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ge ofW FaAlol dial Fud AL 2: oA AN A AA
b wepA golmelge] F¥

il
B 7ilo] 7HAAL Sl dolkol wel 54 Ales ddes A

_0|L
rlr
U
ol
1o
4
Lo
Y
H
=
o
£ 4
op
ot
v}

B AHAES ARE o dEs #Hrbsk=d oMt

(Houston & Rothschild,1978).

ol gt #A= Al EEH} SApEo] Wt v AolE Holal 9]
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Effects of the Image, Involvement and the
Opinion Leadership of Hotel Restaurant
Managers to Hotel Guests’ Satisfaction

and Revisit Intention

Kang, Moo keun

Department of Tourism

The Graduate School
Gyeongju University

Supervised by Professor Kim, Man Sool

(ABSTRACT)

This paper explored the Effects of the image, the involvement of the
opinion leadership of hotel restaurant managers to the guest satisfaction
and their revisit intention.

The image, the general views and the contribution levels of hotel
restaurant to the society were measured using six items based on the
relevant previous studies including those of Kang, et al, (2003).

The involvement was composed of fourteen items based on the studies
of Jang, Ho-chan(2000), Siegenthaler and Lam(1992), and Schuett(1993).

The opinion leadership was measured using the measures of the
Childers(1986), and the amendment that King and Summers(1970), had
developed.

The customer satisfaction was measured with seven items including the
general satisfaction of hotel, the coincidence of customer’s expectation, the
comparison to the others and so on, based on the previous study of
Churchill and Surprenant(1979).

Based on existing studies, the research model about the relations that
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have influences on the image, the involvement , the opinion leadership, and
the customer’s satisfaction was suggested in this study.

Suitable were the examinations of hypothesis and application of the model
about the correlation of these variables through the research plot and the
analysis of an empirical evidences.

The results of this study are as follows.

First, the hypothesis that the image of hotel restaurant would positively
and significantly influence on satisfaction was accepted. This implies that
given the proper support about unknown variables such as systems,
facilities, and qualities of each hotel, customer would be satisfied.

Second, the hypothesis that the involvement of hotel restaurant would
significantly influence on the satisfaction was accepted as well. The
variables of involvement such as the realization of customer’s own position
and the sense of self-confidence, and the customers using hotel restaurant
frequently will be more highly to the involvement It means that the
higher involvement will bring the higher satisfaction.

Third, the hypothesis that opinion ledership would positively and
significantly influence on the customer satisfaction was not accepted. This
means that the variables of opinion leadership such as the information and
advices from other people and the concerns about hotel in daily routine
usually are not related to the satisfaction.

Fourth, the hypothesis that the image of hotel restaurant would
significantly and positively influence on their revisit intention to the hotels
was not accepted. This means that with the positive image to the
customer’s satisfaction, he will revisit or recommend the hotel to others due
to the positive existing image.

Fifth, the hypothesis that the involvement would have positive and

significant influence to their revisit intention was accepted. Once people are
with positive relationship to hotel restaurant, they are much likely to revisit
the hotels considering the general condition, the service, the taste of food,
the attitude of employees and the atmosphere of the hotel.

Finally, the hypothesis that the customer satisfaction would have positive

and significant influence to their intention of hotel revisit was accepted.
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This means that the customer’s satisfaction can be treated as a cause
variable to their hotel revisit intention.

As discussed above, every hypothesis except opinion leadership to the
customer intention was proved to have positive and significant relationship

to the customer satisfaction.
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