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ABSTRACT

The effect of Servicescape Perceived by Extreme

Sports Participants on Customer Behavior

—Focusing on Sport Climbing—

Sanga Kim
Adviser . Prof. Kim Min Cheol, Ph.D.
Department of Physical Education,

Graduate School of Chosun University

Servicescape 1s defined as the environment in which the service
1s assembled, and in which the seller and customer interact,
combined with tangible commodities that facilitate performance or
communication of the service(Bitner & Boom, 1981). Through
several studies in the marketing literature have examined physical
environment, little work has been studied within extreme sports.

The purpose of this study was to examine the effects of factors
to extreme sports servicescape to customer satisfaction and
customer loyalty. This study focused on specifically sports climbing
and 6 factors were selected such as cleanliness, pleasant,
accessibility, convenience, safety & staff.

To test the hypotheses, this study collected data from people
who are doing sport climbing at indoor gyms, and 250 data were

collected and 241 of them were chosen for final data analysis.

— vii —
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For data processing, SPSS Package Ver. 23.0 and AMOS 23.0
were used and statistical techniques used in this study were
confirmatory factor analysis, frequency analysis, independent
samples t-test, and correlation analysis. Significant level of
statistics was set p< .05. Results indicated that firstly, the effect of
servicescape of sport climbing center had a positive effect on
customer satisfaction. Secondly, the effect of servicescape of sport
climbing center had a positive effect on customer loyalty. And
finally, customer satisfaction had a positive effect on customer
loyalty.

Consequently, the findings of this thesis would contribute the
literature by expanding servicescape In extreme sports and
understanding how customers behavior effect on In response to

extreme sports servicescape factor.
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e AR ¥ Auag Gk T F Ause] wEg HrksA HE(AE
! Gl A Anls Aol g 4Feins AA
A wA o] 719 Beshe 7o) Hrh(e e, 2015).

Astel Aulze] BARANN et Aols BAsE Em A

wR7F Aok &R A7E AlES Tlekr] ol el ket & = Qe wAEE, vl
Su a8 F =22 5 e APFEAE, v T ] o] Foll e HULeH] o &
£A4S Yedle= 213 F A o]tk (Zeithaml, Bitner & Gremler, 2013). =¥ = A4
Mul 2o Be AeEe] £42 FAFEEE] w0 JREHET = AAH AH|
29 A, vk FEE A o] tE dE Az HE BA 5o AlE

2]
e AR qYHET. 287 Il AR MHlAE H7tet

e e R

© Aol o offda v =3 aYeit Ay ow HAd Al As olelw Wil
2u A AU AE P37e o 35S g7be motls o2 gl B4 o =6t
Al H(Zeithaml, Bitner & Gremler, 2013).
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2 AuazA e ZE Relgr), F AnzsAelZi Azt AdKoz 2

’

He 294 7S vt} Bitner(1990)= =214 @70 uAy Ao n|
A= g ik Aol Muja 2o e AdHola B4 7hed <19
Al B (HAA o] ALY AL A &7 o] ofd)e MH| Az o]} Jidstetal F
gt rdS AAFAT <F 6> Baker(1987)¢] +% , HARRI S A ALE] A
842 FEd B4 34 W&o= Bitner(1992)9] ﬁﬂ@ d e Mde

Baker(1987)] 1ol A A3 4 a<leo] Al9] | Heolth

¥ 6. Baker®] 214 374 7422 2 A
. 74 24 39
w2 270, &2, 37, 444 5 éjzzizgzﬂ
bl sl Gu, e, e, Ay s ST AE
ANA o
A A ol oA A 7 el FsA QA

Z& : Baker J. (1987). The Role of the Environment in Marketing Services: The Consumer Perspective.
In J. Czepiel, C. Congram, & J. Shanahan (Eds.), The Services challenge: Integrating for competitive
advantage(pp. 79-84). Chicago: American Marketing Association.

2l A % &
g Aol A7kl A AdHel FEe vAYE S VNter uAd A
=4 SRR E g =4s wa o e AH, AAMH, e wkg
A Ert. ol g Aol gk WA wkg2 nAI Hdo] ol FFS 7
A A3 29l Apolo] IZHH F3 Agol e vAIA Ao (Bitner, 1992).
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JEE spefete] o] @i A AE AT E 5 A

Collection @ chosun



T T T E N
S RRELM A
T oy L P Ty o
BX 5l o Mo s L x A
4o @rmﬂ%,%HWﬂ %o K
BOMJ = = X W W&o SN _ |
i L= = 9 H 7 X0 N =
s c ST M T s gL NI T
=y g BN M F w0 2| = s G
o o & B W A ¥ e | 25 o
m ~ = Ho — <~ K = ° R o 2
¥ D o A o - Tor o = = |3 _
— N = Jo Jl ” . o . S
w X WoE NS KR op ol I s 5 w
[ ;&H Eo Oﬁ = ‘_lrn_ﬂ "S ~n W o o =T WAH <y » <
A N TRAS - N g ol o I £
i o W I T o X . mm o g
e o T o b MW n xo T x° R o = 5 X
olo < M VI = o o | < e oy
b D*_”_ r— o} =3 Vo — Oﬁ — L - N n
G g B o o) T o N X Nfo o0 'S - |= iy
o ™ B L3 ° oo oW T X e
=0 ki S ® o= o 9P oo M N ~
= - X 5 X BO X ™3 >
~O0 = © 3 K| N =~ e =~ g <A
o eyl ™ of T Py N < = |=
B of B oo w ® = 5 °
= O o © ny = = — on 3 O il
Mm t ,mwl W: OL N —_ 0 # o Q -
t = T o of & o T X o “ = % | & =
. " "= w " OB 0 = %o R
= o N om R o X o ™ o ol N PRSI
T ﬁoﬁo%ﬁaﬂﬁﬂ o |E @ ol
= B < X = RO H = |y 5
2 Y A~ — o "
_|_ < . Mll ,un_-W < - N ,,mlﬂ 0 m R Mo
nr = M o . S K Mﬁ Mo ™ N . o
e T oW o o= N N o FN— < - 5 S
RO A B o o ® w0 = wﬂo s |2 =
| ~ hy ie] —~
G = pow M Z oy <5 & o | x| W B =W
= N Mok w5 ol Uy w | w | % 2% -
N D o <R -~ ,mﬂ o) K - T =
i g F oo oo 5 B oodp oo B 2 I N T R — g 7
- hredf — = =] - ,ﬂl WL 5 m lo X N_.o = w
X 5 T W ol M 9 op H ps = s =
R R 5 AT
m WL OL 114 — - - ~ B° o~ 7 < B 4 [ty
R B W e
-
o

- 20 —

Collection @ chosun



Bitner(1992)¢] 75 <A = o] Fo] . olgt g Eo] HZo= ¥4
[0 dFHH AR A AH|A2Ao]x JRE el = (Hard, ATl 2014)
el Mu|azA o] et ARSI A MH|Axdol 27 At FEAS AT
T3 JoHA AR, F8 A, AH, 2016, A21E; Turlye & Milliman, 2000).
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3. U] &22AA o] APAF

Z= wiAE Aefol A g S Aol
(Hatd &, 2014). AMB]2= Aoz u 9 Ao dqFol PSS W Iv=
Bitner(1992)¢] A7 o] % AMH|AazAlo]Z 4 Q 4A7F ARk Bl A A A @ E
ol wEAdol i B AT7F olFo MH(AHEA, I, 2004 o],
2013, A<l-g; o], -3 1998, Hightower, 1997; Lucas, 2000; Wakefield &
<]
%,
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Aulag AZsan FAS Be7) A@ fgom Az sge] AFss
°]
4

Blodgett, 1996). A B]A=2Alo] = A= AH| 24 Fokg A= #3349,
A4, 98¢ BN TgF ATF APHATHEEA, o5 2012 B&
2018, A<14). MulzzAelZ 29e Bimer(1992)¢] o224 Ade Fio
7t Aol B4 el A, FrhEel g
oA} ol F(2016)0] ATE FANHALEF] Mu|AAFO|EL ghw
AE, vA J1sA, A4, TS 5E AASRen, Ba(2018)e
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AFH vAIR o] Tl UFEHAY. 27 wAIR e 7]
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W& 79 & (needs)¢t 7]t (expectation)ol] -85}
Hj 2ol A Fuj7p o] FolAar, A el Aol ¢

). AL 1970 ] AnjxpFol o] et A wAl
A, 1995), ©]% Oliver(1980)7F A Algk 7| d-E LA ZdS

Ad-BdA mde 37 wES Ads] fa) h gol

=
(B&7d 5, 2016. Ae1E, Francken & Raaij, 1981; Petrick &

N

A7F H Ak A
AN AFET A
A4 5= 4 H o] tH(Goodman,

= W7 AlAFstH (o]

g

o2 o g

Backman, 2002)

el Aujze gigk w3 ERbSe gdakel v|gieke] Aolo] o3 FAHTh
i E}
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.-f'f'/ s — ----
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HE QL Me|l~ 7 —
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AR, FEHEQ017). LAY 517 29 A8 Aulz Fdo] uARZD APE o Eef wx =

g kol ek ATt MApsk=w, At #F e, Oliver (1980), A Consequences of

Satisfaction Decisions, Journal of Marketing Research, 17, 460-469.
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Aol Zidl= AFoly AMH| e gk Aldolal A HrbE fgk =AY
AS sh(PAn A, 2012, A <QE; Zeithaml & Bitner, 2003). =, 7|t&= A 37}t
H7lE = 7]t} Oliver & Desarbo(1988)e]] wh=w  Jubx oz A=

uj ol AF el i INE FAS, AFL Tl 2 ARE S A4

Aog Al g Y vud oA ASE 7dET 13 Aes #d

& A HAZA EAX(negative disconfirmation)z} 3tH, A3E 7wt Y&

Aoz A FE FAHH EUX (positive disconfirmation), 7| HAH A=
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7
Sk o] 24 AFE -4 X R Qo® F-AE9 #THA E qis 7
A4 EE AAE wge BPA B 9k wued whdd B 9 5 2
A7VA] o2 BEFS 4 dov(oule, FH Y, 2007) W& <xE 10> %
1=
¥ 10, A WS i
#4 o ARE g H] 3
Oliver(1981),
g mel A AR|R}e] Aol tig AA] g o] Elo] Engel & Blackwell(1982),
= NN 23 A @eTte] @t Tse & Wilton(1988),
Anderson & Sullivan(1993)
2W A 7F Al wE BAE WAL, )
_ wasel Ae] M g ey oo & Supeanl)
Fd-2= B R Fisk & Young(1985),
W gt Akt AlEol disl wEE, )
e orow BuE Oliver(1985)
XA gete] ola] ¥ Ay
AR e - B ] A‘H s A Day(1983),
XA ko] o& FA g F
XA ure X Oliver(1991)
AL A= 9¢s 7Y
AH] 2 o] Gof tig o] AnEQl Cronin & Taylor(1992),
xz3 B 7lolw, Aukz ol mEo]g AEo|r} Spreng, Mackenzie &
Au)zel thek A A wkg Olshavsky(1996)
A o] A EH2003). #F A o] §-xte] Fof, Aul&A HUh Wy Ao]Low ke #A AT

vIZhe) whALelSl =, Foluleta vlehel,
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A7} e HE9 &4
Howard & A A& ks ARGtk )=
Sheth(1969) R RSIRATE
2144 )
Czepial & Aol &F " QG5 FFHo AR gt
Rosenberg(1976) aqel =3 Hrt
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—C—Sﬂ/\‘]ﬂl—;
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A AT e digke] QR ool ojg @7 )
Blackwell(1982) ' . HiRkel S el e gk 47t
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ol Aol e AAE ukg
Reily(1983) ° ° °
_ _ A A Hkg
Babin & Q7o) Aol @ W7} AF fuEs
Griffin(1998) AAA g
Tse & AR et AEe] AA A Abel e
Wilton(1988) Aolel| g wkg
5 Aol oiE wkg o AFI ez B4 EE AXH - AA
Oliver(1977) A F2 Auj2 2AA7F FF AdHel gid vhs £ 2 HkS-o]
A FEAA A FIA=A A e Aot A3t
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% 15 AT ATEASH 54

&4 &2 H=(9Y) T30 (%) Al

A} 139 57.4 57.4
]

o] Z} 103 426 100

100) 22 9.1 9.1

20tH 103 426 51.7

o 30tH 79 32.6 84.3
40tH 32 13.2 975
50tH 6 25 100.0

i 209 86.4 86.4

A 37 90.1

2] 4 25 92.6
7] 1.2 93.8
7] e} 15 6.2 100.0

1d wwt 86 355 355

19 ~3d n)yt 91 376 73.1

e

3d~5d mwt 34 14.0 87.2
54 o)Ak 31 12.8 100.0

13 11 45 45

23] 52 215 26.0

33 101 41.7 67.8

W W

43 44 18.2 86.0

53] o4 29 12.0 97.9
7] e} 5 2.1 100.0

1A1ZE v 2 8 8
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MUl 2=z Alo] = AMu| 29 HAFA Q- oz JAd 2 FA-4d =4 7hset
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Ab. Q1A A (Staff)

aAe] AE] 2~ A gk A7t A Y] o] AA L&A AE 5,
2016; Bitner, 1990; Hightower, Brady & Baker, 2002). A8~ HA A] & Y9
|5, g B dd F 52 7Y A vhed 2a=A T tiE a9
el Hrlo] 2 98kS u X (Bitner, 1990), Zeithaml, Berry & Parasuraman,
(1996)= A o] Au|2 x| Zboll A 2 ZAA7F 2 AH| =gt kit oA 7= 2=
FzZebold AE o AHAdg AdHAAdoRr Fosion, FAHS FAHTELE

<E 2259 2ol F 4R Foz FAFL

E 22 9384 245
24
1. Zetolgar el 498 Adsi)
2. Zelolg e A9 §ut wAs)
2144
3. 2olUAlE e AQe wAd Lol A&a)
4 2eo|WAE e A £ At

o}, LA W=% (Customer Satisfaction)

AR g A Fol L} *Wl*e o) E LS o]Fe] A whgoln}
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2. ZAIETY B3 A=

= ol gl (confirmatory factor analysis: CFA)S =3 E}

Fom olE T SAWT Y HNTEHISAHAY HHEHGAE S HF
=

do] H3t= A4+ CFI, TLI, NFI, SRMR# RMSEAE €

EodgdA AL e BEEY A% Age v A A F(CFL

Z (TLL: Tucker-Lewis Index), ¥+7%] 3t
Al =(NFI: Normed Fit Index), % 3td 9 A7FE 2ol (SRMR: Standard Root
Mean Square Residual), @At AH T A FZ(RMSEA: Root Mean Square
Error of Approximation)g &-83ltt. CFL, TLI, NFI&= 9002 (A A4, 2007;
Kline, 2005), SRMR¥ RMSEA¥ .06~.08 ©]3H$==, 2012, Browne &
Cudeck, 1993)2 Agxeo 7|+ AAsAY. =3 7IdA 5 =(CR: Construct
Reliability) ¢} 3 i+ #4F¢35 A 52 (AVE: Average Variance Extracted) #41& %

AGAREE T0014, BRFEIFEAFE 50004

ﬁ
n

Comparative Fit Index), E]7|-Fo]X~

& shelstgln

’

p s
F& A3 F(Bagozzi & Yi, 1998; Hair, Anderson, Tatham, &

= —

Black, 1998).
olof B Aol Folx QEA A= <F 25> #rh EAZ 3 CFI=.930,
TLI=914, NFI=.8385, SRMR=.069, RMSEA=.074% ¥} NFIE A3 29l

S 58 sd AR £Ed Ao UEyten] AWAE: 732~ 919,
PARAFEASE 693~ 962 U} AFE FEL AosE o Ay
Gtk SHAW BARAA BHES Adshs Bae ATRAA AAHAL.
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¥ 25 0% 20w Ay
= = =3 A
3 774 1.000”
444 a2 775 1.185 11.743 944 850 @
93 786 883 11.903
3H 815 1.000%
24 3 753 1.096 12.012 959 889 ©)
a4 673 899 10553
3 574 1.000”
H42A 32 786 2.038 9.076 866 693 @
3 951 1.884 8.788
3 688 1.000”
Helyg a3 779 889 10.350 928 813 @
a3 657 762 8.978
3 836 1.000”
iR 32 921 1.059 18719 988 965 @
93 916 1.075 18546
3 872 1.000”
SRR a2 904 1.177 18.846 986 959 @
93 798 1.075 15.393
a2 832 1.000”
AT 33 908 1.077 17.867 989 963 @
a4 846 976 16.031
3 907 1.000”
INFHE 32 840 1.004 18.069 986 960 @
93 878 934 19.783
A XP=519.002(df=224, p=.000), SRMR=.069, RMSEA=.074

NFI=.885, TLI=.914, CFI=.930, Normed X’=2.317
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B 2AETY AAE P

AL 7 aded dieiA ofe o] AEoem AE SIS W 4 diol
shibe] 29e Az EolBk=AE UElls Aot dxAsl AEE 54
WRQl Cronbach’s a #t< Z-&3to], A A5(2007)¢ Nunnally(1978)7F A 4] 8}
A Ad7lIE 700139 VIEs AAsAY. AFEEe 24 Ade <
26> Zow A Az FA4 813, ;A 785, HAd 789, WMA 732,
kA 919, A 887, AURFEE 895,

A il
M AR Ve dske Aoz g

=
ke

a<l 3 21 2] = (Cronbach’s a)
cER: 3 813
) A 3 785
HeA 3 789
7oA 3 732
QFH A 3 919
o] 2 A 3 887
AAGEE 3 895
ANFAHE 3 906
— 47 —
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=¥ 247 AVERL I Al Al e #ks Hlalst
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1 A A8
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=
¥ 27. EEtGA B4y
89l 1 2 3 4 5 6 7 8
4 A 80
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337 240"
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A 0113) (0067 66
_ 5927 B0 36
‘i o] A] .
e 030) 0313 (013 813
oh 514 578 619" 288 6 965
033) 033 (002  (0414)
o149 4 5117 618 1927 6B 680" e
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