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The Influence of Service Quality of Company Employees
on Satisfaction of Customers
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Abstract

The purpose of this study is to explore the relationship between the service of employees in the foodservice
industry and their customers' satisfaction. The study surveyed 310 subjects who are the employees of
companies in Busan, Ulsan, City and Gyeongsangnam-do and processed the result using SPSS for Win V.
12. 0. For statistical analysis, Frequency, Factor Analysis and Regression were put into operation.

As a result of Factor Analysis on the quality of company food-service, six factors have been extracted.
The result of the Factor Analysis of satisfaction revealed one factor. In conclusion, this study shows that the
quality of foodservice - food, convenience, menu, kindness, hygiene/cleanliness, facilities - had a positive
effect on users' satisfaction. It is expected that the results will provide a base for marketing strategies to be
used by the managers and marketers in foodservice companies.

Key words : foodservice, factor of service quality, satisfaction.
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29 1(24) 0.185 0.040 79.298 0.000%*
291 2#gA) 0.071 0.041 77.056 0.083
=2, 271, F% .
Al P Z’al o] 221 3(WF) 0.120 0.041 77.748 0.004*
2 x - -
97 A 29 4RAE) 0.244 0.039 81.426 0.000%*
221 5148, B37) 0312 0.037 84.911 0.000**
229l 6(AA) 0.156 0.040 78513 0000**
R’=0.445 47 R’=0435 F=40582  P=0.000**

**0<0.000, *p<0.05.

A, (GE 7)) 32o] IFARF ] e 43.5%,
3| AN BAHCE o o g FAHAY
(F=40.582, p<.000). 7} SHHFEZ AHHH 5
2]0](3=0.185, p<0.000), °]&-2] H2]*(8=0.071,
p<0.083), w72 Thd(£=0.120, p<0.004), &
9] A E(5=0.244, p<0.000), 4 A%(£=0.312,
p<0.000), A14d(3=0.1565, p<0.000)°] &2, 217],
T, A 2 2o FE el #o3k
AHY F9FS vAE Aoz vYehg M 2=

F2 A E AT

Q) #Hold, A&y 2E 0lo| oigh &
= q o

3o HF3sH] S8t tedA £ AR, &
87} o] FARF ] AE-2 49.2%°]1, 3|7
A FARCE ol ACR E4ERATKF=50.929,
p<.000). Z} SHHFEE AE 52]0)(5=0.124,
p<0.003), ©]-8-2] H2]4J(£=0.318, p<0.000), ™I+~
o] ThFAI(8=0.100 p<0.017), TLL2] A%(S
= 0.258, p<0.000), 42 =(4=0.196, p<0.000), Al
2(8=0.205, p<0.000)°] o] H=3h A4,
Aol Frofgt A(+)e] TS v AR

Yeht 74 3 e g ik
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<HE 8 F4 AMulze] F4 82l9] o4 wExe] AHIYA 9F 924 vX= IF
TENT SHuT B EFLAF tak o=
29 1(L4) 0.124 0.041 75.760 0.003*
22l 2(HYA) 0.318 0.038 82.778 0.000**
2ol Az 22 37 0.100 0.042 75.381 0.017*
AP, A& 89 4«HA-E 0.258 0.039 79.695 0.000%*
221 59148, B7) 0.196 0.040 77.461 0.000**
29 6(~14) 0.205 0.040 77.726 0000**

R=0502 47 R=0492  F=50.929  P=0.000**

**p<0.000, *p<0.05.

CE 9> F4] Muj29] F2 8Qlo] o]§ TEES] TP IHE 7= 899 A= IF

TEHUSF SYHS B EEFA %k o=
29l 1(&4) 0.100 0.039 86.146 0.000**
291 2(#AFA) 0.148 0.040 83.590 0.013*
EXo K o)

T, L 22 37 0.325 0.039 84.633 0.000%*

HjAd ) =8 e .
g AAE 89 4(FAE) 0.149 0.036 93.143 0.000%*
221 5914, 34) 0.122 0.039 84.644 0.000**
891 6(AA) 0.197 0.040 84.018 0.002**

R’=0.425 47 R=0.414  F=37.402  P=0.000**

**0<0.000, *p<0.05.

Sl 9T V1A Aolehs 7H 40l ASeby] Wi A P A 838 ME SoE e Y

st g7 24 A3 (R 9k 2ol F7] =E defste] TR WEE F 4 flojof At

RO AnEe 414%, 3 SAHE F B A7e 7I9A A 54 F4e) 2/l

o Zoz FHHFITHF=37.402, p<.000). Zt  °fsted o]F EUIR o8 FUAS] WEE

SYeEE AwEE 32]0)(5=0.100, p<0.000),  FIA= Gl tete] doprRizl SGIH o8

°]-8-<] Az el FasA aeshe F4
o

He]4(4=0.148, p<0.003), ¥l7+] thF  AH=9
2J(8=0.325, p<0.000), THH] WH=(5=0.149, EAE=
vl
7

p<0.000), HZA%(5=0.122, p<0.000), A1AJ(5=0.197,  °©]&22] WFHS 93 Mujx= F4 221S A

p<0.002)°] 2Fe] FFA(ZEY, G, wial st ZI9Al 52 Al F2o] g o] 87

Aell frofet A+ IS mAE oz vet o WS SR TS Al &l H#

U 71 4= QY=o g F(HY FFE HAE AL & 5 UYL

7194 72 AMHlz F4 8919 R ©

V.2 B o tigh HA, 21&Ado] 7S & GRS )

Ao R UEha itk o] gk Ao AdE

5d F2 AT o] §AEY] tekdt AR ] Fo AREES AASHE g 2
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