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The Impact of Servicescape in Urban Internet — Famous Bookstores on
Visitors’ Behavioral Intention;: A Case Study of

Internet — Famous Bookstore in Chongqing

CHENG Jinyan' , ZENG Bowei, LIU Min, LI Hua’
(1. School of Leisure Sports and Tourism, Beijing Sport University, Beijing 100084, China;
2. Tourism college, Beijing Union University, Beijing 100101, China;
3. School of Trade and Tourism Management, Liuzhou Vocational
and Technical College, Liuzhou 545005, Guangxi, China)

Abstract: As significant components of urban leisure spaces, internet — famous bookstores attract
visitors through distinctive servicescape design, yet the mechanism by which their servicescape
influences behavioural intentions remains underexplored. This article investigates Chongqing’s internet
— famous bookstores using a mixed research method incorporating questionnaire surveys (N =548 valid
questionnaires) , semi — structured interviews (62 randomly selected visitors), and network text
analysis (1344 online reviews). SPSS 23.0 and AMOS 24.0 software were used to manage and
analyze the data. The results show that both physical and social dimensions of servicescape significantly
enhance visitors” perceived value and satisfaction. Visitors’ perceived value significantly and positively
affects satisfaction and behavioural intention, and satisfaction significantly and positively affects
behavioural intention. The simple mediating role of perceived value in the relationships between the
physical and social dimension of internet — famous bookstore’s servicescape and visitors’ behavioral
intention is significant. The simple mediating role of satisfaction in the relationships between the
physical dimension of internet — famous bookstore’s servicescape and visitors’ behavioral intention is
significant. The chain mediating roles of perceived value and satisfaction in the effects of the physical
and social dimension of internet — famous bookstore’s servicescape on visitors’ behavioral intention are
significant. In the future, internet — famous bookstores should strengthen the characteristics of the
physical dimension, provide a good humanistic environment, and consistently function as urban leisure
— cultural landmarks.

Keywords : internet — famous bookstore; servicescape; perceived value; satisfaction; behavioral in-

tention



