consumer’'s behavior patterns and characteristics in cocktail bars would
be limited without theoretical background. In consideration of such
problem, this study can be surely a foundation for the advancement in
the studies for sales improvement of cocktail bar and the studies for
beverage consumption by defining the consumption propensity of
cocktail bars as well as the qualification and the role of bartender and
developing a tool for measuring the standardized consumption

propensity.

This study conducted an empirical research to investigate what impact

was made on customer satisfaction and revisit intention according to
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bartender’s roles, and verify the mediation effect of consumer’s
consumption propensity in the relations among bartender’'s roles,
customer satisfaction and revisit intention.

This study conducted a frequency analysis on the demographic and
consumer’s general characteristic, and conducted a factor analysis and
a reliability analysis on bartender’s roles, customer satisfaction, revisit

intention and consumption propensity.

For hypothesis test, linear regression analysis, multiple regression
analysis and hierarchical regression analysis were conducted. The result

of the empirical analysis can be summarized as follows;

Since consensuality and tangibility among bartender’s roles showed to
give a Since consensuality and tangibility among bartender's roles
showed to give a significant impact on customer satisfaction
statistically, the hypothesis 1 was partially adopted. Since consensuality
among bartender’s roles showed to give a significant impact on revisit
intention statistically, the hypothesis 2 was also adopted partially. Since
customer satisfaction showed to give a significant impact on revisit
intention statistically, the hypothesis 3 was adopted. In addition, for
consensuality and tangibility among bartender’'s roles, conspicuous
consumption pattern took a mediation role in the relation between
customer satisfactions so that the hypothesis 4 was partially adopted.
For consensuality among bartender’s roles, conspicuous consumption
pattern took a mediation role in the relation between revisit intentions

so that the hypothesis 5 was also adopted partially.

The result of analysis based on this study’'s empirical analysis

showed that consensuality factor among 4 factors of bartender’s roles

-8 -



(consensuality, responsiveness, professionalism and tangibility) gave the
greatest impact on customer satisfaction and revisit intention. Hence, in
order to provide differentiated cocktail bar service and secure
competitiveness, it 1S necessary to read the change in customer’s
consumption pattern, have an attitude to pay attention to customers,
make behaviors to provide maximum convenience and benefit to
customers, in other words, provide a service that can attract
customer’s mind. If such attitude is improved and enhanced, customer
satisfaction and revisit intention shall be improved so that potential
customers can become actual customers, increase the sales ratio of bar
and restaurant where cocktail is mainly consumed and contribute to

spreading cocktail bars.

[key words] bartender. bartender’s Role, Consumption Propensity,

Customer Satisfaction,Revisit Intention
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