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Figure 1 Conceptual Model
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Table 1 Demographic and Dining Motivations
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Table 2 Confirmatory Factor Analysis for Measurement Model
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Table 3 Results of Discriminant Validity Analysis
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Figure 2 Results of Parameters Estimates in SEM
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Empirical Study of Relationship between Servicescape Elements
and Customers’ Behavioral Intentions in Hedonic Service

ZHAO Xiao-yu,CAO Zhong-peng
School of Business Administration, Northeastern University, Shenyang 110004, China

Abstract ; Using the causal dining restaurant, one of typical industrial modes in causal consumption industry, as research back-
groud, this study examined the relationships among servicescape, emotional responses, perceived service quality, perceived serv-
ice value, and behavioral intentions from viewpoints of emotion and cognition. Based on literature review, a conceptual model
was put forward. A questionaire survey was conducted and data was analyzed by structural equation model. Results of the study
reveal that servicescape has significant effects on customers’positive emotions and perceived quality. Furthermore, both positive
emotions, perceived service quality and perceived service value influence customers’ post-dining behavioral intentions, Perceived
service value not only functions as the greatest contributor to behavioral intentions, but also mediates the relationship between e-
motional responses/perceived service quality and behavioral intentions. The management implications of the study are that causal
restaurant managers must utilize the effects of restaurant atmospheries to improve customers’ perceived value of the restaurant and
their revisit intentions, so as to gain the sustainable competition advantage.

Keywords ; servicescape ; emotional response ; perceived service quality ; perceived service value;behavioral intention
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