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A 1A AT

D A9 7l

9ale 7Pgol obd T BN SAS HASH: Axtols, 3] ¢t
ge sPgol ohd T2 gadlA ad, &, B AT 1o HES
W A2 e Ade 97, 9EHE 291, A7 AHa 59 A 7
HEWES LA S kA TRA, 2003)

gastgle Aulgte] oNAB] Fola AMY AeE FES 2EL &
M) 878 FEAWA @S FESHE FYVAE ke Zoln], 4

o ojAlAtgle] JhAh e mlRe] 49, 1960dH 3 AA} WA 44
sheA mlEIEe] AAE Wl 5 Pl A= @A A4 shEA
Fo 94e] Fart By 2
y WA BFA A A Hem
shupe] Atglom AgstEA oAngoR BeA HUAtkALE, 2000).

2) =Ul XA A%

5 -
BAAQ g7 Wtz lste] A, FAQl wHolA A
W, 2017).
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2715 7] AFRgen, 1980dd AANFS FERF FaRe] AER
EAAE 19909 A71HAILE HEe] F22FE AAA A 7193 Y
2] HAEFT SAFA SHo2 A=A, 2006).

20009 o]Fell= sfde] HAEFO] A}, BHES}E Fo] EAS Hol
W QA A St A& E QT4 2012).

QAN g 201240l SHE HA AY HEAL 63x dog
1097 A8t 6.7% S7FsElal, SAA= 1359 Wom 2.3%, AFgAl 4
= 45T M= 1.2% A S7ste (745, 2014).

Jey A EGSTAR] 20179 2440 o] o)A dA o] FaF ot
of & QXA FA 27 AtEe] WE HHE HW o4t
2l g Fh(HHIE, 2017). 201749 187 @A <44
= BE 9% A71ATAF7E 9J4s] 100.00 olst= A4

miEdo] Skt A= Aot

<,

FES vl JAAGATAG] RE AR ATAAE wiE
BAAZE B2 Aor ZAEJATHRTS, 2017). Iyt ¢
H HYE SEHA86.88), VWA HAGH(B0.75), B =4
A(75.65) 9 o8 FHHoR dFHY, Eo U¥FS FHA 9 I
= 579282 7P @A UehRtH(R A, 2014).
S8HY, 71EAHARYE, 28 24 A 5
& Al FAoItH(HAL, 2014). olo] FF JA4He] wrA
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S8) AAHol A A7t Bashek
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AHIAE DAY AH|A AU = B4 2oy AH|A AlFAEe]
A AEZEO] ASabgof Qlojx "AHolzty o £ AT T4 HAYst=
Td4 Ao &5 = AU 50|t Grnroos, 1984). 123l 172
IAREA S Aoz AlFgHrtal Aot AcHFAE, 2017).

QQAAA O] AMH|AE I A FAA[ATRS] FA| HEHS AFote THE A

il

o] B E BHe Ve & EaTt v Auae B4R (B DI
_"

Zol By, HRe, oWy, £THOR TRE 5 glov], Aurd] gE
Mol ngge Bgd 449 BAH PFoa 1o BAS fBAFE
o] utsl Welgtzos Hojst 4 91@(01%111-%0}, 2006).
CGE D Az B4
SRS S
~Aul] et ARAoR QAL Holx ¢k
244

—AE| o] FE7E Sl ol

AL, o, 27} A B
MEey | A} AEs Fgel Felso} @
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wetd ;o] AFure Aulze] g et &ulAsk AFue 2t

?l_
AE A, F 71gE AH| At X2k AH[Ae] T o7kx] Wgo] gElon, 1

n

Ant FAY 7] HE, 5 AEs AV RS WMSS0] Fad
wE wEE AuAg Astel ke AusEdd] g TAE AT

o} #Ao] " QsHATH-STE, 2017).

2) AuaFde] #4219

71diE AfelA

(Expected Service)

ALl Bt

(Service Quality)

A7HE) el A

(Perceived Service)
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L7l Aulzg] ]3] SFoleh@EL, 2007). ] 71% *MiOﬂ JFL
AL 845 7190 oF&, AET A, I AW, TH, AAEE, A

el
Q1 &5 59 oAl ZRRlolnH (Al A, 2008).
2L MEIAE ﬁl%ﬁi Z1dell dis a27o] Fedstal dAlRt A
vpolet, o] ZZH AMH|so] FFe mAe f4a=2E 7YY 94, 7leA
A, A @A, o 5 Al 7FA7E eSS ®, 2006).

&3t Parasuraman, Zeithaml, Berry A7EH-2 Gronroos(1984)8] A&
Edz sol Auls Bhe] T4 248 Ho ARHeR Zslel 4717 3
Hlol Auls (2, AEILE SIA, ARBAIE, SeiDolH ANAE A
PVt WASS oz ol AT @ Ant AvAEe] ATwE

A7) SHEOlE BT LuAT AL EAS <
I=0] A== B Reh(GIH A, 2008).
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2) AEjagEo 448438, 2014)

THax SIS
ok&El MH|IAZ Aot Ssks 5L on] s Moz
RER AulagTte] QAT A=Ae wgsitt ATARAel At
(reliability) | 4, 7122 A7) 42 D o HH Azbe] MHAZ S35}
L AL mgt
oo MHAE ABEe FAo]l 1AL . Z7HHQl AuAZ
( e ,IEsteE SAE dehe gloR, Aks Auscl A, A
responsiveness _ ey =
: &3 S 5 meke
o MU|AE Sasied] Wad AAT} 71&0] 498 onshe
° Ao AT Ay HESGE A9 9 2AAY Ao 7%
t
competence) | 4 14, 240) 2Apsee mate
A4 Mu| 2z e AEbs AT Sl Teke Aow W
(access) 2ot FAAIZE, ABI2AE Y] 479 Bl S& TR
o] wAT A7 HES FdUe] AEF, Ao A AL
(courtesy) Zaksict
wAo] ofai3t 4 Q= oS Ea| Taje AL Witk AH]
AT i
20 A, Aulz Bl go AW, B4 2o & BE 5ol 9

(communication)

AulzA B DAY, AAAS ofulsts

2874 2174 Aog A, 2
(credibili) | Aol B4, 2999 el E4o] A8EE AR5t}
Aol W 91, 9w dMaE oulst= Aor AEE9
EEE Lo Am ogan Auisst peE vung 5 29
(security)

o] gt o]y
(understanding the

P ol A, BRI g 4L mga
customer)

44 Ar|A0]l FEAQl Aujet ZTARA F2H A, el &
(tangibility) 2, AEaAge] AHEEE S 2T
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stk olel@ S7hd TAagle

3) AEjaEA o 571 F4 8RR, 2007)
T8 n &
oA
o
S Eed A, g, sl ole
(tangibility)
Al 2]A]
s Aesta Pentsln ok&d AulAs £ & 59
(reliability)
ey _
. N&F A2E ATHT DAL £ o
(responsiveness)
S| 9] AAT g, waTt Amge nae £ade
(Assurance) A+
47
St ARl ABeke e, AAH Fo Ax
(Empathy)
2t PHazd] PR dE YEESe @ AZe| ue Pmo| Hue
& 49 AHY B0l UYL L & AT

AH| A Aol oIzt Ars zb

=2+, 20006).

3) A& FA9 S8

Rejstel quAEAe Fldeh Aitel
5t SERVQUAL B3-S 7arsichAs)

7B SERVQUAL
PZB(1988)& ZH4l=9]

ZPOVHH stofl Mujamde B7ish|
2009). o= HIHHe A Aujzo] diet Zldiel Agite] gt <l
1€ & S4ste Aer, IAWE Ao F2 bgFofxe 7|th=<LA
ol EHE 7 Ao(d-s, 2007).
ol 10719 FE a1 Azl 977 FEe A== StAeH, 1
S0 FEem Eolal, 8RlEAS EStH 3470 5L
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2 T E45FAtHHEE, 2008). 1 5 23F BEFALS AA|ste] HEH O
2 2209 FF Hzg Aot 7|HE SAste] 11 Afolof o AHIAE

de SAH "Hu@bd=, 2007). AlEE A7 PZBE2 AR EAS, A
WA, 8RE4 52 o8 AFHAFE EUE 10714 F28%0= 5714
48908 ZASIFHASE, 2008). o714 107H4] EHQclolst 79
4, W84, 58, A2, A4, dAaE, A8, A, olsiA, 734
solH, 7 2892 194, AFA, WA, E4, 344 sl
@, 2007). o] W2 FHE EE A 2 SAURoln@RME s,

2007).
Carman(1990)& SERVQUALe] ¥zlez 225 HSIAW, SERVQUAL

& 857 fside Mulagde] ARtee v {3l ot AR
Slojofst, Mulagdol Zh SHFE AHE o= T FL 54
& A% FEANL ETe AT FAW, 7l 2 FES2 AAED
of 2-g3sl7] dME WEAl BT AlEldo] HESofoF dhtal A H sl
AT(HES, 2007).

whebq SERVQUAL Z70] QlojA] ofe] 7] date] AlAEe] gt
shit 227] =3 57 2FQe Auzse] §Fo] wiet Wajob ghris o]
3, G shis 2 *Mi b Az u}— golg Agstelo} gt A

@1*44, 2019). b 74 mﬂoﬂ b A 40 FHoARE A%s

= Zlo] SuIE whelet & 4 AHEAE, 2017),

1}) SERVPERF
Cronin(1992), Taylor(1994)= AGEGolA 47H2] A= oHE AH|A (Y
o] 23) ojgAH|A, ANEtA WAERXE 55 FHEOg SERVQUAL Ao}
SERVPERFZ ZAlo] 24 75t Ay} Mu|AZz =xo] AFAat el
o4 PZBe] SERVQUALHTt} SERVPERM o Bgsty fojete AdFow

FHstgon, BAAYAE AR EREA e AZSATHEAS
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2013). 1A 152 9 FEAEY AS54 =l SERVPERFE AH|AF
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FASFATHZAE A, 2008). 12{L} SERVPERF7} 1 2utEa} Au] AZ A3}
A, Au|AEdat %LHHQEE}S)J ﬂﬁl Jex uAgET o o]k ofo]
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2 dAFolA= PZBel SERVQUALS] ot 712 AL g8
ATkl A Aot B,

i
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-+
Bjiv
2
2
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1=}
s

4) Mu|aFAo AYPAF

Gronroos(1984)= AH|A Fdolgt “AyA F43 g Fyzoz Q14
= 27t AulA E-(perceived service quality)”o]2tal A oJstict, EgH
AB[AEo] dAlstE AHA FE2 ZIhol AlEsior el Zltish=s AH|
29t 7ol AAR AEet Au|29] Aol diet vlugo gy Frieh 4
UTHL FstAA AMuls FE RdS AASHEEH(C]ZH, 2010). MBI~ F
A= AAste 72 allole AHlA 7]de] Efstal e Aol ]
e w3 7 e =yATIed Ay, A ME|AE AlEste TUY,
a2al AR AFE AILE ol AHIAE AlFEtE OE AHIA O 2

72 o] 3712 Q9918 AFstArHARA, 2015).

olH [ethinen & Lethinen(1982)& “AlH|A ZAL AH|AQE AH|A XA
Q4F 7HO] Aozkgo oo ZAEE A'e=r Ao, AH|A FAS

‘Ao dH] T AEA o BEEAY WS xdohs =914 £ (physical
quality), 71g9] oluAy QS Zgdot= 7| FE & (corporate quality), 1174
I A Zdoly & 517“3')(94 Aoz E4A (interactive quality)” 2] 32}

fog FEslAT 25 o ot Aus ddubdel e HAEd
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E‘r’“lﬂ A A ol-garo] Azt qu|Aago] PFolkol uAl= IF

= mefsty] ¢fste] HEelAEe AAISHAT

AXA, A4 & o] ARl P ko] mA= FFe wets
7] skl Ee] RS AASHIT

duA, ANl i 'S HS5H] $15k Baron & KennyZt A
ARt 35 A ozl SlAEA7IHE S At
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A 4 F a72%

ATdidel ARty ARRFS AWEZ] Qlote RIEEAS  AHASEGoH
O AdE &E ¥ Ao A2 JATE 9398(29.5%), oA 221
M)70.5%) &  UERgch dge 2007 29%W(9.2%),  30ti7F 709
(22.2%), 40tH7} 70%8(22.2%), 50tH7} 1069 (33.7%)= YErIH FHF
g2 25wt 2900.6%), w7t 219(6.7%), 1St 1367
(43.2%), AEH7E 559(17.5%), W7t 9479(29.8%), tigHol/dol
TH0Q2.2%) 2 Yehgth ZIEJHERE 2/30 5A7F 1418 (44.8%), F
Hehzo] 86 (27.3%), =Alo]l 88W(28.9%)= UEtWth FTiue 7|5
7} 1158(36.5%), Zn7t 518(16.2%), HAFu7t 349(10.8%), 7|Eb7t
167 (5.1%), F(§l)°] 9% (31.4%) 2 Lreryitt.
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59 A ofnReh (A, 7174]—r, 2013) AHE o] A=A

{8l shtel Zid e EH Sto] ol ] Fmor FAH HEE ol8F H¢
AEES dEohe WHeRE 7P Bol ARSEE cronbach aAl+E ARSI
S(AAS, 2013). cronbach aAlg+= AP gtol HHe dEA] 72 §l
29k 0.701 g0l AlZdo] Qe Ao=m wWoskal, 0.60]144¢% 9w Hl2H

A7t =2 Aoz sa=ETHo]AA, 2011).

1) /\‘1]:]]/&11‘-11_4 E].];]-E ol *]EIEQZ

7} Cronbach's «a 7}01 Z}71e141 867, A71ZE .830, EFQIQIA] 857=
12| 5 Koy it

d4A49 Ayt BEARL O] KMOZE+= 832, ofo]7ll gro] 10]4}, Bart
944 ARAE 1997,314, F9¢w2 00022 QRIEAM A
2 Yetgoh +4 24t 3 o] 88.123%2 UER} QQlEAHo] <la)
Aol AAL] 34.560%F st = AoR Yerorn, AF
BAF H-& 26.303%, SEA0] 15.043, SA140] 6.776%, T4

N, oo
fr
Mo
>,

—_
(@)
—t
—t

— ox v ES_lL
1o mw ot
)
% do

5.541=
e B AR R Alee 1401 822, AF/de] 1837, SEAdel 856
SAlAgo] 793, A0l 7547 UEhY w2 AFEols AT jle Alw

Upeptet
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(B T) AuA~E4e Bd: 3 A=: dF
a9l Mqu
=gHe
T S 1 2 3 4 5
1 .881 .199 .304 .176 .156
2 .803 -.066 222 .055 .183
34
3 .660 254 .180 .044 .006
4 .633 357 .140 224 -.130
5 159 .848 -.174 -.182 132
6 -.147 .661 -.202 141 .198
A 8]A
8 .239 .703 .054 274 .120
7 .071 .688 .320 187 -.118
9 154 .360 .873 132 .238
11 -.009 291 746 -.098 .203
=4
13 .286 .385 715 .353 -.019
12 135 -.363 647 .016 .093
14 .235 .367 273 .671 -.101
13 113 274 143 744 .335
A
15 159 274 .015 .637 2775
16 .219 .280 251 129 .153
18 -.008 .183 .012 .184 .678
19 .281 .128 .349 .233 .616
44
17 -.160 -.036 142 .062 713
20 .336 .001 -.094 -.201 .631
oto] 7 (Eigen) &k 7.133 6.395 4916 2.435 2.345
A T2 %) 34.560 26.303 15.043 6.776 5.541
=2 54 %) 34.560 60.863 75.906 82.582 88.123
Cronbrach Alpha .822 .837 .856 793 154
KMO = 832 Bartlett®] 784 A% x’= 1997314 df= 82 sig. = .000
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J19% =

L= 811, Bartlett®] +4

=

=

L9 KMO

1
1047.219, Fol4w2 00022 2%

O.
H

A B4A3 Cronbach's a %ol

T

o
i

1

-

o W Aol Autolq mEH
A

e
2 Uehgon adld] o

3

A
~

T
zel

X

Hr

L
;OO

.000

741
.829
194
.800
195
5.532
61.470
719

sig.
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oto] 7l (Eigen) &k

Cronbrach Alpha
KMO = .811 Bartlett®] 734 #HA x*= 1047.219 df= 21




3) FFAx9] HYx F AHA=HFT

oolt
offt
1o
l.n
2
ol

[N
o
l.n
-

+ Likertd 53 HILZE Agotdlon F 57

oz FAHAL. qJBHe FAHE Q2l(principal components)ol ©]gt
u .

T o

234 9 Wel e (arimax) AP AAStGon], 2R H8rbs
ol W HAY ZAollA mEARIES KMOSk+= .805, Bartlett94 T3
J =z O

o

Hoh 349 dFaddel U 8 FE2% F 24 29 ‘“2.‘% 54.278% =

uebgen g/lo] digh A== 2423 Cronbach's a o]l 8012 1%
=1

2] ot aQEAATY} LE FHol
[e]

= 89l i
&= =T 1
1 679
2 .642
o 3 811
4 702
5 597
ool 7l (Eigen) 3k 4.432
A3E F2H %) 54.278
Cronbrach Alpha

KMO = .805 Bartlett® 7@4 AA x’= 1332.127 df= 21 sig. = .000
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Aol of

=
2 Qe Aolth(HA Y, 2005). B ALo||A

o3t A7
o o

A 34

]

®
<

o]

s
—

oF
=

A=

S

el

O

1

1
.309%**

1
379%*
346%*

1
352%%
334%%
303%*

1
A14%*
430%*
A457%*
361%*
_ a4 -

1
A55%%
347%*
.392%*
382%*
307**

A410%*
A51%*
323%%
.338%*
320%*
.288*

A
A
A

RER
Al
Folw

**n¢0.05
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Al

Gl

0.4882 e}
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R2Fo] gk

=
—

2013). A4 )7141e] Aele vehy

S| AA 0] AHEe 48.8%= e 37419

A

< 000022 et o]7]4e] K

gojat

64.660°0.2 LEFT O™

o
~

mmo

Sy

F]m]

el Zto] 0.2002.2 e} 20.0%°)

0.000)

B
p

A= glon, Hd=4go]

= Ao et M 1-1e

g n)x

0.006)2 "]x|=

(=2.766, p=

75—(;:

7 o

g (+)

<

0.1872 YEhYt 18.7%2] §2jn

Aoz veht 744 1-2% AeE 9

Hlet Zro] 0.2722 YEeERY} 27.2%

e

(£=3.743, p=0.000)

]
=

= Aoz Uent 7

2 n)x

75—(;:

2 9

g (+)

5

o foju]
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—
__01_

_45_



Adel Agree vehie e gl 01772 teht 17.7%2) $olad 4
()4 GEH(=3.069, p=0.000& HA= Ao veht 7Hd1-4= A s

th B0l ARl ML GHS PEF A FANY GFALS Ut
g HlE kol 02842 ekt 28.4%] folmlgt H(HA G397,
A1

p=0.000)& mIAE Ao et Ths
o ARGl felug H(HA GFS WAL ggo] Hsglon Qg

N
M
(o]
fr
of:
oN
oY
o,
S
o
~
§

%"i\‘%zl\‘ ?’—‘tﬂ: B H?’/E/L t p _T'__;‘(]_
) VIF
s
=) 1.720 3.563  .000**
34 221 200  3.662 .000%* 630 1.587
A= 160 187 2766 .006** 661 2.430
AAurg
S84 229 272 3743 .000** 502 2.788
A1 185 177 0 3.069  .000%* 545 1.769
14 231 284 3978  .000 404 2.148
R: .59 R*: 488  F: 64660 p: .000%*
*p05
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JEERE
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(A A, 2013).
72 0.3352 Yeht A gAAe]l A 335%2 YeRdth 349

o

£+ 0.000

gt

FEASS 69.7380.2 e oW

=5 UEY=
2 Ueht 24 2y

3 A

A

Folrof mlA]
el Zto] 0.1280.2 UER} 12.8%°)
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A= glon, Hd=4go]

©
—

2

= Ao et A4 1-1

= 1
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o
=

(¢=1.703, p=0.090)

L Ao et A 12k 7]
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o
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z

ety = HElF gro] 0.309=% e

(t=4.470, p

AL Aow eht

0.000)&
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A
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5

Foln]

30.9%2]
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14 1-32 A Eglon, SaAel
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g2 Uetdl= HlE gl 03072 yerdt 30.7%°] fefmet 4(H)3A IF
(t=5.413, p=0.000)= ©|x]= Zoz yetyt 7HE1-5 AHE AT I

AL He ke 71EFo 2 SHAABL6%), 2HA(B0.9%), F04(30.7%), &
F4(12.8%)9] =02 PFolo FFS v|x|= Aoz YERITh
(E 12) AMH|AEAT P59 ta3]HEdds)
TAZEAF
TEHS TE B HEF t p A
) VIF
SHA|
) 1.967 5.454  .000**
34 130 A28 2459 .015*%* 630 1.587

A1=4 087 110 1.703  .090 412 2.430
PFo
S84 240 309 4470 .000** 359 2.788
SHA1A 304 316 5.742 .000** 565 1.769
T 311 307 5.413  .000*%* 401 1.849
R: 371 R*:335 F:7785 p: .000%*
**p<05

H3 #Auhe2 352kl Fouist F(+)9 dd= nld oo,

T =
H58 YT BhcE PEOEE BUG] Be A LAsRen
1 ATE & 13T 2ok 24T SR A¥ES dehle R
=Kel

: = s
3142 deht A4 AEe 31.4%=2 UetEth E3 3ARYP e A3}
EE UB= FeAES 101.0542 Uehd AR Aot Aoz 1
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2 37.2%9] A(+)A

R 9.669, Fo2HE

1=
122

A

Ko

0008% et f-opm]

.000
.000***

A e = At
97

ped
O olsL=
FogE

o

—

7.894
9.669
69147

He

x

.000(@2)

372

101.054

311

44.123

SRy
Adjusted R*

592
.062

iz
S

1

JEi ol Zoz veht 4 3

2.314
.385
314

35.889

)

&
311

7T
Juigl

o9

mmo
X

.602
- 49 -

314
315

: p<0.001

161.745
197.634

w1 pC0.01 v

W
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: p<0.05
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(E 14 wiay-2E423

w g | uEEe A | EEF FHAEA
oy w2 — t p =
B | o | e ox | VIF
=) 1.877 301 11.413 | .000
1 Ll B 224 .051 .256 7.401 | .000 | 1.000 | 1.000
R= 461, R2 = 334, F 1 73.201(.000%**)
=) 1.191 347 6.778 | .000
2 Ll a2 .393 .062 312 6.424 | .000 | .633 1.204
R= .396, R2 = 369, F 1 62.740(.000%**)
=) -1.741 | .733 7.270 | .000
Ll B 2T .188 271 4.542 | .000 | .281 1.448
: A llecy 181 199 161 3.597 | .000 | .654 1.514
R= .396, R2 = 369, F 1 161.244(.000%**)

* 0 p<0.05 ** 1 p<0.01 F** o pd0.001
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ABSTRACT

The Effects of customer Behavioral Intention on
Service Quality in Foodservice

— Mediated Effect of emotional reactions —

Park, Jeong—Su

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant

Management

Graduate School of Business Administration

Hansung University

Thanks to the development of the food industry, the restaurant
industry has emerged as an infinite competitive system to cater to the
diverse needs of customers, along with the development of the food
industry. By providing customers with more than enough expectation to
maximise customer expectations, customers will be able to satisfy their
customers ' expectations by providing customers with a unique incentive
to visit the store, and to encourage customers to return to their loyal
customers and clients, and to encourage customers to return to their loyal
customers and foster loyal customers.

The study explored the relationship between quality of service and
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customer behavior and defined theoretical concepts by conducting
research through prior studies through prior studies. The study also
intends to establish and extract appropriate variables based on research
from domestic and overseas studies and establish the results for empirical
analysis through empirical analysis to establish the results of empirical
analysis.

The sample of this study was conducted for 20 days from September
1, 2017, through the survey of customers using the food service from the
Seoul metropolitan area to September 20, 2017, and conducted a survey
through the questionnaire law.

Out of the total of 350,000 copies of the questionnaire was reclaimed
(91.7 %), or 315 parts (90.0 %) were used for analysis, except for
questionnaires such as false or non—response questionnaires.

The summary of the results of this study is as follows.

First, it has been confirmed that the quality of service has a significant
impact on the customer's emotional response to customers.

Second, it has been confirmed that the quality of service is having a
significant impact on the customer's behavior of the company's customers.

Third, there has been a significant impact on the relationship between
the responsive and behavioral implications of the restaurant users. When
the positive sentiment of the restaurant users increased, the purpose of
the recommendation was to increase the purpose of recommendation and
return intentions.

Fourth, customers ' emotional reactions to food companies serve as
intermediaries in relation to service quality and behavior. That is, the
quality of service is affecting the behavior of customers * customers, and
the emotional response acts as an indirect influence on the basis of
parameters.

Ensuring that improvements in service quality are positively affecting
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the customer's emotional response and the customer's willingness to
improve the quality of their services and recommendations to customers
through various activities, such as maximizing the quality of service and
enhancing the quality of their services and recommendations to customers

through various activities (educational and advertising).

(Key words] Behavioral Intention, Service Quality, emotional reactions
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