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SR M A E M4 H3=

.M =

ANFEL L @2 =% FEst 52 vRE 5o Jdd FPARNA AjE T =
AT 7kl shelth o3t Mol AMHEH Aol A&EH o= FAsta vk SEP L,
7, AR 5 F2 e/ AvHER] 2011d WS F 74289 Fo= d(58079))
thel 28% =k =W FAAHGDP) FES 8Hjel siFehs FATHFIEoL 8523,
p-36-38). °1AH ATHTH ] ALHom AN FHo 2= Yol ER ol 2T}
et AdstE AI9dHE A 2P AVNATHEE HEFHL ok AGAEZHl B
s ZFHE IANSE s tdd 1A S5 getefor shal, A9 AEsd

[}
2A9] §7o] P nhAE AFS Ago

9 Fat o] ANAEdS dEss i 93
MAE 20e s, oF ade] IART MAE FFL defsts o] Fasith ol
93 BAE getgos 1Mol 54 HES ALHOE 08T & U= HEFY=S U

| AMAENE o)A Tedl ANE hAlZ]l U BAIF obd, Bel X wE B3
= ! A =
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AMATHL 2o A7) AHe 2B F e A3 B
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A7 54 ARl 2E 7 o FeEgd IS Fe t
A(physical evidence)©|th. A1H|2=7} Zhe= FEAH Y &4 vl AAHEHS &
AJHELS BEo= ojne F8F aRle] Ak S MMz A4, B8], THY

Mulz Alge] F&F SAECl Avlz T AAHY F8F aclo] Huh T

T o X
5 oy
égrﬂ
_>|:rl0

Shostack(1987)2 “AH] 2~ wiAIR o A= F3 4 WA (tangible cues)E &3l AW =5 ZpEs)s)
© o] Tast, SARYE ARl vHAR dYArE s o & o HATE A S
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glo] F24ES AxstA(olFA, A-54, 199%).

Berry & Parasuraman(1991)2 AH]2~ 7|jo] IAqA AFE + e =8d TAHAZA &
232 374, ARYAA, 718 5L AN TASL o2 ZAE 15 TuyE U HE
b eerd = dna AFET. & dFdAE AYdER S e R o vk &84 @

=
AE FHOE olFel TAUSA ol JFE T3, T TAVEE FEZHEA o)W I
& F& b8 ATSLA Wk oYW ATARE EUE ANAEYL 2PsHE BelA)
AFY 5 e A S TEstaust ok

O|=% HiZ

MRl F@Fola, BE T ol ARgo] EVFsstERE AnlAs Aul2 Fu) Al Ao

WA G ANt BAAG gl ¢ U 4P 9AE 2 Hed, of heuiAs)
Aol pe Aulzse] gzl Ul 1 WES FEF U FaF AT FAshe Zlo]
17 RACIHEl fA, 94, 199 W41, WA, 2008 2 9], 2009)

T+

s oleba FAks)
= Solekn fel BANE BAR £7E wah Belk(1975)% zeld @7e ¥
eld A, 291 344 23% o2 TAH0] dua SAT. B P ANA 4
SAg G THAY FASE A% OAAD bR BH MAE sy, B
Folg A9A B =AY o4 P9lo] FFL WAL 2SS JEsta, 44
To HEE THSE Qe JxH o] T TP

Baker(1987) Aulze] 227 $Aolgt Aulzrt 3EH D 715 Ll Aojo] FEag

ol

o] WA= FHE AAsks AL2A AMu|ze 3 e &BE §olsi e F3e &
FoE Aofsta, =93 &A4s 'FHaAL, HA] 8, 11“45’— ‘AbBA g FEEIT
(Baker et al., 1994; 2002). 5% 2 4~(ambient factor)lE Aol Fzt JAAY = Qle A2 =
Aoz ol2d 847t —‘?—5—‘6}74‘/} kA b= Aol At

A Had: ANEE, 2% 35),
T 2kQ1 8. 4x(design factor)= T840l H] 3] /\H]X}7} HE3] QA% 4 Q= JFAAH Q40
a(ell: AdFm], A%, #golobx ':) AFE] A 8 4x(social factor) 1A T LA I THA

& 9@,
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SR M A E M4 H3=

Bitner(1992)= AlHl2x AFQol A9 E8]d & A H] 2= 2-A o] (servicescape) 2t 3}
o, Z71Yho] AT & A= AWA ol =A< At Gttt e AH|=2Ao]Z
S O FHeL, @ 3 wiAe} 7IsA, @ AW, =R} 2HE o2 ERSAG F
Hess 25 24, 3719 4, &5, o, WA T3 22 33 540 xdH 1, 33HF
iz o} 715 S Z1A B AHle] i, S E, AAEA 0 8ol 24 Fo] EFHIL, vhA
2 9% AW, AAEY 2YES F2, ARE, F2 Fo] T (Wakefield & Blodgett,
1996).

HEo =94 42 Aul2E AFste dFo] FAolk(el: T-oluk 7u ool whet
Zw 22t g JANE TEe] AT E AEs BY IA e=5A, 334, AAA, 424, B
4 g ANA ToE RS F ATeIFF 9 27, 2002). B Aol HEY =87 &4

AT (customer satisfaction)®] Bl A F 7FA @A A WHIITH] 1A, 2000).
AR = A (outcome)ol] FEE FE Hola, ERE FH(process)dl FEE F= Zolth
Ao ZFxE Fe Ao d=EiE Olver(1981)2 “EUXA 7|thel AnA7E &3
s AbdA o=z Zhxa E Aol Hto=m Agsie TAd A AF dErt
Atk Aol A5 F A dZE Tse & Wilton(1988)2] “ALx 2 719} &¥] & %
Z+E AFAE I Abole] Zpolol dial Hole &H|AY] WIS S F AT & AFdAME 1
ANES Ao Aol vt 1A} 5“3]'

IS A3 A AYE 7R =y, ofd o2 Aol 2 ARNBIE VIELE
Supoll whet F 7RA BROlA = 5 Aok AA= 7@ 53 (transaction-specific) ¥ ]
th ol ZI-2LA Hrhdell 7123 Aoz JNE Al i AAE ZIthet Blaste] vk

=S it EAE 74 F(cumulative) FH otk o= MEAH ] ik wrSo] FAH
P

AW

A BIE om@Th B A7 nARS] HEFHEA MAE Gl 2HL BEL 9
7] WRol Ad Efd BHEGE A BN DAVEE HiA @ F 54 An
2HE olgaiiA 27 B 1 HEo] e AukHel BE JElE o Hr}

3. 3XEsMT

oEdI ge NG ABNAE TAFARG FETAe] §47 B Fashe, ge 7Y
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o Uon eld BA4L ZANAT. AyAFEe] 4R
gato] Aukelgol odlalrle] Ha Wald Bl glof o]& sAse] Beld ¥4 248
S, BT, A4, JAY, WY, A4 59 @A Adew FRAIY, ¥4 23
o $992 3o YL AAE 58 AT 19 A 184 @, 59 0 Igne =
Bt Aol 2REFe g 2ok

Y @ 2Ade] Tulsle] gtk @ Av) 2FFEo] ni AR Utk @ A9

)

| #oh BR: © B340 o)Fo] golsith @ FYTRY olFo] feolsth @ Aulx
B 919 olFo] Solshll A Utk AAY: D ANARLY el A THe] ATk
s

@ 0 B2 @ FrjA o] FETE @ ANE vhAslel B9V Bk AAL: D s
of A @ Z4%F W77t Atk @ vedo] FAsith WH: D FAs] Halth
@ WA o] ZulEe] Utk @ AEUS olgsh: Aol W AuA: D AMEY
o] f8 7ol Ytk @ AnAEA Wewe] A7} o] Yok @ ANHEAH -5
SlE|elol7} Aol et

2) nZyat

2y
AL 2F YA Tt (1999) TE& Fastel vEd 22 £3E o] 88t A5
of Mt @ M Anlzr Adsith O AFE

—
£ A %9 -9(2006), Bloemer & Ruyter(1998), Han & Ryu(2009) & Falste] ot
=2 At © W7t 01%5‘}% ANAZHE TA o] &F Ao
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Mzel 22|x 2P| DHTEZ ojjfsh MESN Dol 0lxE ek ATHLHES FMo=

XS Y8 ADAEHES WES Aol A AFRES o RE HEZXAES AASATH
B ZALE AAE] Ao dEESe] Bl RS HES] 9] AP ARSI 23
S AYE olgsl= AE HES ¥, 13 B zAE 20119 49 19 3H

5U7A AAFG oM o 7

1
3 AE SUE 44T ¥ 1 A=E

N =
8 o
o rlr 2

3. XAEEA

1) 71& S
SHA] ATEAH EHL <

2061l AC® e,
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<E 1> APEANY 54

ATEAH EA HlE W 2-2-(%)
A 150 59
A
o=} 104 41
20th 125 492
oo 30th 58 228
40tH 51 20.1
50th 20 7.9
2) MEE P EtgE 24

AN
o

mdS  HZ3 Az, ?=51225 df=224, GFI=897, TLI=923, CFI=.944,

Joumal of Korean Industrial Economics and Business 139

HSCHEER | IP: 203.254 %+ %, 111 | Accessed 2017/05/16 19:42(KST)



SR M A E M4 H3=

RMSEA=0.061% 4} SAHED] & 7153 AFEE A BFXE o] &3t Fornell
& Larcker(1981)9] 70'd 41 = (composite reliability)®} 8 #4F5Z(average variance
extracted: AVE)S ZAI4bstdnh. /@A = 9 AVEZE <3 2>0 A A=Y
<E 2> 53¥zd EMZAI
A Hl_ﬁ%_ﬁ} E%ﬁ} E? 23 CR. d 3 T:F ]
FA 7 FAX | 2z A4 AFE | BEE
Al13 1.000 .745 317
=54 Al12 926 .638 108 325 5.507 .781 547
All 756 534 110 .389 4.855
A23 1.000 .663 .235
7 A22 1.321 .782 133 .368 5.880 .845 .646
A21 1.230 .701 128 243 5.477
A33 1.000 .728 .396
A4 A32 1.898 .842 .096 .289 8.771 .840 .638
A3l 1.257 .798 .099 381 8.061
A43 1.000 .837 .345
AAA A42 .865 775 .065 .393 11.923 .838 .633
A4l .947 .799 .068 .386 11.750
AB3 1.000 .703 .289
HelA AB2 1.237 .689 150 .296 4.593 .833 .625
A51 1.452 .667 154 262 6.910
A63 1.000 .753 .359
A A62 1.363 866 .098 265 8.837 852 658
A6l 1.155 .762 .095 .364 8.021
B21 1.000 .825 .306
IS B22 1.245 813 .088 .352 9.287 .850 .653
B23 1.122 774 .079 372 9.797
D1 1.000 .798 .338
AEFHAE=E D2 1.228 .786 .092 325 8.543 .844 .644
D3 1.335 .766 .085 .355 9.012
AFE7E 22 dS W 4ol Eohe AS Yristedl, ity oE 8 7hed AE
BE el AGAFET} 07 ol Fom vkt Az

gt

]:/]_1:]—1:,@

o=
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AVEZ} 055 7433t HSEFdE(convergent validity)7} & ASZ Adsdtt. 2E /g
°] 0.55 Z3lete YFEIEIF A+ A2 UEyt. WEEEEE AVEZE A 3 A
H()Y AwrEt W HEHEZEY} e ASE AEStH(Fornell & Larcker, 1981). HE
3 A, HHAAT uAE ko) Aol 72602 b A YEgEEH(E 3> FxX), olF
AFstA 5272 F WHEl AVE (638, .653)°] Z7] wEo] HHEFFE(discriminant
validity)7} = A2 gAH A

)

Epe CE

M e | B8 | AFAE | AEAA | "HeAd | AvA Gz Py

L= 1

oy | N1
(.044)

A 624 648 )
(051) | (042)

974 458 415 .687 1
(056) | (053) | (059)

Aol 326 456 438 508 .
(033) | (029 | (032 | (042)
526 512 .535 378 .337

e 1
(046) | (037) | (043) | (048) | (.030)
.604 715 726 722 -.376 .355

mELLl 1
(053) | (047) | (051) | (065) | (034) | (046)
] 367 456 354 644 436 561 670
HEFHE 1

(052) | (044) | (049) | (060) | (038) | (045 | (055)

=
JHAAZES 948 Amos 5002 FRIAA BAL AL o2 93 EeF A48
o] IANEES /st HEFAE FFES A= L u7l(full mediation) ER I} £
dajle]l dxFH=0 A FdFe vAL EIF DARSS dfs] dFE FA= T2
7N(partial mediation) E2-S 7217 AFstAth WA, kAR 7pES HE AAHE 7]
=3std o 2t
7Hd 12 " uARES AR YFS vE Aotyolnt. E4AR, BEAF
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The Effects of Coffee Shops’ Physical Environments on Store
Loyalty: Mediating Effects of Customer Satisfaction

Sung-Hwan CHA™ - Byung-Ryul BAE™ - Ji-Won LEE™

Abstract

Recently, a large number of the coffee shops and franchise coffee shops are continuously
increasing. But coffee shops managers are not concerned about the importance of the physical
environment of their coffee shop. It is a matter of differentiation, due to the difference between
success and failure of the coffee shops will be determined.

We analyzed the physical environment of coffee shop which has a competitive advantage. We
include coffee shop’s physical environment as follows: space, cleanliness, aesthetic, entertainment,
convenience, and comfortable. We modeled customer satisfaction as a mediator on store loyalty. We
call this model as full mediation model. We also modeled physical environment directly affect store
loyalty. We call this model as partial mediation model.

Research results indicate that space, cleanliness, aesthetic physical environment affect on customer
satisfaction, and customer satisfaction positively affects store loyalty. We found that cleanliness and
aesthetic affect directly store loyalty. Therefore, space, cleanliness, aesthetic physical environment must
be considered importantly by coffee shop managers, and coffee shop managers also must provide high

level of customer satisfaction.

Keyword: customer satisfaction, store loyalty, store physical environment
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