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The Effect of the Social Servicescape on the Customer Satisfaction, Customer
Trust, and Customer Loyalty in Japanese Restaurants
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Abstract

The purpose of this study was to investigate the effect of social servicescape on customer
satisfaction, customer trust, and customer loyalty. Data were collected from 311 adults who lived in
Daegu where they had used Japanese restaurants. For data analysis, frequency analysis, factor analysis,
regression analysis and multiple regression analysis were used. Through the factor analysis, the social
servicescape of Japanese restaurant was identified as two components of human service and customer
similarity. As a result of the multiple regression analysis, two components of social servicescape have
positive effects on customer satisfaction and customer trust, and have a partial positive effect on
customer loyalty. The results of regression analysis showed that customer satisfaction had a positive
effect on customer trust and customer loyalty. In addition, customer trust has a positive effect on
customer loyalty. The results of this study confirmed the influence of social servicescape on Japanese
specialty restaurants and suggested practical and theoretical implications.
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Bartlett's test of sphericity=567.589(p=.000)
AZE S Tt 3.32 | .650 | .690
HEISICHD A2t it 3.22 | 662 | .708
oS U= S FUT 3.28 | 670 | .685
2| 00 HASHAH CHSHCHD A2t Sict 356 | .715 | 574
;_: AASH QIR 2t Bt 337 | 678 | 626
& |Cronbach’s =868, Eigen-value(variance
explained)=3.283(65.670%), KMO(Kaiser-Meyer-Olkin)=.845,
Bartlett’s test of sphericity=721.484(p=.000)
OS0= oI8% AoIct 324 | 759 | .765
e NSO F8g 2oict 317 | .781 | .803
I |CIE ARSI 3XMo= st Zio|ct | 3.28 | 768 | .789
P} QUMKMBEMS MEHSH [ QMEOZ 11245t
= |0 320 | .794 | 751
d
& |Cronbach’s a=.904, Eigen-value(variance
explained)=3.109(77.715%),  KMO(Kaiser-Meyer-Olkin)=.850,
Bartlett's test of sphericity=777.077(p=.000)

an | 22 T 2 A

TG =

=T mxp) 1 2 3 4 5
1.21%M 2.89

sa | (619 | 0
2072 | 291 701

A (576) * % 1.00
3aet | 318 | 432 ) 407

) (.605) '
4. 71744 335 442 408 .687 1.00
[SnElES 3.22 473 .393 746 679

e (683) *ok * % * % * % 1.00

**p¢.001

3. ¥419 JHd A3
Y2 AL A5 F AJH|AAA o] Zo] gt Ql4]o]

DAVEE, TANHE, DAFHES] BAE G
sjofaly] Slstel eslAA, tEalAEAS ANt

Ao, T3 AEA2 TAAEH(stepwise selection
method) |85ttt 1 Axke= [E 51 (X 6][&
713 8]3 Zrh.

LAARRY AHF]H AfB|AAA 0| 51912 RIQ1
AHAE| AL TAFAMI0] DARZL | v|2]= JTF
9] ZAHEFP Ut BAA 48 FREAS T
(F=40.543, p=.000) 3]HA4lo] =&EQ1, R*=.208(%
A R=203)2 YEht 20.8%2] AEES UERA
o}k AR AL AR AAA 0| IO Q1A AfE| A
(t=4.060, p=.000)7} AAFZES] v]X= JFS 7
o5t Ao & Yo, 7 AGAM(1=2.860, p=.004)

2 p01 =AM FY3 YIS vA= A= YE
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St 225 Al 2 QA AE| AT DAGAMY
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AR ABH AMu|AsAo]LO] 19891
AU A0 AR AI0] DA o] W2 = FTF
mgo] digt BAY R4 ARET Falol
42.031(p=.000)22 {25t Aa+s It =t
R’=214(F749 R’=.209)Z Yt 20.9%2] d88S
e QIT). AR AS1A AujaaAo] o] Q]
AMB|IA(=4.319, p=.000), TASGAMI(t=2.744, p=.006)
2 77} p<.0013} p{.015320llA] A o] o)zt
A T vAE Aoz FRl Houth BES} A
ol WEH AFAH| A} TAFGAMT AR A
g|wol| JFS vx L Uk webs 7Hd2-13 7Hd
2-2= A=

LAARHY AHEA AB|AAA || 519181l
AA B AL NAFAMI0] NAZYE v]|X]= FTF
< 45 2EY BA4 /94 FREY Fa
46.353(p=.000)2 et f9fgt 340l =&
I, R=231FE R=22622 Y=ol 23.9%2
IRIFATE A A AE|AAAIILY] QIFAH|A
(t=5.561, p=.000)= p{.001 FZ)A F2lt H(+)2]
FFE A= AR Uehon], 1AM 17
FAZ] Fo8 FFS PAA P ACE YET
wpeba] 7HA3-12 AYE Y, 7H3-2 71ZbE ] 7

32 52 A=A

e

9l

o ol

v o

A

]

B 5. MR MHIAAHO|Z7} IAMMFE, VAHME|E, 7
=0 0)xls ¥ =4

szus H|FEESIA BEsHl - o2t
B SE Beta

Al 1.736 165 10.490** | .000

QIZIMH|A 282 .069 .288 4.060** | .000

TIZHAS 216 .075 205 2.890* | .004

R?=.208, Adj. R=.203, F=40.543**(p=.000), Durbin-Watson=1.788

Cis 2.035 149 13.695** | .000
QIEAMHIA .269 .062 .306 4.319** | .000
IHRARY 184 .067 194 2.744% | .006

B4t DMMRIE

?=214, Adj. R?*=.209, F=42.031**(p=.000), Durbin-Watson=1.763

Cis 1.565 184 8.507** | .000
QIEMH|A 429 .077 .389 5.561** | .000
DHQARY 142 .083 120 1.711 .088

Sapis IUEYE

R?=.231, Adj. R?=.226, F=46.353**(p=.000), Durbin-Watson=1.735

p<.01, **pd.001

d

ANEL = T L0 H(+H)9] JTFS 1|2
olgh= 7M4E ASSH| ote] T IHE
A5t 21 A3} tgho] 16.641(p=.000)2.2 UEL
IAVEETE IALRE FO7 JFE vAE
2 Yeht 7Hd 4= AEET &, 2ARE 0
H IAAF 7} 2ol A0 R FRIEglom, FElo]
p=.000014 276.9200% uUehgton, R=.687,
R=47302 47.3%9] ¥ Flst9ct.

=l
2

o
=

o & mx »

i

I

I 6. IHUETIF DMMB|E0 OXlE IS 2M

H|EZE3HA BESH+
N | BEpA 4 Sl - o2t
B SE Beta
A4 1.380 21 11.444 | .000
OHOEEL .620 .037 .687 16.641 .000
B4 TR
R=.687, R?=.473, Adj. R*=.471, F=276.920(p=.000)

IARFLEE DAFFE] (] FF= vIE A
olgkz 7Hd 58 A4 Al SHEA e AASHIH.
1 A3 ko] 19.705(p=.0000& et 71 5= A
gxglon, 3]ARYP9 Fglo] 388.2702F(p=.000)
UERE o™, R=.746, R*=.557= 55.7%2] A8 1

B 7. IAURLIL DAY OXE G 24

X35 A X35 A
szua HIEZESH HESP - o2t
B SE Beta
e .b44 138 3.930 .000
IZHOEEL .842 .043 746 19.705 | .000

AN 3AFES] H(H] FFE T A
olghe 76 AL 9ol SAEAE AAlstgek 1
A gkl 16.244(p=.000)Z 76 A=l oH,
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