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2016). =Ui HlolAY = 19861 QERF mtFebS AlFe R 7iE 9

Hgo] AR ATHHEY, 2023).

71E HolALARE 49 vlRgedA ot HRs JE5T dA
W maju|e] Ho|AZ7tH|7F S5l Zaixto] = Ho]A 2 Y
olAzlet AMAEHS EFFHZE HxE frAgstq] HA AFAF
Foigtth, FHo] dEAQl Zazpo|= oAzl FEQl utejHlA|
3,50097, Fellsr2e 1,50099719] wigs &dsta glow, FHEo
oltjof 5o AMHMEHANAE Ho|AZAFo| Fst=|HA w2 A 2t
A 7HAS de 2 ot AH[ZE e 2bEstE HolAHAE-S K
I ATEAS, 2022).

2 SuEt wlolA e el AATHI tEo] w2 Hs)
St AFSIEFE 9 ICT 7|&ddo] wet A2 HAee} ARstel oigh &
Ao mobx|HA] cheket gefe] oA FIH L S5l TR AdH-AdE
A, 2018).

Hlo|Ag] 7t o] A ARSI FAA wiAEY ZFEsty wiE, 1
Zeddd wjFes RS 4 it

AR, ARAAA W AE 20108 o]F Aele] AEo] Frige] whakA
AETE S7h F 594 2F=2 As] AT o7pAzE, wlo] shEe] ST
L5t AME], o4Ag9] AMRRIE, ARZF 8RS GO QIgh 9AFT]e] W
stet Sk HlolAFtH ] oz AgotA =HAHElY, 2023).

SA, BHERH AL ATASE Adel FAT odE FA
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5k AR &7 s, AUAFY AT BISUA AAet &
22 A0 WEAAZ & Y I5H ANFLT BasiH HolA
o, WAEFE, ANARA, d2EF 59 /E ANAA FEH71HQ 1)
HES HBote] AuAt GAEFHY B9k R BE FAR &
AZA glot G2 W Amet AAE 2 Frold E2 4 A Hglow,
A HEel A7shd APERE 53 2o MED JHE Aswel W
7} oA et o] BeRatael Fan WAHE aelolthZYGA, 2008)

Hojgo] Zhsaizlth(ErA 3],

2017).. @A A= A4St Adgste] gl 971716 HAA g

JAREY] It Thsota, wWie ITHdA 7]&9

~”EQ] For AYAht At Al 9

Axe], d-FAAfEe, A Fo] AAHe|r atHor JhgoiHTH(
B4, 2008; AsNY, 2021). o]=gt

7t o] ngst P AHA FHTolle 7173 e dHEC

O|AEE AT ARERT AR
2h, HELIRCL 3 &8 52 HPHoR wufst: thr]s Hlo|A 27t

AU Aot

Z
&

=
L=
eF

2.1.3 Ho]7 g7 H o] AL

HlojAZ 7o tigt B He7t FotAHA QAEorE HRT Y
St ZofllM= HolAZ|Ftuo] #t sh=2 AFso] TS AlASEIH.
(7 <F 2022). Hlel7=l7HE HFHer A4 Add+= T dzdd
AES & HY ohgy 2t

2010 Zxbo] e At52 Hlo|#A 7o ¥t dAFetr] Hos
HlolAZ et 528 & Bulsle &R MdAEEe SHeR & 4=
ojlttil & & Sledl, Au2(2012)2 AR AR HolAY Y &=
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[ 2-2] wlo]A=7}uo] MY+

S Hlo|Ael7h o] HPAT

HolA e, MAEFE, ANALA, 26 59 /1 a4
AN FEAH ArES BEse] 2uA} A2EY
AY BIUE RIA e FAE §AM got 2=
% QA Hglow, 7
T oge wEn 7h
q51e] Bl Mol s 2 .
dlolAelet Fhfe] Gaole et 4 52 A
29502 | AN 2 Lz P BE 5 U1, AFE

£ o,

ol A el blo] cigt AT 4187t ROl ARA G4 RorE
T G022 | HIRE AGS ol A HolA e B FEH AT
Sol S ARk,

olAel ble] Beld $40 A4 P} A2 Axs

s (2023)

EI]

o] & (2018) _
AABEA, o] & Ao IA|ZL T FojofF & Holtt.
Hlo]A7tH= HolALAER An T S5 A 74
SAEQ017) | T £ e FAR JAF], AHRES FUEZS HolF
£ Hds FHo RN V)5S AR
Hlo|A g7t Ho|ALAES T<eo] AR The 4]
A25(2016) | 7153 A, wiFtel] ozt FAR| L Zotat S Hmekgh
Sros AR 2L 83zt 9% sHA =tk

AE  AAATE FH0= AEA A7

2.2 3BH AuH|AAA o]

2.2.1 3152 AMujiasso|zLe] 7Y

AMH)AAFAO] I (Servicescape) = AH|A HofollA] 17O FAHAQN B
P2 Frotrl Yol TEstk= e ‘B S 7 (physical evidence) E

e oleh(EFTloL, 2016). AH|A ZofollA |4 €32 AH|A7F FEE
AMBIAZ|FaE 17 Afolof| Ao Argo] WS S0 2 (=44, 1995),

R r\r x&

_12_



Z3&to] dAstgoh(Stokols & Altman, 1987).

ojepgo] AH|EH AFOoRA L] EEA, AS|A, A, AdH J9S
ZeE fETEA o gk ols| oA Mu|AaAAo|Zo] HFEhto] @ E]
ATHESZ, 2013; Y84, 2014). Bitner(1992)9] &l JAurs AH|A
2o xZgtetar

U YA AE|AAA | AAHS FH5H] flot,
Aol mo} AFS]H AME]AAAC|Z, F|EFZA] AH|AAA O] o
gt AF7E AREATHEA Y, 2021).

=4 vntE EASE Y A 9Ees Adcke TARE
T2 Q% A2 w=rt Skl Sl sto] TAIES A
o HEEN 42 8EF5FHS 2o oS 84 1ES A5
SAeF AAo W=E AFolalA} st QF=RE S ol A
o|Z35}gt Zlo] Hig Fo|glEo|Zo|tk(Lee & Hyung, 2003; 524
, 2019).
Kaplan & Kaplan(1989)2 “ZFdol4¢] A& (The experience of nature)’
olgt= AL Fofl vl=re] AEskArel William James(1982)2] A 9]0
gt oA Edsto] AAelA Az HUH, ko] "aska] gk F9
£ 86t REgR A5G kEHOA YO 5SS Fethe A%
Fol2 (directed attention)”& FstH L, o]F o] FHL
Hol FHA 5ol Hu, F= omisel, Yt FokE FHoE A47F A
P =)o) rrh(Wells, 2014; XL, 2015).

>
ol

)
o
I
>
>

Mo i Mo

fo
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oo 2 (DAF; directed attention fatigue)2til o, LAAYLS Gtz o
gt Qlol AFA Foy7t B4zlolr] wiwol A FA Fojuzrt Ay
st d/dgel 3ol oA & Slok(aRior, 2016: ASE, 2019).
FEA, Al sHASE 2ANETHA G A, S84, AT, §
A4 AA, A 9 Aabsd 371 2287t fde dackEe A9 5
S A5 "h(Kaplan, 1995; #3%, 2019).

Kaplan(1995)2 F9|3l&ol22 EUle ESHS F7H20x AAshH,
A% ¢ Fo5HE JEAA G&FHoE 75D A sl
S 3]E3H4 (restorative environment)©]2} ]St thHol<=8], 2020).

FoloFolEoflA ofstd, At oA ARHE FolE IET

1Y B0, 2018), FAH W2Pe S oze

'
o

o,

ofN %
lo & @ rr

=

fu)
54 ol

>
o
(S
o)
—t
O
5]
~<
2
a8
]
=8
@)
2
rlo
ol
I
A|m
oX,
S
2
ot
=
Jol
S
11
=
2
o
ovz:
filo

o L

B

N

e o </ ) 4

Je
)

A 38" 4 Ql(EHS, 2015; Hloh 2016), o]¥ 3|HEA
= TRk gH=te FAAH g9 =] JHs
7dol 7HssHl, old SHAE AFH FoMERE AT &
‘3] 28 A (restorative environment)'-& F2|3]E o]z=9o] ZQ )
A AR FE 7]=ol7] gt HAAAQ k¥ 7|=olX] gHte A
A A m=2E EAATE S o2 oot UTHEAY, 2021).
SlEA AMujAsAo|mo] JEE AMB|AL] AL A=0] Q49 T]E
HH A=8455 AT oA FoRlRoles 72E FH(EEF]
A3, 2019). Bitner(1992)7F AAgH AH|AAAO|LE 7|02 Slo] AJH|A
AAPIRE IEA ou|E Mot Adoe= HTEPEE-A ST, 2019).

Rosenbaum et al.(2009)= Bitner(1992)2] &a]d stAo] ZHL & A

G

alimy
o
b
> J
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A2 Al Ao} }~ a o AU FABAAA oA 5
& Ad @Al 12 e Fu4 4

It (Rosenbaum, 2009; Rosenbaum & Massiah, 2011; Rosenbuam &
Smallwood, 2011; Hwol, 2016). AH|ARol AFAE=2 AFSAFE Tt

o, 4L4H-H9ed AL B EAS 71 5 1, FETFH Y L1]7}Z]
£4& 751, JENHY TS P 5 e I EH AH|AAA|nE
285k 4+~ Q1SS FAoIal dth(Rosenbaum & Massiah, 2011).

AL S0] AASH s)EA Mu|AAFA oLl HHL Rosenbaum(2006)-L
3EA AH|AAAC|ZE  3]EZA JU]E“ HAddl= 2oz AYsialal
Rosenbaum & Massiah(2011)+&= Q17Fe] m2E 3JEAA F= 7|59 2F
o2 3BA MuAAsFAo|Zo] g :% Aelstth(el=4, 2020).

offfolz, IFH Au|aiAC|RnE JEIST BP0 xS EASIL
F= BHA S uIRtH(ERE, 2015, 1ol EAR, A=, 4P F
sto] slE2 A & e Al 39 g (elyE, 2016), 4ES 715A
b oyt I AFol AFche I54 SH disid: =2 THAE

o] AN olit A 2AE, AEA 5 A% AR+ A A
28 angole gejste, F8A AuzsAgelze Ad g Be Y

_15_
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222 §BA AuzzsAolme] AL

Hartig(1993)7F A|AIgE 3]EA]ZFH L (PRS; perceived restorativeness
scale)= Folol ol 2 Tl Hojd, wlggd, dyg, 2Pl v 7HA
oA B4 VIElER FHA 7HA= dAY BUHE flsi ASrEAH
(Harting,Korpela, Evans, & Garling, 1997; °ls&-d9Y3SE, 2003;89%
2019). I ¥ Hartig(1993)7} 1191t 3B A o] BAHE-S 54 H ot
Hartig, etal.(1997)2 & 1671 F=Fo=2 FAH 4T 3E2]Z4FH L (RPRS)
A A st TH(els=8], 2020). ©]% Hartig, Kaiser & Bowler(1997)&= RPRS
1671 FFoA dF FES A SRS, MER d52 715k
2670 =2 M= LRPRS(ong-revised perceived restorativeness scale)
JQFeFF TG el |, 2013; gFHlol, 20165 AEE, 2019).

ol ZojsimolzdA JlEat EABA0] sRBAORA LFolol B

PIA(oTY, ST, A

o G7AEo] of FHRUL 4Bl ATE AAHHEIEH, 2020)
waby o] GTE SBH AuAsolze] FARAAT Basle] Fels)

Bol2g 722 ool YA SSladCiold, WS, YA, ABDE %

Hoz Q7E AFste @ HBH AuAsAolne Y 2

ofel [® 2-41e} Zol Aejstar,

mu of 1o mju

N
=
D)
41
oX o
fo
rO

I 2-4] 3| EA AuasAolme] e s

A7 3= o|qu|sAolne] THRL

Hojd(being away), ™27 (fascination)

£a¥(2021) . '
A3 (consistency), 284 (compatibility)
o (being away), "7t (fascination)
]48)(2020) - hens e,

A/ (consistency), 24 (compatibility)




u1A 57 47 (2019) Hlojd(being away), "1=-d(fascination)

T A (consistency), &g (compatibility)
Z£/9(2021) )

A zi} };z 5]-erod e ot (being away), 1=-J(fascination)
R o o FH7Hs/d (compatibility), g7 (exten)
A=ol- =24 A (2016)

15(2014) ol (being away), 124 (fascination)
el
’ 24 (compatibility), Bl ©1'dbeing away)

Rosenbaum, Sweeney &

Massiah(2014)
Rosenbaum, Sweeney &
Smallwood(2011) Hojd(being away), "= J(fascination)
Rosenbaum & #FS] Al (coherence),
Massiah(2011)
Rosenbaum, Sweeney &
Rosenbaum(2009)
11(2013) 2r&(being away), WS (fascination),
5}t (compatibility)
= AF+E SHoE AR AHFA
2.2.2.1 Hlold(being away)
ofigolst, AFECIA thE Fiax EET AR T2 =4S YulshH,
AAetg 2 ol2Rt 2150 7|98 AlEstedl Aget FAx = Adowa gt
tHKaplan, 1995). ol2lst dghs =2 4 SQl= 37h#] Wk 52 Welist
v AoA EEste A, g R ARA 22 =94 AYE F= A 5
A BEx FHE vARAIE AeR2 AAEFE IR (Kaplan & Kaplan, 1989



>,
)
X,
JIOIl
rlo
ru{n
)
X,
N
1,
olr
_EL
_q&
B
R
2
=
[
g=h
o
j)
—
O
O
“
N
-1u
ot

oL a% OMD% Heldoz Bolde Lot Ao o Fasidels
, 2003; Hfdlo} 2016; #HYF, 2019).

ofde Aie] A WA aFEHE Dulste] FA A
2g% 5 9 4goR AYIRClU YN ASEALE,

olglgt AP (Kaplan, 1995; LIU CHANG, 2019: ZAR3g 2015: ©]
S-AWS, 2003; gHglo}l, 2016; AEE, 20192 Higro

> 2 =
S fEsteE ARy dAAogRE HE dolHQlE HAAg AFstazr Ho
=

= F. 2018). MrHE Foie2 gle]
= Ads] AMo] 7k AL olslE 4 e WF HfEA YejE oud
chahalon, 2016). thEizel S8 @o] B & gloelw Aol mjsh
OR EASE Ft AFS ZPNWA EHWAE HY +EC| ATl
= 2Hgoloof st(o]l5&- AR, 2003; Hwlof, 2016; #YF, 2019).
MU Folwd glolE AdsdA Aol sHAA B5e ol 4 9l
S wE s

A9 BHiE 7] 854 BTN M F8% 842 I
HEm(o]ls&dPE, 2004; AEol-olA&-ol4, 2013; LIU CHANG,
2019). ol= A BAA SUAE BaE KA ¢de 500 FAE
frsty] wolthatlor 2016; @E, 2019).

olfet MPAT(o]5E-AHS, 2003; HHloh, 2016; BHF, 2019;
of-o]z]-g-0]4=, 2013; LIU CHANG, 2019)% Higoz wi&zhe mfzz<l
ASo2 AEES B2 ste Fag dstia Aot

_19_



2.2.2.3 434 (coherence)

olmo]ltHLIU CHANG,

ol gt

et
, AL B9 W-H 84Tt AR At R(extent) Al £IE olF

A A A (connectedness) ]|

HZ(scope) 2}

-
o

o] 7}

a

7RG

1
1

5t

2 914

=S
—

95

JEE L 28 T

, 2006).

7
o]

thel 5 &

5

bl AAGIA A Eolok

o)

ol oo}

=
=

Pl gl A

o)

2003).
Hartig et al.(1997)

__O._.,
wmo
B

Az olte

3] 284 2] 7t & (RPRS) 7HEHA],

=
—

2003;

AYF, 2019).

2016;

2A @R o FAH8aE0] AJMUA A=

o|

HYF, 2019).

ZoltH(e] 97, 2006;

A+ (Hartig et al, 1997; ols&-dH=, 2003; ©|9F7, 2006;

0
o

1

;OL

ol#

=
=

H9F, 2019)

graiof, 2016;

o, 2003;

oA Ao A

SL=
=

Sol AP HE =

“d

St

2 skt Ao

11—
S

+/d (compatibility)

[
H

2224 4

ol

ol

ol

i

Ml =3, o] 3t

G

2 Q7
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, 2015; "o}, 2016; @EE, 2019).

Mle] stz s FEolvd S AW & & e FHW AR
9 gHgo] AQlofA Fishs a7t AR Z3HE o]Folof &
A2, 2003). APEE o] AFstAY aste A 1 37t
2} she HATte] Bgets Hro|th(dEE, 2018). =, FHEA

Agtzzao] A@Ae] EHou ox Fit dupt BRtE=rte] gt Q14
o] gt} (dhlor,2016).

ofzft A (ol

tlo ol

o

-

H3, 2004; Kaplan, 1995; #F3F 2015; g

Mol

il d
Rloh, 2016; ASE, 201908 HIFoR AW S4FaY 0] A=
oA fitE F1, o854 ko] A dAte F= FAE ATst

w7 el

2.2.3 35A Mu|AAA ool MPAL

z7] B e AL GEE FARG 3

FotA A=l =dl, AFARE-2 17t A]
2 Agot, AAAQ nE2s IESS Fitele AR AHiAE
MA EEHAY A2 5 Aot A7| = Ao (Hartig & Staats, 2006).
APAfoA S5 Ho] E3D45 ETH o] e FAH
FFS dFHE2 FBA IFE TDANA 7IES FATIL, A2
At AE A BAA ks St A EohE AAlske Zlo] ERldnh
(O]5E AT, 2003). EANIS] A7 AE AV AFIEEA ] FAAQ
FEFS HAY, AR ESHC] IERY AA FHA] FFS HlA|o], 3
Al A7 4o do) FBAR TS vA= Aoz HiEo Xk

o] Aol AAgAA el Azte sEgAo] <

r\l

Fol A1, A
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Aol

LS

olujo] HEA A

s}-o]A 3], 2019). oI

a

2

2015;

(2017)=

<

g, 9A

A7t BaEo)FchEA9g, 2021).

1
T

3|
S

812 vz AA]

H A
o

[ol

Asre

PR EH(EA Y, 2021).

2 79s

]

o

ol
o
o
o
vl

2 wte opfels U

Rosenbaum(2009)

ol
L

o

WEE, 4% A gne] nE 394

FaolA =l

A|3e

gt

E
=

R

(&9, 202D).

I ofZHe 7] 2 (Korpela et

9|

=l o

al, 2001), A32] A=l

2014).

7} aHzte] MR

B

oldl Atz AdFGHolA EH Au| AL o]

7

i

o] &52 Au|22A0]

24

]
&S|

of Ade AollM F5Al A
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HEASY, 2021).
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al

FEH(ErRIoF, 2016).

5

t}. Rosenbaum, Sweeney & Massiah(2014)
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=
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, 2014).

€

oH(

o

1
%
<+

ol
jze]

Eal

TL YzEo] FHEA Ay

IR BT

7t =

1L

1]

=

tof, 2152 Au|22Ao]

LA B ANEAE Botol

SESEES 5
Al

wel, §

AdZ£(2018)&

270
al

7b 9

A7 0]
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3.2.1.1 384 Mu|LsAo]L
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oz 3BT AAY 2D TFSL U By BHoE AR AL
st 8124 Auasdelne AdE Aelg Hrh WA FH
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778(22.4%), 16-18A17} 619H(17.7%), A 10-12A17F 384 (11.0%),
18-20A17} 28 (8.1%) £22 14-16A]9] o] &3itt= SHEEC| 7 =9ith
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—2A1ZF oJUi7F 1798 (4.9%), 2AIZF o)/Fe] 5W(1.5%) =22 1AIZF o]
Aol WES= SHEC] 7P =4

ARA, 2|EFHS AmEH 2-39kY u|gto] 139%(40.4%), 1-27+4 H]
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ABSTRACT

The Impact of restorative service scape of a
bakery cafe on customer satisfaction and intention
to revisit
— the controlling effect of involvement —

Geun—bo Kim

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant
Management

Graduate School of Business Administration

Hansung University

The restaurant industry has grown in line with the lifestyle of
modern people due to the increase in actual incomes of people, extended
time for individual leisure time by shortened working hours, expansion of
SNS and information sharing based on IT, and the increasing need for
leisure and cultural life. In particular, the bakery industry has been
changed from a store that simply bakes and sells bread and sweets to a
place for eating and meeting to relax and recover from fatigue, along
with side menus, such as coffee and drinks.

Consumers enjoy their leisure time while eating and drinking drinks and

bakery products at bakery cafes, and the use of bakery cafes to relieve
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fatigue from city life and work has increased. As the number of
consumers leaving downtown Seoul and Gyeonggi-do to visit bakery
cafes in the suburbs increased, the number of large bakery cafes and the
ones with various unique concepts also increased.

Various strategies are required to gain competitiveness in the
overcrowded bakery cafe market by incorporating the attention recovery
theory into a commercial space with a restorative service scape, an
environment for fatigue recovery and healing through a natural
environment.

In addition, differentiated marketing strategies are required as
competition with other competitors is inevitable due to the recent increase
in bakery cafes. Therefore, establishing an image as a restorative service
scape with a natural fatigue recovery function can be highlighted as a
crucial element that can preempt competitive advantage over competitors.
Modern consumers prefer a restorative consumer environment that can be
perceived to be the best match with the natural environment since they
live a frustrating city life in a desolate urban environment.

In this sense, this study aims to examine the influence relationship
between the four characteristics of the restorative service scape on
customer satisfaction and intention to revisit based on subfactors'
characteristics (deviation, attractiveness, consistency, and suitability) and
clarify the moderating effect of involvement.

First, multiple regression analysis was performed on the first hypothesis
to examine whether a restorative service scape significantly impacts
customer satisfaction. The analysis of the results of the first Hypothesis
showed that higher consistency and suitability had a significant positive
(+) impact on customer satisfaction, and deviation and fascination did
not have a significant positive (+) impact on customer satisfaction.

Second, multiple regression analysis was performed on the second
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hypothesis to determine whether a restorative service scape significantly
impacted the intention to revisit. The results of the second hypothesis
showed that higher fascination, consistency, and suitability had a
significant positive (+) effect on the intention to revisit, and deviation did
not have a significant positive (+) effect on missed revisit intentions.
Third, a simple regression analysis was conducted for the thirst
hypothesis of whether customer satisfaction significantly impacts return
visits. It was found that the higher the customer satisfaction of the
restorative service scape in the second hypothesis, the higher the
customer's recommendation to friends, social media activities, etc. It leads
to consumption behaviors through event participation, etc., which have a
significant positive (+) impact on the intention to revisit.

Lastly, the results of analyzing the role of moderating involvement
between the restorative service scape and customer satisfaction in the
fourth hypothesis showed a significant moderating effect on deviation,
fascination, consistency, and suitability, subfactors of the restorative
service scape. It is necessary to create a restorative environment that
matches the natural environment rather than an artificial environment that
differentiates itself from other bakery cafes to promote engagement, and it
needs to lead to a marketing tool for customer satisfaction as a
fascinating space for relaxation and healing.

It is suggested that this study contributes to providing basic data useful
for bakery cafe management and developing a marketing strategy with

the data that can influence customer satisfaction and intention to revisit.

[(Key words]) bakery cafe, restorative service scape, customer satisfaction,

intention to revisit, involvement
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