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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 indicate (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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oA AET 2 BES ANT AR WA Al ClRE ARG 5 ARE ST SR A
N &4 dEo 2 o] gttt agla AT < 7194402 giiste Ao g st AF
S5 SHAPL Al ZE A Av] 2o digiA] AlS 2tol| gt AL FAERA F7)9 S8} AT
A HHEe TFed o= Fofsta A8l (2011), HAth A BA& SPSS 18 TR IS ALE-
Han, Back and Barrett(2009), Kim et Sto] Mz BAS EdM FE EAS HESI,
al.(2009)9] A+ % IES &gt F AMOS 189 EAZza:S ggslo] 3elA
Groz YAt 4 24 9B HF A AR, ALE BYe AdwA FYL A
3lo A8 7 UxF AA AW Foke] ug T2 WA 23 B0 AAIFY
2 AR, YAYEe ES TN HF 4
o] FAEL. = IdEES BF
Likert A% 53 (18: A8 284 g}, 58: V. 2472
w$ 2Rt 2 S8
1. 3829 g+ A8 &4
T HA22] g 2 B
3. £gr3 3 AR A B ApddE 85 & 40099 4BA F
A R0l ZA} RS BAF Wl g AWM Al SHol BG4S 1058 Al9d 39055 45
HoA 20159 69 17¢HE 201543 69 20 HAof| o] g3t A $EAe] A (R 1)
(B 1) BE29 o+ EAN &N
ET) N7 (%) Ex N7 (%)
g A=k 23774 (60.8%) 10 o 287 (7.2%)
g 153™(39.2%) 20 18278 (46.7%)
A 13878(35.4%) a2 30 o 639 (16.2%)
T 43%(11.0%) 40 o 3478 (8.7%)
AH] 23] 36(9.2%) 50 o 487 (12.3%)
A9 347 (8.7%) 60 o o]/ 359(9.0%)
A HAE2 289 (7.2%) =8t £ 127(3.07%)
AR 26 (6.7%) 8t AT e Y 7194 (18.20%)
N ca B AE 209(5.6%) s oudAl diekm A e E]] 94%(24.10%)
+74 749(1.8%) 43A gw A E= &9 180 (46.15%)
7e} 567 (14.4%) st At w29 ol 33%(3.46%)




A3 Al FA Aol bt v 8l A =d mXe 9% 165

3} o] A& dAJo] 153%(39.2%), 914l
2378(60.8%)< Akt A5 =E 20th
7} 182%(46.7%) 2.2 714 won, 1 the
307} 637 (16.2%), 507k 487 (12.3%),
40t17} 347 (8.7%), 60th ©17e] 359 (9%)
o] H]&& ARBIATE AEA] SRR gEd
By 4dA gt A 3 2 29201 180
(46.15%)2 7P Ba, 21 o& 234 gt
A AT} B AT 949 (24.1%) S AA|8H
158 A e E1o] 7198 (18.2%)<] vl
= AT AEA SEAte] A9 EExE
Aol 11384 (35.4%) 0.2 7P Be Aow
yUehgorn F571 439 (11%) < A3k
H|2~2lo] 367(9.2%) T2 FATE A=
UHERETE,
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2l (complex models)ollA TAYst=
3434 ﬁ%(lnterpretatlonal confounding:
§]r°ﬂ upet 54 o] A5
ZolFrh (A1) ¢, 2012:
Burt, 1976). H”—q; A7} X*=499.11(df=114,
p <.001), RMR=0.08, CFI=0.91, TLI=
0.90, ECVI=1.392 ¥w# A3 mFglc]
o5 k(g 2) #%).
ZF FaNdd tigk 34 dEEe] a9l AA
} 2 94

B39 B2 FZ(AVE) el 5% AAA
ofoz Yeht BE AN dg 4=
2 7 HYE 94 ERHASS & F Aot
gk A AT Wl o4 By AFe A
BT 442 gl 20084 S B3 41819
o 23] Ae 9 PN ddAA ol

782 680" 927 920
N £ — =
AR o7 83 Hll 2
N i cz ) (s
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SHYE P QEWE AVE

Bl = (attitude)
X1. Y= AA A Ae|zshes gErtEe] A-dgtkn galei 720
X2.7A13] AMuz AP UE 7|17 ZelgEE HEE B3k &1 0891 0637
X3.2A)38] M| ZYe U 75 ojsslEE BEE Bt 818
& % (behavior)
X4 AR 2ol Aul 2 GRSl W 8 l 5317 913 35S Aok Sl 82
X5. 7418 AMu]s FPRES U 80 2l OW ‘ZH#O}"*U‘r 800 082 0633

X6. A1 Mulx AYPES ] 875 ]OH St e 2 806
AEA (expertise)
X7 Ve AAE AdEe] 27| 25 tlal] & du a2 S 4= sk 805
X8 A AMH|A PSS U iRl m2A dgd = e T8-S AUz U 79 080 0618
X9.2A18] M)A dialEo] AlFshe x4 & HFaAe] Akle] 87E
AE A3 A2 SRS olsiekn 3t 160
ZFH 27 (ambient conditions)
Y1 v AAE7E 28 2719eS BRE 5= i) 708
Y2.0] HAEE Wt Fshe ¢H71‘§ 2 ujeta Uk 831 0878 0619
Y3.0] AAFE B97)9 FeAE da, & FH|FEo] U 816
28l (desings)
Y4.0] AAE g 2wl dF et 801
Y5.0] AAE] A 2 uix)s W ZeE AEFIek (d): olsHeA) 803 084 05
Y6.0] A E HARIY F8AE & < Ul 712
A}3A 84 (social factors) 706
Y7. 02 WA U7 AlE] Auag ol gshat] Wslr EIX] ¢S
Y8 u2 # —‘]Co o] ZAlBlel] thal 22 oIS FAdsld) °‘7‘°]‘3°}"% 794 0821 0
Y9. 7213 APELS e TS| AH)x 4ol Jaks Frk= Ae g Stk 710
7] /\]Z_}(waltlng time)
71378 #ZA 7] A o 7sdT 720
72 3738 A ti7] AlTks FAsks] YA w==Eisinh &2 085 0597
73.274 7] Azt F8A4E AAF ddAle da 9ich 752
373 AE ¢ AMu]X(tangibles)
74 e AA A Agshe A 2 MuAE S5 A
75.7X87F W7t Yske AEF Mu|2E Algsta glojA E34Th 828 0871  05%
76.0] FRSE o] Fehe AIF B A2 TR TR g giick 785
W~ (valence)
77773 B3-S v o), ‘4% L A4S v =2 824
78 A3 7} YAl £ AP S AFsdn =HeH 81 08% 0657
79.7A31 e 1] Yake F39 Aol FolUA g Sittu A7tk T
W= (satisfaction) 819
Adtr oz A g grE3ic)
AAA oz AA g Hgdo] FEEFTS =7 828 0919 0716
U A E WEs] Aida RE g
A& 1] 9 =(purchase intentions)
AAZE Ba 4 | A|EF] e 2L A4S T 900
AA g 2lE B A e =t FsE A 866 08% 0689
U= AAEe] A AY AdE AES &5 Fujd ogko] Qi) 826
AWE 9% (revisit intentions)
U tE 718z AAEE Had ool 9t 883 081 0778
T2 ARSI o] AAZE o] HHEskAta At 2gke] it 779
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x*=1097.379(df=536, p<.001), x*/df=
2.047, CFI=.935, IFI=.935, TLI=.928°%
71 @<l 9 & J3J6l8lal, RMSEAE .052

2 Yeht RMSEA7L .08 olste] 2§ =3z}
{;—]]o]]ﬂ 7 —,—Qu‘d—ﬂ}?ﬂ— Z‘]?SLI:,E_. L]—E}‘;HE}%
Byrne(2001)¢] AI+S A AT

(F 2)¢F #o] 7id A =(CR) Eg =27
71 gk T ol m UrE} on Pt F&
AF(AVE) 2 4AA] 5 ooz Yehd w2

A 3= EO:]T%TJF(HEHF, Black, Babin
& Anderson, 2010). Anderson and Gerbing
(1988)°] At W EfFEe Hrhe 370
dE Alolo AT AlF @3 FENEY
AVE & vl & Hrjet 23 AVERES 7}
NS A A Ay #Eo 2 32 Yedl
(& 3) Fx). =3 7 ¥ AeAse
SlolA 82& veht 7t wIzte] =34 V%

<1 0.85% 23slA] ¥3keH3d71E, 2006: Kline,
1998). wabr B AFox] AMEH A3 Eo]

T4 MIEL 4 ehdwet il edwst g
BEdvh & 5 gl

= x*=1204.903
(df=543, p<.001), x*/df=2.219, CFI=.923,
[F1=.923, TLI=.9162 Yelygrt. RMSEA
= 05622 7|F <l .08 °l3tz Yl =3
¥ Heoly 7t F8vkel AEll Ao w yE
S oHByrne, 2001) TNE 2 #Ae M
A% A%, F 549 7Hdol BT AAHUG
(G 4 il7‘) AA3] FsA-eEd (M1 A

ZA4=.143, t-value=2.363) % 4%2
< (72 BR2AIF =157, t-value=2.116).
ANEFA (M3 ARAG=.646, t-value=
7.347)& AW wEg dsA7lE 294E U
Epllon, Z7pate] e A o E 3
A71E frefdk acle] HAT(ME4: BEAF
t-value=12.320). =3 #7kz} ot
AT =E AT e dE
HA (M5 AZAF=.691,

1 2 3 4 > 0
1 457e 2 1.00

2. 4 #4 6.53) O

3. 2% #4 (dig(fn ((5.752255) 1.00

4. 0 (0',632849) (0'.74?96& (6?62702) 1.00

soAE R Az V8 L e om0

6. A <= (d.524979) (d.521514) (0.6531881) ((5.65328(11) (d.75%184) 100

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

BT ke AWAs AF #
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