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The Effect of In-Flight Physical and Social Servicescape on a Customer’s Perceived
Value, Satisfaction and Loyalty
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ABSTRACT : This study examines the impact of the in-flight environment on customers service
evaluations, based on the servicescape concept. A holistic approach embracing both physical and
social aspects of the in-flight servicescape is needed. This is because the impact of the physical
and social environment on a customer is powerful in explaining in-flight experience. This study
investigates the relationship between the physical and social servicescape, perceived value,
satisfaction and loyalty. The study results were obtained from a survey, using data collected from
206 respondents who had flight experience. The results showed that the physical and social
servicescape had significant effects on three dimensions of perceived value. More importantly, the
physical servicescape had a stronger impact than that of the social servicescape. These findings
suggest Important managerial implications with empirical evidence for building an effective
marketing strategy based on a deeper understanding of in-flight environmental cues. These are
key elements in business management throughout the airline industry.

Key words : In-flight physical servicescape, In-flight social servicescape, Perceived value, Satisfaction,
Loyalty
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A5E, 2010: Ryu & Jang, 2007).
7199 814 7S B ATellA] Au] A o]
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Haeckel, 2002; Rosenbaum & Massiah,
2011).
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TREH A A 244 S99 B a4 24
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Hightower, Brady & Baker, 2002; Turley
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748 A F &= R H(Martin, 1996).
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283 22 A2 247} F oA A o]
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aAogRE AA JgE W=t (Platania &
Moran, 2001; Zajonc, 1965). Grove and
Fisk(1997)= v& 1749 &A) 7bs/d 9] o %
= AHl2 oA AR s gtta 5t
o Gummesson(1993)& AAE S
AL AAe LS Fe ANE T8
sttt 3k Brocato, Voorhees and
Baker(2012) & t& 220 gt 141 AH]
22 719 fﬁﬂ Q1] F7E FIANAY 2
AN F 9= AAAEel gty sty o)"
Al Au) 2 SAeA ThE 17 9] 3k theket
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ok AH| 2 $Ho] F& B o] EAllshe 4
oAl o] Rtk A& ARIEIN =
Aol Zof g 9] s LI = AL vl5
Z931tH(Baker, 1986: Price & Arnould,
1999). 17 zte] Ao ago] gla A= v
a2 ufe] EAFTE AVe 2T €
a4 Fo s etA Erh(Zajonc,
1965).
FR(2014)2 AFS] A AR A Ao] o B
Q12 891 o] x| Zbe TRA| o o)k
93-S At skt 3 Ballantyne and
Varey(2006) & 152 AH|x 374 53
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7154 JHEGE #AA 7IAE © FFete
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= I YAelA A sk AR A AR 222 0]
Zo| I OE Fa% 84R B 1 24 AL
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Siero & Mulder, 2010). e} w4 el A3te)E
< g} no] AH|3 A A AAsA =)

A B B o] AE P
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3. A7 71
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Au|2~9] -89S HP%L & aASo] Fule
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olFolxittar sileh. A2 7= F4 ti]
744 7re] vlme] g o g 7P dubA o g 2o
ZItH(Cravens, Holland, Lamb & Moncrieff,
1988). ey Fd3 714 Suivtew A7t
H 7 E AYste A vl dAoln PAa
&k om|o] Jidstolm FA3 7HA9 SH €

T 2HPF AY e g 7R E 299 Y Ha
st € Jigdsbb Zesth(Bolton & Drew,
1991: Porter, 1990). 15 TA] A|Fo]
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St 71541 ZRx Rt ofe} At hA] e
ABA 71AE sl &HE etk (Gallarza &
Saura, 2006; Sweeney, Soutar & Johnson,
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& Gross, 1991: Sweeney & Soutar, 2001).
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o rolet Gaks mZIch
7Hd 3c. B} 2 24 AL3]E Ajv]A2Fo]
X udo] X 5h= 2 A T
of felet ks mlzlck
4. 378 o=

7 TS Oliver(1980)7F AAIE 7o+
UX] o] ofaf 7 &3] dHHtH(Francken
& Van Raaij, 1981 Petrick & Backman,
2002). 1A w2 AR Tt AAR
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A 1A RS AR kel o ARE
AHEEl ok (Bramwell, 1998 Ross &
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AAL- A 2011 HLA - AEE -4
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ke 22 g7 U9 $A5D A v wEet) 738 13.248 721 928 934
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=4 o] &3 gFAle] eF g & o] &-& uH T Aot 562 8.713 .658 .904 .898
o] &3 FFAE thedE $HHeR nE ot} .804 14.374
o] &3t FFALE AUEA sojH o2 TE ot} .897 17.639
ofgt Eo 2 YRt S 7 9Qlo] =3606.979, df=2248, */df=1.605, IFI=
AEFZ(AVE)E 5 o), MEAlE|=(CR) = .7 907, TLI=.895, CFI=.905, RMSEA=
oo g BT VEAE FHot HFE-A 0] 0542 PE21EE B JF=E YERTH
S E Zlor vt w3 HAMNEES =
Aol tlg 2288 A5 A9kl AR 3. AR
2Ae 4G A%, 7 74eQe AdAS

(Cronbach’s Alpha)+ 71&x]el 7Ht} &=
el SR 2ol dREAYn &

I
T TRy nyAge BM43 2 (CMIN)
ek, mxgez ARAAES BAF Ay (& =690.857, df=400, ¥*/df=1.727, IFI=
4>9} 7L01 7} QRle] oA Aol At 952, TLI=.943, CFI=.951, RMSEA=.060
Z(AVE) Bt} W7 =Zso] sdedAo] o7 $53 2 A= E Yehhith S84
15421E}(Fome11 & Larcker, 1981). &% M| axA o) T} A ZHE 7ol v GEks

J‘o<>ﬂ o3t AR 74 A3 2 (CMIN) BA3 Ayl Zgld Au|AxF o]zl 71%A



F3A 71 =B, ARH AulasAle| Z}

ki

sAe] AzkEl A,

(F 4) Aae 2MZa)
: M amg 97 A% %A 494 39A .
AN AR BEY AR qﬁ% o ~ljj d mwy o wkodm OF TE0 T RN w3y
PR
o 715 1
(.511)
R 601 729 1
(.361) (.531)
el 554 752 715 1
lelA (307) (.565) (.512)
AETE| Q1 bH17T  .h94 624 562 1
HE (268) (.352) (.389) (.315)
Arolee 614 643 625 664 .T09 1
A8 (377) (.413) (.390) (.440) (.502)
" 470 625 575 B62  .380 .B27 1
(.221) (.391) (.331) (.316) (.144) (.278)
A5 508 634 625 618 428 530 .801 1
(.258) (.401) (.391) (.382) (.183) (.281) (.642)
9450 498 627 698 b6 B33  .B21 626 .661 1
(.248) (.393) (.487) (.321) (.284) (.271) (.391) (.437)
P 193 184 .289 280 252 284 194 277 171 1
(.037) (.034) (.083) (.078) (.064) (.081) (.038) (.077) (.029)
gu 328 394 438 457 411 462 325 374 .350  .660 1
(.108) (.155) (.192) (.209) (.169) (.213) (.105) (.140) (.122) (.435)
AgaE 380 477 404 B56 404 441 394 424 346 429 687 1
(.145) (.228) (.164) (.309) (.163) (.195) (.155) (.179) (.120) (.184) (.472)
PR 413 390 .226 379 .264 447 248 296 .117 262 273 371 1
(.170) (.152) (.051) (.144) (.064) (.199) (.062) (.088) (.014) (.069) (.075) (.138)
A4 A4 459 B34 493 B39 524 . b46 .341 353 .337 457 501 .443 463 1
(.210) (.286) (.243) (.290) (.275) (.299) (.116) (.125) (.113) (.209) (.251) (.197) (.214)
244 A4 625 607 504  B49 485 598 431 425 358 268 .392 445 598 .628 1
(.390) (.368) (.254) (.302) (.236) (.358) (.186) (.181) (.128) (.072) (.154) (.198) (.358) (.394)
a= 626  .660 548 595 488 623 518 .b23 473 227 400 472 B35 572 .805 1
(.392) (.435) (.300) (.354) (.238) (.389) (.269) (.273) (.223) (.051) (.160) (.223) (.287) (.327) (.647)
2y 537 B30 470 482 419 B51 417 395 370 278 .330 .336 .461 533 754 .760 1
(.289) (.281) (.221) (.232) (.176) (.304) (.174) (.156) (.137) (.077) (.109) (.113) (.212) (.284) (.568) (.577)
BT e A ARAFRY)
712 7] ARASFE 559, ARlA 7EA] 3k nx)e Aoz Jehton 1 o z= U
AEASTE 913, A 714 7t ARAGTE= Qlofe]z]7} 846, AlZH/de] 810% & AT
8192 5 frolstAl Jehsth. weba 7 st AlFE Btk thee R AdsFde® <l
la, 7Hd 1b, /M Tc B¥ AR B¢ 8 248 A A2z 7 2|2k /1)
2a)d Mu|axAo| o] 6714 FALA = F o A& YIS TG AF, AR A AfH| s
249 173t A7t 897TE 7P 2 dTFE AolZe} 7154 714, A4 71, A b



T Al408 A73(E4 Al143%)

=c|H
MBI A0 =

Rals L

91 Freweae

Al A
MBI A AH0| =

’/ :
21— 110

e 4
Pid 4
Blges

Al 2=l DHA]

ST 007

-077
. 386w
-063

51 G

| A0

(g 2) 72y 483

A 7o) ARAFE BF folaiA 2l e
o webd 7He 2a, 7Hd 2b, 7 2ct B
A2, w4 v 2o s 248 A
A Ww| 222:70) 27} A2k Ao w1 G

S B3 A7 g 3 24 AFEAE Au| A
Aol zsh 7154 AR 0 YA M) el Az
A% fola ghe 70w Uehgout A8A

7HA 3te] ARATE 318 ool ekt
o webA 7Hd 3a, M 3ee 714 E 0o u 7t
A 3be AYHAT. = R ele] #FI}
Aa7h 859% 7MY & d¥Fs mAle AR

LERt e JD} 202 M3t Eo] 82008
=& I3 ATE BT A2 77 vk
Oﬂ H]i]% :]?;};_. HH?;} Q‘L]_ ]__;q 7]—?]2]—

51622 frosil vepyttt. webA 7Hd dae
NP 7K 4b, 7 dce AEYE AT
T3 229 717} A0 X = Gere BA
& A3, 7157 7R e AR 7R 7 S 3
o BAEATE oo & AR Uehskout
A AR} 34 ko] ARATE 4092 &
ofatAl vebstth. webs] 7R bask 7Hd bbe
712 e 7 Bee AT rEAEe
2 WEo] FAd vXe d¥F TAT A,
BEAT7Y BT2E frelg o2 Yeht 7146
< AA =AY

2) == A4S

w d7e dEe AR o] 9 A
7o el A Ap|asA o) R B 3
7 24 AR A asFo)zek A2H 1A
Tof FAA, AAE T o} v s 3

T z? df p
H] Aok 1363.847 802 .001
A Frg 1426.152 841 .001
Aol % Ar? = 62.304, p=.010




T34 71 =B, AR AulasAle|Zoh o] A A4, vk, A viXe 4% 121

Agy EAG RS Rdap] daie vl A
okudlz) A|okrdlzhe] ¢ 7 Zol| A B] Aok

of df H2E ‘ﬂﬂ%‘ =gy

_o x—]?ﬂ—l:_]i]‘;}. Eﬁ —,75:—0]. 74 \"_E}Q o}
o} o] 5 =RIsky] fAate] B AR 2 A F

& vmakeh. ) AGRY} AR o

Do

= Rye] 4Yeg vag 23}, v ARy
o] 2% ghol AP Rt 62.304 Fon] Abf
T 39 A Jebth wEbA df=39¢ o

22 =62.304, p=.010(p(.05)& H] |k
W} Aok gk 22 2ol 7k fel@ Aol 7} 9l
o] =t el 2HFIWI} oS &
3 ¥, AR 2 a? Aol S AN e
1 A (F 6)3 2}

g4 Afu| s olzel A ZHE 71A] ke
JeaAel o uel xdETe 2N A
2}, &2 H Au|zzAolzet b5 74 L A}

)

rE o

34 74 el gEFaA A o] Felg A
ol Uttue Aow EMEAT. ol&x 71
Tast 7 Toe AAENeH 7M. Tee 7124
A9}, =3 B 14 24 AR8A A asAol
zsh 2|21 ) 7o) de] 2AEIE BY
& A}, B 24 24 M)A AE) 2o s
7]1:7\4 7]_5(] ] /\};qxq 7].5q 7ke) o 6&31}74]01]/\1

T 3 Ay oA Ak 71 2folr) 9= Ao
= vehget. olel et 7bd 8ash 7HdsbE A
AFRen 7k 8ce 714EAY. el A
24 7Ex o v 2he] Al elA gEel =
dads BAY 23, Akl 7 g AA
7HA o} i 7] GEgFRACM A At of
8 A 3 Aot Sle AR veuth w2t
A 7Hd 9bet 7H 9ce AAE AN 7HE 9a
t 2. AR A7k sk 54
el AL B g oy [ 3
o7 Aol7t Ve ek wep 7H
10a, 7Hd 10b, 72 10ce 7140,

(£ 6) Z2Hef Znt

A=A af A nge Ao
H] Az 1363.847 802

E84 MH|anA 0 — 7154 7] 1375.376 803 11.528 .001*

E84 MH|aaA 0] — ALEH 71X 1376.787 803 12.939 .000***
E84 Mu|asA o)z — A 71X 1364.370 803 522 470

El 12 — 7154 714 1372.257 803 8.410 .004**

El 12 — AlEA 71X 1370.224 803 6.376 .012**
A2k El 12 — A 71 1364.882 803 1.035 .309
=g 7154 71 — wHE 1366.323 803 2.475 116
A 7HA] — T 1369.172 803 5.325 021*
A 7 - T 1370.455 803 0.608 .010*
7153 71 — FA4 1365.353 803 1.506 220
ARBIA 71 — 24 1364.059 803 212 045
2RA 7 — FA 1364.135 803 287 592

F: *p.05, **p<.01, ***p<.001.



122 33l A408 A72(F8 A143%)

ook,

FEAjel g el ke 71\44 270l
3 o] Be RES
7] 71 ellA g7l
NN ETE ZrxE 3 9l
737 Aol gt ‘AMu| o] T 7H%§‘§ =
-a—}oa A2 PAAS] ATEo] 2 B
7 el tate] HE 840l =¥
/\}ﬁlz 8815 Aol AEAA 7S] #
Eo] ZASIAL e 40 S 4]
o2 AHHE A} s £ A= &) 7
S gk AF=4 7IW 78S ZA 37HA
QI Ee14 Mu|azAlo|z, A 270 AR A
HlzzAo| X B} 37 A ARS|A] Au] 2227
o|Z =2 o] Hyzl ettt =8 AH|Aax
Aol A|ZtA o2 E9l sl Wl §3
o §744 DA oo UF Brke Jrisow
FHoletn & Tk ARA Au] ool
3} g nAoz Q8 aAe] wlE A
AEA 292 TR F4AQ B

AMoltt. weta olell thet 7k= 7i]lel
_Zr

:I
ﬁ
z?’m
e
re
-
rl

2R oo e O oH =

o[N' l")‘ %o _VE, I—

wo T

N

2o r.L
ro N
o

M 2 2 Z |k 12

Y
N
g
off
r‘
ol > i
2 fo

e’
=
02
BN
ox
ko
[-'O
rlo
o

,
Mo
fo
P
AC)
i
s
4
¥2
O

N ;

al = 3]
F et ) A2 A

2o

Loy woqp

A 3}M .ol WPF/} ZV‘% 7HE 7158 7}
B o R I o e s B v K s I L
HlzzAo] 27} o g 7S el 7P 2 v
3 42 4 HeAl A6

= a7 B4 23, =83 Ap|azAel=

= Akl U@ 7% AR, A8 T, %

A 7ol el Y v Rz ‘JrE]r
Wt o= 5471(2014) 2] 78sg 7ol etk ]
2FA| o] T I3 AFel|A] B Au| A

o7k A7k8 FHe) 37HA 8Qle] W fe
@ UL nATE A7As QA F ol
el Al ACl i) 934

@ /g Az el sl 7

A, A Eue ZE 22 F83 03?2}&
o
=

[¢]

olrl=

AA .
Aol A3 2
golat 4 9= H

2008) ] 31 g 3

RURNTTY
X
-0,
=
=
aQ
oy
c+
o
=
@
=

o 4
o of &
>~
>
o,

814 S

gd 5ol
1973) EY % uf$-

Aol 7V GFE WATE AL AREL 2
SREEREE R LERERTEREEE
0 AAH oz BEsl 2S5 s Beld
97 290 9L Bol etk A2 on|F
o =@ 3249 899 M 2 9BE nlN
EAow itk A4S 1ela9s W, 3
Aol e el #70] BAs 442 % 9
£% outhe 31 71golof & Aol ®
e R R
A 2918 gl 27 Vet 4
2o RS e 3271 el A
ZRo] T MG Fol7k Basths ol A
Ad & gt

EEEELEY EEPE RN PPN L

£ 15A % A e ReR 9%
WAL e 9 A el felR
WAL dE AR Uehdrh 1 FIAE
AF1A Fp o] el ebgrie B e e



T34 71 =B, AR AulasAle|Zoh mfe] A7k T4, vk, Al viXe 9% 123

Fa% Aol @ % dtk. ol B 14

o= QI8 248 A8A 870 UE Bk A
Aol AEA A AL el Fed 98
S @eke Holth. B 3jo] Puht AN
At A8 uﬂﬁoﬂ A & AR, Ades

e ﬂcﬂ acfe el 2 o 27
H AN oS B A 85T
o) wRe] AgE 2 GFE
oI ol o e 9o 2Yss A
@70 rﬂsﬁ aae 21 ;
o thal <1 9
ahe ﬁqa}z & % gk web ol Al

2 oA

Ao vieAl A asitta
- Utk & 71 @71 e 2ol i
o] 7V 2 verdrhs AE e A €
of g nASe ool AZHT v At
Aot whebr] ool el mASe] 1A
7k lew olg nIt Rl gk
22 WgAdPel 2 = ke S A

o7 AANE F e WS FIFAIAE

h A8

o
Eod | Al E o]E A
PN

%2

il

o

ok
%

ofk

K-y

il

|

o fo

?ﬁ

l

¢
¢

LAV F 1=} r1rJzo&m}E 10%@@&2[@5}1
e
iy
o

1

rl

LRI Eotof &
o] ge u 1
Bshe do Gl g o et
(Areni 2003). whebA 2 ge] JeFH ol

Al ebskohs 1S g =
Eo] A3 PES S By d
Hell ==t dart oo, &3k A4
A 52 B FAE A A
#39 22< 7} ARrEe] ug7]
= ol 1 99 Algse] Fpake ARl
Aol g40] B8g Aol ActdTt

o FeA tigk AZE sk Al
2 719 AHA TR E At the v

f “‘f
(e}
é
o W

ox
ol
o

U
b
N
PP Yo W

J-‘ O
N
-

EQ
il
)

%

mlm
¥
|

}

frol g FFAT} e Ao Ve 7%
2 7RE ol dgAE e e A
oz BAFY. fFosHl veRd AkElA 71|
9} A 1R ZoME A A7 o =2
G MR E Ao e o 1450
Aol e HES =)E dele 2349

S4vt 2 Agdvhe HE ok _g_:'-o] S|
nht glEo|dEA], A4l AElA NS I

-

it FIANA FAEA Hote dviy Helkg
Hlgo] 9la driyt 1 2 =4S U
© YOI A A7} vt TP 2 dFE =
Zoltt, AASL F2 7 el %71]
S A 2 TheAe] Ben #4e

e gepzte s Qe F2 S =7= 4

\_]. T
A @& Zoltt. a%7] HEdd T2 APE =

9

oo

HoRoxe

rt
o,
=2
1o > Ay
R lo

to aft H

gl_"’

—n

2,

(o]

o

st
ML)
o
5

2
=
\
>,
&
N
ue
oW
fijo
o 12
o
o
il
oy
2
ro

o 1o
oy

o

S

0%

_0|L

>

o]

)

A Aom 2 1YL
& FEARE A% st gelo] d 5
RAoleh. w134 el

o S &

(e
e 0 o

o
-



124 #3817 A408 A72(EH #A143%)

U Apale] ALglE ZE7E P AEAE Q4s
B AR TR B w7l e 93
AR et webr ARE]A 7HA] 9
= B a2 ARl el
ol ol & Wl AdxHa sl & ¢
- A 77 ] vAs Gl o
Ja7s T4 = o, 229 7Hhel g
@ 3 859 ASehs R EYE drig

=
AL w2 5 QA A7) A AL

o
=)

(
=

E

Ol

N

RE oot 2borlo g HE L oofv of

el dalA] oA 9N F UdEAt
Akl Uid W o 2 20w gt
g % 9

cheor Al e A7k M

4 el gEAel U 34 %
]
1

Y
o,

1o ofn
o2
o

Lo
r
D)

N
N
ox
)

b2 d—g sacke 2349 i o
9 % o 2ASE 2449 AR
A BAR5E G3A el M 2 R
77 Fd ol A Aol L FF o
29 59 Y= g 2 9FE VAL 8

4 %ﬂs T B A A Ho

2 to rlo & ool @ oo [ HF 2 X

= o
e & 5 AES G} SN
2ol 71gla drks AL a5 A4s)

[o & g2 lo
rlo

i el Bk BEs Aol Fsd A
Do) 1 A|714Q) Aol 27 92Tk AL
sghh. ek A1) A 2] 27} 7]
Hd 2459 Bkl nlAE 9 e o4
Faaiga & 4 oo AEA A asselz
of A% FEA Aol 8a7} AYD 716
o] #

AAd oz A Zhzbe) B3y At uwat
9 % glol iAol A 48w AlEA
Au|2s7e) 27} A H7bel) TR e
o Aol o@a) 2A Belelord thol
u} EEEEE R DIEEE R E R
el s BAE AR A0 B

Ao g A2 7 Bz o] 2o} A
ZHe 74A] 7ol BACA 2EHEE ke AL
2 Yehgth HA =eA AujazAo]Ze] 7
T+, 7154 7 9] AT dAo] R
o o A dER ARSI 7ER| ko] EA| ol A
= @Al ddET ¥ =4 yehdd. o= o
el 75, EuA AR|zzAlel s A
et 71524 7M1 E Hrtekes ol 3 dFE v
AR Fe] A= AEA TS Hrlele
U B 28-S e Zold. o2l die
e A, A% 5o dFE A9 v 43
o] o dHtte AU er B3 5 et ol
e} o ETE o gefeta B H3REE S
T e it AARE & Al w2
6]——1—7] FJ—Z: 71*640]]}\1 IEP/\
H]&(40%)°] 113] o]/gelx
el B, 2~4310A 7P B
UeERRSiT webd 2Et B2 W =
< el HaL o] H]Fo] S&:—% j
Au) A22FA o) T i3t Frte
o 259 7 EE ARl /\M&

3 AzstA 2 oAx7F B A ELDH_ &

,
oy
T



T34 71 =B, AR AulasAle|ZoF o] A7 T4, gk, Al wiXe 4% 125

5 9iek. ol wlal o4l A Aoz A A Aok 2 FBAL AR AFSE A @
S+ e WA Agem I B4 pAe Al 9E UE I 924 93 FAE 7
A Fg 5 O ol e R e gdvge a7 A9e e 1€ Bolck
AN A2 & e V1A R W 2 EF 33 o8 B4 9 olg d5, uIgT
AFE WAL RS AAE 4 Ak EFE AL ANSBA clgeliel A AN A
a A o) A AR A AH|AaaA o]z H o7} EAdthe 2 Astslel A7E A3tk
$ 7153 719k A1) A 7M el A of W g IS oleld 3k Ao
Huck giel o B Aoz BT ol AZED Eg AU oR Py A
el A, e 129l o ‘;3 WEA LS g9 ZEAE 2000 ¥ 2gad
7HAARL SRt AR o] AE A A 9ol el 3 (Marsh, Bella & McDonald, 1988). ¥ <
ZeluA s dol Rt Y 2 GFL ulI FolN SPB ARE BEE olF I
ta @ 5 gk teoz A48 e BE Aol 2y @ 47 48S wefdEo ga
el AN, A JHE o Aedd,  REY gRavlsn @ S 9o o A3 w2
A e Y ARl o B deigeh, 2018 SRe 23 g dad aAE AY
A AR G Feeld o 24 B9 2 3 glda weEd
e ool wARTh YHS SRel 2l
H 7HE EthE Wood(1998)¢] At¢b= 7%
WEE Azolth B 7ol ojsh e sk SR
G7] ool St 2614 gol2he HelA 9
A9 2= otk = o] wat g2y] o] Lo Yt A8Hx1(2012). FaAke] AujazAolZ, AR,
Aol gt Wil JrHoR BE % 9 o e T e R
L = PN LN =157 Tl
e A AR e 98 98 S S ns, e s
=T ST EE e e = @7l Psemel vl JF: ANe 3
A= HE | A=A 7} BhEol) & Jake vHvh= 272 Aoz HAIAL,  39(4)
Ao}, ol @A =eld vhs} o] mao] A 39-57.
2t b SRAA PE FBAoRR B T gau(2014). BB AHAsA 0| A A2 7}
349 ek Anew 49E 5 9t ol A5t AEme| WA= GG A, AQ4,
& 194 MY Fege 387 ol gl Be A8 Apl Aol 2g FHoR. (UYL
aAAEZ 7 290 gL o] ARt & & Ay, 38(10), 33-56.
2o Galdln A om Fejgjop & pre  _ (2013). *M“ ol 7ge] o, T
PARTE A Sk Hol Az A} AFESs, 25(1), 1257143,
74 7 4 el o o dgge o AL A 3RO, d9dEe A4e
T A3he 49l A AN A ) B A S
48 5 gEAe oRe gBAL olse WS e . 2T
Oﬂ e mAr de mar rlsh - £t - A FE(2016). ANAEHE Ay
de x4 2AolZh DARARS B BB
ATE FU) AL o] §70] 2 ¥FS 3} M GFaAe B A7 wAEte

olt

PF— S0l A7 Arg dutsehe Hele ¥ ZA a7}, "HFLAT, 40(4), 69-86.



A728A -?&{1—?(2009) EE“ Au| 2] E2]7 8,
a4 7, A 4¢4 F2A BA #H
AT, "HEEAT, 33(2), 327-347.

Anderson, E., Fornell, C., & Mazvancheryl,
S. (2004). Customer satisfaction and
shareholder value. Journal of Market-
ing, 68(4), 172-185.

Areni, C. (2003). Exploring managers implicit
theories of atmospheric music: Com-
paring academic analysis to industry
insight. Journal of Service Marketing,
17(2), 161-84.

Bagozzi, R., & Yi, Y. (1988). On the eva-
luation of structural equation models.
Journal of the Academy of Marketing
Science, 16(1), 74-94.

Baker, J. (1986). The role of the environ-
ment in marketing service: The con-
sumer perspective in the services chal-
lenge. American Marketing Association,
1(1), 79-84.

Baker, J., Grewal, D., & Parasuraman, A.
(1994). The influence of store environ-
ment on quality inferences and store
image. Journal of the Academy of Market-
ing Science, 22(4), 328-339.

Ballantyne, D., & Varey, R. (2006). Creating

value-in—use through marketing inter-

action: The exchange logic of relating,
communicating and knowing. Marketing

Theory, 6(3), 335-348.

L. (2000). Cultivating service brand

equity. Journal of the Academy of

Berry,

Marketing Science, 28(1), 128-137.

Berry, L., Carbone, L., & Haeckel, S. (2002).
Managing the total customer exper-
ience. MIT Sloan Management
Review, 43(3), 85-89.

Bitner, M. (1990). Evaluating service encounters:

The effects of physical surrounding

and employee responses. Journal of

Marketing, 54(2), 69-81.

(1992). Servicescapes: The impact of
physical surroundings on customers
and employees. Journal of Marketing,
56(4), 57-T1.

Bolton, R., & Drew, J. (1991). A multistage
model of customers assessments of
service quality and value. Journal of
Consumer Research, 17(4), 375-384.

Brady, M., & Cronin, J. (2001). Some new
thought on conceptualizing perceived
service quality: A hierarchical approach.
Journal of Marketing, 65(3), 34-49.

Bramwell, B. (1998). User satisfaction and
product development in urban tourism.
Tourism Management, 19(1), 35-47.

Brocato, E., Voorhees, C., & Baker J. (2012).
Understanding the influence of cues
from other customers in the service
experience: A scale development and
validation. Journal of Retailing, 88(3),
384-398.

Chang, T., & Wildt, A. (1994). Price, product
information, and purchase intention:
An empirical study. Journal of the
Academy of Marketing Science, 22(1),
16-27.

Cravens, D., Holland, C., Lamb, C., & Moncrieff,
W. (1988). Marketing's role in product
and service quality. Industrial Marketing
Management, 17(4), 285-304.

Dodds, W., Monroe, K., & Grewal, D. (1991).



T34 71 =B, ARH AulasAle|Zoh mfe] A7 T4, vk, Al viXe 9% 127

Effects of price, brand, and store infor-
mation on buyers product evaluations.
Journal of Marketing Research, 28(3),
307-319.

Dolnicar, S., Grabler, K., Griin, B., & Kulnig,
A. (2011). Key drivers of airline loyalty.
Tourism Management, 32(5), 1020-
1026.

Evanschitzky, H., & Wunderlich, M. (2006).
An examination of moderator effects
in the four-stage loyalty model. Journal
of Service Research, 8(4), 330-345.

Ferber, R. (1973). Consumer economics, a
survey. Journal of Economic Literature,
11(4), 1303-1342.

Fernandes, T., & Neves, S. (2014). The role
of servicescape as a driver of customer
value in experience-centric service organ-—
izations: The dragon football stadium
case. Journal of Strategic Marketing,
22(6), 548-560.

Flavian, C., Martinez, E., & Polo, Y. (2001).
Loyalty to grocery stores in the Spanish
market of the 1990s. Journal of Re-
tailing and Consumer Services, 8(2),
85-93.

Fornell, C., & Larcker, D. (1981). Evaluat-
ing structural equation models with
unobservable variables and measure-
ment error. Journal of Marketing Re-
search, 18(1), 39-50.

Francken, D., & Van Raaij, W. (1981). Satis-
faction with leisure time activities.
Journal of Leisure Research, 13(4),
337-352.

Gale, B., & Wood, R. (1994). Managing customer
value: Creating quality and service
that customers can see. New York:
The Free Press.

Gallarza, M., & Saura, I. (2006). Value dimen-

sions, perceived value, satisfaction and
loyalty: An investigation of university
students  travel behaviour. Tourism
Management, 27(3), 437-452.

Ganesh, J., Arnold, M., & Reynolds, K. (2000).
Understanding the customer base of
service providers: An examination of
the differences between switchers and
stayers. Journal of Marketing, 64(3),
65-87.

Grove, S., & Fisk, R. (1997). The impact of other
consumers on service experiences: A
critical incident examination of ‘getting
along.” Journal of Retailing, 73(1),
63-85.

Gummesson, E. (1993). Quality management
in service organizations. New York:
International Service Quality Association.

Halpern, D. (2013). Sex differences in cognitive
abilities (4th ed.). Psychology Press.

Han, H. (2013). Effects of in-flight ambience
and space/function on air travelers’
decision to select a low-cost airline.
Tourism Management, 37, 125-135.

Han, H., & Ryu, K. (2006). Moderating role
of personal characteristics in forming
restaurant customers behavioral intent-
ions: An upscale restaurant setting.
Journal of Hospitality & Leisure Market-
ing, 15(4), 25-54.

Heinonen, K. (2006). Temporal and spatial
e-service value. International Journal
of Service Industry Management, 17(4),
380-400.

Hightower, R. (2003). Framework for man-
aging the servicescape: A sustainable
competitive advantage. The Marketing
Management Journal, 13(2), 84-95.

Hightower, R., Brady, M., & Baker, T. (2002).
Investigating the role of the physical



128 3l A408 A72(FE A143%)

environment in hedonic service consump-
tion: An exploratory study of sporting
events. Journal of Business Research,
55(9), 697-707.

Homburg, C., & Giering, A. (2001). Personal
characteristics as moderators of the
relationship between customer satis—
faction and loyalty: An empirical analy-
sis. Psychology and Marketing, 18(1),
43-66.

Jensen, H. (1996). The interrelationship be-
tween customer and consumer value.
Asia Pacific Advances in Consumer
Research, 2, 60-63.

Jin, N., Line, N., & Goh, B. (2013). Ex-
periential value, relationship quality,
and customer loyalty in full-service
restaurants: The moderating role of
gender. Journal of Hospitality Marketing
& Management, 22(7), 679-700.

Kolyesnikova, N., Dodd, T., & Wilcox, J.
(2009). Gender as a moderator of
reciprocal consumer behavior. Journal
of Consumer Marketing, 26(3), 200-
213.

Kotler, P. (1973). Atmospherics as a marketing
tool. Journal of Retailing, 49(4), 48-
64.

Kotler, P., & Armstrong, G. (2011). Prin-
ciples of marketing. New Jersey:
Prentice Hall.

Kwun, D. (2011). Effects of campus food service
attributes on perceived value, satis-
faction, and consumer attitude: A gender-
difference approach. International Journal
of Hospitality Management, 30(2),
2b52-261.

Marsh, H., Bella, J., & McDonald, R. (1988).
Goodness of fit indices in confirmatory
factor analysis: Effect of sample size.

Psychological Bulletin, 103(3), 391-
410.

Martin, C. (1996). Consumer-to-consumer
relationships: Satisfaction with other
consumers public behavior. The Journal
of Consumer Affairs, 30(1), 146-69.

Mattila, A. (2000). The impact of culture
and gender on customer evaluations of
service encounters. Journal of Hospi-
tality & Tourism Research, 24(2),
263-273.

Meyers-Levy, J., & Maheswaran, D. (1991).
Exploring differences in males and
females processing strategies. Journal
of Consumer Research, 18(1), 63-70.

Mittal, V., & Kamakura, W. (2001). Satis-
faction, repurchase intent, and repur-
chase behavior: Investigating the moder-
ating effect of customer characteris-
tics. Journal of Marketing Research,
38(1), 131-142.

Mohr, L., & Bitner, M. (1995). The role of
employee effort in satisfaction with
service transaction. Journal of Busi-
ness Research, 32(3), 239-252.

Monroe, K., & Chapman, J. (1987). Framing
effects on buyers subjective product
evaluations. Advances in Consumer Re-
search, 14(1), 193-197.

Oliver, R. (1996). Varieties of value in the
consumption satisfaction response. Ad-
vances in Consumer Research, 23(1),
143-147.

(1980). A cognitive model of the
antecedents and consequences of satis—
faction decisions. Journal of Marketing
Research, 17(4), 460-469.

Parasuraman, A. (1997). Reflections on gaining
competitive advantage through customer
value. Journal of the Academy of Market-



T34 71 =ElH, ARH AulasAle|Zoh mfe] A7k T4, vk, Al viXe 9% 129

ing Science, 25(2), 154-161.

Petrick, J., & Backman, S. (2002). An examin-
ation of the determinants of travelers’
satisfaction. Journal of Travel Re-
search, 40(3), 252-258.

Platania, J., & Moran, G. (2001). Social
facilitation as a function of the mere
presence of others. The Journal of
Social Psychology, 141(2), 190-197.

Porter, M. (1990). The competitive advant-
age of notions. Harvard Business Review,

68(2), 73-93.
Price, L., & Arnould, E. (1999). Commercial
friendships: Service provider-client

relationships in context. Journal of
Marketing, 63(4), 38-56.

Reichheld, F., & Sasser, W. (1990). Zero
defections: Quality comes to service.
Harvard Business Review, 68(5), 105~
111.

Reimer, A., & Kuehn, R. (2005). The impact
of servicescape on quality perception.
European Journal of Marketing, 39
(7/8), 785-808.

Rocha, M., Hammond, L., & Hawkins, D.
(2005). Age, gender and national factors
in fashion consumption. Journal of
Fashion Marketing and Management,
9(4), 380-390.

Rosenbaum, M., & Massiah, C. (2011). An ex~
panded servicescape perspective. Journal
of Service Management, 22(4), 471~
490.

Ross, E., & Iso-Ahola, S. (1991). Sight-
seeing motivation and satisfaction.
Annals of Tourism Research, 18(2),
226-237.

Ryu, K., & Jang, S. (2007). The effect of
environmental perceptions on beha-

vioral intentions through emotions:

The case of upscale restaurants. Journal
of Hospitality & Tourism Research,
31(1), 56-72.

Sheth. J., Newman, B., & Gross. B. (1991).
Why we buy what we buy: A theory of
consumption values. Journal of Business
Research, 22(2), 159-170.

Shostack, G. (1977). Breaking free from product
marketing. The Journal of Marketing,
41(2), 73-80.

Sirdeshmukh, D., Singh, J., & Sabol, B.
(2002). Consumer trust, value, and loyalty
in relational exchanges. Journal of
Marketing, 66(1), 15-37.

Specht, N., Fichtel, S., & Meyer, A. (2007).
Perception and attribution of employee’
effort and abilities: The impact on
customer encounter satisfaction. Inter-
national Journal of Service Industry
Management, 18(5), 534-554.

Sundstrom, E., & Sundstrom, M. (1986). Work
places: The psychology of the physical
environment in offices and factories.
New York: Cambridge University Press.

Sweeney, J., & Soutar. G. (2001). Comsumer
perceived value: The developer of a
multiple item scale. Journal of Re-
tailing, 77(2), 203-220.

Sweeney, J., Soutar, O., & Johnson, L. (1996).
Retail service quality and perceived
value: A comparison of two models.
Journal of Retailing and Consumer Ser-
vices, 4(1), 39-48.

Tombs, A., & McColl-Kennedy, J. (2003).
Social-servicescape conceptual model.
Marketing Theory, 3(4), 447-475.

Trampe, D., Stapel, D., Siero, F., & Mulder, H.
(2010). Beauty as a tool: The effect of
model attractiveness, product relevance,
and elaboration likelihood on advertis-



130 sl A408 A72(FE A143%)

ing effectiveness. Psychology and Market—
ing, 2(12), 1101-1121.

Turley, L., & Milliman, R. (2000). Atmo-
spheric effects on shopping behavior:
A review of the empirical evidence.
Journal of Business Research, 49(2),
193-211.

Wakefield, K., & Blodgett, G. (1994). The
importance of servicescape in leisure
service setting. Journal of Services
Marketing, 8(3), 66-76.

Wood, M. (1998). Socio-economic status, delay
of gratification, and impulse buying.
Journal of Economic Psychology, 19
(3), 295-320.

Woodruff, R. (1997). Customer value: The
next source for competitive advantage.
Journal of the Academy of Marketing
Science, 25(2), 139-153.

Woodruff, R., & Gardial, F. (1996). Know
your customer: New approaches to
understanding customer value and satis—
faction. New Jersey: Wiley.

Yang, Z., & Peterson, R. (2004). Customer

perceived value, satisfaction, and loyalty:
The role of switching costs. Psychology
& Marketing, 21(10), 799-822.

Yoon, Y., & Uysal, M. (2005). An exami-
nation of the effects of motivation and
satisfaction on destination loyalty: A
structural model. Tourism Manage-
ment, 26(1), 45-56.

Zajonc, R. (1965). Social facilitation. Science,
149(3681), 269-274.

Zeithaml, V. (1988). Consumer perceptions
of price, quality, and value: A means-
end model and synthesis of evidence.
Journal of Marketing, 52(3), 2-22.

Zeithaml, V., Berry, L., & Parasuraman, A.
(1996). The behavioral consequences
of service quality. Journal of Market-
ing, 60(2), 31-46.

20164 43 11 FHEFI=2 FT

20160 68 7Y HE AAYUE L ANHY S8
2016 68 13 HE=E T

391 A 2





