The Korean Journal of Culinary Research 18
Vol. 12, No. 4, pp. 18~32(2006)

SlAelx| 12 Ko FMzto| T THEE L B KA

CHE LI DI RED E IR EE

The Effect of Interpersonal Relationships among the
Foodservice Industry on Customer Satisfaction and
Retention

Young—Jin Ki

The Graduate School, Division of Tourism Science, Kyonggi University

Abstract

This research is to figure out how interpersonal relationships among the
foodservice industry affected customer satisfaction and retention. Marketing strategy
methods could be indicated to bear fruit in the food-industry based on this research.
First, the properties of each factor related interpersonal relationship of foodservice
industry, customer satisfaction and retention were obtained from previous studies.
Second, interpersonal relationship was applied as an independent variable, retention
between customers and the foodservice industry as a consequent variable and
customer satisfaction as a parameters. The result reached through convergent
validity came to satisfy all variables. Third, it was strongly maintained that the higher
interpersonal relationship was, the more satisfied customers were and that the more
satisfied customers were, the stronger retention was. It was shown that customers
would repurchase and had strong loyalty to a certain enterprise if its services satisfied
them and met their expectations.
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