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An Analysis of the Mediating Effect of Satisfaction on the Relationship
between Service Quality and Reuse Intention
- Focusing on the Children’s Emotional Development Support Services in Daegu -
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ABSTRACT : This study aims to examine the relationship between service quality, satisfaction, and
reuse intention of the Community Social Service Investment(CSI) program and to further investigate
the mediating effect of satisfaction operating on the relationship between service quality and reuse
intention. To achieve these objectives, the sample of 149 guardians of children using Children’s
Emotional Development Support Services in Daegu in January, 2011 was selected. Data was collected
on the self-administered questionnaire method. The key research findings drawn from analyses of
correlation and Structural Equation Modeling(SEM) are as follows. First, the relationships between
service quality, satisfaction, and reuse intention were all positively correlated each other. Second, the
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effect of service quality on reuse intention was completely mediated by satisfaction. That is, the result
suggests that the level of service quality does not directly increase reuse intention, but service users’
emotional evaluation like satisfaction affects the relationship between two variables. Therefore, more
attention should be paid to the importance of satisfaction, service users’ subjective evaluation, when
understanding the relationship between service quality and reuse intention and more in-depth
discussion about this should be made. The study results are expected to spotlight the importance of
satisfaction based on service quality as well as to provide multifaceted implications and directions
for effective management of the CSI program carried out nationwide for Ministry of Health and

Welfare and many levels of local governments.

Key Words : Community Social Service Investment(CSI) program, service quality, satisfaction, reuse
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