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A Study of Dining Behavior and Customer Satisfaction in Service Quality
in Family Restaurants
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Dept. of Foodservice and Culinary Management, DongSeoul College, Kyvonggi 461-714, Korea

Abstract

The purpose of this study was to obtain strategies for more effective management of family restaurants. A quantitative
methodology was used to obtain the results. A questionnaire was designed to elucidate consumer dining patterns, as well
as the factors that are important for consumers satisfaction in terms of the foodservice quality. The questionnaires were
used to gather information from consumers at family restaurants and were then analyzed and evaluated. The results of
this study indicated that there were important factors related to consumer satisfaction and the service aspects of family
restaurants. As the results of empirical analysis, service quality factors in family restaurants were categorized into four
factors such as inner shape of food, outer shape of food, facilities and service factors respectively. The analysis showed
statistically significant difference at the 5% significance level in outer shape of food, facilities and service factors. These
results will be used to assist in menu planning and quality reforms in the foodservice industry.
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Table 1. Characteristics of respondents
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Table 2. Eating-out behaviors of the Subjects

Frequency Percentage

Characteristics Categories Frequency(N) Percentage(%)
Male 103 37.59

Gender
Female 171 62.41
25 years under 151 55.11
26~30 years 80 29.19

Age 31~35 years 30 10.94
36~40 years 11 4.01
40 years and over 2 0.72
High school 37 13.50
Junior college 92 33.58

Education
University 107 39.05
Graduate 38 13.87
Student 86 31.37
House worker 28 10.22
Public officer 40 14.60

Occupation  Self-management 13 4.74
Specialty 5 1.82
Company unit 99 36.13
Others 3 1.09

Total 274 100
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Characteristics Categories ™ %)

under 10,000 12 438

. 10,000~30,000 86 31.39
Spending

money(won) 30,001 ~50,000 126 45.98
per week

50,001 ~70,000 41 14,96

70,001 over 9 3.28

1 time/day 62 22.63

2~3 times/day 55 20.07

Frequency of ) fimes/week 50 18.25
eating out

3~4 times/week 40 14.60

1~2 times/month 67 24.45

Family 126 4598

Eating out Friends 86 31.38

companies Sweetheart 41 14.96

Alone 21 7.66

1~2 times 132 48.17

3~4 times 82 29.93

Frequency of
family restaurant 5~6 times 33 12.04
visit per month

7~8 times 15 547
9 times over 12 4.37
Breakfast 11 4.01

Kind of Lunch 62 22,63

consumed in

family restaurant Dinner 105 38.32
Snacks 96 35.03

Total 274 100
0
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Factor Items Correlation Dispersion ratio(%) Accumulation ratio(%) Eigen values
Taste 786
Food color 812
foner shape Temperature 794 16.215 16.215 2.784
of food
Food shape .801
Food arrangement 812
Polished tableware 827
Harmony of foods 789
ter sh .
Outer shape Number of side dishes 774 14301 30.516 2312
of food
Diversity of menu .833
Menu of price 728
Parking & exteria 794
Interia 821
Facilities 13.514 44.030 1.965
Rest room 769
Seat & table type .841
Reception service 815
Food service .802
Service 12.425 56.455 1.872
Employee kindness 812
Farewell service 823

Standardized item alpha

814

Y 5-point likert scale(1=disagree very much, 5=agree very much).
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Table 4. Respondent's spending money(won) per week
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under 10,000  10,000~30,000 30,001~50,000 50,001~70,000 70,001 over

Factor F p
Mean+SD.
Inner shape of food . 2.76 2.95 2.94 3.00 2.92 482 695
Outer shape of food 3.02 2.88 2.97 3.08 294 497 685
Facilities 322 3.06 311 294 3.08 465 707
Service 2.89% 2.57° 2.44° 3.20° 2.55° 2.733 045
D 2b Means in a row followed by different superscripts are significantly different at the p<0.05 level.
? 5.point Likert scale(1=disagree very much, 5=agree very much).
Table 5. Respondent's eating out per week
1~2 times 3~4 times 5~6 times 7~8 times 9 times over
Factor F p
MeantSD.
Inner shape of food 2.72 2.95 3.07 295 2.98 1.197 313
Outer shape of food 2.82 293 3.01 2.97 3.17 834 .505
Facilities 297 3.05 333 3.18 3.20 1.285 277
Service 2.30 2.60 2.77 2.50 2.77 1.343 255
h 5-point Likert scale(1=disagree very much, 5=agree very much).
Table 6. Respondent's family restaurant per month
1~2 times 3~4 times 5~6 times 7~8 times 9 times over
Factor F p
Mean+SD.
Inner shape of food 2.98 2.73 3.03 2.94 2.95 1.816 .145
Outer shape of food 2.84 2.79 3.09 3.03 2.94 2.591 054
Facilities 317 2.81° 3.11° 3.19° 3.12° 3.726 012°
Service 246" 227 277 2.72° 256" 4.150 007"

D 2% Means in a row followed by different superscripts are significantly different at the p<0.05 level.

2 5-point Likert scale(1=disagree very much, 5=agree very much).
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Table 7. Respondent's eating out companies

Hde daedy nAe] o4 Y3 Mulz F2 UE agle A A7 479

Family Friends Sweetheart Alone
Factor F p
MeantSD.
Inner shape of food 2.88 2.88 2.96 292 .149 .930
Outer shape of food 2,97 3.25° 2.84° 2.80° 2.985 048"
Facilities 3.08 3.13 3.14 3.05 334 .801
Service 2.95° 2.92° 2.61% 2,18 3.734 o1t
D 2 Means in a row followed by different superscripts are significantly different at the p<0.05 level.
2 5-point Likert scale(1=disagree very much, 5=agree very much).
Table 8. Respondent's Kind of consumed in Family restaurant
Breakfast Lunch Dinner Snacks
Factor F j7
Mean+SD.
Inner shape of food 2.90 2.79 3.01 2.99 1.531 207
Outer shape of food 3.24 2.89 2.85 3.05 2.510 .060
Facilities 3.17 2.97 3.12 321 1.479 221
Service 3.05° 249° 2.59° 239" 2.807 041"
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? 5-point Likert scale(1=disagree very much, 5=agree very much).
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