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Abstract

The objectives of this study were to: a) examine foreign customers’ satisfaction and expectations for the food and service
attributes of Korean restaurants located in the U.S., b) measure the gap between the satisfaction and expectations for food
and service attributes, c) analyze through IPA analysis the crucial attributes needing improvement in order to minimize the
discrepancy between customers’ expectations and performance, and d) analyze the effects of factors related to the food and
service attributes on overall customer satisfaction in regard to Korean restaurant selection. A total of 255 American
customers who had visited four Korean restaurants located within metropolitan and rural areas of the U.S. were surveyed
for this study. Statistical analyses, including t-tests, factor analysis, and multiple regression, were performed using the SPSS
statistical package (12.0). The American customers’ overall satisfaction of the food and services offered by the Korean
restaurants was relatively high, with the exception of tangible service attributes such as comfortable chairs, restroom
cleanliness, and restaurant interior. The urban foreign customers, however, were dissatisfied with the use of healthful
ingredients in Korean food, because their expectation level toward this aspect exceeded their satisfaction level. In terms of
Korean restaurant selection, tangible services related to the restaurant facilities were identified as the critical factor having an
effect on American customer satisfaction.
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<Table 1> General Profiles of the Subjects (N=255)

General Characters Number of Percent (%)
respondents
Gender Male 145 57.1
Female 109 429
Age 20’ 119 46.7
30’s 59 23.1
40’s 28 11.0
50’s 34 13.3
more than 50’s 15 5.9
Area Urban 99 38.8
Rural 156 62.2
Marriage Status  Married 154 61.6
Unmarried 96 38.4
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<Table 2> Satisfaction and Expectation for the food and service attributes

Autributes of food and service Satisfaction Expectation t value’
1. Right temperature of food Kok
Food was served reasonable temperature (hot or cold) 4.33%0.76 4.71%0.57 -6.96
2. Variety of menu items 4.03+0.85 4.45+0.77 6.54%*
Menu has an excellent selection of items. ) ) ) ) )
3. Good description of the menu . 3.880.89 4.360.80 7,05
Menu has good descriptions of respective menu items.
4. Healthful ingredients of food Hork
Food was healful in composition of food ingredients. 4.20+0.74 4.61+0.70 -6.44
5. Taste of food Hork
Food was very tasty and flavorful. 4.49%0.63 4.87+0.39 -8.50
6. Sanitation of food 4.43+0.72 4.8740.42 _8.39%%*
Food was acceptable in sanitation condition. : ’ : ’ ’
7. Prompr guidance 4.30+0.85 4.29+0.79 0.06
I was seated promptly.
8. Timeliness of getting order
The server was there to take our order quickly. 4.29+0.82 4.17+0.88 176
9. Kindness of waiters (or waitresses)
The server was friendly and patient when taking my order. 443079 447076 -0.89
10. Exact serving of waiters (or waitresses) -
The server coordinated the timing of the courses perfectly 4.13+0.86 4.33£0.79 -2.98
11. Reliable information from waiters (or waitresses) ook
The server was helpful and able to answer all our questions. 4.28+0.75 4.49£0.75 -3.78
12. Cleanliness of restroom 4.23+0.81 4.76+0.58 -8.52%**
The restroom was very clean
13. Comfortable seats in the restaurant 3.96+0.83 45040.71 8,997
The seat was comfortable.
14. Visual attractive interior of the restaurant 3.92+0.88 4.4420.75 _8.06"*

Dining area was visually attractive.

"Paired samples t-test, **p< .01, ***p< .001
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<Table 3> Differences of customers’ satisfaction and expectation between urban and rural area (N: urban 98/rural 143)
. , Satisfaction Expectation Differences(Gap)
Attributes” = "
urban rural t-value' urban rural t-value' urban rural t-value?
1 4.14+0.79 4.45+0.73 -3.11% 4.57+0.67 4.80+0.47 -3.14** -.4286 -.3261 -955
2 3.81+0.78 4.17+0.87 -3.41% 4.22+0.77 4.59+0.72 -3.83%* -4184 -.4094 -.069
3 3.68+0.85 4.01+£0.90 -2.83** 4.19+0.80 4.49+0.76 -2.98** -.5000 -.4759 -.180
4 3.98+0.70 4.35£0.72 -4.00%** 4.73£0.60 4.52+0.75 2.38* -7551 -.1507 -5.007***
5 4.44+0.59 4.54+0.63 -1.26 4.8540.40 4.88+0.38 -0.69 -4124 -3311 -.932
6 4.37+0.68 4.47+0.75 -1.14 4.814+0.49 4.9140.36 -1.86 -.4388 -.4069 -312
7 3.96+0.80 4.51£0.82 -5.28* 4.19+0.76 4.37+0.80 -1.72 -.2347 1544 -2.991%
8 4.09+0.72 4.42+0.85 -3.20% 3.84+0.94 4.40+0.76 -5.21% 2551 .0268 1.683
9 4.15+0.79 4.62+0.71 -4.827%** 4.15+0.84 4.68+0.61 -5.73%* .0000 -.0743 .668
10 4.07+0.79 4.17£0.90 -0.89 4.27+0.74 4.39+0.80 -1.26 -.1939 -2192 .181
11 4.07+0.71 4.41£0.75 -3.58%* 4.32+0.77 4.60+0.72 -2.98** -.5833 -.4754 -.872
12 4.23+0.93 4.23+0.70 -0.01 4.82+0.46 4.73+0.64 1.13 -.9286 -.2905 -5.425%%*
13 3.58+0.85 4.19+0.72 -6.13** 4.51+0.63 4.49+0.77 0.22 -.8776 -.2635 -4.997**
14 3.55+0.85 4.16£0.81 -5.66*** 4.43£0.67 4.44+0.79 -0.08 -2577 -.1931 -.546

D1: Reasonable temperature of Food, 2: Variety of menu items, 3: Good description of menu, 4: Healthful ingredients of food, 5: Taste of food,
6: Sanitation of food, 7: Prompt guidance, 8: Timeliness of getting order, 9: Kindness of waiters (or Waitresses), 10: Exact serving of waiters (or
Waitresses), 11: Reliable information from waiters (or waitresses), 12: Cleanliness of restroom, 13: Comfortable seats in the restaurant, 14:
Visual attractive interior of the restaurant

?Tndependent samples t-test

*p< .05, *p< .01, **p< .001
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<Figure 1> Comparative Analysis of the Differences between Urban and Rural Restaurants.
1: Reasonable temperature of Food, 2: Variety of menu items, 3: Good description of menu, 4: Healthful ingredients of food, 5: Taste of food,
6: Sanitation of food, 7: Prompt guidance, 8: Timeliness of getting order, 9: Kindness of waiters (or Waitresses), 10: Exact serving of waiters (or
Whaitresses), 11: Reliable information from waiters (or waitresses), 12: Cleanliness of restroom, 13: Comfortable seats in the restaurant, 14:
Visual attractive interior of the restaurant
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<Figure 2> IPA Chart for the Attributes of Foods and Services in Korean Restaurants.
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4.9 A # 5 I Right temperature of food
ol 12 +6 2. Variety of menu items
4.7 3. Good description of menu
P 4. Healthful ingredients of food
4.5 + 13 5. Taste of food
2 * 14 i | 6. Sanitation of food
g 4.3 : 11 7. Prompt guidance
a *3 .2 «7 10 8. Il.melmess ofge.ltmg order
g 4 *9 9. Kindness of waiters
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11. Relible information from waiters
3.9 8 12. Cleanliness of restroom
13. Comfortable seats in the restaurant
3.7 14. Attractive interior of restaurant
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Performance

<Figure 3> IPA Chart for the Attributes of Foods and Services in Urban Korean Restaurants
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<Figure 4> IPA Chart for the Attributes of Foods and Services in Rural Korean Restaurants
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<Table 4> Factor Analysis for the food and service attributes

Attributes of food and service

2 21 (Component)

1 2 3 4

1. Right temperature of food
Food was served reasonable temperature(hot or cold)

.618

2. Variety of menu items
Menu has an excellent selection of items.

795

3. Good description of the menu
Menu has good descriptions of respective menu items.

704

4. Healthful ingredients of food

Food was healful in composition of food ingredients.

.645

5. Taste of food
Food was very tasty and flavorful.

.814

6. Sanitation of food
Food was acceptable in sanitation condition.

759

7. Prompt guidance
I was seated promptly.

722

8. Timeliness of getting order
The server was there to take our order quickly.

.818

9. Kindness of waiters (or waitresses)
The server was friendly and patient when taking my order.

.818

10. Exact serving of waiters (or waitresses)
The server coordinated the timing of the courses perfectly

585

11. Reliable information from waiters (or waitresses)

The server was helpful and able to answer all our questions.

421

12. Cleanliness of restroom
The restroom was very clean

553

13. Comfortable seats in the restaurant
The seat was comfortable.

778

14. Attractive interior of restaurant
Dining area was visually attractive.

773

Varience percentage (%)

17.38 14.83 19.95 16.17

Eigen value

2.433 2.076 2.793 2.263

KMO value: 0.880 Bartlette’s test: p<.000
Factor 1: Additional service related with food
Factor 2: Quality of food

Factor 3: Personnel service

Factor 4: Tangible service
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<Table 5> The effects of food and service factors on customers’ satisfaction for restaurant selection

. . Unstandardized Standardized
Dependent Variable Independent Variables coefiaﬁcients B coefﬁcientzs B t F
Constant 1.244 3.078**
o Additional service 0.049 0.042 0.474
Satlsfactlon for related Wlth food 17 632***
restaurant selection Quality of food 0.074 0.064 0.769 :

Personnel service 0.240 0.203 2.239*

Tangible service 0.372 0.356 4.084***

R?=0.318, Adjusted R?=0.300
*p< .05, *p< .01, **p< .001
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