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The Effect of Customer Relationship Quality on Behavior Intention in
a Hotel Restaurant:
A Focus on the Predictive Factors of Relationship Quality
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ABSTRACT

This research was to Investigate the predictors of customers’ evaluation on
relationship quality as it was perceived by hotel restaurant customers. It also
examined effects of the relationship quality on behavior intentions of the
customers Data were collected from 276 hotel restaurant users at 10 five star
hotels in Seoul. Results of empirical analyses showed that relationship
management activities, such as food quality, communication, relationship
benefits, service recovery, did make significant effects on relationship quality,
while food price did not. Result also indicated that relationship quality did
make a significant influence on the affective commitment, while it was not
significantly associated with word of mouth and revisit intention. In contrast,
the affective commitment had a significant effect on spreading positive word of
mouth and generating revisit intention.

SHM20{(Key words) : ZHAIOI|E!(Relationship marketing),
ZHEE (Relationship quality),
=8!(Commitment),

THQ=(Word of mouth),
T{eH=2O|=(Revisit intention)
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Aol AeEa Aol Alstdel e Adsde Wsks u4e 7vte = gt
Faort F4o AddEgS FeH HAUe Uﬂ ]°ﬂ ek F8 ekl shubEA
W AT A7AQ] BARAE FAHCRE TS FITe AR A
Hol siA =UH L § Q—(Roberts Varki & Brodie, 2003). °]&gt #A
AR DI A7 A 02 AR AFEoly AH| 20| thato] A EA Q] oSS
Zte = o 24 S Aof7kx] (lifetime value) & St (A% - %

715, 2008), ATl FFAR1 A wehE st st fAlshe v
B gEo=g FHosta At (Morgan & Hunt, 1994: ¥Hs2 5 2007).
AR ATl FAAQ] Ade 4714 nddAd 2HE T dAE
Aot} #AFLL 7197 v A; 2he] AREbE #AY A S w8k oheks 4
Mdel B3 FEREN (LS, 2005) W5 AlF a2l BAEY 59 skl
3 om Au|2A|lFAbee] 28 HEES Fote] Akl "
5, WAFEE 2 g EA4 oY B wag S, &
A wdoZ FAEW oo mE A E g FAHA Hrte uA
] = FAHFE et glo] 7I9ES 23] #AEA S o
GA A e r dstertd] FRE Fa sirh
o|#gt ol wjite] o5 el et AT AH|~ npAR I LKA PE T
npA R O] Thekgt Folol|A BHLAEHA tHRolA 931 ltk(Tellefsen & Thomas,
2005, «%8], 2007). 53] 1A QAAAHIAE Fot] nsho] o] Fo|A]=
SHlo| A o] AAFH gt
2719 Ao 2AHYE ¢
a3 &YYol ofm g 8]ld 2
L oo g gt} 3 Aot}
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Hot dARAY o] 1Ae e rel| AR FIAAE T FLATE
(Meng & Elliott, 2008; Kim et al., 2006: Kim & Cha, 2002)] 7]1%3&}
of, A} MuA JH AYE ke A5 HAE Foto] FAAHE IAFAET o]9
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PAEAL 7193 w7k Baagel tie A d2A 244 7 E 9
78k (Gummesson, 1987), AB| el tigh A|&2{Q1 qko] mjg| AMu|2 A1
o thgh A#st &4l aela F712 Wl uel H7HCrosby, 1990)=
;<494€ﬂ— 2 9t}

HAELY] Ma+x 2 S Bzt ks 7he] dx9 Al gleu
71& AT AAE FAEFE PANEES 4TS, 218, Z%Y(Roberts

Varki & Brodie, 2003: &3 -4%E, 2006), =& A2 (Meng &
Elliott, 2008: Chen, Shi & Dong, 2008: Cheng, Chen & Chang, 2008:
Kim et al., 2006; Kim & Cha, 2002; Smith, 1998; Crosby et al.,
1990), 4189} 29 (Henning-Thurau, 2000; Bitner, 1995; Morgan &
Hunt, 1994; ©]A4Y - A4t%, 2008; &3], 2003) &°] Al 7FA] ¥4 &, 7k
= A1F g E9jo® ok & glom WAFAY F8 seid e oE Al A
HF 2 dRE 3ol Jo® FoHa gt

AT A AAFAS 1A A9} ST TS AT olPT HAHY A
2 <03 FWaTH Cheng et al., 2008). o]2fgt A FH L AG A}
<} HEARl A A S wkdshe R 79 FAVNIE R 4
A Fxga & e, B AT dAFES A2 AlFAe) o] 2t
Zkel Az} viEo g2 4t HPATES vl 2 (Meng & Elliott, 2008:
Cheng et al., 2008: Wong et al., 2007: Kim et al., 2006; Smith, 1998;
Bejou et al., 1996: Crosby et al., 1990), #AZEZA 2] AL vt
AE 59 7] FMNEe g BE Crosby et al.(1990), Smith(1998)<}
Mac1nt0sh(2007) 2] Cheng et al.(2008)2] Zafjol| wie} AAF= o] A3

8213} PFo ol rA= F2AQ FFWAE st} gt
HAFAS stfatds A EH oo} 2}
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g At T2 AN PEore] AE T dTECA EFAEHKim
et al., 2006: Kim & Cha, 2002: Crosby et al., 1990).

b SE7|e] Au 2o g A9 Q14 gl x|zt wE A3} g 1]
ge] s P Bt DA #EE Aoy ALE QS AR 2 Aol
A whol g b AREEEol] g iz EE A "ok - HE
- Sofig, 2007).

T A Ao w AlEle a3 A2 Al g A7 whA
F7317 d=(Ganesan, 1994) Aol oigh A8 3 W3] it 2
o|ti(Moorman et al., 1992). &2<1 4474]%%]2 el AL A=
UER & AlZ)&= oF&:9] o3 (Bitner, 1995), 349 ZE(Crosby et al.,
1990), @A 23 &S 9 2‘3%(Anderson & Narus, 1984)< YeR
o, A& vgoR g Au|x AT A #APE e A 7] adolt}
(Garbarino & Johnson, 1999).

ol¢} Zo] AR ] WAFAL AA4H BEA s ARATEE AH 2~
Az 582 &9 g5HH, AH|= AT 5

) o] ThET) M| 2 A FAke] M| A ol tigh AlE] = ue] A& #
ﬁlxl*«] = g3l 9o (Crosby et al., 1990), 10| A|ztet AAEA
2 Ao 7id 9@ &7 AFEa ANkEQl Au] A Adof gk oz o]of
A o YepdA "o
2. JAIFAT A3 eclzte] THA|

B Ao e da2ER] B 3 vadgdeclse] BAEAT AH
ol ke ne AYE nigror AAEFZ] APede F3F el vH
PA gQloz AAAY. F34 HH4o2Ze= 549 F(Meng & Elliott,

B
oXx
o

2= 738 Meng &
Elliott, 2008; Kim et al., 2006), 2 4&%2 A (Meng & Elliott, 2008
Kim et al., 2006), X&3 #AE 53 dHMeng & Elliott, 2008: Kim et
al., 2006), AH] 29| 3 & tiet -4 A2 (Cheng et al., 2008)& A F
Zo] defacleog AAsta olzfet Hdfacle] #AFAS] MHE Tl &4
AR 2D Ao (Meng & Elliott, 2008; Kim et al., 2006) S¢] 3%
Tof RXe FFWAE Bt sttt dAIEAY] AP aclS AvEH o
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Dong, 2008: Crosby et al., 1990), #Bl2=E# oA n1} FAFAZS] fAfs
Eo A7}l B2 ZA A0 JIFS

Bo AFENA YAILEL =7 k= uH7HI:ﬂ/‘§}\1 qEAol FEVA S &
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A71H old] mE Pz fFofgt JIBAE AASAL(Chen, Shi &
Dong, 2008: Meng & Elliott, 2008: Kim et al., 2006: Kim et al.,
2001).

4) A=

A& 9 (relational benefit) 43 7191 1] A71AQ1 BA|EGAA LA
He dHS oulstet], MHAE AlFdte 7]?394 ‘Qﬂ"ﬂ’ﬂ% NEE 249 %
Zo A Yehte B8 B A BT 7]E57 ek FolF
2 ZH A0 FAEIE 23} e 9HE (Fornell, 1992), "’7”94 PolA =
A&EA Fuj g S Fuje] ESAE Xﬂﬂ% W ukopuet SJAbA o] &4
Y, A2 S, AR AgARREY 533 A drk(Kim & Ok,

l‘li‘

o]

Gwinner et al.(1998)2 A Y-S A7|AA ZHE 10| Wi 34 AH]|
2 AYEg A 5—%5}5 S onjsh=dl, oy AV|HAZREH dE F
Ae Y2 A A Y (AEg, 18 A, 4, dAF 2 ARslA A19),
Mol A= ﬁ”ﬂ(ﬁ?’ﬂi Ag e okgoldl)), AAA olH (W&H A
Uz 4 !

WA, $AAG(SENE B B S o] T 5 Arn

O%Flélﬂ~l

2 A

e MU~ AZAETY AR BAE &
2 sfolg #AEE e Edol =™ (Meng
& Elliott, 2008; Kim et al., 2006), 12742] gZo|xo] FHAQ] JgkS 1|
A AE 9 FAATUA S FESH l:v“ﬂr(Henmg Thurau, Gwinner &
Gremler, 2002; Gwinner et al., 1998; &%l &, 2007).
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A 258 B8 A 2] 0] A2
23 A2k Golub] Ao Beldtast she w0 (94 -
200D, A2 SAARE A FYAS 24 40

HAgE B u S vk 3711‘22 %l uw of gk 4l
29} B¢ oac}:'é‘ ]} (Bitner et al., 1990: #A4IA, 2008).

¥E3F Swanson et al.(2001) ETJM J Au| 24 #ee $520 14
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ATk &, 2008).
Roberts, Varki & Brodie(2003)+ #AIEE 2 AMu|~ 4 H} 179 3
FYmol| fol3t Jaks v A= AP8ldS A e, Kim & Cha(2002)
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Chen, Shi & Dong(2008)2 9] ojgAfu|xof tigt nAzte] AAEA
I ol 5 B PFAEtY AFolA At Ee] FIME Al ARk #
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(H3a) 29 Aol el /a9l 932 @ Aotk
(H3b) B¢e P =e] #2159 93 v]d Aotk
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Quality Commitment
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Relationship Benefits
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£ ol NGO, FUsT PR WAL 2] Ad) 239l 7]

242 SPSS 12.0% Amos 5.0& o] &3l Q98]
A F2EAE B AxlE A S ASsT

2 AFE TP fal JPATE vhdom dAEE JPedl, wAEE 1
2l1 PEor 5 PHY thEE AFHE st F 27 AEESe
Likert 53 H =5 o] g3lo] '1'& mi$ 28x && AHAY' He e 2d AY
o2 29t AFEATY SR A, dF, A, HEEE, 59 W
LATE AT

dx wAEE Jdgecler FAFHLE Fu & Parks(2001), Kim et
al.(2006), Meng & Elliott(2008)¢] d+E EUZ 25 AXE 9 94
o) 3] FEow 27 FUon. SAMALE Kim, Ng & Kim(2009), Kim
et al.(2006), Oh(2000)9] Jd+E EUZ 47149 344, 3t Aste
BT AE7IY 59 3 gEoR 54 sttt 2] 9AtaEE Kim
et al.(2001), Kim et al.(2006), Meng & Elliot(2008), Anderson &
Weitz(1992)9] A5 EWE vy oWES] HHAF, nAREZES] A&7
Q1 B JAAES g FES v 5o Y FES B AT Al 2 7%
ol g3tHon 714 BAFAE S T3 e #AF Y2 Hennig-Thurau et
al.(2002), Kim et al.(2006), Meng & Elliot(2008)2] <45 EUZ th&
aA vla) 5l glgolyt, 52O B vwe Al AUES] 1A
Y Ih FEoE 4 Sleh. w2 ERAREe] Ao whE Afn| s E
£ Cheng et al.(2008), Miller et al.(2000), Karatepe(2006), jAlA
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(2008)¢] 975 EtE A3y 3 Aejd e 3747 A3 34 e Aol o
o Ak Q14 o] 37 dEer 4 sl

BAFHELRCE Kim et al.(2006). Garbarino & Johnson(1999),
Meng & Elliot(2008)9] 9175 ENE T2 |~ F47 YaEgT) AH]
2of gk AubAQl v aga AlE 2 A FA9 4B M EY =
< MM 7] Fo 67 dEoRE S Sk

PFo)zagloz 542 Wong & Sohal(2002), Morgan & Hunt(1994),
Kim et al.(2006)¢] 975 EdZE HEd theh 5 of27 AofA 9
8% J|5 59 2/ FEoE 4 SIStk Alo]-89 == Hennig-Thurau
et al.(2002), Mattila(2001), Kim et al.(2006), Maxham & Netemeyer
(2002)9] 75 EWE H2EG] A&H o& 9 A3} zo] g gt 73t
oA 5o 3N FEE B AT A v 4 o] &t en, FHEE Kim
et al.(2006), Kim & Cha(2002), Crosby et al.(1990), Maxham &
Netemeyer(2002)9] 75 EW=E g2Exe] A4 W 9 F7 2RI
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T e (%) T e (%)

sy BA 153 51.3% Sy 25 8.4%

°F oz 145  48.7% AR 29 9.7%

o o] R 0,

2041-294 101 33.9% ;;;1 13075 égé;

304-3941 101 339% A9 qoa 5 7 4%

AE  40M-49A) 62 20.8% ;}%; 18 6.0%

504-594] 31 10.4% B s

e 23 7.7%

604 o] 3 1.0% e 9 30%
150 13] 44 14.8%

s 2729 19 49 16.4% P 75 25.2%

e 120 13 84 28.2% Gk BN 79 26.5%

o 229 18] 44 14.8%  ol% 44F 44 14.8%

AT 3gd 13 34 11.4% 29 2472 35 11.7%

7€k 43 14.4% #d2 AR 7 2.3%

Zo|5} 18 6.0% EZF g4 28 9.4%

g ARG = 91 30.5% ul 20 6.7%

A= 4dA W= 139 46.6% R R 10 3.4%
et = 50 16.8%

B Ao ALSH S EGEC et g 908 A e RS AA|
o A= (B ek 2o (F 4ol e A7 S FAsk e 2709 =
7 AR B ASe] A B4 aEA A3, 37X (eigen value)
7F 1.0 o3l 89150 A% HEE siem, QA ge] 0.5010H #<]
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9 24 AxEY WA dedE B9e] 9@ Cronbach’s
3 Qg oz g PEloAE J1E)
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(E 4) A7eie| BN QolFAM 9l AZE 24
_ _ 3_?_] Ay =2 KMO =Z&n
39 ad SEAE A L o i sx o
PR 814
b A A AT 813 2.303 15.355 15.355 829
T AL gadon A7 778
o A THA 868
;}7; B3lgk ALY B 814 2.407 16.047 31.402 877
2 -7FA9] A& 7Hx]A .835
54 oy N OME AH AT 790
a8 sz MEEE 2E&Hoz 3ol 814 2.208 14.721 46.123 .874 813
g EEE A% =9 749
v B o2 14 B8 Edad 837
%—194 g B =203 A% 821 2.326 15.506 61.629 852
T AEY] UE Yol 797
Mu] - BHAR Aelgge 344 810
2 -EAlg AeldTe] FHA 872 2.469 16.462 78.092 .893
3E AmAor ZAT A .833
e %%'011 ;:HT& ‘:Jé 846
A T Az ARl B :
%2 e .;H}i{?&,g e _ggg 2.769 69.214 69.214 818 .852
T HEY g2 AEl2sbR] 813
HzEe] tig B oA
29 .j%ow ';;6& §§71}; ;38 1.781 22.259 22.259 812
A -HzEFY] AEH o]g 867
P o]g - $HA grEF A 18] 631 2.027 25.341 47.600 930 867
gz 9= g o] & A3 9 680 :
- The ARA AFEA 737
e CHEEFY] S TR 832 2.718 33.979 81.579 882
T ARENA o] AH 778

AT E 2AAA Tl BFE 0.6 o]4elH tFte] 2.00 o)<l A% H
= gtdAdo] vt sktH(Bagozzi & Yi, 1998). 7k A EE -
HFES AAske AT (Ax)7F 0.7 ©/de] AAF(ETAQ] JAX]) S Heolx 9]
o = 9]

W 8% BAACR fol(tgh ) 2.0)8k] 74 ATNFES] &3 SHARS

)
%
ofl
(2



T glmget o] &l RAEA] PEo kel w]Xe J¥RA A+ 353

FEA] AL AT & 9]
(E 5) TH PAHol thet stel 2elzs Zat
= 89 EF %Ead R
] o
T Y S Il
o, FDQlL 1.000 - 788 - -
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=
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FDP1  1.000 - 789 -

o
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5. ARkE 7k 4 E

& A7l 7 HSE 8 22 RS FE L o]&ste] AmosEA S A
Alstitt. AA Aol e 34 d3e taat 2ok (3d 2)3 2ol A
2ol RIS A A3, AF¥A e x*=488.904, df=304, p=0.000,
RMR=0.032, GF1=0.902, AGFI=0.877, NFI=0.913, CFI=0.965% 4}
Eh GFIE 233 A% H7F g7 AukAgl F2rde) Age 7Es
RHE A71aL QlH

(O" 2)2 ANE F7Nds A taf ASE4 8 dFEderA,
AEAT 2 ti= AN Aol

s4el & —
|—’F?]%k EFEF3E (t-value) | e
r 0.266(4.314) A
SAM 14 045 £
@ \ 1810

0.028(0.525)

Q 0270(4175)
0.163(31%6)
S

0.409(6.821)
Mol A5 2
(%)

x2=488.904, df=304, p=0.000, RMR=0.032, GFI=0.902, AGFI=0.877,
NFI=0.913, CFI=0.965, IFI=0.965
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?% 2dE Fo 7H Ao RS lel)E A3 A, BAFEAR e &
FAa9e] BACdME Ao A(ta 4.314), YAE(t# 4.175), B4
g (tak 3.156), AHI=28]5(tak 6.821) <M el g 2ate vehy (7 1al,
(7Hdlc), PHE1d], (HE lel7h #old 23z AeEglon, 49 7143
WAEA ol A% PM1bl= tgte] 0.525% yeht 7hde] 717+

A2 WAEAN deon el Ad 7 ASAN wAEEY =91t
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712 At
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(¢}

AR 2 =43 Qs ote] BACA (7Hd3a)l2 A% E B9 AT E(t
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