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Abstract

The purposes of this study were to (1) identify foreigners’ evaluation of service performance, (2) define
foreigners’ needs for each segment of Korean traditional restaurants, and (3) plan the adaptation strategies for
Korean traditional restaurants on foreign countries. From April to July, 2005, 542 foreigners responded to an
individual survey. Statistical analyses on SPSS 12.0 for Windows were performed on the survey data using
descriptive statistics, factor analysis, reliability analysis, independent-samples t-test and ANOVA. The major
findings from the study are as follows. First, among all the attributes, ‘Offer free additional side dishes’ scored the
highest, followed by ‘taste of food is good’ and ‘temperature of food is proper’. Second, factor analysis classified
the service attributes into four factors in the following order of importance: menu, sanitation, service, and facility
and atmosphere. Finally, foreigner groups categorized by their general characteristics, including demographics,
showed statistically differences in their evaluation. In consequence, the research findings suggest that operators of
Korean traditional restaurants should understand different customers’ needs within and between customer segments.
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Table 1. General characteristics of foreigners in Korea. n=542
Category Number Percent(%)
Male 267 49.3
Gender Female 274 50.6
No response 1 0.2
Visitors 264 48.7
Foreigners Residents 260 48.0
No response 18 33
under 20 25 4.6
21~30 257 474
31~40 139 25.6
Age 41~50 69 127
51~60 41 7.6
over 61 11 2.0
North america (USA, Canada) 77 14.2
Nationality China (Mainland, Hongkong, Taiwan) 197 36.3
Japan 268 494
under 5 105 194
5~10 209 38.6
Dining out per 11~15 94 17.3
month 16~20 54 10.0
over 21 1 13.1
No response 9 1.7
under 1,000 162 29.9
1,000 ~2,000 134 24.7
Average income($) §:$} ~izg 33 IST
Over 4,001 36 6.6
No response 77 14.2
student 179 330
office worker 122 22.5
housewife 32 59
self-employed 61 11.3
Occupation teacher 76 14.0
professional(doctor, lawyer, etc) 30 55
missionary work 4 0.7
other 33 6.1
no response 5 0.9
package travel 246 454
business 137 - 253
Main purpose of this visiting friends and relatives 19 35
visit participate event or festivals 11 2.0
other 120 221
no response 9 1.7
1 224 413
2~5 227 419
Visiting times 6~10 37 6.8
over 11 26 43
no response 28 52
Average cost per meal ($)" 8.00
. Lo Visitors(day) 5.00
Duration of resident Residents(month) 14.00

"Median
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Table 2. Customers’ evaluation of service attributes for Korean traditional restaurants n=542
Attributes” American Chinese Japanese l\fg‘;;n F value
Taste of food is good. 4.01+0.83° 3.69+0.90° 3.68+0.94°  3.73+0.92 4.269"
Material of food is fresh. 3.85+0.81° 3.55+0.92° 3.26+0.89°  3.45+092 14959
Temperature of food is proper. 3.95+0.97° 3.58+0.91° 3.47+090°  3.58+0.93 7.646"
Nutritional aspect of food is well considered. 3.89+0.91° 3.51+0.92° 3.412091°  3.52+0.93 7.614"
Portion of food is proper. 3.96+0.96" 3.38+1.01° 337+097°  3.46+1.01 11.0107"
Menu is visually attractive reflecting the restaurant image. 3.79+0.87° 3.47+0.96° 3.3740.95° 3.4610.95 5.862"
Menus are various. 3.60+1.08 331+1.12 3.28+0.96 3.33+1.05 2.692
Offer free additional side dishes. 4,12+1.00° 3.50£1.06" 3.95+0.94°  3.81+1.02 15.6207
Sanitation of food is good. 3.69+0.93" 3.69+0.91° 293+094°  331+1.00  43.6237
Tableware is thoroughly clean. 3.80+0.98" 3.80+0.92° 279+1.00°  329+1.10 71235
Dining areas are thoroughly clean. 3.51£1.06" 3.74+0.81° 2.7840.97°  323+1.03 63258
Staff members are dressed clean, neat, and appropriately. 3.78+0.98° 3.67+0.90° 3.02£0.78° 3361092  41.5897
Price of food is reasonable. 3.96+0.87" 3.46+0.97° 3.54+0.88°  3.57x0.93 8.1947
Decor meets the restaurant image and price range. 3.47+0.94° 3.48+0.86" 293+0.81° 3.20:+0.89  27.750
Atmosphere is relaxing. 3.15+0.98° 3.41+1.04° 2.80+096°  3.07+1.04  20.647
Place is warm and homelike. 3.31+£0.98 3.47+0.86" 2.85:0.97°  3.13t098  25.559
Offer background music. 3.01£1.07° 3.37+1.09" 2.641092° 295+1.06 28441
Lighting in dining area is proper. 3.60+0.89" 3.47+091° 3.00+0.82°  3.25+090  22.681"
Offer enough seats in the dining room. 3.60+0.93 3.49+1.10°  3.28+0.80°  3.40+0.95 4.541"
Dining area is comfortable and easy to move around in. 3.450.86 3.51+091° 3.10+0.88°  3.30+0.91 12792
Have a visually attractive Korean style decor. 3.80+0.97° 3.65+0.99" 328+091°  3.49+097 124947
Menu is easily readable. 3.19+1.06”  3.44x1.01° 3.01£091°  3.19+0.99 10,792
Provide prompt and quick service. 3.85+0.86" 3.61+0.91° 3.14+1.01°  341+1.00 219247
Employees are kind. 4,04+0.98" 3.71+0.89° 3.14£1.07°  347£1.05  31.626
Employees are both able and willing to give you information b 2 " -
about mmenu jterms, their ingredicnts, and cooking methods, 3.15£1.21 3.66+0.99 3.08£0.90° 330102  19.420
Quickly handle anything if it’s wrong. 3.49+1.04" 3.61+0.98" 2.82+095°  3.19+1.05 392827
Employees are able to answer your questions well. 322+097°  3.48+1.10° 299+092°  320+1.02 13477
Restaurant is easy to access. 3.67+£0.91° 3.74+1.04° 296+0.86° 3.34+101 42977

Y 1, Strongly disagree 3. Neutral 5. Strongly agree
e Scheffe’s Multiple Comparison
*p<.05 “p<.01 "p<.001
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Table 3. Factor analysis of service attributes for Korean traditional restaurants

Attributes

Factor 4
Service

Factor 3
Facility/Atmosphere

Factor 2
Food

Factor 1
Sanitation

Tableware is thoroughly clean.

Dining areas are thoroughly clean.

Sanitation of food is good.

Staff members are dressed clean, neat, and appropriately.
Material of food is fresh.

785
759
747
575
531

Offer free additional side dishes.

Taste of food is good.

Price of food is resonable.

Menu is visually attractive reflecting the restaurant image.
Nutritional aspect of food is well considered.

Portion of food is proper.

Menus are various.

Temperature of food is proper.

676
.670
.662
.607
590
578
543
537

Offer background music.

Offer enough seats in the dining room.

Lighting in dining area is proper.

Dining area is comfortable and easy to move around in.
Atmosphere is relaxing.

Place is warm and homelike.

Have a visually attractive Korean style decor.

Menu is easily readable.

Decor meets the restaurant image and price range.

.679
.647

.632
570
564
523
520
.500

Employees are able to answer your questions well.

Quickly handle anything if it’s wrong.

Employees are both able and willing to give you information
about menu items, their ingredients, and cooking methods.
Provide prompt and quick service.

Restaurant is easy to access.

Employees are kind.

711
.661

651

.618
.602
564

% of variance

15.111 13.919 13.774 13.443
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Table 4. Customers’ evaluation of service factor for Korean
traditional restaurants n=542

Factor Mean+SD"

Sanitation

Food

Facility / Atmosphere
Service

3.3310.81
3.57+0.63
3.21+0.68
3.31+0.79

Y 1. Strongly disagree 3. Neutral 5. Strongly agree

Sz #8312 AM22A A 55.(2006)
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Table 5. Characteristics of foreign customers by factor in Korea traditional restaurants n=542
Category Fac:tor. 1 Factor 2 ' .Factor 3 Facto‘r 4
Sanitation Food Facility/Atmosphere Service
Gender Male 3.4310.76 3.67+0.59 3.31+0.65 3.44+0.71
Female 3.23+0.84 3.47+0.66 3.4410.71 3.18+0.84
t-value 27527 34787 3435 37417
Foreigners Vis‘itors 3.5310.75 3.69+0.63 3.44+0.67 3.50+0.73
Residents 3.11+0.82 3.43+0.61 2.98+0.61 3.11+0.80
t-value 6.0487 4,680 7788 5.6207
under 20 3.07+0.95" 3.54+0.74 3.23+0.98% 3.25+0.88
21~30 3.22+0.76" 3.47+0.60 3.08+0.56" 3.19+0.78
Age 31~40 3.43+0.81%" 3.65+0.66 3.29+0.72% 3.41+0.80
41~50 3.4610.84 3.71+0.61 3.48+0.74% 3.48+0.76
51~60 3.47+0.79°° 3.6610.63 3.19+0.73" 3.41+0.67
over 61 3.56+0.87° 3.55+0.66 3.70+0.76° 3.55+0.68
F-value 2572 2.406 5215 2.490
North America 3.72+0.79° 3.91+0.61° 3.41+0.65 3.55+0.75"
Nationality China 3.68+0.65" 3.50+0.64" 3.47+0.68° 3.64+0.71°
Japan 2.96+0.74" 3.5240.63" 2.97+0.61° 3.01+0.74°
F-value 67979 12.369™ 35.8277 43.5247
student 3.20+0.76™ 3.4240.59" 3.02+0.62° 3.16+0.82°
office worker 3.45+0.78" 3.54+0.69" 3.38+0.66™ 3.40+0.74%
housewife 3.13+0.74™ 3.540.67° 3.02+0.54* 3.13+0.72°
. self-employed 3.59+0.62" 3.74+0.53° 3.59+0.66™ 3.6240.65°
Occupation a a " a
teacher 3.02+0.84 3.61+0.56 2.95+0.60 3.10+0.67
professional 3.69+0.83" 3.76£0.58" 3.36+£0.61* 3.60+0.78%
missionary work 4.00£0.98° 3.56+0.99" 3.89+0.94° 3.54+0.98"
other 3.6120.90™ 3.89+0.67° 3.49+0.77°° 3.58+0.87%
F-value 5.853 3.493" 9742 47917

Y 1. Strongly disagree 3. Neutral 5. Strongly agree
® Scheffe’s Multiple Comparison

p<05 Tp<01 Tp<.001

S22 #3835 A #2278 A 5E5(2006)
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Table 5. Characteristics of foreign customers by factor in Korea traditional restaurants (continued) n=542
Category Factor 1 Factor 2 Factor 3 Factor 4
Sanitation Food Facility/Atmosphere Service
under 5 3.40+0.79% 3.56+0.71 3.25+0.77*° 3.42+0.84°
5~10 3.46+0.75° 3.560.57 3.29+0.66° 3.37+0.74°
Dining out per month 11~15 3.3310.83" 3.71+0.66 3.26£0.61° 3.37+0.74°
16~20 2.96+0.86" 3.48+0.61 2.95+0.67° 3.09+0.83°
over 21 3.04+0.77% 3.44+0.66 2.99+0.59% 2.99+0.78"
F-value 6446 1.953 4.446" 47917
1 3.50+0.77° 3.62+0.68 3.37+0.69° 3.53+0.73°
Visiting times of 2~5 3.28+0.78" 3.55+0.57 3.15+0.66™ 3.20+0.81°
Korea 6~10 2.98+0.831° 3.52+0.69 2.89+0.62" 2.91+0.67
over 11 2.92+0.92° 3.62+0.68 3.04+0.67" 3.24+0.80"
F-value 8.182°" 0.508 75907 102737
under 1,000 321+0.78° 3.3910.64° 3.10+0.67° 3.17+0.81
Average salary per 1,000~2,000 3.4510.802'; 3.73¢0.59:: 3.351«0.65; 3.42+0.77
month(S) 2,001 ~3,000 3.28+0.79 . 3.60i0.6ZD 3.34+0.69 " 3.360.78
3,001 ~4,000 3.52+0.78 3.81+0.60 3.27+0.60" 3.46+0.67
Over 4,001 3.42+097% 3.7240.66" 3.23+0.87" 3.43+0.87
F-value 2385 6.903"" 2.805 2.354
package travel 3.22+0.78" 3.48+0.65° 3.11+0.67° 3.21+0.78
business 3.3440.84% 3.59+0.63% 3.17+0.62° 3.3240.73
Main purpose of  VSing friends and 37140.95° 3.9240.61° 3.68+0.79" 3.44+0.84
L. relatives
this visit ..
participate event or 37540.65” 37440.43° 3.63+0.70% 3.64+0.73
festivals
other 3.45+0.79™ 3.6310.61° 3.35+0.71° 3.46+0.82
F-value 3.338 2916 53527 2.666
Y 1. Strongly disagree  3.'Neutral 5. Strongly agree

e Scheffe’s Multiple Comparison

p<05  Tp<01 p<.001
Uetygth 4 AEAZE gJENE v A,
BAFoE 259d A4 Aol v Fot A

€ ¢ 7 AATHP<.001).
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