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ABSTRACT

The purpose of the study is to examine the impact of a servicescape on perceived crowing, 
brand images, customer satisfaction, and eventually customers’s behavioral intention. 385 
samples are collected from the respondents who have visited family restaurants. The results 
show that the family restaurants’ servicescape, especially the physical factors of the service-
scpae, has an statistically significant effect on customers’ perceived crowding. This indicates 
that customers’ perception on crowdedness is caused by not only excess demand but also 
restaurants’ physical environments. The servicescape also has relationship with brand images 
of the restaurants. Therefore, a good design of the servicescape may enhance the family 
restaurants’ brand images as well.
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주) *p<0.1, **p<0.05, ***p<0.01 
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주) *p<0.1, **p<0.05, ***p<0.01 
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