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Abstract

The principal objective of this study was to determine the effects of service quality in a Korean restaurant in a Five Star
Hotel in Metropolitan city causes on customers satisfaction, revisiting intentions and word of mouth communication. As
a component of the study, 344 customers who had visited restaurants at 4 hotels were selected for our Q& A research,
Our investigation was conducted largely frequency analysis, reliability analysis, factor analysis, and multiple regression
anadysis. First, as one of our study results, factors causing effects in service quality can be categorized into human
service factors, physical service factors, and menu service factors. Second, the service quality of Korean restaurants has
been found to exert effects on customer satisfaction, revisiting intentions, and word-of-mouth communication. Third,
customer satisfaction has been determined to exert significant effects on revisiting intentions and word of mouth com-
munication. Fourth, customer revisiting intentions has been found have been shown to exert significant effects on word-
of-mouth communication. As one of the limits of this study, some difficulties did occur when attempting to implement
Q&A research on customers who enjoyed restaurant services, as there was not sufficient space to interview them. As
another limit, this study was conducted only with test subjects who had visited Korean restaurants in Five Star Hotels
theresults of our study cannot, then, be considered represent active of all Korean restaurants. Consistent with this future
studies will need to be conducted not only with Korean restaurants, but also with Japanese, Chinese, and Western
restaurants.
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Table 1. Characteristics of respondents

Characteristics Categories Frequency(N) Percentage(%6)
Mae 153 445
Gender

Female 191 55.5
30 years 7 20
31~35 years 75 218
Age 36~40 years 63 183
41~45 years 116 337
46 and over 83 24.2
High school 34 9.9
. Junior collage 81 235

Education —
University 186 4.1
Graduate 43 125
< 2,000,000 15 44
Monthly 2,000,001 ~2,500,000 91 265
Income 2,500,001~ 3,000,000 112 326
(Won)  3000,001~3500000 90 26.2
> 3,5000,000 36 105
Tota 344 100.0
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Table 2. Results of Reiability test and factor anadysis on service quality items

Cronbach's Disperson  Accumulation

Factor Items M+SD S retio(%) ratio(%) Eigen-Vaues
Employee kindness 3.28+.797
Time from ordering to serve 3.09+.876
gcrig Basic knowledge about menus of Employee 3.02+.791 .662 10.044 17.269 1.208
Employee feature 3.74+.730
Complaints of customers 3.36+.807
Convenience of parking facilities 3.31+.752
Convenience of transportation 3.16+.814
Physicad Interior of hotel 3.45+.751
evidence Hygienic conditions of restaurant 3.53+.857 .680 9.046 26.315 1.088
service  Taple setting 3.24+.846
Discount benefits 2.60+.1.002
Atmosphere of the restaurants 3.10+.760
Taste of foods 3.92+.678
Temperature of food 3.39+.786
Menu - Quantity of food 397747 692 17.269 36.359 2076
service  Freshness of food 3.61+.840
Menu Price 2.45+.989
Diversity of menus 3.79+£.817
Standardized item apha 702
KMO(Kaiser-Meyer-Olkin) 712

Bartlett test of sphericity

%°=1208.052(P<0.001)

1) 5-point Likert scale(1=disagree very much, 5=agree very much)
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Table 3. Results of satisfaction on service quality

Table 4. Results of revisit on service quality

.. Undgtandardized Standardized
Divid

.. Undgtandardized Standardized
Divid

. Cosfficients Cosfficients t Sig . Cosfficients Cosfficients t Sig
Variable Variable
B  Std. Error Beta B Std. Error Beta
Constant 2148  .059 36.697 .000 Constant 2148  1.059 36.697 .000
Human service .152 052 301 4129 000" Human service .152  .047 201 7.929 .000™"
Materidls service 131 .013 217 3241 026 Materidls service 131 .040 217 2241 .000""
Menu service 219 .025 395 4728 000" Menu service 219 .089 295 3728 .0007"

1) R : 0.354, Adjusted R? : 0.346
2) Sig: .000™" (‘p<.05, “p<.01, ""p<.001)
3) Dependent variable number : Satisfaction
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1) R : 0.362, Adjusted R® : 0.354
2) Sig: .000™" (‘p<.05, “p<.01, ""p<.001)
3) Dependent variable number : Revisit
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Table 5. Results from analysis of word of mouth communica-
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Table 7. Results from analysis of word of mouth communica-
tion on satisfaction

.. Undgtandardized Standardized
Divid

.. Undgtandardized Standardized
Divid

. Coefficients  Coefficients t Sig . Cosfficients  Coefficients t Sig
Variable Variable
B Sid. Error Beta B Sid. Error Beta
Constant 3.465 151 69.665 .000 Constant 2.148 .163 36.697 .000
Human service .247 .061 349 2.958 000 Word of.mc?uth 152 083 201 7009 000"
Materials service .204 .026 212 1.275 .000 communication
Menu service 218 .036 313 2.357 000" 1) R* : 0670, Adjusted R* : 0.661

1) R? : 0.661, Adjusted R? : 0.629
2) Sig: .000"" (‘p<.05, “p<.01, " "p<.001)
3) Dependent variable number : Word of mouth communication

Table 6. Results of revisit on satisfaction

.. Undgtandardized Standardized
Divid

2) Sig: .000™" (‘p<.05, “p<.01, ""p<.001)
3) Subordination avariable number : Word of mouth communication
4) Independent variable number : Satisfaction

Table 8. Results from analysis of word of mouth communica-
tion on revisit

~ Unstandardized Standardized
Divid

. Coefficients  Coefficients t Sig
Variable
B Std. Error Beta
Constant 3467 182 6.442  .000
Revisit 639 054 241 7929 000"

1) R? : 0.362, Adjusted R® : 0.344

2) Sig: .000"" (p<.05, “p<.01, "p<.001)

3) Dependent variable number : Revisit

4) Independent variable number : Satisfaction
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Variable
B Std. Error Beta
Constant 3644 159 22091 .000
Word of mouth o) g 84 6192 000"

communication

1) R : 0697, Adjusted R* : 0.675
2) Sig: .000"" (‘p<.05, “p<.01, p<.001)
3) Subordination avariable number : Word of mouth communication

4) Independent variable number : Revisit
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