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in Franchise Coffee Shops
:The Mediating Effect of Brand Image

o
w34

OB st 9144k 51t

Young-Jin Yoo(yjyoo@cu.ac.kr)

B Q1] B sl ARG Al ssA0l L nANE HAE S wA WA 3
3} o)2f gk PN AL ojul A7k ul) Hae BAE Tetel A aigle) i Qe AFEA ne
A3e gokstyl ot Lok AR, AulazAlol L 3 Ay, A4, AA4 20 BAE oju Ao
Frol® 9B WS o tekdth B4, Av4, AA4, WA, T 29 LAUET Fola
GHE AL Aoz etk AH, AH4 FH4 2 BAL FARG] FoI7 JTL WAL 2
oz UEhith WA, BAE oAt IADEN BaE AR feld dFL WAL Aow et
ChlAl, AARES BAE S frold G IR Aom ek, oS, Al s2AolLs) 31
A, AH|22A 0 Ze} BAE FHE Aolo]A] BAE ofnlA: b8 sk Ao vehdrh

0z

Of : | MH|AAFAO|Z | EHE 0O|O|X| | DZHBEE | HAHE SMT |

Abstract

The purpose of this study was to examine the effect of servicescape on customer satisfaction

and brand loyalty in Franchise Coffee Shops. Also, this study investigated a mediating effect of

brand image in the causal relationship between servicescape and customer satisfaction and,

between servicescape and brand loyalty. The results of this study are as follows: Firstly, among

components of servicescape, aesthetics, cleanliness and pleasance affected brand image. Secondly,

among components of servicescape, aesthetics, cleanliness, pleasance and space affected customer

satisfaction. Thirdly, among components of servicescape, pleasance and space affected brand

loyalty. Fourthly, Brand image significantly affected customer satisfaction and brand loyalty.

Fifthly, customer satisfaction significantly affected brand loyalty. Sixthly, brand image had a

mediating role in the causal relationship between servicescape and customer satisfaction and,

between servicescape and brand loyalty.
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I S AT AR FAA QR AE s B2 00 30008 olot 97 289
24 (Cronbach’s «), ®IFE 7te] T Hmel W azx |300-4008t%4 ojgt 40 11.9
. ) 4002¢8! ok 31 9.3
g5 votsly] 9lgh ARBARA, A Sl @ — 335 100
ALY H AL E AAlsksith
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2. Z-=0l EfEd A Meld HE BAE onx], uAWEL 9 HaE FAE oigh
B o] AZBA| o]4E =AATI B FAWEe FHeds FEH] Hd AT A
- - - = Shod %] = o O 710 SN
AZ) ste] BaY el Aasglch g ST RAHAAE A001RE, AR 100188
W] A0S FEIY] e FARENS A 7102 AR HAls on|x], nAwkE Bl Bl
. L . _ > Z Bl gmelo
231903, 29 AAX S waslaly] 95t Azta E SR F 22k dyEe 7h7) 63.330%, 71.119%,
W % e) 928 A (varimax rotation) ) & Abgsl 104842 WERAL SRR AHAE AT
. 2=E s Azl zZvzF
Atk 891 HAR = A001d-S, ILfrakeigen value)& #l3ted Cronbach's a2 HEZ A, 212 801,
10014HS 7107 aHsdth Au|2aA|o] o] tie & 864, 839 ¥ ¥ o] Nunnally(1978)7} Al A 8h= 701
AENE Baje] 57h9] adlo] BEH 54 v FS O LR mey Has ofnlx, 17
§ = m > 5l =T
Ehl= 24400 del webd 29 579 92l RHE ol Bl S =) digh fxézﬁ*EL B} A
- _ o HLCLEr 2~ o)
A, BAA, A9, B, Belgor ojge ¢ HEE A JleR e 5 sln.
Asiich. F A AWEe 62143%2 YEiea
KMOZFS 8332 Q01BAo] Adtet 2102 et} E 3. HE 0[0|X|, nAHUUE 3 BHE SHE9| EfFY
) U AFE 2M
rek SAFEEE NS ATs] Hso - -
- _ [<) = e Al
Cronbach’s aAl4E ZHES A3l 579 0L of 52 gel | T | o 2
- _ [ o= K“I - T 2o
666783007 BEH o] glo] Anka o @ TH o)X= o Wiz | @ | =
S0l f0RT} =2 Aoz el wEha Aux EE5 olojx| 876
. &0l A .832
2Ao]Zo] g3t 2AALE BT AFALe 2y i [2laa & ol ol | 728 | 2533 | 63.330 | 801
Ao a5 Q). OIBIXI | xpiiol ojix| 717
Kaiser-Meyer-0Olkin(KMO)=.725, Bartlett’ s Test of
Sphericity=491.662, (p=.000)
E 2. MulAAFO|ZO) Bty U AT B4 SuAss oa 878
SRIEE BE 865 1 sas| 71.119 | 864
w| 2 ool | 2 | E& [ A o7 [QlEfalol 5 A BE | 844 | AP
! 23 s | ¥ 22| U5 o ook viE | 783
H B e (%) S Kaiser-Meyer—OIkin(KMO)=.783, Bartlett’ s Test of
L MESIEA ese | 856 )s(:)j:??lté:sss_osg, (ng;)O)
= (20| i x 785 £5 0|8 .
o —=
Y o) zaize | 7es | 0012| 30061 | 830 xiooiA 255 =8 | 843 |, oo |
° |eEzlof = | 732 HAC | 2MF 0|8 833 |~ ' :
o |EEY "2E 776 SEE [ xoloj 3BN 7™ | 815
o [T s 776 Kaiser-Meyer-Olkin(KMO)=.796, Bartlett’ s Test of
Pz L — 2.130| 10.651 |.789 yer n . , partle s lest O
N 2E ) 3z 771 Sphericity=614.341, (p=.000)
MEEEER R .565
M| [ zBe =y | 776
B | o |2 371 %3 .765 3. AlnbaiEA
A| 3l seiee =g |73 1564| 7.820 |.791 Al 2 A
fﬂ %ﬁ %:Io:l I’“T'f* _{ 656 ABBAAR L TMEATE AAE O 9 S
Hol=zt xf2) 22 52| 833 i B
?jl ;g‘} 0= Z2 K0|3 823 1 s503| 7513 | 775 FE 1H] B AEE AT ZA WE
glHoE 22 S8 | 701 |- ' ' el gk iAAR] S2-& AAlE = 2 FAd
S 32018 80| 517 B )
 [U=AS olg m2l | 740 So] MZe] A7} o whekoln o= HFrol Ay
1M
S 2EAIE 0|8 HE| 703 O 2= ko S AL Al ELAT O 2] A]F]
RIEETE e a4 ] 1:220| 6.008 | 666 S A E golry] St daaARA S AAg
OHHEA| Al 20| | 596 A¥, BE 4 ¥ o] AdAlE foaE p<oL
Kaiser—Meyer—Olkin(KMO)=.838, 2ol 4] ©.0] L BHE ()] ATAL HolT o)
Bartlett’ s Test of Sphericity=2595.638, (p=.000), Z2AH TEoIA el SR Ao AR Helal 8l
AHoIE{(%)=62.143 el




IARI0|Z AHUHMEHO| MH|AAFA|O|Z7} THTLZD HME

SHE0| O0jxj= g BHE o[ojx|e| HSHE S22 793

H 4. MHIAAFO|Z, HME 0|0|X|, THIE U HHE
S 2| Y

Me|AAH 0| =
6 7. 8
1. ) 3, 4, 5, 8 |lcs|a
AolM | 52N | HEHY | 3714 | Hz|M
1.00
.38" | 1.00

26" | .46 | 1.00
31| 417 | 407 | 1.00
24" | 317 | 437 | 35 | 1.00
28 | 28" | 277 | 207 | .197 [1.00
43" | 527 | 527 _44" 28“ 36“ 1.00
8l 277 [ 377 [ 43" [ 457 | 327 | .35 | .64 | 1.00

**p¢.01, Bl(Brand Image), CS(Customer Satisfaction),
BL(Brand Loyalty)

~Nolo|~lw )=

4. AR 2B
) MH|AAFA O]}
(H1)

EHE ol0jx| Zte] A EF

Au|A2FA o) Z7 BAlE oju|X|o] wX= TS
] Slstel ThERARAL AT A FAH

© 7 Fo]3HF=10.831, p=.000) 3]714e] EEH o,
R2=1412 YeR} 141%9] AHeES 2ol 9t
Durbin-Watson& 152002 25 7ol A3
7b glo] A mgo] Hget Ao Yehgon I}
Al(Tolerance)= 257 015 st glo] HHwS
SaAZNE AL qlvk 183l M| aaAlo]x
A w4 (t=3.249, p=.001), B A4 (t=2.147, p=033),
A(t=2.161, p=.031) 2312 BA= oju|x|d] 2|3t
S AT oz e, 3 (=35, pr72d),
2179 (t=748, p=456) £.91& FEFE WA k= A
o eyt wEA <M 1> BEAE H9ik

erL'é

2 ofN

o

)

H 5. MHAAFO|ZQ HME o|O|X| Zte| BHA|

== S o|o|x|

EH < e .
= by o 1 SA
é; B SIE Beta X (0198 S
Constant | 2.375] .197 | - 12.042 .000
Aol | 112].034 | .184 3.249 001" |[.817
HzN | 103 | .048 | .134 2.147 033" |.674
=y | .105 | .048 | .135 2.161 0317 |.664
zZ7td | .014 | .038 | .021 .355 723 |.725
w2y |.038 [.051 | .044 748 455 |.760
R =141, Adiusted R =128, F=10.831, p=.000, Durbin-Watsor=1.520

*p{.05, **pd.01, **p(.001

e
71 sl u}%ﬂﬂw DERLEER
o

(Tolerance) = E’_Fr 01&

tEg Aol =

4]
B oﬂ f OISP % ulilvt— ﬁgi L]—E‘rk}ﬂ ¥
24 (t=571, p=569) 29L& TS wx7] Y= Ao
2 et mEb <R 2> FEAE H 3l

H 6. MH|AAFHO[ZS} TIZHLE 70| 7|

== AOHE

N B2 o | (36
;j:l_ B | SE | "B s PR sy
Constant | .268 | .239 | - 1.121 .000

Aol | 195 | .042 | 214 4.687 000" |.817
HzN | 279 | .058 | 242 4813 000" |.674
3f=A | 349 | .059 | .302 5.949 000" |.664
2714 | 152 ] .046 | .159 3.269 001" [.725
=zl | .035 | .062 | .027 571 569  [.760
R’ =438, Adjusted R =430, F=51.295, p=000, Durbin-Watson=1.715

*pC.05, **pd.01, ***p(.001

) MH|AAZ O|ZR} &
(H3)

_Q_
o= -n—9] SHF=28.698, p=.000) ﬂ Aol EE2HoH,
R?=3042 et 304%2] dreS Atk
Durbin-Watson2 1.639% ﬂx}% ghol] A
o] ARG o] A3et Aoz vepdon Falsk
ZIHaL Qlo] HHWE 2F

TZ} )3l AH| a2 0]

[o
f
o
(U

(Tolerance)= =+ 0.1&
FEAgd = TAZE §

F A=
A 1A= S I8 FFe 1*1tﬂof~.»}
g}

Wl ArA (21508, p=133), HZAA(t=1.924, p=.055),
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AP A (t=1582, p=115) £.21& J3FS n|x]
o2 yehdt) weka <Uhd 3> FEAE FH 9k

s B SE. | “mu ta it
7. MHAAA0IZ 2} S3= zel Constant | 1.628 | 285 | - | 5712 | 000
= =zl ok
== EEEEY _ltTIfI 548 | 076 | .366 | 7.177 | .000
HJ‘II: I—’f—il- _g_il_ ZAHA DHOEE
=8 B | SE | g t PR | oy R® =.134, Adjusted R® =.131, F=51.502, p=.000
ks Constant | .795 | .351 - 2.266 | .024
Constent| .323 | .326 | - 991 322 CLI= 649 | 094 354 | 6908 | 000"
oIl : . . . .
f:!nlg .086 | .057 | .077 | 1.508 133|817 Ehuvia GUE BAS
Hz#Y | 152 | .079 | .108 1.924 .055 |.674 R’ =125, Adjusted R’ =123, F=47.719, p=.000
;eA | 315 | .080 | .222 | 3.939 000" |.664 Constant | .334 | .192 - 1.737 | .083
Ikl 784 | .052 | .640 | 15.182 [ .000
32t | .307 | .063 | .261 4.840 0007 |.725 Favia oAC 7315 05
2|y | .134 | .085| .083 | 1.582 115 |.760 R® =.409, Adjusted R* =.407, F=230.495, p=.000
R® =304, Adjusted R® =293, F=28,698, p=000, Durbin-Watsor=1.639 *p(.05, **p(.01, ***p(.001

*p¢.05, **pC.01, ***p(.001

2 6)
BAE olu 7} nARET} BAE FHEA 1]
& gt ARE] nAE FYmo| 1A= GG

2o, WA DA o)Azt nAEe) vl
JFe AR %Ara SIS, =00 83140

gl 1HIX1<t 7177, p= 000)
p<O01FE oA Aol Fof 3k JS mAE= A
<M 4>+ AE =9l
Lo7 BUCT o7} BAUE HA L nx=
L3 J 0 & Fo]3HF=47.719, p=.000) 3]714]¢]
=125% YR 125%9] AHE S B
BT o] X|(t=6.908, p=.0000%
L:_oﬂ o3t g3ks n|x
<M 5> AE =ik
He FAZ WXE= o
F o 8HF=230.495, p=.000) 3]7]4]0]
2= A09Z LFERL} 409%9] AHES 1
ﬂz AAREE(t=15.182, p=.000)< p<.001
oAl Bl FAE ot JIgS X E Ze

vepstth mebd <obd 6> A" =k

5) MH|AAZO|ZQ TIZHALE 7+ HEHE 0|0|X|2|

oi7hE ot BS(HT)

2 AFoME MiAERE HA537] 918 Baron &
Kenny(1986)7F  AAgE  3dbAl w7 3924
(Three-step mediated regression analysis) 71'H< A}
S39a, vt 22 49 S ke HdEo o

FoZith WA 1A= Sy} vizdsed v
FFBANA =R SAATE EAHOE Fosfof
313l 28l Sy S5 Wl nX = FEkA
oA AT BAHCRE FosloF st} 3vAE

2k ﬁol)ﬂ A 1%011 Uli = AERANAM Ba=
ol 7} vl H &L SRS PE e fl8ke] 39
ul7) g8 S AAETE BAAD AA, 1800
A FHHGQ] AR 2222 A o] Z[ 4] A (=287, p<.001),
ZdA(62289, p<00D), #:A3(6=274, p<001), &7t
23 (62205, p<.001), A3 (£=197, p<00D)]7F w7
9 BAHE om| o tgt JgE - fofshAl UEl:

o,



ZWRIO|= HLFZHO| MH|AAAO|Z7} n2HRZD} HAHE

SY=0 0jxl= ¥ S ojojx|e| WHEE B2 795

4, 297914
(6430, p<00D), HAA(B=521, p<00D), ARG
=523, p<.001), FAHA (=440, p<.001), H 2] A (5=.289,
p<O0D]7E E4H 4] LANEo| gigk dFHE F9
SHA LhERSE E}.

A, 3A A Sy
Wl BHAlE olu|A| 7} &
= g3 [An(3354), Bal= o]ulx|(5-264), p<001],
[ A (453), BAE oW R|(5-.235), p<.001], [

2(B=457), BAE oW R (5=.241), p<001], [E7H3
(165.381) B o]m|x)(5-.288), p<.001], [ﬂd-‘%(ﬁ
=226), A= olu]X|(322), p<O01]Z BEF 93
Ge WA= Ao e

A, 2eAlelA 9] SHwMge] 3 AA G430, 521,
523, 440, 289)= 3dAloA el =Wl 3 AAG
(304, 453, 457, 381, .226)¥.t} Zvzt 3 A el 7|
HEgl BAE oA & AH|AaaFAlo]Zel mATE
Atelofl Al mif&7F S-S HER I vt whEbA
<P T>& A

SHAF AH|AsT o] Z[ A1) A

Q1 Au) A o) 2} )

W9l
N R
F44) LARE] 14

H 9. Mu]aAzfo|Zet 2R ZH HAME 0[0]X[Q| O{7H

S1KH7)

b w4 B w | oo | R
1 |Moa—B® 287 | 5.474 | .000" | .083
2 |Alojy—cs® 430 | 8.680 .ooo:: 184

AojA—Ccs 354 | 7.119 | .000
3 Ie~cs 264 | 5323 | 000" | °*°
1 [3zM-B 289 | 5502 | .000" | .083
2 |¥EN—CS 521 [ 11.142 | 000" | 272
5 |888-CS 453 | 9.605 _ooo: 32
BI—CS 235 | 4.983 | .000 :
] 274 | 5191 | 000" | .075
2 |#=N—CS 523 | 11.197 _ooo: 274
FHEA—-CS 457 | 9.766 | .000
3 IB~cs 241 | 5148 | 000" | %7
1 |8z-B 205 | 3.831 | .000" | .042
2 |Z7H—CS 440 | 8.943 .ooo:: 194
TIH—CS 381 | 7.967 | .000
3 Ip—cs 288 | 6.017 | .00 | 73
1 [Hald-B 197 | 3.659 | .000" | .039
2 |H2|8—CS 289 | 5504 | .000" | .083
5 |H2I8-CS 226 | 4.458 _ooo: 183
BI—CS 322 | 6.357 | .000 :

*p¢.05, **p<.01, ***pd.001
®BI(Brand Image), °CS(Customer Satistaction)

6) MH|AAF|O|Zot HEHE
o| it BE(H8)

AMulzzFlo| 27t BAle FAwe) WA= G
oA B om|A| 7} 7l e &
Aste] 39 Wiz TS AAEGITE A,
A, 19AGA S5l Auj2=zAlo] Z[A WA (5
=287, p<.001), A73(5-289, p<.00L), H *3(1&274,
p<.00D), F7H3(5=206, p<.001), H23(5=
7h w7l B oju) Ao tjgh o 3 %%943}
Al e

E 10. MH|AA7o|z=et BHE SYE 7H HHE 0|0|X|
o| H7HE2HH8)

e W B o o | R
= = Beta
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5 |HOE-BL 193 | 3.677 _ooof: 160
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1 |HEN-BI 289 | 5502 | .000" | .083
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5 [BEE-BL .298 | 5.830 .000:: 207
BI—BL 268 | 5251 | .000 ‘

E =] 274 | 5191 | .000" | .075

2 |FEAM—-BL 435 | 8824 | .000" | .190

5 |HHE-BL 386 | 7.399 _000:: 249
BI—BL 254 | 5.136 | .000

1 |BzH-BI 205 | 3.831 | .000" | .042

2 |B7H-BL 451 | 9.210 _000:: 203
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3 Ig—aL 273 | 5715 | .o00" | 274

[ EE ] 197 | 3.659 | .000" | .039

PR 326 | 6.295 | .000" | .106

5 [Hel8-BL 267 | 5.309 .000:: 194
BI—BL 302 | 6.000 | .000 :

*p¢.05, **p<.01, ***p{.001
aBl(Brand Image), bBL(Brand Loyalty)

A4, 28l A 59
(5279, p<00l), HA(B=375, p<o0), AA4(B
=435, p<.001), 76451, p<.001), 2|4 (5.326,
p<OOD]7} F&5H 5] Bl FA T ek gk n

folabal et

W20 My 22 o] E[Alu] A
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