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Ae 2 AES] gt &HAe] =g Frishs ARt oo it 4H|

2 zH|e] BEg Wobshe Aol ojnlt glet.
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EE O BIASE 4w, AESHE A9 A 42 & 9k Held] o
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ES Fof ozl 2HAL oW AL TU 9ol o= HE =AY
He) PFS st st oS BASHE Aolth xHAsL Fujo] Waye
LW 2 AES Fofsticks olateln], Fojelmsl Fow AxE Fujst
oot SFo] olxl Zlolth. (BRA, 2001).

A AYAEL uAelA] BohE sk TANA Lolh AuAel

Sote] HASA e LG olshel =LY & glo

e Sol
719e] ARNGE Faotud nALHEe uAY 245 BgTol et A

7



o) ot AXWRA 7190 AR AHAET] AFAA HEA
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o]% FaHkgo| tit HEFAH BHTHE 3 AB|RRO] XF JAEA A
g Aozt o] ML Aot A2 AH[RMS] pufElE-S Awstal
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ABSTRACT

The Impact of Service Quality on Brand Attitude and Purchasing

Intention in the Coffee Shop.

Choi, Sue-Jung

Major in Food Service Management

Dept. of Hotel, Tourism&Restaurant Management
Graduate School of Business Administration

Hansung University

This dissertation examines the interrelation between service quality of
coffee shop with brand attitude and purchase intention of the customers.
The purpose is to better understand and propose creative methods for
coffee brand management and administration. Based on the objective
data, the study will orient in which means the coffee brand managers
and employees can take more practical and creative approaches.

The research was conducted as the followings.

Firstly, based on the conceptual model derived from theoretical
background, research model and hypothesis were set, so as to examine
the factors of service quality, brand attitude, and customer satisfaction.
Secondly, the subject of the analysis targeted actual franchise customers
of coffee franchises for empirical analysis. The survey was conducted
since September 1st, 2013, until September 15, 2013. In total, 300 survey
sheets were distributed, and 280 were collected, which were analyzed for

the research.
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Thirdly, the analysis of the collected survey data used SPSS 18.0
statistical analysis program. The analysis methods were exploratory factor
analysis and reliability analysis, in order to verify the reliability and
validity of each factors. The interrelation between variables was verified
as well.

Fourthly, verifying the research hypothesis, based on theoretical
consideration and suitability of research model, the following result was
deduced.

Hypothesis 1 verified that the service quality of coffee franchises and
brand attitude showed positive correlation.

Hypothesis 2 verified that among the factors of service quality excluding
reliability, tangibility, responsiveness, empathy, and assurance had positive
correlation with customer satisfaction.

Hypothesis 3 verified that among the factors of service quality excluding
reliability, tangibility, responsiveness, empathy, and assurance had positive
correlation with customer purchase intention.

Hypothesis 4 verified that customer satisfaction of coffee franchises and
purchase intention had positive correlation, whereby service quality and
brand attitude showed significant result. Conversely, customer satisfaction
and purchase intention showed disagreeing result, in regard of reliability

factor.

[Keywords] Coffee Shop, Service Quality, Brand Attitude, Purchase

Intention, Customer Satisfaction
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