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The Effects of Service Quality on Shopping Value and Repatronage Intention:
The Case of Specialty Coffee Shops
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Abstract

While recent economic stagnation has left consumers dispirited,
rapid growth has been seen in the domestic coffee industry recently.
With the growth in coffee consumption, a tremendous increase in the
number of specialty coffee shops has been seen in the domestic cof-
fee market. The expectation that markets specializing in coffee will
continue to grow for a long time will cause existing enterprises to
expand their shops and increase the rate of entry of new shops.
Intense competition in the domestic coffee market will force compa-
nies to create a competitive advantage through differentiated marketing
strategies.

This paper focuses on how the shopping value and repatronage in-
tention of customers using coffee shops is affected by service quality.
Moreover, this paper intends to examine the service quality that is
critical for the successful management of relationships and the values
that are important to consumers. For these purposes, the discrim-
inative effect of service quality on shopping value was analyzed and
the effect of utilitarian and hedonic value on repatronage intention
was reviewed.

The results of this study are detailed below.

First, interaction and outcome quality can positively affect the he-
donic value, whereas environment quality is not meaningful for utili-
tarian value. Considering the relative effect on utilitarian value out-
come, the effect of outcome quality is greater than that of interaction.
This result shows that the role of outcome quality is most important
for improving utilitarian value.

Second, outcome and environment quality positively affect hedonic
value; however, interaction quality does not meaningfully increase he-
donic value. These results indicate that customers recognize hedonic
value on the basis of their evaluation of the service outcomes and
the background to delivery service. In particular, it was revealed that
the relative effect of outcome quality on hedonic value is greater than
that of environment quality.

Third, both utilitarian value and hedonic value had a positive ef-
fect on repatronage intention. The relative influence of the hedonic
value is that the shopping value affects the repatronage intention

* This paper is subsidized from grants for the encourage of research
of Wonkwang university of 2012.

** Assistnat Professor, Division of Business Administration, Wonkwang
University, Korea.
Tel: +82-63-850-6244, E-mail: hjc@wku.ackr

more than the utilitarian value.

These results mean that customers recognize coffee shops as spaces
for satisfying utilitarian and hedonic values, and they place more im-
portance on the benefits of the emotional experience than functional
needs. Finally, this study suggests that output quality is more im-
portant than other service factors, and the results of this paper give
some implications to the coffee shop industry that customers seek
utilitarian needs based on economic value and place more weight on
hedonic value, such as that offered by relationship media.
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