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ABSTRACT

Delivering quality service is considered an essential strategy for success and
survival in today's competitive environment. Recently, research on the relationship
between service quality and profits has begun to accumulate, One such
relationship-between service quality and behavioral intentions is the primary focus
of our present research. The main purpose of this study was to validate the overall
model. Thus, this research proposed an integrative model of SSTs consumer
behavioral intention based on established relationships among percieved service
quality, experiential value, customer participation and SSTs company's
communication strategy, Data collected from the 7-11 SSTs users as analyzed using
structural equation modeling (SEM) with AMOS 21.0

The result shows that perceived service quality have a positive impact on
experiential value ; perceived service quality have a positive impact on customer
participation ; customer participation have a slightly positive impact on experiential
value ; experiential value have a positive impact on behavioral intention : customer
participation have a positive impact on behavioral intention; For the moderator
variables, using the Nest Correlation Model to analyze high and low level of
communication, it is found that the communication strategy has the effect of
moderator between the relationship of experience value and behavior intention, and
the effect of the low communication strategy is greater than high communication
strategy.
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