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The Impact of the Retail Building Management Factors on the
Satisfaction Level with the Commercial Building: Focusing on the
Mediating Effect of Functional and Emotional Values
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Abstract The purpose of this study was to analyze the impacts of building management factors of retail
buildings upon the satisfaction levels of tenants using perceived values. For this study, a total of 411
tenants of retail buildings within neighborhood life support facilities in Seoul were enrolled as
participants and surveyed. Data were analyzed using SPSS 24.0 and AMOS 23.0. The findings of this study
are as follows; First, management factors of retail buildings had a significant and positive impact upon
perceived functional and emotional values. Second, the perceived values of retail buildings by tenants had
significant and positive impacts on satisfaction with management. Third, the management factors of retail
buildings had significant and positive impacts on retail building satisfaction levels. Fourth, regarding the
relationship between management factors and the management of retail buildings, perceived values of

retail building management had a mediating effect on functional and emotional values.
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Table 1. Component of service quality in commercial
buildings

Components Contents SERVQUAL

A series of services proposed by
the management body to provide a
framework for tenants to comply
with so that they can enjoy a
pleasant life in a commercial
building

Life
management
service

Compliance

Services related to activities that
include internal organizational
operation and economic
management, etc., in order for the
management entity to propose a
commercial building management
service to the tenants of the
shopping mall

. Responsiveness
Operation P
management R

8 - Reliability,
service
Assurance

Services suggested by the
management entity for the
management and maintenance of
commercial buildings

Maintenance

X Tangibles
service

The process of raising a sense of
mutual aid through facilitation of
private communication so that a

common sense of solidarity can be
achieved in a commercial building

Community

Empath
activation pathy

Services presented to tenants
through smooth communication
between or within organizations
with a public nature in a
commercial building

note: Based on the thesis of Cha (2014)[26],
reconstructed
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on
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Empathy
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Fig. 1. Research Model
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AE #2219 Cronbach’s a2 438 0.859,
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ARUE &3} 0.814, A7HE T 819) HA 45
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B 7o) 4ol AhAE weladl, A2 vt
A5 7K, AR ), WEEe] Awze e
= 24E 9fol] BelH aolEag UAlsert B4

A, A7HE T98]l, 49
A4 7)), wEX9 /HgAlZEl CR(composite
reliability: CR)¥} Ha-EAREEX|4Ql AVE(average
variance extracted: AVE) A== gho] ZZk 7|&X]1
0.7°14, 0.501 2 & YER} Table 29} Zo] 2 &4
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Table 3%} Zo] QR84 Azt HE QRIF6IHA)o|
0.559014] 0.828% YElY Z+ g2l thet HEFGA
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Table 2. Confirmatory factor analysis study model

fit
x2 | df |RMR| GFI | AGFI| IFI | TLI | CFI |RMSEA
895.436
(5=.000) 404 | .031 | .868 | .837 | .927 | .915 | .926 | .054

Table 3. Confirmatory factor analysis study model

results
Conce
i S.T o pt
Path ) S.E. | t-value reliabil AVE
ity
—~[MA1 | 683 | FIX B
) —| MA2 | 825 | .081 [14.657
Maintenance ~TMAa3 | 799 | .08l | 14278 930 | .768
—| MA 4 | 821 | .082 | 14.596
-l co1|.728 | FIX -
Cormunicati| — | CO 2 | .768 | .072 | 14.424
on -1 cos3 | .777 | .069 |14.591 913 | 723
—| co4 | .780 | .072 | 14.630"
—~loM1]| 559 | FIX -
Operation | —| OM 2 | 612 | .107 | 9.293”
management| — | OM 3 | .787 | .113 | 10.725 869 | 628
—| OM 4 | 769 | .106 |10.614
—-| M1 | .728 | FIX -
Life —| M2 | .825 | .079 [ 15.458"
management| — | LM 3 | .783 | .079 | 14.789" SIL | 720
—| M4 | 757 | .078 [14.318”
—~] ca1 | .600 | FIX -
Community| = | CA 2 | .691 | .078 | 15.349"
activation | — | CA 3 | .828 | .131 | 9.818 886 | 664
—| CA4 | 687 | .128 | 8.803"
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—]rvi1 ] .783 ] FIX -
Functional | — | FV 2 | .704 | .070 | 14.141™
vale | =] Fv3 | 797 | 066 [16.1287] 02| 7P
—| FV 4 | 749 | .066 |15.114"
—-| EV1 | .774 | FIX -
Emotional | —| EV 2 | .751 | .068 |15.019™
value | =] BV 3 | 761 | 064 |15.2027] 12| 7%
—| EV4 | 709 | .067 |14.113"
—|sa1 | .788 | FIX -
Satisfaction| — | SA 2 | .806 | .060 | 16.640"" | .913 | .779
—| sA3 | .821 | .058 |16.938"
(001
4.2 HEEA 2M
B Ao E ZYRSE 7] ATYS B 9]
sto] Wi 7k FRAL ARLE B9 Y HEHOR o] §
H Hojs 4TSS Bgste] JIBHS UGG
o}, o]t AFEAILA 0.90 olAfel T H7E A9
Lol & £ QA thEEAAEY EAE 2o £
A= 7hsAdol JleuR o] AAE 45| afsfjof

shou), 2 ATolA BeE W] Wi ATUARY
AL olefst W4Tt Uehb eis Zow B9Isg
o JejnE ArsSe] SAMCE Ot Sx0lx]
o 0.9%c} & Ueht Bl SuE Ao W

Table 5. Study model fit

x2 | df |RMR | GFI | AGFI| IFI | TLI | CFI |RMSEA
903.461
(o= 000)| 405 | 031 | 866 | 836 | .926 | .914 | .925 | 055
2 A0 THEETE 1% AR EY HEASE dot

B A3KTable 6), A7HIE #e|2QA F, AFUACIA
(#=.370, p<.001), +F#(4=.387, p<.001), L
2](4=.290, p<.00D)E AZE 7] Z, 7153 7k
AHAQA FFE A= Ao ey, A7HE &
2199l %, SAH2 (4458, p<.001), AFUACIHA(L
=258, p<.001), =F&e(4=.352, p<.001), &=
(£=.199, p¢.0D)E AZHE 7] &, A 74Xl 23
2l Y vAE Aoz Yeyith AR e
& RATE(g211, p<01), 2FHEE(g=.207,
p<05), AT (4,159, pC05)E TEE] ZHHA
FFE vAE Aoz veiga, 2z 719l 7154
7E(£=.322, p<.00D)2F 78R 7FA](4+.280, p<.001)=
DF vEro FHl dFE uAle AoE YEth

Table 6. Validation results of the hypothesis

et = 9t} Hypothesis STA| SE | CR | P
Maintenance | — .100 | .087 | 1.407 | .159
Tabl; 4 Correlation Communication | — 370 | .081 |4.9457] 000
Varial P - -
® @ ® @ ® ® @ ® i
es Operation | . | punctional | 387 | 113 |4.486”| 000
o) 1 managemen value
@ 481 1 Life management — 290 | .074 |4.171 | .000
® 500" 480" 1 Community | __ 127 | 088 | 1.736 | 083
@ 468" 3977 4857 1 activation
® 447" 498" 4647 3327 1 Maintenance | — 458 | .080 [6.385™| .000
® 3977 488" 4657 1997 438" 1 Communication | — 258 | .066 |3.8427"| .000
@ 605 493" 5257 324" 4157 4767 1 Operation i o
® 530 4507 496 230 394 577 559" 1 management | Enz;if:al 352 | .094 |4.456 | .000
M 349 362 358 3.13 360 386 3.60 3.77 Life management — 199 | .061 |3.1577| .002
SO .582 .605 551 .672 .644 .651 576 .639 Community | __ 026 073 384 201
Skew 316 -.174 .109 -.137 -.156 -.378 .251 -.051 activation : : : :
Kurtosis -.211 .710 .104 .020 146 .621 020 -.126 Functional value| — 322 067 4'810*" .000
" pC01 -
Commercial Building Management Factors: @O Maintenance @ Emotional value 280 | .090 3'427.0. -000
Communication ® Operation management @ Life management & Maintenance | — 211 | .094 |2.775 | .006
Community activation s N
Perceived Value: ® Functional value @ Emotional value Communication Satisfaction 032 | 079 | 438 | .662
® Satisfaction with Commercial Building Management Operation - 207 | 115 | 23717 018
management
Life management — 159 | .074 |2.307°| .021
JIMAHA= -
4.3 7H34S Community | __ 002 | .077 | 026 | 979
activation

E AFo] d7ny A gt Ag=E B4 E
T= Table 59 ZFoH, x2, GFI, AGFI, RMR, NFI,

RMSEA §9 Hgmwrt Bgs2el 2ot

360

#0001, *p<.01, *p<.05
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9] BANA A2 71 71, A2 7R
it Wi EIE Fotiy] fiste] REAENF YHO
2 d7rgo Adanet et SaRe] o8
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HE9] BAONA A 7HAC1sH 71, 284 7
A} R EIR= FARE, AFUACN, 98, B
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Folgt Aoz yergtt.

Table 7. Indirect effect analysis of perceived value

Direct effect] Tnd?rect Total effect
Independent{Paramet| Dependant effect
Variable er Variable | pah path Path
N P | P | P
factor factor factor
Maintenance 2117|006 |.160"| .005 |.3717| .000
Communical 032 | 662 |.1917| .002 |-223™| .000
tion Functio
. nal
Operation | per | |.207| 018 |.2237| .003 |.430| .000
management " ISatisfaction|
— — [Emotion|
Life al 159" | .021 |.149” | .002 |.308™| .000
management | value
Community 002 | 979 | .003 | 421 | .005 | 749
activation

*p<.001, *p<.01, *pL05

A7HaE B LRl Vs WS BAA 54
FHo= AZHE 7 (7164 71, A 71A)el o
WA EIE otH 7] 5t Baronitt Kenny(1986)7]-
A A [45]3F Sobel-testE AAlston, B4 ot
< Table 83} Zt}. &4 A7xE A= QR 7=
TEE 2H9] TAOIA A7EaEe] gt 2449 71 &,
7154 719 AR E FAH o R AHEH, A7Hd
£ B8 F fAEEL ARUE 435 ALt
Al 81ollA FoJ5k vz &bt HEE AT A7HE B
229 F AFYAIA 8217} AVAE w=EL 719
BARIA 7154 7HY w7l ad= Z=3.450(pC.00DE
‘%EP% BAACE FoIFt M7 axtrt I EST
Y 811} ArHdE wEE 119 TAA 7154
7]'*]4 i/l &= 7=3.288(p¢.01) &, A& Q9lv}
A7HE UL 119 ANA 715F ZHA Y wizf axt
= 773.162(pCODE YEh AR Fofgt vizia
I7F ASE A
o8 AHE T8I A7HIE TSR 719
AN 7zl Higt A2 744 5 A 71
o] IARIE FAF R AHEH A7HIE T el
ZF AFUE S43HE ALEE ¥ 821004 Fgt uiA
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I} AEHA AIE Beleel & fAwE 89l
3 AR B 7o) A EH AAle] i
FIHE 723.024(p( 0DZ ERY EAH0R Solg )
Masrt Selsigiey. A71ag Beladl & ARl
A Q9 AAHAE BEE 7ke] BRI WA 71
o) A EIE 722.557(p(.05)E LEh} BAMOE &
ol v a7 SRIEIT ES el aQld 47t
A% wEE 7] WACIN BAE A9 A aTs
7=2717(X 0D, BB0E) a7 A was 7
o) AN 74 7A19] wA IR 7=2.320(p(.05)
o= Yeht EAHos Solat ufaavt AEE A,

Table 8. Sobel-test result of perceived value

Independent Dependant Sobel-test
. Parameter i
Variable Variable | 7-value P
Maintenance 1.356 175
Communication 3.450" .000
Operation | ional 3.288" 001
management
T 7 1 value
Life management 3.162 .001
Community 1.635 102
activation _
Satisfaction p
Maintenance 3.024 .002
Communication 2.557 .010
Operation | p 1 onal 2.717" 007
management
e = b value .
Life management 2.320 .020
Con'lmu.mty 381 703
activation

¥ p.001, **p<.01, *p<.05
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