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A Study of Service Quality on Customers’ Satisfaction
and Loyalty in Japanese Restaurant

Hyo-ju Ahn*, Kwang-yeol Ahn**, Chung-sub Shin***

Abstract

The purpose of this research is to study the effect of service quality improvement
strategy and its practices on firms’ competitive advantage, and identify their influence on
customer satisfaction and loyalty.

According to this purpose, this paper hypothesized that high service quality will satisfy
customers’ needs and result in improved customers’ loyalty. Thus, empirical study was
conducted to identify the relationships among factors which were identified through
literature review. Data were collected from the customers of 3 luxurious japanese
restaurants in Seoul.

The result of data analyses shows: (1) Serve quality factors such as customer service,
quality of meal, location and facility, and types of restaurants make significant difference
among three restaurants in terms of customers’ perception about service quality: (2) There
is statistically significant difference among three restaurants in terms of customers’
satisfaction, but there is no significant difference among them in terms of customers’
loyalty: and (3) Not only the result from analysis on japanese restaurants inside hotels
but also that on the independent japanese restaurant in -Kangnam area, shows that service
quality factors have significant effect on both customers’ satisfaction and loyalty.

» Keyword : service quality, customers’ satisfaction, customers’ loyalty.
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Ao N FUFE 0=0.05 off Cifft $Eict
1 2 3
2t g Uajg) 44 3.2

S et 40 3.93
WEH 2lalg 52 4.52

Folss 1.000 1.000 1.000

(5) 824 2A
324 Q4o e 2MAEE S3d YA
g 2F 490l #34 Qajolekn AZea glem,
Wad 9493k Aol} the Aoz etk

E 10. =4 4o AERA Zat
Table. 10 post hoc tests

e N %SF?—? a=0,05 off CHﬁz—?’él‘:-l
Zd g Lot 43 3.9535
WEE gt 52 4.1250
S5 it 47 4.4255
RolEE 133 1.000

(3) 9A| ¥ AlA

92 2 A Slelde SERYNEs At 1F
YAFL Ao7t A Ge AoE Jehtiol, wid
YAFLE ohE T A3 HF Aeld PR EUzn
Hrggidot FaAdo] dddt s et
ol Wxde] A3 X7t bd Ee ST AEE
AR Et =46 He] HoR o] 1 YAeleta A
sHch

E 8. x| W AlMe| AIFEM Ao}
Table. 8 post hoc tests

o | [ FeHE =005 of et wet
1 2
Wagl oAt 51 3.4510
SE8 agt 46 3.8551
g oI AN | 46 3.8086
RoE 1.000 753

AT N RYFE 0=0.05 o EIEFZ—'?JEE}
1
weY g4g 53 2.13
SEd gig 38 355
Zd I8 YMd 44 3.70
TolEE 1.000 470

2.2 B&piol ofst bjw 24

A el wel 249 F4HUE RS} S
Aol Aol7b AEAE BAE] 8] AL AR
(One-way Anova)E A3l drke (E 1D el
Y sidt
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E 11, TZpIETel n7EMTo ciist UluixiEANEA
Table. 11 one-way anova analysis

weed | 72 | wEm | uss fﬂg F o lsoms
FeRrt | 7.213 2 3.606 | 11.800 .000
2 ZchH | 40.647 133 306
OREE = . .
gAl | 47.860 135
Rk | 1.714 2 .857 2.296 104
A Fichll | 51.895 139 373
%Ao'lE [= =} . .
A 53.610 141

) :
A2, 2|3 el AA3 nF LR we} folf
Z a=0.0194 &I zpo|7} 3l Aoz veigct wa
Azt 29PHE Duncandl ARFEAE AAEIH} Bl
AFREE AP uet o7} gle AeE veht A
ARG ANFA st

X 12, AREEN Aot
Table. 12 post hoc tests

2 AT BAAASTE 1117004 1.913704 Jepd
o2 gEFAdel fle Aoz APHUT

(1) 29 d4gg ez 24
SzddAgI Wid JAge ooz 4E $H
3 AR AENE AAsK 52 4aFE AR
B FEI ol Td YAPES 29 s AF
2997 wzel el o8 AdEe Ao ag ¥
Aga 1 Aol dE Aes AR Rl 3
AL & Aok,
aAEla AAbe] A X 2 A, BBUY, @
F2|gelo] 3 YA Fofre] pANEE wAFHYE
o Bl 9 ARG
® 12 aizg
DANETE FauLn e RN A= (&
13 Vet Sich

E 13. 39 Algh EMo| 17plEgo]| ojxls FF 24
Table 13. effect analysis

Mg N Folr# a=0.05 ofl thst 2ECH
1 2
WEE dAlgt 50 3.7350
et D ANt 43 3.9419
S=d galg 43 4.2907
FARE .186 1.000

DRSS S (R 12)0M BRo] Wid 4wl
g 17 QAL o7t Ux g Aoz Uehtoy
S39 942 g F A vl nAnEErl ¢ 2
Aoz eyt

2.3 1 QEErel 17 EME ol Fou

A BETe) uA FHT FoWFe] JTY A%
2 I A3 IAARNES AR AL 4
Mol ERAQL DAF dFHAEN (stepwise multiple
regression)& AAISK). WA $gdidE sH(SEdH
wWEd) 9433 Zhdel 1F 44T 2l Adew FE
sta 5709 EgWsel e F&usee] AAE ¥4}
gt

EI AR E Pl ol FYsor & Algo] thE3A
de] FAloltt, SHUSES] A4ABAVT B8 ALl o
3449 EArt dAEted EAWIEAIS(VIF :
variance inflation factor)7} 10039 o thE-344d9
EAle 448 €k

HEESs xzs 3
A e 20 | B
B | ox | " ;’;ﬁ VIF
(A=) 426 | 415 1.027] .307
2
2| s | 595 | 111 | 531 5354 .000 | 639 |1.566

Aatel &l 257 | 107 | .233 [2.354] .021 | .639 |1.566
E5W: DAET REE: 0.485 F=38.649 p=0.000

29 Q4% 54o] nAREY olXe P B3
7] 98 ESARAGN HA4 FAES Dopus] 9
3 BAEAMe Ang HuE F=38.649, SYE8E
p=0.00022 §95F p(0.05004 EARZ §oF A
o2 JEiY,

R*& 0.485% Jeh} 48.5%¢ H¥dE Holm ot
A4 =8 BAES FAASe Uit HF B2 2
Ay el 2Ale] Ho] fo4¢FE p(0.05004 nATNEE
o] JFL vixle Ao Yepch

@ 17 M5

IAFAES FEUSFE S IARNY Zide &
14> vFept Sioh.
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E 14. 39 A2t SMo| 1AEMTol| ofxl= I8 24
Table 14. effect analysis

olERs | ZEe) ErnY
A | A 2 v
29 e e I e
i k=2
B lox| sy | VF
&) | 731 483 1512| 134
[t ama] 19 | 420 |4.075[ 000 | 701 [1.426
T 7] 120 279 12713 008 | 701 |1.426
o | 327|120 713|008 | 701 |1

JEME IAEHE RAE: 0.382 F=25.697 p=0.000

A9 fexg YolRr] 9% Bt ARE B
W, F=25.697, 2188 p=0.00022 #l5F K0.0544 &
Axez gof@ Aoz dehgrt RS 0.3822 Yeht
38.2%9) AW & Ho|x gtk AN FYE 545
AAS id ¢ 23 AT Ak A3} aAMu ATt §
olF p(0.0500 nAFA T FFE X Ao
12578

oj4el ¥ Ant sl AHf nAAu A9 44}
o Ae yAUNEES} aAFHE BT &S vXE F
2% EPues goagglen 93 2 A4, HELHoy
P24 d4jo] BEAL e n|HA] g Aos gotEd
th aEE 39 99 UE olfdshe 14e 1A
3t MEl2E 7T FaAEln tgeE Aate] S F8
Al wEhA ejEjely} Al Fodt AERrhe 22
2k Al ) 98-S gL Bkl £ A4aAE %
3 94 22ln g F e 2FEAY HAE AT
of A o] 73kd o},

(2) Zrd g LAEe iAoz 24
g 17 9SS AR 4E 3 ARE 3

AENE AT, e~ A4k A AA F

Ald, HEYL, AZHYao] g ng LaBoIM¢]

IANET ) nAFH ) v GIS ZARIAT

© DARIET

IARETE FEHAFE She IAENY Ade R
15y Jept st

g 17 YT B4 nARERd viAe d3S
3] 43 AN 3A Y fOTE LolR
71 918 BAlRAol AuE R F=41458, #o8E
p=0.00022 F25% p(0.05004 AR fog R
oz Jeptch R2E 0.709 2 Yeht 70.9%9 498
Bolq glch A F£4d SHES] FAAT g ¢

7 A% Al 2et dake] Ho) FelaE p(0.05004
ISR FFE mlAE Aoz veikin

¥ 15. 4t 18 YAld E4o0| DR okl dE 24
Table. 15 effect analysis

digEs} nxs B
A A 20 | AR
2y = 1 “J s
L [=3
B | of | U oy | VF
(A=) | 091 438 207 | .837
Iz
2| Appe | 631|138 | 585 4577|.000 623 |1.913
Apgel
| 322|127 | 324 [25531| 016 .523 [1.913
Zem

S&uis: DRSS RAE: 0709 F=41.458 p=0.000
@ 1z8x
WAFNEE FHETE ke IFAEHY e &
16>l vieht ot

T 16. 24 15 UAle EMo| DAEATO]| ofxls HE 2
Table. 16 effect analysis

olEEs | maet )
e | oo | BHEE
= = U las [
re.n =2
Blogy| "M sy | VF
(A 1.9041 596 1.516] .138
22 5071 .130 509 |3.894( .000 | .895 |1.117
| |07 20| 894/ 000 | 895 |1.
S 0 17
A 2801 .121 303 12.316] .026 | .895 {1.1

BLuie: DUEMT RAE: 0.450 F=14.722 p=0.000

3A4 e o= Uoly] AT BAEMY ZAE B
9, F=14.722, ¥2&E p=0.00022 #+F p(0.05
dA EAHCE fod Aoz et RPE 045022
Yeht 45.8%9 dBH< Holu o FAY £
A5 FAAT g ¢ AR A3 aAMEzS A
AAo] frelrE p<0.0591 nAZ =] F&E H]A
AoE Jehyit
olde] ¥4 i 3 Ul Ade] ug N7
o] Z$E gt nAMuart e BEEY 3749
A L viAE F8F bR AT 42
A% 7Zd 18 2499 2AFYEE Addatn 2749 F
SR 25 JEE viAe oz geiEiin

fr s
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V. 2E & o379 3

e
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7ol AL e 2.

s
r

7o Mo SR BHo AF BAH B A
SEH A%E ¥ 4046 49471 71 B v
AAstaL e, 30uiek 50tle 2EA $XHo] St
AR e 10| 34%(27.9%), 27} 28%(23.0%), 6°] 20
(16.4%), 3°] 12%(9.8%) w22 Jehych 4d 74
o] 827(55.8%), «49°] 65 (44.2%)2 A9 #F
A vehda ok AEAEe 324 dd AR 56
B(42.7%), BELAY H3A7} T59(57.3%) =2 HELH
AZA} 4] U2 MEwrch g4 e

S3d 94", Wi dE, a2l Zhdel] X =
T 47 wel aAEe] AZstn e 4 Aula
EA2d Zoj7} QIERE vz BN A, nhquas, 4
At A, 93] F A, A5YA, =AY § YA
Aulx FAARISL YA 27 F, S3d WB, W
349 942, 2elm gl A 27 929 wet 1
e AZpEo]l /o Aot de Ao eyt
Z, aAMElA AL WEHdUAGH 2hd 17 YABe
Aozt Al gke Aoz vehgtod, s34 gATe tE
F A%l s nAAMulzrt o U oz vehten,
Aale] Aol gloiMe wWiddd g g nF 2949
AAol7k A ke Aoz Jehgoy, 539 949 b
F 23l vjg) 2ake] Ao] v 2 Aoz Yepyith

92 2 A olAE SedgdEH b 1F 44
2 Aozt UA ge AoE vehtol wid 949
£ OE F 490 vlg] X84 gAe Busly HrEY
Aol FAAAo] detdt Aoz Jelgon), HEYe
o digiMe Al 3] BF o7} gle Aoz Jehgr)
2HA5L W3R 4e7o] 78 FEgdelgda gstn
geod, tge® SEd 47, g o 44T ¢l
ES 2] tiside AnREL SEdgAR 24
g 1 dago] g4 Yelejeti Adsiar glem, W
TG Folr} e Aoz Yeldt)

flo o2

A A(sEd 4D, Wid Y49, el 9%
aF Al mt 2709 FERF) NS} 1A
FA =zl Ao)7} YEAlE Bt

ANETE B FH &, 33d 44T, wad
AT, J2lz 7hgel H4XF nF Ll u=t o
Zol7} gl Aoz el W aAZgEE A7
e} zloj7t fe AoE ekt

DAGET] AL WY P g Y4%
Aol7b vl Y Ao® vEpkont, S5E 449 o
T g vlg] AAVETI} Y g A2 iyt

a7 gzl nA Az ta) 39 94T L g
IFE YHTE dPdez BAg Ane dulEgt

9 94T SAo] NS mAE 4 B4R
A}, A a0 AAle] o) nARER A4S
e oz Jelgon aARHeE FEUSE e 3
AR Az, 2Ate Az nAMH|2 2fS 2 o
S v Aoz vyt

ol e} ¥4 Az TdULZe] AL mAru2e} 24}
9} AL USRS UARHE BT & X F
23 Eusz g8aEgien, X 9 AA, FEYelu
T2 949 54 J3E A g A2E gt
o} aeEg 3d gAgE W ol4dke a4 n7d
g M AE 71 FeA18l TRoE 4Ale AL F8
Algith, wehy Qlgjohy} Aldel Fclgt A gHke 22
Ao Al P 28-S oS ZEktn $L AAAE o
# A4 z2in A7 2 zsie nEA] HAE AFE
of 73AYo| 73Hg Aot

7 17 947 EAo] nANERd wIe g
A3 A, ] ze dale] Ho] nATE | o5
& e FoE velgt, aAFAEE FEA5E 37
NG A3, a2 93] € Aldo] afZdTe] o
g nXe Aoz vyl

ol’de] ¥ A3 3 Yot g nFgU e
7392 #HEste a2yt e BEm nAe
A=e YIS nXe FaT AFE AAEAT. 439
Az 7pdngddde a4FAEE ALt 2709 &
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