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ABSTRACT

Consistently delivering good scrvice quality is a complex and dynamic process. In this matter, service differs from tangible
products and is highly dependent on the business and service provider. Therefore, efficiently managing the process of delivering
service quality can contribute to profits for organization and satisfaction to customers. This study was performed to define service
quality, and to investigate the personal and operational characteristics that impacts the service quality provided by foodscrvice
provider. The responses from 278 foodservice providers and 427 customers in 82 fast-food and family restaurants were used in
this analysis, Descriptive, Factor Analysis, T-test, ANOVA, and Correlation Analysis were used for statistical Analysis. The Results
of this study were as follows : 1) The perception of foodservice provider was significantly higher than that of the customers in
most of the 21 service quality attributes. 2) The 6 dimensions derived from Factor Analysis explained 56.8% for service quality.
3) Among the personal characteristics of the foodservice provider, the level of education and the position in the job led to a
significant difference in some of the service qualities. 4) The type of restaurant played an important role in foodservice providets'
pereeption of service quality. 5) Month since opening had a negative correlation with 'Atmosphere’ and a positive correlation
with ‘Reputation’, while the number of seats showed a positive correlation with ‘Atmosphere’ and a negative correlation with
‘Food' and ‘Convenience’. 6) In general, the characteristics of sales had a positive correlation with service quality. 7) The pro-
portion of part-time employees showed a negative corrclation with ‘Atmosphere’ and Food', and a positive correlation with
‘Reputation’. (Korean J Community Nutrition 4(3) : 454--465, 1999)

KEY WORDS : service quality - foodservice provider - operational characteristics - personal characteristics.
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Fig. 1. The framework of this study.
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Table 1. Operational characteristics in restaurants
Characteristics Mean+£5.0D.
Months since opening* 48.51+44.2
Size of dining hall 108.9+81.2
Seats 138.2 1 85.2
Business hours
Opening time 100 1.6
Closing time 107+ 038
Average business hours 126+ 1.5
Parking space 15.1£30.2
" Sales perday 4069408.1 + 3338675.3
Customers per day 709.5 +630.2
Sales per customer 78109 £ 5241.0
Seat turnaver rate 6.4+ 5.6
“Customer percentage
10's 21.0£15.7
2Q's 457+ 184
30's 204+13.2
40's 92193
Over 50's 42+44
Frequent-custorner program 1713
Customer feedback system 1.0+ 0.6
Manager's power for resolving
Customer complaints** 44408
USpecial menu 26416
Inventory managemert system 32412
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Table 2. Human resources in restaurants

Category Meanx5.D.
Employee
Manager 1.0x£02
Assistant manager 1.7 +1.1
Full-time employee 10.7 £ 2441
Part-time employee 22.7 £14.2
“Work hours & wage T
Work hours of full-timer (per week) 49.9 £ 8.1
Work hours of part-timer (per day) 55+09
Employment length of full-timer (months) 15.6+ 85
Employment length of part-timer (months) 43+25
Wage of part-timer (per hour) 2022.4 4-501.2
“Benefis T
No. of benefits for part-timer 4.0+1.5
Break of full-timer (min per day) 48.2 +19.7
Break of part-timer (min per day) 21.5+13.1
“Education & training at headquarters
Training for full-timer (per year) 32428
Training programs for full-timer 3.0+1.1
TOthers T
Empowerment to long-term part-timer* 3412

*As the date of June 30, 1997

*5 Scales : 1-Very Low, 3-Medium, 5-Very High
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Table 3. Personal characteristics of foodservice providers in res-
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Table 4. Comparison of foodservice provider and customer percep-
tions about service quality

Characteristics Mean=+5.D.
Age 23.3x42
How many months at current restaurant 18.3+18.6
Work experience in the same field (months) 50+124
Wage of part-timer (per hour)* 2029.9+370.2
Work hour of part-timer (per day)* 6.6+1.7

*Response of part-timer

Service quality* FOOdSE.I'VICE Custorner T-Value
provider
Food tastiness 4.25+0.80 3.671£0.84 9.19%

Food freshness 426+0.83 3.43120.84 12.77+
Food consistency 337£1.24 3.00+1.02 4.20%
Portion size 4.09+0.97 3.34+£1.06 945+
Appearance of food 423+1.08 3.7611.00 592%+
Menu variety 3.87+1.10 3.21£1.00 8.04%+
Speedy service 4.14+086 346%+1.00 9.61*
Timely service 3.23+096 3.15£1.03 1.03

Knowledgeable employee 4244086 3.14:-0.94 15.75%

Employee appearance 4.041+0.88 3.461£098 8.12%+
E”;‘;'r‘:x)‘?:i;i’pons've”e“ © 4284088 3284093 14.19%
Friendly employee 3.75£1.07 3.29£095 5.84%++
Cleanliness of restaurant 4.164+0.87 3.48%0.88 9.97*
Convenient location 403£1.25 359+£1.17 4.70%
Comfortable atmosphere 3772094 3411099 4.90%
Effective advertisement 3.48+1.21 3.38%£1.04 1.18
Convenient business hours 4434081 3.80x0.87 9.66***
Unique atmosphere 3.67+11.06 3.01x1.01 8.22%
Adequate decoration 3.901-0.97 3.47+4095 5.94%=
Reputation 4.09+1.04 4.08+1.01 0.23
Resonable price 3.58+£1.06 2.96L£1.06 7.59%
N : Foodservice provider-278  Customner-427  ***p<{0.001

*5 Sables : 1-Strongly disagree 3-neither agree or disagree 5-strong-
ly agree



Table 5. Factor analysis based on the service quality attributes
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Factor**

Service quality*
quality Factor 1

Factor 2

Faclor 3 Factor 4 Factor 5 Factor 6

.66
.64
.63
53
51

Employee responsiveness to complaints
Knowledgeable employee

Employee appearance

Cleanliness of restaurant

Resonable price

Speedy service

Unique atmosphere
Adequate decoration
Menu variety
Comfortable atmosphere

Appearance of food
Food consistency
Food tastiness

Food freshness

Timely service
Friendly employee

Convenient location
Convenient business hours
Portion size

Reputation
Fffective advertisement

Eigenvalues 5.92 1

43

1.30 1.18 1.08 1.01

Percentage of variation 28.2

6.8

6.2 5.6 5.2

*Service quality perceived by foodservice provider & customer
**Factor 1-general management
Factor 4-Attitude
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Table 6. Comparison of service quality with foodservice provider's personal characteristics Mean
. Service quality
Characteristics (N) General management  Atmosphere Food Alttitude Convenience  Reputation
Sex
Male (119 4.08 3.79 3.99 3.50 4.18 3.75
Female (159) 4.03 3.81 4.04 3.49 4.20 3.83
"""""""" Tvalve os7 T Co24 Com 008 <032 <073
Education
Middle school or under (33) 3.76 3.45 3.83 3.23 4.18 3.95
High school (130) 3.96 3.74 3.97 3.50 4.24 3.87
Junior college (63) 4.19 3.93 4.09 3.55 406 3.65
College or over (48) 4.33 4.01 417 3.57 4.26 3.68
""""""""" Fvalie 650" 533 240 240 136 140
Position
Manager (21) 4.20 3.95 4.60 3.73 4.29 3.74
Assist. manager (33) 4.17 3.83 4.09 3.32 4.43 3.97
Full-timer (89) 4.19 3.97 4.07 3.57 4.15 3.70
Part-timer (130) 3.88 3.65 3.88 3.44 4.13 3.82
"""""""" Fvalue  agze 7 Tgaoe o7 137 227 o082
Role
Hall serving (68) 4.07 400 4.12 3.50 422 3.75
Counter serving (53) 395 3.61 396 3.48 4.08 3.95
Greeting (4) 3.92 3.88 4.00 3.00 4.42 3.63
Cashier (12) 3.83 3.73 3.85 3.54 4.42 4.00
Managemernit (74) 4.16 3.86 4.10 3.52 4.25 3.80
Other (13) 418 4.02 4.02 3.58 4.08 392
Dual role (47) 3.98 3.57 3.89 340 4.13 3.54
"""""""" Fvawe o089 asor 102 033 osd 102

N : Foodservice Provider
*p<.05 *+n<.01 *rr0 <001



Table 7. Correlations between service quality and foodservice pravider's personal characteristics
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Correlation coefficient

Service quality

Characteristics - - -
General management  Atmosphere Food Attitude  Convenience  Reputation
How many months at current restaurant 0.21# 0.05 0.07 -0.02 0.05 0.15*
Work experience in the same field -0.08 -0.10 -0.14* -0.06 -0.01 -0.02
Wage of part-timer* —0.26%%* —D.23% —0.24**+* -0.09 -0.03 0.08
Waork hours of part-timer* —0.24%+ —(0.25%** =0.18%* -0.10 0.00 0.05
**n <01 *++n <001 *Response of part-timer
Table 8. Comparison of service quality with operational characteristics Mean
. Service quality
Characteristics (N) - - -
General management Atmosphere Food Attitude  Convenience Reputation
Type of restaurant
Fast food (157) 4.03 37 397 3.48 4.24 3.96
Family restaurant (121) 4.07 392 4.08 3.50 412 3.57
ST Tvalie Toas T ~254% - —1as —023 155353
Type of operation
Headquarters (227) 4.08 3.83 4.01 349 4.17 373
Franchisee (42) 3.95 3.82 4.21 3.54 4.30 4.02
"""""""""" Tvalee T Tam T o T e T o T Y T Sy
Location
Subway station (30) 3.85 3.79 4.00 3.58 4.31 3.60
School area (48) 391 3.96 4.00 3.63 4.21 3.61
Office area (24) 4.06 3.72 3.98 3.25 3.94 3.50
Shopping area (80) 417 392 4.09 346 4.24 3.90
Residential area (48) 3.99 3.51 3.9 3.33 4.08 3.58
Others (46) 417 3.76 4.04 362 4.26 4.32
T Fvalwe 1 Tas T Tos2 T 126 143 524w
New product development
Once per 6 months (51) 3.93 3.85 403 3.53 4.16 4.08
Once per 1 year (63) 3.98 3.63 3.88 3.36 4.04 3.51
Irregular (125) 4.10 393 417 3.62 432 3.75
T F Vae T T 133 T3s3r 430t 192 T a08* | mare
Following check list
No (14) 3.85 3.46 3.83 3.15 4.06 3.34
Every 30 mins. (74) 423 3.77 4.00 3.55 4.18 412
Every 1 hour (48) 4.00 3.85 4,25 3.57 4.29 3.91
Every 2 -3 hours (16) 3.98 3.95 3.94 3.34 4.06 2.88
3 Times per day (50) 4.05 3.96 3.99 3.63 4.19 3.72
ST Fvale T 185 297 24 179 071 9507
Marning/afternoon meeting
Everyday (178) 4.08 3.79 4.01 3.49 4.20 3.81
4 -5 per week (17) 4.09 4.22 4.22 3.85 4.31 3.47
2 -3 per week (27) 381 3.74 3.85 3.1 3.99 3.44
1 per week (26) 4.08 3.56 3.83 3.48 4.14 4.46
Never (29) 4.01 393 427 3.67 432 3.55
T FVale 096  267% 257 2477 119 5g5me
Promotion of employee for good service
Yes (236) 4.08 3.82 4.00 3.50 4.19 3.85
No ( 37) 3.84 3.72 4.06 342 4.17 343
T TValee 0 074 -054 042 019 T236%
N : Foodservice provider — *p<(.05  *p<.01 40 <001
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e Ao Bt

Dienhart®} Gregoire(1993)% |45 Fro] AL

ez g Ayaa] Mula AFel glo] o8¢ 1A Z]fé?
A ARS8 ZAL A3, 8 R 2F A g2 {93
¢l Aol gk Busigict, AFAMITHS diAde = 2AL
g AFAM 5T AFARE Y] 1Y 25 A7k 247 Rt
af-g2 (p<001), EH7T (p< 00D, FA (p< 0D 2
Aol A oA T4 AUAATL glol, dFel BAL 1Y
:L"r Alzto] A& ANFAMLYETE SAAATL dut v

2, 971, F4 £389) AMulx 2L aAlA & dest

I Qo gHshe Ao s AlRFIT

2) 29 £¥ ¥Y

(1) €9 B4l o} o
o479} £9 FA4d me} o] Qashs Hjx
Aol ol vz ZeH(Table 8).

Table 9. Correlations between service quality and operational characteristics correlation coefficient

2] Hef das By 99 (p<05)3 AL
9 (p< 00D A 27) F95Q Rol7t YATH F F4

oA Aol zpolrk ZA= agkort 7T AYelAE
A d2Ed A9 A7) 2o, v QAR 4
Ao M Har F& AL 5ot wokeh 9 W
mebAE FAel Aolrt g, JAHA L HA], A
F 24 ks 59 4L yehn A= gyt

£ @7&#&1 Habe] AlEHuE AF HAsh= 94
A L) Ao Nu|2= AL PEA go] TR E e
Ao 2 Jen}, A dAF *}‘%EE}T‘:- AAA 7@
ZRY FA} el A FAY A 98 F2Y Ige
& Ao AFRFHA

299 FHl= Aukdo s 9 P2 HolA g},
ol &g H)i= A AZko] o] A4glo] A ZFAR
£ 5lnz BE o] 2 Falo 7 Fdsir]7) of
7] W], &a/Ze At Ade] Aol FAE A
gl AAeted 2 gl 48 Aoz Bk AH
2 94 Aol AW A AT dYaE felHl 2}
o7} AR (p<.05), TFY HE FYah= FeoEel 2}

Correlation coefficient

Service quality

Characteristics - - -
General management Atmosphere  Food Attitude Convenience Reputation
Months since opening 0.06 —0.24"  —-0.18* -0.06 0.00 0.26%**
Seats -0.01 0.17%* -0.18** -~-0.01 —0.12% 0.03
Business hours 0.11 -0.09 0.03 0.00 0.06 -0.01
“Sales perday T o T 035% 004 004 003 010
Customer per day 0.07 0.17** 0.06 010 0.13* 0.21%*
Seat turnover rate 0.08 0.00 0.19* 0.60 0.20%* 0.15*
Sales per customer 0.07 0.14* 0.04 -0.04 -0.16* ~0.11
Frequent-customer program 0.1 0.92 -0.01 0.09 -0.11 0.14*
Mzz;g;’;nfwe’ for resolving customer -0.02 000  -003  ~001  -0.02 0.10
Special menu 0.01 -0.03 0.00 ~0.02 -0.07 0.03
Inventory management system 0.07 -0.10 -0.18** ~-0.02 ~0.11 0.00
“Percentage of parttimer Soor T —026"  Z019% <008 005 016"
Work Hours of full-timer -0.09 -0.04 0.15* 0.06 0.14* 0.07
Work Hours of part-timer -0.07 -0.09 0.15 0.00 0.02 0.06
Employment length of full-timer -0.05 -0.08 0.03 0.02 0.12 0.19%
Employment length of part-timer -0.01 ~-0.19** -0.16* 0.03 -0.05 0.03
Wage of part-timer 0.08 0.00 -0.08 ~0.15* -0.11 ~0.08
No. of benefits for part-timer -0.03 -0.13* 017  -0.12% -0.13* ~0.02
Break hours of full-timer -0.06 0.15* Q.01 0.12 0.00 ~-0.03
Break hours of pan-timer 0.03 —0.25%* -0.06 ~0.05 -0.01 0.12
Training for full-timer at headquarters -001 0.00 -0.11 ~-0.03 -0.09 0.01
Training prograrms for full-timer at headquarters 0.12¢ 0.09 0.01 0.05 0.02 0.07
Empowerment of long-term part-timer 0.03 -0.16* -0.05 0.06 0.11 0.01

<05 #p<0l #pl 000
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(p<.05)7, = AgAMES] A7 3 479 499 "HE
FEAE 29 BABRA (p< 057} e Ae® vEyit
53], /4 B4 29 5 AFGALT L T AFAH
PEH ZFAIRE: AFARe] 1AsHe AH|~ EA9
2 HQ FRAAE B F9o] Zgbd whHd) (Table 7),
gAY +9 B4 8219 AFAMYe] FF PFH TF
A7 B2 Aol QAshHs Ml F)E 44 o
e A9 nR|A] Faka Ak

EAdd FHo2 JQle] 19 HT T4 A7k 29
7] S97E FAHQ o] ARAA(p<05)7F Yot
HAZ Algatde) Bxsg Fu F2 A F939
el AAAA AE F9e] gl oz e, o=
A0l AL A7kl E QT o] BR ol 2AdA Ay
Eo] Au)4 FEE dgsled 7H3 @ T4 Ao 9
FE A nAA g Aoz AsHA wEis EX3)
o] YA A gdEo] Anjx= FAE Aasl=d F o
B2 27 & Ao FHE], AFsh= B dYgd
& wAe) fAE B} JEH o e ugsor & Ao
AEEHITS Inman & Enz(1995)% A1FAMES -84
olEA Hsl= EXHEAE AFTY T YEF s} oY
EHe AH e mdor dvtn Busigc) 281 T
SHLE A9 o BiEet oA 4RRAE B
o A9 gt of de mgo FFo; gyt o
2] FYGa= Fo] FHBA (p<05)7 Y= Ao FAH
Aot JEE 7] AlEAFEAA AY AlFARES B
28 = gl 189 ¢ Aot Auls Agd v o
o Ao Aoz ARYT)

Qe

2 X NA

2 d7E 94 3o AAE FTo) e g2
& Faloz Avlz o] 2915t ole) g FHsa,
94905 AFo] Hula BUE ALs=H JPe
AV 547 229 £ BHE BHER, 240
A BRE Aus EF AT ol 28 28 - gl
WS maE ) AFon, ol AF AT e T
Sk,

1) #+8 Exo ddg] gaBqA AFshs Aux
4L 219 Q22 T, 9444 I97 1
Q4 g HlTe 23t iRe] GedolA K" Aol 9
£ Aoz BAEAHp< 00,

2) 21749) AHlx ER) thal 291 B4E AN G B,
718 Jon 2RHYT o Muls B 56.8%



464 - Aul~ FAo S AL 29 B4

Awehs Aoa BNEY. 6719 9L ) gyt uig
2, B97], e FAY B, B UAE 99
o= Haasch

3) iR e AH o s QA 8§ AF
o] FLH4E AH|2 Fdo @ A4 W5t Bk, A
o] AFAR] w8} Q4] ATt =okeh

4) A4PA FL AUA BHoz | AP 2F H

23} Qo R (p<.0D, YAE (p< 05) =
ool AppAst 3o A2 27 A5 g4 dgTe
oo} ApaA (p< 05)7F A Hez BAHUL AFA
2o HAE YBo] Yo 19 2% Azke] He AlFA
%%_-’F% Az E4E 2ol ANFE Ao V)

Autd 2o Aoz Aga] gasze AL By

7 °§°—"|°ﬂ(p<.05), e Fox AR gl (p<00L)
Az Egdo] g Ule] st wehth AR D55
BT (p<00D), B4 (p<01) DEe QA= g9 A
ATBA QAT G (p< 00D T ko) ABAT} U2
o, w8 Fy5e 27 99 (p< o) 94F o) 4

Ul

BRAZY, F 49 (p<0DFH Aol FA(p<.05)49) <
A &9 AHAA7E A3

6) B9 +9 54ez 19 wiahe JAUN e
dut e (p<05), EA7 (p<001) d%st, 14 3

At B0 (p<.01), Aol (p<.05). ‘YAE (p<.05)
g, Y e F2 (p<ol), Held (p<01). ¢
A= (p< 05) G4 43t o AwaAZF AU, A
7k BT A9 (p<05) T %] AmgArt, dolA
99 (p<.05)2) AT &9l FaEBA7 AU

) AR P FAHR AFAEY BEF 27
(p<.001)%} 24 (p< 01) 449 47} £ FHAA
7h, QAR (p< 0D FEute o] JEAA 2. A
29l 15 28 A7k L2 (p<.05) 7 Hel A (p< 05) =
Qo) A4, ALY 17) WP 2F )33 QAR FY
(p<.01)9) Qa3 ko] APAT} AATH AT 2
T 710 B (p< 0D B (p<.05) AH U4
AFAH AFH FdY R 99 (p<05)e ¢l
29} A|BAAS) LEPRT

2 AT 298 ERE thed 2L AL HuK k.
D s B9 A Q49 998 7 £ 59
79 35 BAZ mefshel, Mulx T el

AL DA} T Fo)T), £ AT 2RI
27 SYHoE B4 Agsigo),
o) 4T g BAT AXT YouR of

B A

i
!

j

._f
B

e
2

q

fan)

ol

$

e kI
i &El

L o He

mlu

E_A

o of r)f

=
p=H
? S

o
i

77} 9 a8
AA Al Aulz E49 A=) g A
= £43 £ 5408 dAs AT

F

gAl A& A
2) 9
i = L s
o F vl 29SS WEAM, S9N A4 AY, 3E,
7 otE 2 29l F3(organizational culture)%-2|
402 v} AHA FAAA AMujx Hgof FaL v
= agS EAs|opd Aolvt,

3) 4914 F9e Ag Pd= AAT AJFAe] ¢
28k A& FEof Apol7t s AoE Yej, &Y

o AElE WSS el BALT AFAMES A4 9] A
o)(gap)E &olx ¥te] B0l Fo 5T
4) S1A4A ’i. 12 A FAHLS H)go] o8 o]F
Mul~E dgsled 9% v ¢ JE 298 B
nzHes ‘ﬂ??ﬁﬂ‘# T Aot}
FAEH
FAY - AEA DA RO LA A 34 Bl

AA 4 AL LE $)F
10(4) : 327-337

217} Hotel & Restaurant(1995) : 2] v}2} o)Al Au)x 4he] Al el s}
A e BT TAS T 2. 97 Hotel & Restaurant

- FEAH(1997) : AT FA4e| AgHe £9% sl 5
HT 24 Hrp i ARYdnds 4T AulaFaAd &5 3
7V B opabE BEA] 3(2) 1 123-140

A%l - Ho1(1997) © Spss Wing o} 43 FALA. 9 34
A&

YA FA3H1996) : s e A&

Bojanic DC, Rosen LD(1994) : Measuring service quality in restatir-
ants © an application of the SERVQUAL instrument. Hospirality
Research Journal 18(1) : 3-14

Carman JM(1990) : Consumer perceptions of service quality : an as-
sessment of the SERVQUAL dimensions. Journal of Reioiling
66(1) : 33-55

Colye MP, Dale BG(1993) : Quality in the hospitality industry : A
study. International Journal of Hospitality Management 12(2) :
141-153

Dienhart JR, Gregoire MB(1992) : Service orientation of restuarant
employees. International Journal of Hospitality Management 11(4)

: 331-346
Elliott KM(1995) : A comparison of alternative measures of service

AnlA AR AL $FeE e

quality. Journal of Customer Service in Marketing & Management
1(1) : 33-44

Farra EE(1996) : A comparative study of managers' versus custom-
ers' opinions on factors influencing patronage of mid-prices re-
staurants. Journal of College & University Foodservice 2(1) : 29-41

Garvin DA(1987) : Competing in the eight dimensions of quality.
Harvard Business Review 22{Nov-Dec) : 101-109

George RT, Tan YF(1993) : A comparison of the importance of se-



lected service related factors as perceived by restaurant empl-
oyees and managers. International Journal of Hospitality Manage-
ment 12(3) : 289-298

Gronroos C(1984) : A service quality model and its marketing im-
plications. European Journal of Marketing 18 * 36-44

Groves ], Gregoire MB, Downey R(1995) : Relationship between the
service orientation of employees and operational indicators in
a multiunit restaurant corporation. Hospitality Research Journal
19(3) : 3343

Howey RM(1997) : Attribute evaluation and the role of involvement
in the selection of a fast food restaurant. Journal of Hospitality &
Tourism Marketing 9(1) © 20-25

Inmaen C, Enz C(1995) : Shattering the myth of the part-time work-
er. The Cornell HRA. Quarterly 36(5) : 70-73

King CA(1984) : Service-oriented quality conirol. The Cornell HRA.
Quarrerly 25(3) * 92-98

Lee YL, Hing N(1995) : Measuring quality in restaurant operations :
An application of the SERVQUAL instrument. [mernational Jour-
nal of Hospitality Management 14(1/3) : 293-310

Lockwood A, Jones P(1989) : Creating positive service encounters.
The Cornell HR.A. Quarterly 29(4) : 44-50

Logan TC, Evans MR(1994) : Identifying the product/service needs
of the family dining segment. Journal of Nutrition in Recipe &
Menu Development 1(1) : 19-35

Luchars JY, Hinkin TR(1996) : The service-quality audit. The Cornell
HRA. Quarterly 37(1) : 3441

Martin WB(1986) : Measuring and improvement of service quality.
The Cornell HR.A. Quarterly 27(1) . 80-87

Norugis MJ(1994) : 5PSS professional statistics 6.1. SPSS Inc. Chi-
cago. IL

Oh H(1997) : Customer satisfaction and service quality @ A critical
review of the literature and research implications for the hos-
pitality industry- past 1. theoretical framework. Hospitality Re-
search Journal 20(2) : 35-64

¥4 A - AFE - 465

Parasuraman A, Zeithaml VA, Berry LI(1985) © A conceptual model
of gervice quality and its implications for future research. Jour-
nal of Marketing 49(Fall) - 41-50

Parasuraman A, Zeithaml VA(1988) : SERVQAUL : A multiple- item
scale for measuring consumer perceptions of service quality.
Journal of Retailing 64(1) : 12-40

Perkins DS(1991) : A customer satisfaction, dissatisfaction, and compl-
aining behavior bibliography : 1982 - 1990. Journal of Consumer
Satisfaction, Dissatisfaction and Complaining behavior 4 © 194-228

Qu H(1997) : Determinant factors and choice intention for Chinese
restaurant dining : A multivariate approach. Journal of Restaur-
ant & Foodservice Marketing 2(2) © 3649

Romm D(1989) : Restaurant’ theater : giving direction to service. The
Cornell HR A. Quaterly 29(4) : 31-39

Ross GF(1995) : Management-employee divergences among hospita-
lity industry employee service quality ideals. International Jour-
nal of Hospitality Management 14(1) : 11-21

Rust R, Oliver R(1994) : Service quality. SAGE publications. CA.
USA

Stevens P, Knutson B, Fatton M(1995) : DINESERV : A tool for me-
asuring service quality in restaurant. The Corneal H.R.A. Quart-
erly 36(2) : 56-60

Strick SK, Montgomery R, Gant C(1992) : Restaurant service for the
‘90s. FIU Hospitality Review 10(2) : 43-48

Sun L(1995) : Quality standards and consumer satisfaction of resta-
urant dining(part IT). Journal of Nutrition in Recipes & Menu De-
velopment 1(2) : 59-80

Tea RK(1993) : Expectation, performance evaluation, and consumers’
perceptions of quality. Journal of Markering 57(Oct) © 18-34

Tea RK(1994) : Expectations as a comparison standard in measur-
ing service quality : An assessment of a reassessment. Journal
of Marketing 58(1) : 132-139



