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The Effect of Perceived e-Service Quality and Other-Word of
Mouth on Customer Satisfaction and Revisit Intention
In a Family Restaurant Website
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Abstract The current paper aims to analyze the influence of users' self evaluation of e-service quality and
others' word-of-mouth(WOM) on customer satisfaction and revisit intention in a family restaurant web site. The
research model includes the constructs of service quality, WOM, customer satisfaction, and revisit intention. This
study examines the hypothesized model using data from 175 college students around the Seoul metropolitan area
who have visited a family restaurant as well as used its web site during the last three months. The findings
show that service quality has a significant impact on customer satisfaction and a full-mediation effect between
WOM and customer satisfaction. In addition, customer satisfaction has a significant influence on revisit intention.
Family restaurants need to have an effort to manage service quality factors and social influences such as online
WOM in order to use a web site as a tool of customer relationship management.
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[Table 1] Previous Studies on e-SERVQUAL

Studies

e-SERVQUAL Components

Loiacono et al.
[10]

Information fit to task, interaction,
response time, design, intuitiveness,
appeal, innovativeness, flow- emotional

trust,
visual

appeal, integrated communication, business
processes, substitutability
Szymanski & [Online convenience, merchandising, site
Hise [13] design, and financial security

Yoo & Donthu
[12]

Ease of use, aesthetic design, processing
speed, and security

Barnes et al. |Usability, design, information, trust, and
[18] empathy
Wolfinbarger & |Web site design, reliability/fulfillment,

Gilly [19]

privacy/security, customer service

Zeithaml et al.
[3]

Reliability, responsiveness, access,
flexi-bility, ease of navigation, efficiency,
assurance/trust,  security/ privacy, price
knowledge, site aesthetics, and

customization/personalization

Parasuraman et

Efficiency, system availability, fulfillment,

al. [8] and privacy
Ease of navigation, web interface, speed
Dutta & Segev |and ease of access, online pro-motion,
[20] pricing customization, online ordering,
customization
Lin & Wu |Information content, customization, reli-
[5] ability/response, and security
Ease of use, transaction  duration,
Bansal et al. |, . . .
[14] information, .produc.t . selection, Apnce,
customer service, shipping and handling
Devaraj et al. |Time responsiveness, web site design,

[21]

security/privacy, personalization
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[Table 2] Unidimensionality Analysis

Constructs standardi‘zed AVE® Item—to—t‘otal cronbach
B-coefficient correlation
ease of usel .89(fixed) .81
ease of use2 .86(15.56) 72 .78 (.88)
ease of use3 .79(13.26) .70
e-scapel .70(fixed) .63
e-scape2 .92(10.31) 77
e-scape3 .80(9.58) 66 .70 (83)
e-scaped - 54
customizationl | .65(fixed) .56
customization2 | .92(9.64) .64 .80 (.81)
customization3 | .80(8.82) .64
responsibilityl | .82(fixed) 72
responsibility2 | .87(13.27) .64 75 (.83)
responsibility3 | .70(9.97) .62
assurancel” - .52
assurance2” - 78 .49 (.75)
assurance3 .90(fixed) .61
WOM1 .86(16.08) .56
wOoM2 77(fixed) 77
WOM3 72(12.03) 67 .73 (90)
WOM4 .92(12.70) .82
satisfaction1 .85(11.95) .76
satisfaction2 .83(fixed) .76 77 (91)
satisfaction3 .90(15.10) .84
revisitl .89(14.89) .83
revisit2 91 (fixed) 71 .76 (.85)
revisit3 .96(21.42) .85

a. Deleted item via CFA (Confirmatory Factor Analysis)
b. AVE(Average Variance Extracted)

* Chi-square(df=223) = 456.18 (p<.001); TLI =
.93; RMSEA = .07

91; CFI =
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[Table 3] Discriminant Validity and Correlation Estimates

1 2 3 4 5 6 7 8

1. Ease of use 72

2. e-scape 44%% .66

3. Customization 41 32% .64

4. Responsibility 32%* 48%* 49%* .64

5. Assurance S 31 43%* 36%* 78

6. Word-of-Mouth 32%* 45%% 38%* 37 A42%* .67

7. Customer Satisfaction 427 50%* AT 437 50%* 427 .76

8. Revisit Intention 43%* S1E* 35%* 4T S0** 43 A5 71

*

Off-diagonals show the correlations among the constructs: **p < .05, *** < 001
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