The Korean Journal of Culinary Research 161
Vol. 14, No. 4, pp. 161~175 (2008)

ba

M2 YAS = 7| Q RS F20| T2 OIS
2124 M0l OIxls Q&

The Effects of Quality Management and Differentiation Strategies
of Family Restaurants on Customer Satisfaction and
Management Performance

Ki-Ok Songw
Dept. of Hotel Culinary & Catering Management, Chungwoon University

Abstract

The purpose of this research is to find out the impact of quality management and differentiation
strategies on customer satisfaction and management performance in family restaurants. In particular,
it aims to identify whether such quality management and differentiation strategy have positive influence
on customer satisfaction and perceived customer satisfaction as indicated through management performance.
For the empirical analysis, a questionnaire survey was applied to a total of 250 customers who experienced
family restaurant service in Seoul during the past one year. The model was tested using SPSS 12.0 and
visual PLS(partial least squares) programs on a sample of the 198 surveys which showed a 92% usable
response rate. The results of empirical analysis showed as follows: 1) quality management has a significant
effect on customer satisfaction and differentiation strategies but not significant on management performance.
2) differentiation strategies have a significant effect on customer satisfaction and management performance.
3) customer satisfaction has a significant effect on management performance.

Key words: family restaurants, quality management, differentiation strategy, customer satisfaction,
management performance.
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Scale ] ) Factor structure matrix of loadings and cross-loadings
items Mean Stdev Loading  Residual T4 e ApHE A o wE A9 Aa
RQ1 3.606 0.673 0.546 0.701 0.548 0.274 0.391 0.286
RQ2 3.631 0.740 0.608 0.629 0.611 0.305 0.349 0.318
RQ3 3611 0.875 0.506 0.743 0.509 0.204 0.304 0.332
RQ4 3.404 0.766 0.380 0.855 0.382 0.163 0.185 0.212
RQ5 3.661 0.819 0.324 0.894 0.326 0.017 0.156 0.117
RQ6 3.424 0.890 0.338 0.885 0.340 0.036 0.207 0.105
RQ7 3424 0.850 0.555 0.691 0.558 0.178 0.291 0.223
RQ8 3.696 0.872 0.463 0.785 0.465 0.051 0.202 0.175
RQ9 3.707 0.694 0.705 0.501 0.709 0.496 0.370 0.434
RQ10 3575 0.748 0.739 0.452 0.743 0.583 0.440 0.488
DS1 4.146 0.686 0.645 0.583 0.414 0.648 0.464 0.445
DS2 3.702 0.816 0.806 0.349 0.452 0.810 0.541 0.615
DS3 3.616 0.942 0.799 0.360 0.496 0.803 0.578 0.616
DS4 3.717 0.819 0.817 0.331 31.223 0.821 0.536 0.618
DS5 3.681 0.694 0.724 0.474 23.348 0.728 0.443 0.550
DS6 3.252 0.724 0.484 0.765 8.104 0.487 0.397 0.419
DS7 3.969 0.766 0.444 0.802 5.277 0.446 0.363 0.332
DS8 3.262 0.775 0.153 0.976 2.034 0.154 0.181 0.075
DS9 3.631 0.818 0.771 0.405 26.974 0.775 0.565 0.611
DS10 3.580 0.706 0.65 0.567 13.784 0.661 0.563 0.532
DS11 3.717 0.740 0.568 0.677 9.761 0.571 0.485 0.430
Cs1 3.772 0.555 0.661 0.562 14.963 0.547 0.664 0471
Cs2 3.919 0.607 0.668 0.553 15.333 0.589 0.671 0.490
CS3 3.636 0.779 0.534 0.714 8.254 0.329 0.537 0.353
Cs4 3.626 0.713 0.517 0.732 7.811 0.376 0.519 0.423
Cs5 3.186 0.754 0.463 0.785 6.274 0.225 0.465 0.393
Cs6 3.429 0.728 0.594 0.646 8.280 0.284 0.597 0.387
Cs7 3.717 0.727 0.62 0.605 14.446 0.384 0.631 0.418
Cs8 3.348 0.694 0.621 0.613 11.526 0.349 0.624 0.451
Cs9 3.722 0.933 0.698 0.512 16.734 0.676 0.702 0.647
MP1 3.631 0.579 0.726 0.472 20.466 0.617 0.628 0.732
MP2 3.575 0.755 0.678 0.539 18.650 0.541 0.495 0.681
MP3 3.651 0.770 0.608 0.632 10.760 0.362 0.461 0.611
MP4 3.696 0.667 0.709 0.497 18.727 0.471 0.547 0.712
MP5 3.924 0.830 0.762 0.419 24.146 0.676 0.554 0.766
MP6 3.550 0.743 0.651 0.576 13.668 0.491 0.462 0.654
MP7 3.626 0.713 0.677 0.540 18.057 0.485 0.500 0.681
MP8 3.626 0.768 0.702 0.506 19.85 0.538 0.527 0.706

MP9 3.737 0.654 0.682 0.534 17.108 0.528 0.518 0.685
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