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ABSTRACT

A Study on the Servicescape of Bakerycafe

and Customer Behavioral Intention

Chae, Eun Ju

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant
Management

Graduate School of Business Administration

Hansung University

As the spending pattern on food service changed in various ways
due to the environmental changes of modern society, customers trends of
bakery are becoming diversified. Therefore, due to the segmentalized
bakery industry, a new type of business, called bakerycafe, was created,
each business demanded for new strategies to differentiate the service by
deepened sales competition, and the importance of differentiating the
servicescape has been raised.

Research approach on which factor of the servicescape of bakerycafe
makes positive effect on customer behavior and how customer behavior is
affected by the customer feeling factors are needed. Therefore, this study
established a research model based on the literature research and deduced
hypotheses that need to be verified. This study verified a hypothesis of

which factors of the servicescape induce positive customer behavior and
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investigated whether emotional factors of customers who experienced the
servicescape make influence on the impulse buying, loyalty, and revisit
intention of customers.

For hypothesis verification of the research, factors of an independent
variable, the servicescape, were extracted as aesthetics, cleanliness,
comfort, and comfortability, and extracted a moderating variable, the
customer feeling, into positive feelings as interest, happiness, satisfactory,
and comfortability and negative feelings as irritation, disappointment,
frustration, and boredom.

To attain the purpose of this study, questionnaire survey was conducted
on 280 customers of bakerycafes in Suwon—si, Inchon—si, and Hwasung
district in Kyunggi, and collected and analyzed the final 250 copies.
SPSS18.0 Statistical Package Program was used to analyze the credibility
of measurement tool by using Cronbach's a value, and verified validity
through exploratory factor analysis and confirmatory factor analysis.
Simple regression analysis, moderator regression analysis, and multiple
regression analysis were conducted for hypothesis verification.

The following conclusions were deducted based on the data analysis.

First, it was identified that the servicescape factors of bakerycafe do
not affect impulse buying, and aesthetics and comfort make effect on the
loyalty factor that they were adopted partially. Secondly, for whether the
customer feeling controls impulse buying by the servicescape factor, it
was identified that comfort was the only factor that influenced comfort
and controlled impulse buying. Thirdly, loyalty had significant relationship
with customer feelings, but interrelationship with the servicescape was
dismissed. Fourthly, impulse buying and loyalty were adopted as it makes
significantly positive effect on revisit intention. This can be considered as
the positive future purchasing behavior of customers as a satisfactory

feedback for the service.

- 96 -



The result of this study verified that tangible elements among numerous
factors that form the servicescape of bakerycafe make influence on the
customer behavior. Therefore, an important implication of this study is
that effective and differentiated physical environment needs to be
managed to improve quality of the service and to derive positive feedback

from customers.

[ 2.9]] Bakerycafe, Servicescape, Impulse buying, Loyalty, Revisit

intention, Customer feelings
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