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4% 4ol el Hal ol|e WFol B olmi W Aol
o Aol JHAE wAY BES WA dZSsta olsstelof s, x|
FRE uwolaat FAO FaAolt Wt PA 5 FAE JHEA welsis

ol Mulso] digt 4HlAe] AW Woeti G(Zeithaml, 1989). ol
Mg AZlolt a2 mFAA HES EFste] AAHL v g2
Holstert. Be, DAL AES AUk s1ze] Wi AZe 7 do] ¥
AolA F 4 Qe ZHEkT BT S UekClGA, 2009). BAY AHAE e
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HFEH(EF Y, 2010).

PEoleet 7o) ofd ZFzlo] Uit HE=E T § AHE PToE UE
L= Q1] uhit Wgolm, US| ES dSche et F71E WAHCE
W, 2018). ESE, S0l B Al dig H=E F4% F 54 | 3}
ol digt oA E deti#EE e Aoy Aderl siMT 4 AtHelF
9, 2018). A9 YFO k= AHIA AlFAS] T LG dye] lom,
olF Tl & ArHlAl &7 B A, ek S7h AT, 17ke] AAl oAt
o2 Yehdti(Zeithaml, Berry, & Parasuraman, 1996). 117242 2}Astal 4
2 2% 52 So 7o) W AEL XY AUY AT 2L 49N APS A
dog wEfS A =HH, o2t Re Al oAEAC Fad dg=
CHAAAY, 2017). dRbA o=z UARPFO LS F4H5kl e 84w FH 4,
2R0%, ojzs Z7h AT, A4 G4 505 FRF & UrhZeithaml,
Berry, & Parasuraman, 1996).
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T2 FEste] dAstaat gt
2.6.1 A=

A ee FF B AHILE Fule 2Zo] g2 FF B MHIAE B

Fofat F15Aolats g % QlthKotler, 1991). TAS tlbet AES vlw,
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3.2 d+47HA

Mol 2ol A WAA F= SNS HHo| b AETh Aulzo] of
& wAZAe] meA e} HeA Ao

et BAIA 744 =
B AEREIE aA7ER | n|X]= FeFel ‘—H"?_} AESR= E}_J,]- 7Po] SEakr) =g
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3.2.3 LAZEA S} n7 YE oL ete] T

IAZIR = BEFYEE FEstH AE FA A7 384 daws Tt
Sojuim, A9 AE=E FAStL AHATE PFo=m olofX = {ofuet ¥
42 H1 tt(Bolton & Drew, 1991). StH, 17} 2] x|zt wr=2 AFS 7t
of oj® Zo] Aafacle] HE=A] =7o] o, sHf AbdollA a1 7}A], 7HA,
4, I9a wE ko] AFE Fhll 71 AT AlSch] A 4 dew
I =R IA7EA]E AA Pt Bojanic, 1996). A=, 1ATIAE AR A
8, Fu o=, A T 24 PFY AR o FiEs AW 5 e, F
A w5 14 BFo 4 MNEETHRE T E7HESHA ddEo Qv
g
meta 2 Ao ThEo] An[eio] ittt XFA ] Wit Aol xZ
B A7 7E whEe] A aclolH, PFoko] IFS u|A= Hey=E AFols
12p gtk oo & Gl AR e} 1A PF et wAl| gt 7t

4 et 2ol AAHA.
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BEA AHze] ERE GASIEE TS FE okl HYAHFHFA-L,
2009). ] Q= Y, ZAH HlFE o=
A-&5t= @Eﬁﬂﬁr oju|z] & A

737 el @‘16}’“ HHLi e, ZAH

2hele] 7-¢ &Ho]x], SNS, =22l o

2 AolAE o]AH(2010), 2F(2015) 7&6?%(2021) 1@(2022)94 il
TE5 Faste] AEAEL AlF Ao wEt FEY ojmx] Pog FESHS]
oh. B AlF Sl wep enegl AEAERE o ZAE, HRd, siuR

3.3.1.1 ezl AEHHE

94 Eﬂm 10 glo] ©merel HEARE oA Aol EAH, Wi,

] ABEL Qor], 2AL oldd POPE FolH ARE HSeln
Aek, BAES WS A5 B A8 ARAE oA FHoE AT
A oiet. g} o]

dom, HiFme AFe] digt JRE 71E AR AlFst
FHol HRP ZAE ou|z]
2021).

B A= o]ZY(2010), £F(2015), AsH(2021), £A414(2022)0] 4

TE Faste] oI Bolx AR AT YAl ket Aug o
)z oz prlom, AFEAE A2 dhalol ujzte] TAE, winm sjyZ
F/gste] glstleh. A o oh(1)-ule 2HHGHE JAE 53 ARE
SAAER o] gttt
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914 meAHz}o]Zo] s

AFED glom, 1AL olddx et Lokl ARE oA JHE 5
3 9ck Eo1A o] B¢ FE digt dlAlE, Bt 5 st JHE AFetn
glrh. SNSE AEo] digh A%
FEA RS} nEEA 2
2 TR B ApolsEs omalel JEX
29K(2015), Ast(2021), A% (20229 ATE %18}04 2akelof A Bolk:
Az ol AHHel mMol AZto] AR|H=R]E AEAH ALY HRAlel Fa|o]Z],
SNSZ 4dstel gelstalrh. e olitt(1)-ule IFDHGRE AAE 57
Axg ZY4ng ol8sgrt.

332 T2 A

ngngel BAe YRS AdSy, £oH g FAYstol 2ultE A4

Sspe], HFHoRL o) B GFS wH FHE FEGTHEFA, 200).
neRd olfE, Y, BulEY, T 5 o Y ARUACIA BEL
Juistel, Gl FEY AL REoRA WAY Tk fEske 23 3
o], WS Faf AvAES] WEIHE EU AD 5 UtelFUES
2007)

94 marfelzo|H ZERH Ee FEAR tpAE Lol omat
g TR 4 gtk £l TEAL §EH NS ABSAAS BET
W B3, UL, SNS offlE o] glow, omelel mamge we B,
Sl oWlE Sol gltk. ojelgt mERA Suint wWHAo] nAZAH] HH=

B ATl wSRQOID, oS08 A7 Rushe] mzmAs
WAe] we o matelw Lafelow PRaGon, WAl we omatel mz
ndon mAES YA BF B, B, oMER FANAT, 2afql g
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RAoRE AEFIME B8t AR FaL, JHYI #ivFaL, SNS oHIER

3322 22Ql Z=HA

FFEL, NS 59 2etel BRE WL A ABFAA uAY Aol o

=l Atk 20209 A 22 =

10260009 ¢) TFEZE 4FE 02 dFHon 1 F Ty ABFAA o}
Z Ke3

2 AFolA E31%H2011), ©lASH2020)8] A5 EdiE 229l ZeRrA
_|<_>|_

RH g3, SNS B % olME, JEyl WuFR A A2 Pt

filo
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AE ol (1d)-uje aFHSA)Z FAE 54 HEE ZAHALR o]Lsd
o},

3.3.3 1 A47}A]

DA @ Wel w4 5 ¢ Rl WASHA T ST AFold
Aul 20 743 Blad dgos e 4 e BE 1Ed AdoR sy
o8, 2014), 914 Lol xA ] RAZMAE FofetA T SHe DAL
ggoz @ Oﬂ?—OH A oA TACA Hg 2 A AgEs 149 Aurael
BohE BOetAn oF J15A A B AAH 7K Som FRT 4 UtHE
% 9, 201D, AT 4 ke Awrd Do ot WEv|Ee] HE Adoz
Hujst we] ofsf A AUE BrES Adelety A olshArkEY

2010).

2 AFoAE IAZAE HA-2(2010), £319(2010), LA (©2016), A=
2420219 A5 Ediz 1Zo] g HAM=o] 5] ¢A|5tE 714 W H|E
gk 7FAE AAA 7HA], 21 o8 4 Sl AFE AR AEE A5k
A5 of (1) -1 IEH(G= HAE 53 HEE SHHER o]§otql
th.

dutd oz VAPFOLE st e fae FH o, FHIE, o

T Z7h A, AA oxF Foe=r FESI th(Zeithaml, Berry, &
Parasuraman, 1996). ¢]4] Za#izfo|Zo| A= o] thA] HEESH= AHFE o

l
2} o= Ao ZAAH o7 olopr|ste FH Lt AFY o] A&EAL JYsH=
Ao 9lo] 71 ZQ 35t}
B AL pARELEE mAo] tA] HEslEL urRolr el ohE
AgoA FAHF o deles FHorg LASHAL)
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3.3.4.1 A9

AFEoles 4FE B AHAE e AZo] T2 AFFE B AH|AE tHA
Fied 7HsAS oulgtth(Kotler, 1991). 94 Z#izjo]Zo|ME: LIRS 5ot
VAR StH 7L ol F a5ttt

HoAgroA] o]F4(2007), FAF(2010), 9734202009 IT1E EYE ZH
RO 1Ao] oA mifizto] 25 o] §FE e oA B2 A ol&
Ql 94 ZHzto|2E thA] HEE AT ofFE fAstlem, A OME}
(13- I99GE JAE 5H J=& SHHERE o]gaqlrh

FAolEE the ARl Aol 34HoE AT S VRS HelH
502, Aol A gote APL B e FH E: HHH g
o] ZEE RS DI ARUANA P AT 4 gdor(FN, FF
o, 2000, ) EAolZAAE SNS, 2, ALEE FU CHAL YA F

W] et %ﬂMl Aehat g e,

F(2010), AA4(2022)0] AFE EHEZ FHOIL = o]&
R 94 marolsg ARAe due FAesddn 2eesen, 49 o
U IEHGHE PAE 58 Amg SHAEE olgstart
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=
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e W AE gEe HYATE ugon st B a7 B By
EE 9% SAsAY Fotstel AN

A4 20239 109 3145 119 1297H4] 13L3 A& ZAME 5ol
2709 AagE FHH3on, NEEAE Fof % 22 Al &

mfolstdtt.  SPSS  20.02  o]goto] A g olB A (Exploratory Factor
Analysis, EFA)Y} Cronbach’s o%l= ©]8d AZE £A4& Shqlth E3h A+
7HAol Aol 9A HIAe Aol flsh A adiAS sAsklen,
M| et HFBAFSEE Fh(Average Variance Extracted, AVE)S HEsSIITH
FTHOoRE AT JHAI myge] AL Tejal Q13 TAlO| Wit ARASE
mtototz] fsff AMOS 20.02 o]gste] FxRAA EY(Structure Equation
Model, SEM)= =& 24& Fol Aottt olzl’t Ze 242 SPSS 20.0

2 AMOS 20.0= &-834t}.

EE Y9 | o4 ZaMo|2E 1AW ol BT, £F, wiFstel ol§F 17
BE neQ) | mAo] 1Y ol WE, =, ujgdt 94 Zeiztolx HAC
2 AP BB 2R 7199, FEE AR
ERE A%
THO| F7] 2708 % 256%-(FE EEE 93.9%)
ZA12 20234 10€ 31U5E 119 1297421347
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3.42 ABA A4

B A7 A9aT 9 aps 298 Folo] £UT 4RSS HPoR b
of 914 maAlxolzo] Letel, oxmeel FEAMe LuMo] TAZH S| T
A= GF @A D47 A2 DAY FOlko A= JF TAE FAHCRE &
g Aystgon, APSASH 547 94 ZAxfe]x ol §EAL SHolshe
FES AQstals 2AE(Likert) 58 HEE AH8st BE HEE SHIC
4RAY BE GRS PEF dASo] olsjst] e BHom FHsC
W, J)E ARATold BRAe 5T fES wgor 44, Bestel A8
o,
[ 3-2] A&A +4
e EED TS 23 =1
0] 2]4(2010)
S el 3 ¥
R Z9F(2015)
Asta(2021)
=ehel 3 24174(2022)
- L9 1_(201 1)
o] 415H2020)
222l 4 )
= Likert type
A 2]-2(2010) 54 A5
%3]
T} 4 3(2010)
2] 4L (2016)
AHaA(2021)
0]Z4(2007)
Aol 4 FA=(2010)
nAPEolE 974(2020)
_ FAZE(2010
=305 4 T =( )
A%44(2022)
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V. &4 43

41, AFRIR ARA Sy

411 QTEATNH 54

B AFoME AE ZAFE T8 sl4et 2708 & EAAS $E2 ¢ 147
£ ARt 2565 94.8%)8 2F B S8tk F B AHgH Ho| &
G2 B4 HiegA o s AE Avte v [34- 1] 2ok I EAS
A Efog A A, ofd 45 1774, A9e BAF

WA AES AuEw 9A4S 1268(49.2%), 944L 1308 (50.8%) 08 1t
Eigom, Ahe 20t 559 (21.5%), 30t 779(30.1%), 40th 679 (26.2%),
50t 468 (18%), 60t o4 119 (4.3%) +=S2 YEtsttt,

A2 2009 & Ojut 18W(7%), 28wt & oA} ~ 4wiub & ujgk 777

3 5
(30.1%), 495t ¢ o4 ~ 7THgE 4 wgk 708 (27.3%), THT A ol ~ 14
T Y ol 41 (16%), 147 9 o4 50(15.6%), 71Et 68 (3.9%)°1H, 7+
TAReZE 19 7Ht 429 (16%), 290 7H 4198(16%,), 391 7HF 559 (21.5%),
4%1 744 988 (38.3%), 591 71 ©14F 207 (7.8%)°|tt.

YgoztE XY 42916.4%), 715k AFY 34¥(13.3%), AHFA 677
(26.2%), T/ Au| 22 227 (8.6%), A=A 25(9.8%), 71€2 9¥(3.5%), 7}
AEE 279(10.5%), St 207 (7.8%), 2 5H(2%), 71Et 54 (2%)o|tt.
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[® 4-11 ZARIAe] Lty =
F5 U= HAE

g Izt 126 49.2%
o] 2} 130 50.8%

20t} 55 21.5%

30T 77 30.1%

L}o] 40t 67 26.2%
50ty 46 18%

60Tl °]Ar 11 4.3%

2wt Q] mjmt 18 7%

2905t @ o] ~4uigt ¢ wigl 77 30.1%

= 4Tl Q] o)A} ~ 7uiul 9] mjub 70 27.3%
T [ 7 g o] ~1ER 9 ol 41 16%
149k 9] o)Ak 50 15.6%

7] ek 6 3.9%

191 7} 42 16.4%

291 7t 41 16%
I A 391 7} 55 21.%%
491 717 98 38.3%

591 7}t o)A 20 7.8%

214 ¢] 42 16.4%

71ek A9 34 13.3%

A2 67 26.2%

wh) /A H] A 2] 22 8.6%

A2 25 9.8%

A4 7157 9 3.5%
) 27 10.5%

sy 20 1.8%

Ry 5 2%

71 €} 5 2%

3H) 256 100%
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~2)3h ek 94
AHBEH F 13] o]st 69Q27%), T 138]~33] 129(50.4%),

22
wA o] g3l4+E A
F 33]~73] 45(17.6%), F 721~103] 7(2.7%) ZF 103] oA 6(2.3%)°|H, &
)2 FH 47 97(37.9%), TV/EH1Q 34(13.3%), A&/

gl

I S |

ey A (EEAAE
A 4(L6%), WL/ maEE 3(1.25), JEY A 138(53.9%), ZH|0A]/SNS
45(17.6%), 22131 64(25%), 2218 H 53(20.7%)°]ct.
A19] ot
]

ey QA m:zfo]l= M=ol FQ elog= AH|A 10(3.9%), <
162(63.3%), i3 <lg|E]o] 4(1.6%), 2419 A2E]l 48(18.8%), HHA]AE/

ol 7tA 21(8.2%), 7€t 3(1.2%) o]t}

4 8(3.1%), &4
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[® 4-2] ZAEAS] 4] mfzjo|= o gEA
HlE HAE
Zz 13 o]a} 69 27%
% 13]~33] 129 50.4%
Q]A] mafzjo]= T 33]~7%] 45 17.6%
o|-§3l4 F 73]~103] 7 2.7%
F 103 ol 6 2.3%
SHA 256 100%
Z A7 97 37.9%
TV/ztd 2 34 13.3%
A B /27 4 1.6%
2] mefpol = Hl /e E 3 1.2%
RS 9 A AM 138 53.9%
(FEA=) 5 .1|0] 7] /SNS 45 17.6%
ety 64 25%
eatolalH 53 20.7%
S ®Hal 60 23.4%
AHA 10 3.9%
=419] gt 162 63.3%
B AN 4 1.6%
oAl mazto]= =4]9] deE 48 18.8%
A= Faasl R DE: 8 3.1%
o A0] 7} 21 8.2%
7| et 3 1.2%
A 256 100%
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(Exploratory Factor Analys, EFA)& AAlstdom 27+ 374 w2191 wlgy
(Varimax) 3] ®2]3 = EE A (Principal H
HAA QRIFA ARG 1 Ay 24 SN0 aQ0A Aol [® 4-3]
[ 4-4]9} Zo] 0.5 ol o=m Ut SyHsy "eueel AF4dH, 2l
‘emepel mER A f2elql ZRRAT QQlut wirfHS I ATER],
TEHAS YR, ‘FHIET gQlo] &
5171 #1sl Cronbach’s alpha A& ARSI, ©] A
s durdo g 1o 745 ARErt Eal sjAstH, 55| 0.7 o4
Cronbach’s alpha #2 &2 A=E:E Uerd 4 ot Aotri(H-&-3
2019). & Q@91°] A=) thgt Cronbach's alpha Zto] 0.8 o]Ako = utet
o

Hong, 23R Aol Shuultky BHd 4 gk

O

ompenet Analysisl, PCA)H-S

N

[® 4-3] &-omatel o] gt BAd aduA A3}

[0l =i e Factor Loading | Communality | {2 EA4t | Eigen Value a

Lgkel ZERA] 0.852 0.811

2kl Lol ZERA) 0.872 0.812

mend | 2oe ZERA3 0.821 0.742 21.937 3.0m 0.886
Lol ZE A4 0.723 0.647
omatel ma ] 0.702 0.656

¥l | oxmalel T2 0.79 0.71

Dznd [ omalel ZzmA3 0.794 0.769 41.942 2.801 0.865
omatel =4 0.76 0.755

oot | 2ot AEFHI 0.851 0.796

R, 22kl AZAE) 0.767 0.707 58.106 2.263 0.815

o=d oatel AFEAH3 0.754 0.719

omater | SEeHe] AEAI 0.764 0.741

A omatel AFEAW) 0.86 0.825 74.166 2.248 0.824

LRt omatel AFEAH] 0.72 0.694

KMO=0.89, Barlett® F+84 7%=2011.637, df=91, p<.000
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a9l =45 Factor Loading | Communality | 224t Eigen Value a
A7 1 0.75 0.674
- VAT}A]2 0.834 0.816
0 .
7R A3 0.745 0.725 78.748 3.065 0.876
A7 4 0.717 0.713
Ao ] 0.896 0.869
X&) 0.896 0.883
FHo|x =H953 0.802 0.847 27.17 3.26 0.92
F4ol%4 0.725 0.726
AHE O e 1 0.79 0.764
ARl 2 0.8 0.825
=
AT o AFEo| =3 0735 0.905 53.209 3.125 0.917
AR o x4 0.743 0.802
KMO=0.917, Barlett®] 784 #H7=2513.383, df=66, p<.000

= AFolA #HT o]EA RS HISH] fiste] 7 a]le wste] 574
RS HEohes 904 addAs AR, &4 ad@Ae 54 Rd9
e Brlete er, 574 RA2 /EY SASE 1Y BAE A"
Sh= Zlojrh. & oM B2 gRlEHe BE 7o g 3t o|2RY o
A TAE AwE7] Ao, EHHFEo] o4 H4E FE5| Hhdstal 1
881 F27T BRI E 2457 sl &Eel4 aflide A,
1A gRlEde Tl 4 a9l 54 Y Ad=E Briskr] Asi A A
BEE It e 23k Q 3, 233 GFI (Goodness of Fit Index),

AGFI (Adjusted Goodness of Fit Index)), RMR (Root Mean Square
Residual), NFI (Normed Fit Index), CFI (Comparative Fit Index) & &< i
2t

A Ad}, 232 386.245(DF=266, P=0) °|® Q k(+*/DF)=1.4522 Ut}
gt o2 Az A$LE FSiEE GFI=0.9, CFI=0.974, NFI=0.923,
TLI=0.975, RMR=0.059% uebgtt, #2744 2y B7b Ao ddtzos
AHEElE ARt A ZAE 71z BEA(GED, 94 7F ¥ o](RMR), E&H

HA=(NFD, Bl AeA]4=(CFD) 5ol At 24 A& 4o 23 Qo] £3]= 3
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Axe EF S UEd BHE2 oht 22 d@F7F ARSEE GFI
(0.9 °l%), RMR (0.05 ©Ish), NFI (0.9 o|4), CFI (0.9 4. &Rt oz o
2ot A JEEo] AHAE AIHAY ZARE g2 UEUY, sid 54 HdEo]
Adstrtal FrHeE ol2gt Hrle A B ”ﬂESﬁr i =8 &
Qlot= o 439t 9T it
AMeEY HEs HEAES ASSH] flsl EAE(Cronbach's
Composite Reliability, CCR)®} HtE45F% FH(Average Variance Extracted,
AVE)E& Attt 9P A== dubdor (.7 ol/folojof HF eldAdo] &
S5ttty =™ (Anderson & Gerbing, 1998), HwEAtE:& FHAVE)2 0.5
oj4folofob St BRRt T o] QUrkal s tth(Fornell & Larcker,
1981).

= ATelME 54 =7 A7 HEE 4 AFE(CCR)IE 0.815 o4,
AVE)Z 0.540 ooz Ut ol SHAMSE9 TS Bl

B[\

P BAFEE(AV
REAGE A & & At ZF SHFE igh 253 A4, CR 4k CCR
2 AVE Zre [E 4-5]¢F Zh
[E 4-5] 814 QRlB4 Ayt
=AW Standardized Estimate C.R. CCR | AVE
AEAH ] 0.804
AEA ) 0.816 13.828%** | 0.851 | 0.656
AEAH3 0.74 12.448% **
oxmalel [ mzmAM] 0.74
ER=DeD) 0.721 11.173%**
FELRE) 0.834 129317 %* | 0815 | 0.526
EE=DS) 0.824 12.771%%*
AEAH ] 0.798
AR H) 0.749 11.605*** 1 0.823 | 0.609
AFEAH3 0.774 11.956***
22l IZ2A] 0.896
EEIERD) 0.879 18.549% **
TEA3 0.766 14.8627%% | 0823 | 0.540
EEE=DR) 0.7 12.905%**
7HA1 0.762
=1 70
ST 0.815 13.137%%x | 0901 ) 0.69

_36_



71213 0.76 12.108% **
7124 0.823 13.38%**
AR 0.762
= AHEED 0.842 16.828% **
A2 ZHHZ*—% 0.903 15 5057 ¥ 0.924 | 0.752
R4 0.883 15.131%**
FA1 0.764
- - F72 0.79 24.088% **
FHE =33 0.086 YRETEL 0.895 | 0.683
F74 0.853 12.093% **

W ***P < 0.001, **P<0.01, *P<0.05
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2
)
1o
2
il
KT
Ao
Hu
)
i
e
o,
ofl
o

ROFEAZE (L 4-691 HE Mot Dol AVES H4Qe 05602
HpAS] AF el A 05110182 Bl ey @AY gaa B
7 Qe AAS A% gHet 27 R W egiol

[E 4-6] ZF 8919 AVE gtat ABaA AF @

. SEol | SEed | el | 2o I 1
92 | Jpau | mood | gude | sona | 2 | BRE | 2a9=

SE45 [0BseN| 0320 | 0511 | 0110 | 0501 | 0466 | 0.292
Sou% | 0574 0526 | 0277 | 0404 | 0198 | 0176 | 0.193
Fain | 0715 | 0526 | 0609 | 0.128 | 0325 | 0276 | 0.81

S | 0331 | 0636 | 0358 | 054 | 0093 | 0123 | 0162

A7} 0.708 0.445 0.57 0.305 0.695 0.417 0.382

AZolx | 0.683 0.42 0.525 0.35 0.646 0.752 0.500

FAY= 0.54 0.439 0.426 0.402 0.618 0.707 0.683
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431 94

N
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= AR W oloh(SPSS Inc, 2005).
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[E 4-7] o]2RY9 A=A

Nz Standardized g CR. P A7}
Hi| 2EHY SEEE 0.704 0106 | 5947 | *** | A
Hy THU R 0.084 0082 | 0882 | 0378 | 1z
Ha SEAY A 004 0078 | -1.068 | 0285 | 71z
Hy U SEEA 0.154 0.045 | 1993 | 0046 | =
HS| Tl 0.884 0083 | 11202 | *** | =
He 20 0.632 0.106 | 9386 | *** | A=

W ***P < 0,001, **P < 0.01, *P < 0.05

D.BEA“ L]

D.632*%**

[19 4-1] 9+2Y9 74T 299 714
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ABSTRACT

The effect of online and offline product information a
nd promotion of franchise restaurant on customer beh
avioral intentions through customer value

Cheon, Woo—Young
Major in Startups&Franchise Consulting

Dept. of Futures Convergence Consulting

Graduate School of Knowledge Service

Consulting

Hansung University

The number of franchisees, which can be said to be the driving force
of the restaurant franchise industry is increasing every year and as the
number of franchisees increases marketing costs including advertising and
promotion costs are on the rise every year. However while the number of
franchisees increases the average sales of companies and franchisees in
restaurant franchises are on the decline every year. Efforts to increase store
sales are essential for the franchise's continuous business. One of them is
marketing and as the proportion of online marketing has recently increased
companies and franchisees of restaurant franchises are increasing their
interest in online—oriented marketing. In addition many previous studies of

restaurant franchises have also focused on online marketing. However offline
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stores are indispensable due to the nature of restaurant franchise stores
receiving exclusive goodwill in specific business areas. Accordingly it was
verified which factors among online and offline product information and
promotions have a meaningful effect on customer revisiting and
recommendations to others through customer value. For hypothesis
verification and empirical analysis a survey was conducted on customers
who have visited the restaurant franchise within one month and as a result
of the survey the reliability validity and suitability of the research model
were analyzed based on a total of 270 samples and then hypothesis
verification was conducted. Based on hypothesis verification this study
confirmed that the marketing factors that influence customer value are
offline product information and online promotion. Customers collect
information on the restaurant franchise in a variety of ways both online and
offline. In addition it presents academic implications in that it is an
important factor influencing revisiting and recommendation when customers
feel value. In practice rather than relying on the marketing of one channel
companies and stores in the restaurant franchise expect to use various online
and offline communication methods to improve customer experience increase

value and lead to revisit and recommendation intentions.

[(Key words] restaurant franchises, online, offline, product information,
promotion, customer value, Customer behavioral intention, revisit intention,

recommendation intention
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