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Abstract

This study is to select food offered with higher frequency at restaurants such as hamburger,
pizza, chicken, gimbap(boiled rice rolled in laver with seasonings stuffed), and calgooksu(Korean
traditional noodles); identify customers’ expectation and satisfaction levels on food and service
quality and analyze correlation according to each food. The survey was conducted from March 1 to
March 24, 2000, by distributing questionnaires. Statistical data analysis was completed using SPSS
for t-test, ANOVA, Pearson’s correlation analysis. The results of this study were as follows: 1) It is
revealed that overall average satisfaction levels on food quality according to individuals’ trait came
out significantly low compared to their expectation levels, and that balance in nutrition and
reasonable prices had problems in relation to food quality. 2) Customers’ expectation levels on food
quality came out the highest with calgooksu and gimbap, and their satisfaction levels came out the
highest with pizza. 3) Customers’ overall average expectation levels on service quality showed a
very high point, while their satisfaction levels showed a low point with significance. 4) Hamburger
was poor in hygiene; pizza showed the highest satisfaction levels over its quality with significance,
and calgooksu and gimbap showed very low satisfaction levels over their service quality. 5)
Correlation between customers’ expectation and satisfaction levels over the nutritional balance and
proper taste of the food quality came out significant. 6) Pizza and chicken showed significant
correlation with regard to atmosphere, service, and hygiene variables (p<0.01).
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<Table 1> Demographic of characteristics of respondents

N=322
%)
Sex Male

Female 238 739
Age(years) | Under 19 11 34
20~29 235 73.0
30 ~ 39 39 12.1
40 ~ 49 33 10.2
Over 50 4 1.2
Marriage | Single 239 74.2
status Married 83 25.8
Occupation | Office worker 40 124
Student 176 54.7
Service 12 37
Erc.. 94 292
Monthly | <50 184 57.1
Income 51 ~ 100 50 15.5
101 ~ 150 36 112
151 ~ 200 20 6.2
201 ~ 250 19 59
251 ~ 300 9 2.8
=301 4 1.2
Education | <Primary school 4 12
Graduate middle school 2 0.6
Graduate high school | 216 67.1
Graduate college 54 29.2
> Graduate school 6 1.9
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Mean+S.D

Expectation of food

Nutritive
balance

Appropriateness
of taste

Proper
of the
quantity

Resonable
price

Menu

. Total
variety

F-value

Hamburger | 3.28+0.7013.484+0.97 | 2.66+£0.92 | 3.42+0.86 | 4.06£0.91 | 3.92+0.94 | 3.76+1.02|3.51£0.54

Pizza

372+0.87)4.024£094)3.324£1.15)372+0.96 3.79+1.03|3.15+£1.28|3.50£0.98 3.6010.67J

Chicken

3.54+0.8713.61£095|322+1.0513.56+09813.72+1.2213.81+1.26|3.39+1.11)3.55+£0.78

0.468

s B8 o Z

Calgooksu
- Gimbap

3.65+0963.79+098)3.68+£0.95 1 3.83+1.07|335+1.15/3.64+1.093.48+1.06  3.63+0.65

Satisfaction of food

Hamburger 2;94'_*'0.59 3:02i0.68 258+0.73]324+0.66]3.10+0.93 | 2.88+0.82 | 3.24+0.87 |3.00£041?

Pizza

3.5420.66(3.6420.76|3.14+£0.85 348 +0.86 | 3.47£0.97 | 250099 {3.24+1.00|3.29+0.52°

Chicken

3214073 |3.08£0.77]2.86+0.79 [ 3.13+0.73 | 3.19£0.97 | 2.83+ 1.02 | 2.78+0.95 [3.01 £:0.46°

5.827%*

= 5 o X

Calgooksu
- Gimbap

321+0.853.10+0.83|3.11£0.81 | 3.29+0.92|2.96+0.82(3.02+0.92(3.18+1.05 | 3.12+0.54

Expectation(1=very poor, 2=poor, 3=moderate, 4=good, 5=very good)
Satisfaction(1=very poor, 2=poor, 3=moderate, 4=good, S=very good)
a-C: Values with different superscripts in same column are significantly different by Duncan’s multiple comparison test

*: p<0.05 ** : p<0.01
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<Table 5> Expectation/Satisfaction on the quality of service by menu

Satisfaction

Hygiene Total ﬁ-va‘luﬁ Atmosphere| Service | Hygiene | Total F-value

Hamburger |3.82+0.853.76+1.10]3.92+1.16|3.83+0.88

Pizza  |382+090|420£062 (4112095 404+0.75
Chicken  |3.69+1.08(3.92£1.06|394+122|384+ 102
Calgooks - ginbep[ 3,67 1.06|4.01 £ 109|393 1.16 | 3.87+095 |

3.00+0.61]3.14+0.78| 2.70+0.79 |2.95 +0.54*
61+0.78]4.07+0.83]3.78£0.78[3.82£0.65
1.038 36140784 | 38.004%+

330+070(321+0.85304+0.8613.1840.65

290075289097 275+ 1.00[2.85£0.79°

Expectation(1=very poor, 2=poor, 3=moderate, 4=good, 5=very good)
Satisfaction(1=very poor, 2=poor, 3=moderate, 4=good, S=very good)

a,b: a-c: Values with different superscripts in same columa are significantly different by Duncan’s multiple comparison test

* 1 p<0.05 ** : p<0.01
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<Table 6> Correlations coefficients between expectation and satisfaction on food quality

ood temperature 0.141 0.262%* 0.174 0.078

External appearance of food 0.261 0.469** 0.262* 0.184
Nutritive balance 0.726** 0.437%* 0.409%* 0.487+*
Appropriateness of taste 0.396%* 0.558%* 0.257* 0.352%*
Menu variety 0.185 0.352%* 0211 0.404**
Resonable price 0.119 0.110 I 0.095 0.303**
Proper of the quantity 0.204 0.255%* 0217 0.485%*

*: p<0.05 ** : p<0.01
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<Table 7> Correlations coefficients between expectation and satisfaciion on service quality

0.159
0.515%*
0.375%*

Annosphere(lntenof)
Service
Hygiene

0.337
0.552%*
0.493%*

0.095
0.153

0.331%*
0.323%*

*: p<0.05 ** : p<0.01
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