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ABSTRACT

The Effects of a Hotel Bakery's Service Quality on Customer

Satisfaction and Recommendation Intention

Jeong, Bo—Young

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant
Management

Graduate School of Business Administration

Hansung University

The purpose of this study is to examine the effects of a hotel
bakery's service quality on customer satisfaction and recommendation
intention with customers using hotel bakeries and provide managers
and those in charge with foundational material that can help establish
efficient marketing strategies through positive analysis. To attain the
goal, SPSS 22.0 was used for positive analysis. The findings of the
analysis can be summed up as below:

First, it has been verified that both reliability and validity of study
concepts are high. According to the results of exploratory factory
analysis, service quality consists of five constructs: tangibility, trust,
responsiveness, confidence, and empathy. Also, customer satisfaction
and recommendation intention have been analyzed to be a separate construct.
Second, according to the results of verifying study hypotheses,
service quality factors, tangibility, responsiveness, trust, and empathy,

exert significant effects on customer satisfaction, and among them,
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trust indicates the highest effects on customer satisfaction.

Third, according to the results of verifying study hypotheses, service
quality factors, tangibility, responsiveness, trust, and empathy, show
significant effects on recommendation intention, and among them,
responsiveness indicates the highest effects on recommendation
intention.

Fourth, a hotel bakery's customer satisfaction influences recommendation
intention significantly.

With the research, it has been possible to draw ways to attain
customer satisfaction and recommendation intention. Since customers
using a hotel bakery are keenly interested in the facilities and
services, it will be desirable to make it into complex culture space
with a neat and cozy atmosphere not just sticking to its previous
image. In addition, because not only a hotel bakery's interior or
exterior facilities but the staff or manager’'s look or trust is also
valued, it will be needed to improve them so as to give trust to
customers and lead them to higher recommendation intention.

As a hotel bakery's products are more frequently used as snack or to
celebrate a special occasion than as a meal, it will be also necessary
to develop diverse products that can provide customers with special
features that go well with the season or special occasion. Also, it is
demanded to develop strategies to sell diversified products appealing
to customers differently according to their economic power. In
addition, it is needed to use the bakery as a new form of complex
culture space, develop differentiated products correspondingly to the
trends of different generations, and build strategies to lead customer
satisfaction to recommendation intention and eventually to its profits.
This study is significant in that it has extended the area of the
research by analyzing the effects of a hotel bakery's service quality

on customer satisfaction and recommendation intention synthetically.
[Keywords] Hotel Bakery, Service Quality, Customer Satisfaction,

Recommendation Intention
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