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Abstract

This study attempted to find more efficient ways of managing human resources through the effect of service quality
and affect response on job satisfaction of the employee in the food service industry. Quality of service to the customer
has an effect on the response of the employee. Therefore providing a high quality of service quality to: the customer is
an important factor that contributes to a positive work environment for employees in the food service industry. For this
study, research data was collected from employees of various restaurants. Among a total of 170 collected questionnaires,
20 incomplete samples were eliminated and consequently a final 150 completed questionnaires were provided. The SPSS/
win 12.0 was used for statistical analysis: frequency analysis, factor analysis, reliability analysis and regression analysis.
It is recommended that the food service industry should provide a positive work atmosphere which is satisfactory to the
employee based on the needs of the employee. This study indicated that the quality of service quality affected the response
and job satisfaction of employees in the food service industry.
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Table 1. Demographic characteristics of the subjects

N=150(%)
Characteristics Frequency (%)
20s 95(63.3)
Age 30s 46(30.7)
40s 9( 6.0)
Male 69(46.0)
Gender
Female 81(54.0)
Marital Unmarried 110(73.3)
status Married 40(26.7)
High school or less 6( 4.0)
Academic College degree 110(73.3)
back-
ground Bachelor degree 31(20.7)
Master's degree 3( 2.0)
W 1,200,000 or less 46(30.7)
W 1,210,000~2,000,000 52(34.7)
Income W 2,010,000 ~ 3,000,000 44(29.3)
(won)
W 3,010,000 ~4,000,000 8( 5.3)
W 4,000,000 or more 0( 0.0)
Major 104(69.3)
Major status
Non major 46(30.7)
Emplyment Permanent 118(78.7)
status Contract 32(21.3)
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Table 3. Factor analysis result of emotional reaction

Figen Rekhi-
ability

Factor

Answer .
analysis  value

I'm satisfied to work in

. 91
this restaurant.

This restaurant gives

.89 2.38 79.25 .87
me much trust.

I'm delighted to work

&7 =< DINESERVS} A 9] $AVeHA VEbstTh Table 2 m - de 86
= M~ ZAe] gol BA Aol in this restaurant.
Table 2. Factor analysis result of quality of service
Answer Factor Eigen R Reliability
analysis value

The wait-staffs have enough knowledge to reply on customers' question. 77
The wait-staffs are trustful. 74

1. Trust The wait-staffs are kind and polite to customers. 73 3.85 34.96 82
The wait-staffs understand  customers' request well. T2
The wait-staffs respond to customers’ suggestion immediately. .60
Wait-staffs give quick service to customers. .84

2. Reaction 1.59 14.42 71
Wait-staffs are trying to give many helps to customers. .68
The restaurant has modern equipment and external appearance. .86

3. Type 1.13 10.03 .62
The restaurant has comfortable atmosphere. 7
The restaurant has convenient utilities. .79

4. Convenience 1.01 8.56 .60

The restaurant has enough space for the customer to move easily. 74
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Table 4. Factor analysis result of job satisfaction
Answer Factor analysis  Eigen value R Reliability
I get sense of accomplishment after business performance. .88
1. Job accomplish-
ment satisfac- I have conceit that I work here. .87 2.57 51.49 78
tion.
My present business gives me man-power development. .66
I satisfied with that this restaurant gives me career 00
2. Job develop- development and promotion afterward. '
ment satisfac- 1.01 20.01 60
tion. The personal evaluation system of this restaurant motivate 7

me to work more hard.
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Table 5. The effects of service quality factor to emetio-
nal response
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Table 6. The effects of emotional response to job satis-

Depen.dent Emotion reaction faction
variable
o F s Dependent  Job realization Job growth
Independent 8 ¢ variable satisfaction satisfaction
variable
Independent
Trust 033 446" variable g ! s t
Reaction 022 2.90" Emotion reaction 064 10147 010 1.20
. 938 021
Type 0.21 2.83 F 102.89 1.45
Convenience 0.07 0.95 041 0.01
" p<0.01, ™ p<0.001. ™ p<0.001.
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