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The Impact of Perceived Service Quality on Satisfaction and Behavioral Intentions:
Applying the Three Dimensional Service Quality Model
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ABSTRACT : Based on Brady & Cronin (2001) comprehensive third-order factor model of service
quality (interaction, environmental, outcome quality), this study: (1) identifies exhibition service
quality factors that promote participant satisfaction, (2) examines the influence of satisfaction on
purchase and revisit Intentions. Brady and Cronin (2001) argued that interaction quality is
affected by the attitudes, behavior, and expertise of the trade show personnel. Environment
quality is influenced by ambient conditions, design factors, and social factors. Outcome quality Is
affected by waiting time, tangibles, and valence. To test the conceptual model of this study
empirically, questionnaires were distributed among 390 visitors throughout Food industrial
exhibitions in BEXCO in 2015. We conducted second order factor analysis of service quality and
research hypotheses were analyzed using structural modeling analysis utilizing SPSS 18.0 and
AMOS 18.0. The findings Iindicate (1) three factors (interaction quality, holistic environment and
outcome quality) impact satistaction positively, (2) participant satistaction positively influences
revisit intention and the intention to purchase a related product after the exhibition. The study
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results reveal that outcome quality is the strongest factor influencing customer satisfaction.

Theoretical and managerial implications are provided to strengthen Korea's service competitiveness

in exhibition industries.

Key words : Interaction quality, Holistic environmental quality, Outcome quality, Satisfaction
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2 ATANE 05T F 40059 HEA
S0l BYAF 1092 A 39092

=
Aol o] &3lolrt. A SRRl 542 (E 1)

o7 EA £

T N (%) TE N (%)
e 237(60.8%) 10 28%(7.2%)
e 153 (39.2%) 20 o 1827 (46.7%)
a4y 1389(35.4%) | . 300 637 (16.2%)
i 43%(11.0%) T 40 347 (8.7%)
Au) 27 36%(9.2%) 50 o 487 (12.3%)
29 347(8.7%) 60 o ol 35%(9.0%)
g AR 28%(7.2%) Zotw 29 127 (3.07%)
A2 267 (6.7%) w5t Aet we 29 71%(18.20%)
AE 55 W AT 2278(5.6%) = 23A ek A == £ 947(24.10%)
379 7% (1.8%) 237 WSk A e 29 180 (46.15%)
7]} 56%8(14.4%) el Ag = £ o]} 337(8.46%)
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3} go] e Wyel 1537(39.2%), oldel 7] A% G914 QRS AN WA, 1

2379(60.8%)% At AEe 200 A 8910 PYE] g AN WEAL] A

7} 1829 (46.7%) 0% MY Bovl, 1 B 2 FA Q49 22A B 43 99 2

3007k 63% (16.2%), 507t 48%(12.3%), A 291 #42 AAsle] B39 AP 2 74

40917} 34%(8.7%), 60%h o’de] 357(9%)  AWde] By Aol APHUh ol 89l
o g}

o] vl & AAEIT. AEA SEA] gEd 28 3t 29l (complex models) oA A=
EXE 434 tietw et 3 2 E3x71 180 3|44 ZE(interpretational confounding:
H(46.15%) & 7P¢ B, 11 the 294 gt WA S Lﬁ]r o et 2% 2wl FHA S
o AE} B AT 949 (24.1%) = AA 8 o] Wglsh= )2 EodTth(AAE] ¢, 2012:
e AT e E%e] 719(18.2%) 9 Hl& Burt, 1976). ¥4 23} X*=499.11(df=114,
= 2T AEA SHAR] A9 xE p <.001), RMR=0.08, CFI=0.91, TLI=
galo] 11387 (35.4%)0.2 71 B AR 0.90, ECVI=1.392 H|w# Agst 2Fo]
el 571 4398 (11%)< 2HA8k, A SHEAF( 2 2) F=F).

H| 2o 36W(9.2%) o= FAste A= ZF FaNde gk 34 dEEe] a9l AA
LRt F =

-

a%ﬂ}—s} F}JHCronbach JAFE AR A 9 £ BRE oA gEAEs &+ 9o
Solitt. BE 2919 Agnkel oAl 71E gk AR AT W9l o] 24 vy HES 9T
A9l 7ol AFE B AREE YEML  gYx AAE ol 90BN S Eg) A8
5= IskAtH(Churchill &  Suprenant, o} 2go] Agte 2 Aol vl ol
1982). W] A AlEest Bd=E HSs AlgElon, $4 23 By AYPE AFe
R 7
x7 4
,// ™~ -
894 959 933 951~ 807 -.782 680" 927 920
& \1, -./._'____ . N r'd \1 ~a
(a= 4% ) | wang ((daa ) (A4 ) (g ) (e
/55 _,;-i'sbﬁ, f% ,313 05\ £38) 817 43\

88 791 S0 sm | 60 m !ns 30l A3 1[:4 Eit .ﬁ,fi [T 697 | 103 ﬁﬁ‘ | 760
4 S L -
MEE(?F? B”;('_Cﬁ}r’lt‘r'!mm&’wﬁﬁ w-‘.'ﬂw LI’}?_ZF 74) 75 [zs |Tzs 79

(ag 2) 2xt 2fely 292 24



166 #FdT A48 A8E(EH A154%)

891 73

SHYE P @EWE AVE
el = (attitude)
X1. U A 2M Au|zsle gdaiEe] AT galdit 720
X2. 24138 Auls AP UE 7)70] melEse HEE Byt &1 0891 0637
X3.2A)38] M| ZYe U 75 ojsslEE BEE Bt 818
& % (behavior)
X4 Aol ME|2 FAlEe] U 87l 8317 913 35S H3tku Sl 82
X528 Au)s GRS W) 8t A4 ol-8sisi) 80 082 0633
X6.2A18] AHx AYPES U 87 ofslstn e PeoR HoFlth 806
AEA (expertise)
X7. U AAE AhEe] 7] A5 dlal] & g a2 T 4= dsich 805
X8.7AE] AMH|x FRAES U Aol wEd] g 4 de 58S Ay Itk 79 080 0618
X9. A8 M)A dialEo] Algshe x4 & Aol Akle] 815 dldet =
Hg A8 Al P e otk i 160
ZFH 273 (ambient conditions)
Y1 v AAE7E £ 2719 BlE 5= it 708
Y2.0] A3 E Wl F7ske 89715 2 et Ak 831 0878 0619
Y3.0] A FE B9V FL4S 4, & FHIEHY Y 816
A8l (desings)
Y4.0] AAE g 2wl QdF et 801
Y5.0] FAE A 2 e W e AYFCE (d: o1sHA) 803 084 07
Y6.0] AAFE gl FaoAs & < sl 712
A3 84 (social factors) 706
Y7. 02 A2 U7} 7ALE] AEIAE ol g3t Welzh HA] 2%
Y82 HAEL o] A3l thet £ VIS Ssled] Lxsisitt 794 081 0x
Y9.%14138] AL T2 ] M)A Qo] JEke Frhs A4S du ek 710
7] A]ZH(waiting time)
71278 #ZA 7] AR o 7sdT 720
724N g B 7] AlRbE A4kl $lsid wEsiith S22 085 0597
73.17 ti7] Azte] $84S AA 3 ddAE du Ui 752
373 AE ¢ AMu]X(tangibles)
74 e AA A Agshe AE 2 MuAE S5 A
75728 7F W7t Yske AEF Mu|AE AlFsta glojA E3Th 828 0871  05H
76.0] FXSle o] Fehe AIF B A2 T TR gt giich 785
W3~ (valence)
Z7AANE #EE v S ), U £2 49 sikdn =g 824
Z8 ANE 7} Yol £& AdS AFsldn =H3H). 81 08% 0657
79.773 & 3] Yl F3< Ade] FolA g lvky A7, T
W= (satisfaction) 819
Aoz Argld W&
AAH o= AN AP PETS =7 828 0919 0.716
Ue A5 E WEsy] At et 1
A& 1] 9 =(purchase intentions)
AXNBE Bal gAl ® AFel dsl 2 A4S 7T 900
AAEel| a7lE Bl Ao dis] s4=r) dsE AT 866 08% 0689
U= AAEe] AU e AL g5 el ogko] Qi) 826
AWE 9% (revisit intentions)
U s 718ox AAEE Had oo ot 883 081 0778
T2 ARSI o] AAEE o] HHEsAl At 2gke] it 779
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x*=1097.379(df=536, p{.001), x¥/df=
2.047, CFI=.935, IF1=.935, TLI=.928°2%
71% w9 & “d3eklal, RMSEAE 052
2 veht RMSEAZF .08 ofste] 2% =37}
dolel 1t F&Ente Aes Yehite
Byrne(2001)¢] A|jte THAIZIH
(F 2)¢F o] 7id AF=(CR) =g

71 JE T o) e S
A (AVE)& 4AA .
WA S B FtH(Hair, Black, Babin
& Anderson, 2010). Anderson and Gerbing
(1988)°] Akt W EfFEe Hrh= 370
Qe Abelo] AT AF @ FENE
AVE = ¥lal 5 971jE 23}, AVE# S 2
NdEe] A A Ay #ET 2 32 Jed
(& 3) Fx). =3 7 ¥ FATe
BSlelA 82 e ZF WRIZte] =Y T
21 0.85% 2HskA] FUth(71=, 2006 Kline,
1998). webx B AFoA AMEE S
78 NdEe 74 gd=e 3l gd=rt &

(df=543, p(.001), x*/df=2.219, CFI=.923,
[F1=.923, TLI=.9162 YElgtt. RMSEA
= 05622 7|F <l .08 °]3tz yEh =3
7 Holy 1t 8dvhet AEll Ao R e
Wt Byrne, 2001). 470d 2F #AC] 71
A% A%, T 59 7Hdo]l BT AAHAUT
(G 4) 3F=). AN Hs48F4 (a1 7
2A¢=.143, t-value=2.363) % F4F4
< (VM2 BAE2AS=.157, t-value=2.116).
ANFA (M3 BA2AG=.646, t-value=
347)& FA7MAE vEE ASAE BEE U
o, F7iAte] S AT QT g
7= felek aRlo] HAT(MA4: AEAS
, t-value=12.320). ¥t #7427
ot

G5 ALE RS PPN 2

=2 g p = 7

HEdoa & 4 9l gakgle] HJG(7ME5: AZASF=.691,
t-value=12.926).

(E 3) MmEl 24 2
1 2 3 4 5 6

1. 3548 24 1.00

2. 9% =4 (6752221) 1.00

3. 4% ¥4 (Oig(fn ((5.752255> 1.00

495 Oose) G488 G 1.00

sAEFAE O UL oy G 1.00

6. AYE A= GOm0 Oseh  Gas)  Gasn  (Goi 1.00

Fit statistics: x*=1097.379, p¢0.001, x*/df=2.047, CFI=.935 TLI=.928, IFI1=.935, RMSEA=.052
T

23 e A AF #
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(F 4) 74704 2+ &2 45 2ot
7Hd BARAF CR(t) ]
Hl: 3544 4 - 957 0.143 2.363* 7 AR
H2: 374 #4 - v=4 0.157 2.116** 7ha AA
H3: 2% 4 — 953 0.646 7.347%+ 7Hd AA
H4: 9537 — 2AA3] 4 7 9= 0.690 12.320%** 7 AR
H5: BE7 — AN AR 0.691 12.926*** 7M. A|A

F " p.001, **pd.01, *p<.05.
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57 &2 o] 3T 9](2015)9] A7 A3t

o]

A
A7E ANl AN E §AUAE o 4
F A eks AR Wt A
wEe| froln|g 4R S sete

B AT o] BA A eI 2 B
A= Brady and Cronin(2001)2] Al 714
2k Mu) s FA F8 ko] bz Al 7HA] st
9 815l o3l G e 7 ANdeR 1
ofstsith. = Al 712 ARl Fd Apdo] A9
A olab 89l FAS BallA EEAHoln #F Y
Al S AT AR AT B =
GHBIGT. oleldk HollA FsAte, 24 &
7, AIA MH| 2~ F4 A
el &% YguEo] tastE FHE AAE
A8 Ao} Apoldo] Aok(RPAA ¢, 2013:
Zw4, 2015). o5 B3l A3 73 B 3o

Nge 2 BEL e Bag Aulx AU

S
a9l 847} RIAAAE sheste] 34 1A &
B Aoz B8% & g Aol

T AN Al s FAY FREE The
3N s FA FoEsh Jol7h UE
Fglor, B 972 el 4% ANg9
4 B4, 94 4, 23} FAo 24 5o
FE vAE 9AYe] FAT & ek T



169

kA=

37} He=s

A A

2

g =4

-
L.

A8 @A AEl 27k A1
wo] et 4413 Bgol

Aol A EA

Al 3

w
i
e

™
i
ﬁo
iy
o
Nk

ol

iy

o

o}J

o
it

—~

. !

Ez o5} 2o A74 Al

=
=

k!

AHe AN

"
)

—_
o

W
]

of
il

ﬁo
iy

< &3l A 2 Ve

‘ob, el 37) A

afjoF g

2 %4

78

4

A14e)

2 )7t

—_—

9]0

2D

~
)

Ak
SH
o
ol
"

ol

ol

o

AAAA

s

ol o

27} 8=,

Ho
3
Jo

o

oj

AL

49

=z, 574

ol o
4o

st} o)

A e S8

2 F40] A3 Qo8

AH]

s

A 2919 ¢

af| A YA}

o
i

iyl

~O

2l

]_

N

7 A

F

ol 24]3]

b oEAE A7]=

S

= e Fazt] iy

A

1A A8 st

9]

[}

k71 e 1A o)Fel

she

DEREET

SERER

IA7171

o RE7t 3%

ERET

9]

ot
_E.._

3 A Q3te] AN

7

al

o] ARkl Z7ksEE X8

0SS
ol

st} of

ol dg

tol 213

S

g 4 FIE A

T

=

2]
@7 tiAle) Ha4 2 uA o)

A

i,

=
=

T vk el o t7] ARk

|

== A~
ol &4 + 3l

Pl

Ad W7l 5 1

£l

=

HE



W& A3 Qo]
]

el ZHEL JJr é—%

: F91 geish 539 3
e PEeA 2@ HE K 2 2Ae) @)
1 gl

R
BIEH

ya

Wﬂl* "
2 Ao}, 2]
2= 6‘}01 31

Jer}7} x] 7%—}—“—

i

-

2 2413) A o
lomz ARH olalst a4l
P AT Bielde g X

Z171€H2006). et W A~F=AE AH] 2] A7k
T L Eas Nt P 2 svd it el R =t
H X G TASIEAA, 17(4), 83-92.
AF4(2008). A3 A2~ FA 4 a9le]
P == e o S = R P RSl S
T8l A, 33(3), 123-157.
An)7 - A7122014). €129 4 PPL o tigt Far
=7t Bl BE, Fujelze] nx= o
gk AR ~ER 1S gdeR, 1947
FATy, 17, 353-374.
ﬁ%**(zoos) Ul A AAA S E
saBFAT, 10(1), 30-43.
712121(2015). &€l AMuj~ =4 %7 9 ARH)g
7<47Loﬂ Oﬂ?ﬂ:o F= AqagJoLoLJJr Bdc =
AE A BA 1, TEgAT, 30(7),

O

21-40.
A4 - ol - AHH013). £971319] ofolgl
EE) T 1% A% Aus FA a9

1 7199 AR A A9 2d g et 3.
r3 - A ATy, 25(7), 251-266.
A3 - e - § 1T(2o12) 3 AMn) 2 E4

T, 27(5), 97-115.
- A4 E(2003). Hhets]e] EE]A $Ae] i
A wEy AR g3 EA = o

o
ﬂPi':
rio,



A3 Az FA Aol b i Bl A A=A vXe €% 171

&, fehgstd Ty, 27(3), 79-95.
AEA(2016). A8 o] AR|2~FH, BE7HA], 7
Z5, AR 9% 7F g3 BAL TR A
ATy, 11(1), 51-74.

- B3 - £ 9(2005). A AAE] A

2 &Ao] ATMYA WFE v)AE
[¢]

o
01014
oE

gy, 29(2), 33-51.

Aa7 - £571(2010). 2EALE o8 Fa
HErh BEdE 5] wA=
. "HFAT, 25(2), 229-251.

A3 - 247 - JUAQ006). ANT Hae
Aul 2 FA I} gkl gk AT T A
T, 12, 165-176.

85 - 27000, HA HS|e] Azt An)
~ F4 PPt pEEsh @Eelw vlA
T 9% A7 2003 FAF HAREHLEE T
Aoz, T dat,, 8(2), 107-126.

=4 Xé-?—_ 719141(2015). s Ee] B=

1131/\#;1 ol H%E%Aél,:_oﬂ u]
o TEgAT A, 29(7), 43-56.
- B821(2016). ¥HET AMu|2 g
S A= 3 A A A 2
: fﬁooaﬂ ﬁﬂ, 31(4), 361-380.
2 FA3} AANER |
Sl 04? f?a}?j?qiﬁ@xl 7(3), 241-256.
A - A - AAHL(2013). AZH FHo]
H7pA] 9 kel W= o A T
B AAT;, 25(7), 401-415.
- 237(1999). 1A g AA .
FASIA. MARKETING JOURNAL;, 1(4),
126-151.
- 58%(2014). Brady & Cronin 3349 =
& o] g3 e T2 ko] Aujx EF4
F7Eek AL FbAERE]A), 15(4), 281-300.
cukE . o] g - 2lge) - $EE(2012).
A A 2he T, A7, =, A
TORRE] TARA, T - A AT, 2405),
7-25.
A17(2011). o3 whets]e] MA] FA 7 ghiho]
ol gjof ol mX|= Faol] 3 AT Ak
AA AT, 24(1), 327-351.

(
=

of
o i
o
X
S

el
Y
2
-
oll ol

2
ook,

ofo I

g =
- 0.9.

Mo
ot
f\S
o
o
ii
=y
=,
=
_>.:
5

= =
ol
}O{l

i)
o,
toty

T
=

(
D

4
¢

i

b8+ 2W(2006). FAFEA BB Au
Az} A e B
Ay, 8(3), 17-30.
frel 7 - A4 - AA2015). ZHAAE 2] Ay
FQ3 BAE TR WA HA=
24 9 sede] nA: &3 4
wAoluA ] A} . FEuE
A, 17(2), 256-271.
£717H2004). B HZ(SERVPERF)E ©|&3 A}
sEAMu| 2] A S48 USE gL
ol A TA=Fy, 42(4), 133-162.
FAE - 83(2005). AHS] AA] HhhE] Rt
HEE77h HEE, AgEeE, dEols
o M= @afel wek A T - A
T3, 17(1), 43-61.
F&F - o] t31(2015). =Al o= ¥F Al A
AH) 2 EQo] A &L AU 9 =
q

Ao o] w 1t g %A: B2+ BEXCO

:.O:W

143-157.
o] 42 - 19 51(2008). WEwAE g 9l
el Mul~Ede] ek, Fe144
Ay, 11(4), 7-30.
01%111-23?'0‘(2011) AEAAA S R
L oh ApEat FujefEel| WA= o
o Tghgstal st 35(7), 251-273.
odE - A - 719141(2015). HAIF Hﬂli

g AA 3 W F)o wE A g et ¢
I, T2, 30(4), 273-290.
o] 4-A1(2000). 1 wHE Aol Bak 23A 11
Fon)Ap8ked ;) 11(2), 139-158.
o)Al - BHol2011). MHl~ FH 54 29 §-
424 H)a: SERVQUAL =38, Gronroos =
Y 3AYEARYS FAHoE, TAH|An}
151?% 9, 4(2), 91-126.

oA - 0]F%(2001). AH] 2 FA] A3} 7]
Faboll i3k Aoz KS-SQI 2& el 7
7 AE. oA"Y AT, 16(1), 1-26.

o3 A (2008). AMAME <] ]2 2707} A
A3 AR AEo o] A= J3F (9

N

b

=



172 #3ATF Al4148 ABE(EH A154%)

skl oy, 32(5), 381-400.
old & - 71 EA(2012). AA] AH| 2 2Ao] s} 2
HAe] 7AW PFo Tl mR=
g TgATAE,, 26, 157-173.
olgd - AARH2005). AMA Muj2~ E2 = J)
u Tghgekel Ty, 30(3), 381-400.
A94H2008). =2 Bheks] o] S5y ola A 7HA],
aAREEe] Zol7|4d o] AlETuj ol e 1]
A 58137, 47(5), 245-255.

o)

- O00o hud
AAY - o] 3% - o] FEH2014). o= AH]= FH

W AT FAE ko] A TGS
AT, 29(4), 416-438.

A&el(2011). Al A AE 9 =214 27
Qo] Rt 4, A o5l wiAl= B3
Feb-Z el =832, 11(10), 197-208.

ghel - Z2@R(2005). 2E = A4 A8 9] A
Hj g o] AW ThEE el A3t o
nl= e FekrAl i), 44(4), 229-237.

Z284(2015). 79 HAI5) 9] Mu|aFd, aARsS

2 gAY B3 AT TEAA R AT,
17(3), 359-378.

2235 - AAoH2007). HAEbgs] Au]AaFEA o]
Au 27k e} aARESe] WA= gk o
o A LEFH(KIAR)E TA SR, TAH]
27 %983]7),, 8(2), 151-174.

2+ o]u]gH2005). AHld o] Au|x F4, 7}
Aol o], wh, Aol el w3k A
Fi%ﬂ?"é@}?ﬂ?ﬂ, 27(1), 237-252.

3574 A(2014.04.28.). =] HAAEY “olA] AA

()38 o2 Yo"
http://www.hankyung.com/news/app/ne
wsview.php?aid=201404285617p

A - AF2(2016). AA3] AEA ] Wi

7b EFA R sl vAe FdF A
T S Al o A o] A Ao
TAOR, TARAF d=r3g3t

X fo

BN

ol
o
J

N

s el A=
5 A5} W53, (op. 873-881)

W,
Anderson, J., & Gerbing, D. (1988). Structural
equation modeling in practice: A review
and recommendation two-step approach.

Psychological Bulletin, 103(3), 411-423.

Back, K., & Parks, S. (2003). A brand loyalty
model involving cognitive, affective, and
conative brand loyalty and customer
satisfaction. Journal of Hospitality and
Tourism Research, 274), 419-435.

Burt, R. (1976). Interpretational confounding of
unidimensional variables in structural
equation modeling. Sociological Methods
and Research, 5(1), 3-51.

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

Byrne. B. (2001). Structural equation modeling
with AMOS: Basic concepts, applications
and programming. Mahwah, NJ: Erlbaum.

Churchill Jr, G., & Surprenant, C. (1982). An in-
vestigation into the determinants of cus—
tomer satisfaction. Journal of Marketing
Research, 19(4), 491-504.

Cronin Jr, J., & Taylor, S. (1994). SERVPERF
versus SERVQUAL: Reconciling per-
formance-based and perceptions—mi-
nus—expectations measurement of serv-
ice quality. Journal of Marketing, 58(1),
125-131.

Dabholkar, P., Shepherd, C., & Thorpe, D.
(2000). A comprehensive framework for
service quality: An investigation of crit—
ical conceptual and measurement issues
through a longitudinal study. Journal of
Retailing, 76(2), 139-173.

Gottlieb, U., Brown, M., & Drennan, J. (2011).
The influence of service quality and
trade show effectiveness on post—show
purchase intention. European Journal of
Marketing, 45(12), 1642-1659.

Gronroos, C. (1984). A service quality model
and its marketing implications. European
Journal of Marketing, 18(4), 36-44.



AA3) Al FA Azl AR E

Hair, J., Black, W., Babin, B., & Anderson, R.
(2010). Multivariate data analysis: A
global perspective (7th ed.). New Jersey:
Pearson Education.

Han, H. Back, K., & Barrett, B. (2009).
Influencing factors on restaurant cus-
tomers’ revisit intention: The roles of
emotions and switching barriers. International
Journal of Hospitality Management, 28(4),
563-572.

Kim, T., Kim, W., & Kim, H. (2009). The effects
of perceived justice on recovery sat-
isfaction, trust, word—of—-mouth, and re-
visit intention in upscale hotels. Tourism
Management, 30(1), 51-62.

Kim, W., & Ok, C. (2010). Customer orientation
of service employees and rapport:
Influences on service-outcome variables
in full-service restaurants. Journal of
Hospitality and Tourism Research, 34(1),
34-55.

Kline, R. (1998). Principles and practice of
structural equation modeling. New York:
The Guilford Press.

Oliver, R. (1993). Cognitive, affective, and at-
tribute bases of the satisfaction response.
Journal of Consumer Research, 2(0(3),
418-430.

Parasuraman, A., Zeithaml, V., Berry, L. (1988).
SERVQUAL: A multiple-item scale for
measuring consumer perceptions of serv-—

ice quality. Journal of Retailing, 64(1),

BT %o wX= J¢F 173

N

12-37.

Putrevu, S., & Lord, K. (1994). Comparative and
non-comparative advertising: Attitudinal
effects under cognitive and affective in—
volvement conditions. Journal of Advertising,
232), 77-91.

Rust, R., & Oliver, R. (1994). Service quality:
Insights and managerial implications from
the frontier, in service quality: New di—
rections in theory and practice. Thousand
Oaks, CA: Sage Publications.

Um, S., Chon, K., & Ro, Y. (2006) Antecedents
of revisit intention. Annals of Tourism
Research, 33(4), 1141-1158.

Yuan, J., & Jang, S. (2008). The effects of qual-
ity and satisfaction on awareness and
behavioral intentions: Exploring the role
of a wine festival. Journal of Travel
Research, 46(3), 279-288.

Zeithaml, V. (1988). Consumer perceptions of
price, quality, and value: A means—-end
model and synthesis of evidence.
Journal of Marketing, 5X3), 2-22.

2016 128 144 FxFI=F HF

20174 18 112 HBNARIE L AR S8
20174 5% 5Y HZ=e =&

391 TAAL B



