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U3 A5 Axts 3R dge] A4S ou|sks R 2042 YERY AA)
o] 20.4%2 A3l Y= Ao Z vEhdon F7F Afwet Ful ARt 4,
210014 EAHEA o] 93 FEAHS 13.476 2 YEgtor, ojd W& {9 3H&
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vi=g .003 .073 .002 .036 972 818 | 1.223
24 Q 216 076 184 2.841 .005%+ 899 | 1.113
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=5 H| ®EF3} Al xEsHAlg
sl B TF=0xt Beta t P
I &) 3.105 .356 8.714 .000
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ABSTRACT

The Effects of Bakery Cafe’s Physical Environment on the
Relationship Performance

— Focusing on the Control Effect of Relational Benefit —

Kim, Jin—Moon

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant
Management

Graduate School of Business Administration

Hansung University

South Korean food service industry has altered a lot due to changes in econo
mic and social factors. Bakery customers’ desire, consequently, has been diversified.
Diversified customers’ desire subdivided the bakery industry and created new shops,
called ‘bakery café’. Sale competition of the bakery industry gets more intense and
every company needs new strategy in addition to differentiated service. It became i
mportant to provide better physical environment.

The ultimate objectives of this study were to analyze (1) what factors in bakery c
afé’s physical environment affected the customer satisfaction, (2) how relational ben
efit controlled and influenced the relationship between the physical environment and
customer satisfaction, and (3) how customer satisfaction affected revisit intention.

Thus this study conducted frequency analysis, reliability analysis, factor analysis, m

ultiple regression analysis, simple regression analysis, and hierarchical linear regressio
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n on the collected data with using statistics package Windows SPSS 18.0.

The following results were withdrawn from data analysis.

First, the reliability and validity of the study concept was significant. The
exploratory factor analysis showed that physical environment was composed of 4
configuration factors, while customer satisfaction and revisit intention only had one
factor. Relation benefit was composed of social benefit, economic benefit, and
psychological benefit.

Second, the hypotheses tests revealed that cleanliness, convenience, and comfort
had positive influence on the relationship between physical environment and
customer satisfaction. Attractiveness did not shown any statistical significance.

Third, social benefit and psychological benefit controlled the relationship between
comfort and customer satisfaction and made negative influence on the relationship
(in the analysis on the control effects of relation benefit on the relationship
between physical environment and customer satisfaction). The relational benefit did
not significantly control the relationships between customer satisfaction and physical
environment factors.

Fourth, customer satisfaction had positive effect on revisit intention.

The results of this study showed that physical environment of a bakery café
influenced relationship performance. The important implication of this study was
that it was necessary to manage effective and differentiated physical environment in

order to improve service quality and induce customers’ positive feedback.

[Key words] Bakery Café, Physical Environment, Relational Benefit, Relationship

Performance, Customer Satisfaction, Revisit Intention
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