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A Study on the Differences between the Perception of
Service Quality and Satisfaction by the Cultural Capital of
Food—Service Consumers

Jae—Gon Kim'
Dept. of Hotel & Tourism, Wonkwang Health Science College'H

Abstract

This study aims to provide the service quality which consumers want and basic data for improving
their satisfaction by examining the difference among the quantity of cultural capital obtained from
restaurant customers, the perception of service quality, and satisfaction. The results of the study are
as follows. First, customer satisfaction is not much affected by how much cultural capital one has but
by how much influence the cultural capital of parents or family has, or the institutionalized cultural
capital. Second, the group that has more cultural capital objectives perceives tangibility, reliability and
empathy lower than the one with less cultural capital in general while the group that has more cultural
capital embodiments perceives tangibility and assurance higher than the one with less cultural capital;
moreover, the group that has more cultural capital institutions perceives the service quality factor lower
than the one with less cultural capital. Third, the higher the perception of the whole service quality
is, the greater the satisfaction is. In this respect, it is required to offer the service to win customers'
sympathy and trust as well as better extemal atmosphere. In addition, there should be continuous
service training to foster employees' expertise and improve service quality, in order for restaurant
customers to visit frequently with satisfaction and revisit intention.

Key words : cultural capital, cultural capital objectives, cultural capital embodiments, cultural capital
institutions, service quality, customer satisfaction.
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<Fig. 1> Research model.
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{Table 1> General characteristics of the subjects

Classification N %
Male 321 59.4
Gender
Female 219 40.6
20s 180 333
30s 249 46.1
Age
40s 81 15.0
Over 50 30 5.6
) Single 295 54.6
Marriage .
Married 245 454
High school 81 20.0
Education Collage 213 39.4
level University 141 26.1
Graduate school 105 19.4
Student 32 6.1
Services 294 2.8
Self-employed 27 5.0
Occupation  Office workers
. . 99 18.3
public officials
Professional 60 11.1
Others 27 5.0
Under 100 78 14.4
Monthly Under 100~200 219 40.6
income Under 200~300 162 30.0
(Unit : Under 300~400 57 10.6
Won) Under 400~500 18 33
Over 500 6 1.1

N=540(100.0%)

olt}. BXA¥} FAk= 3217(59.4%), “IAR=E 219
8(40.6%) 2= T/3=]o] 3131, 30th7} 24978(46.1%)
o7 7P Be BY¥ 2 nolu ok nEAe} 7]
SR = 22} 2951 (54.6%), 2457 (45.4%) 0= 1)
AL BA, W FEEEs 2394 g 2
2} 213%(39.4%) 0.2 71F Bokom, 4dA st
= 1269(23.3%), W5k Ash=A 1057(19.4%),
a5t £ 78W(14.4%), Hstn 5 159
(2.8%), S £ o]3} 37(0.6%)] o= *

XFo]

N
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] Cronbach's coefficient alphaZ ©]
(e}
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F-E-Y(principle component analysis) -]
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> o bo 38 & 52
o
o% E

TollHE 60% W2 BAS = Hdo] Jomg
60% o< 71 =
(BAS 2005).

1) Me|~ ZE

AMu) 2 Fdol dial alwAs AAE A,
KMO(Kaiser-Meyer-Olkin) 243 == 0.813,

Bartlett®] A& X|= 1662.014, 2452 0.000

o2 glEAel At Aoz et
=423, 207)¢) E3o] 5709 a]les w4

om, 73.602%%] A S Holi Utk 211

= FAAP, aQdseE TS
Ao, 574 <] Cronbach's
0.7 oo g Hw3 =4 Jeh} =A3=
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{Table 2> Factor analysis and reliability analysis on service quality

Factor Eigen Explanatory Cronbachs'

Fact
actors loadings -value variable(%) @
Well-suited facilities and good atmosphere 0.852
o Neat uniforms and good features of the employees 0.797
Tangibility o . . 4936 25977 0.818
Clean facilities including a toilet 0.748
Visual effects of the facilities 0.657
Timely services 0.819
o Prompt services 0.757
Reliablility ) . ) . 2307  15.144 0.749
Taking steps quickly to deal with mistakes 0.719
Coping with customers' needs promptly 0.558
Showing concern about customers' problems 0.897
Re i Careful services 0.877
e ‘ 2163 13386 0.793
w34 Employees' smiles 0.699
Spontaneity of employees 0.824
Polite and kind serivices 0.799
A Knowledge about customers' questions and answers 0.700
SN e d - 1403 10382  0.784
5l Appropriate response of employees considering customers' benefits 0.778
Creditability of employees 0.757
Concern about customers 0.715
Understanding customers' needs 0.834
Empathy . 1.286 8.771 0.725
Recognizing regular customers 0.846
Taking initiative in helping customers 0.835
Comulative ; 73.602%  KMO=0.813 Sig.=0.000
A 243 el gAde FHEACH Olkin) and Bartlett's Test A3}, KMO(Kaiser-Meyer-
Olkin) FEA3 =+ 0.868, Bartlett®] HAAX|=
2) 0 oix 478233, frFEL 0.0002.2 2 Q1E- Aol A3

7)) =] @olRAo] th3k KMO(Kaiser-Meyer- ¢+ 2102 UFERSITY

{Table 3> Factor analysis and reliability analysis on customer satisfaction

Factor Eigen Variance Cronbach's
Factors .
loading value (%) a

Customer satisfaction

I'm satisfied with the customer responsiveness of the employees in this restaurant. 0.826

I'm satisfied with the service of the employees in this restaurant. 0.812
I'm satisfied with their understanding of customers' needs. 0.802
4.658 66.629  0.896
I'm satisfied with the overall services. 0.788
I'm satisfied with their consideration and concern for customers. 0.781
I'm satisfied with my selection of this restaurant. 0.774

Comulative=66.629% KMO=0.868 Sig.=0.000
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{Table 4> Customer satisfaction by possession of cultural capital

Tshel 31 ARl Hish
3

FE] A - 3
| etk whebd a2 we

o
T
gl g 9L WA 9

312 AL o] ol wh
}o]= f-test3 A
§]'Zq Aol B
o] zke]7k SA

. Standard
Cultural capital Mean o t-value p-value
deviation
Obijectified Little 4.75 1.275
jectifiee 0.664 0.540
cultural capital Plenty 4.17 0.930
t E i Little 4.23 0.892
Cu§ ome.r mbodied . 2811 0.040*
satisfaction cultural capital Plenty 3.80 0.726
Institutionali Little 2.80 0.920
nstitutional 1.zed 0703 0.802
cultural capital Plenty 2.61 0.866
£p<0.05, **p<0.01, ***p<0.001.
{Table 5> Service quality perception by possession of objectified cultural capital
Cultural capital Mean Standard deviation t-value p-value
) Plenty 3.87 0.752
Tangible . 2.605 0.009**
Little 4.09 0.830
o Plenty 3.94 0.712
Reliability ) 2.408 0.018*
Little 4.15 0.875
) Plenty 3.90 0.718
Responsiveness ) 1.823 0.512
Little 3.86 0.876
Plenty 3.78 0.792
Assurance —0.184 0.742
Little 3.82 0.979
Plenty 4.02 0913
Empathy . 1.926 0.020%*
Little 4.12 0.792

£p<0.05, **p<0.01, **%p<0.001.
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(Table 7)& A|=3hd #3512 AH29] ool w
& ARls F29 A4 HE Aol S rtestdr A3

Mus F2 A7k o Aol S rtestd Aol o|th EA4AH, AlestE T3 Ao B 4
o B4, AgE TabH ARe) mg gw] & = so] He uke] e Hu] e &
we} 44T S0 Aol7h ee A& 9 E Auls B 2208 v Az e A
{Table 6> Service quality perception by possession of embodied cultural capital
Service quality Cultural capital Mean Standard deviation t-value p-value
. Plenty 3.75 2.175
Tangible . 2.811 0.006**
Little 3.97 2.430
o Plenty 4.30 0.712
Reliability . 0.856 0.392
Little 424 0.875
) Plenty 4.12 0.818
Responsiveness . 0.757 0.449
Little 4.18 0.887
Plenty 3.75 1.794
Assurance . 4.588 0.000%**
Little 4.10 1.990
Plenty 4.18 0.816
Empathy . 0.409 0.640
Little 421 0.888
*p<0.05, **p<0.01, ***p<0.001.
{Table 7> Service quality perception by possession of institutionalized cultural capital
. . . Standard
Service quality Cultural capital Mean .. t-value p-value
deviation
) College graduate or lower 3.81 1.851
Tangible o ) 1.425 0.038*
University graduate or higher 3.66 1.770
College graduate or lower 423 0.941
Reliability o ) 2.544 0.023*
University graduate or higher 3.40 0.937
. College graduate or lower 423 1.250
Responsiveness o ) 4.234 0.000%**
University graduate or higher 3.81 1.166
College graduate or lower 4.08 0.872
Assurance o ) 3.365 0.002%*
University graduate or higher 3.88 0.710
College graduate or lower 4.12 1.388
Empathy o . 2.850 0.010*
University graduate or higher 3.98 0.916

£p<0.05, **p<0.01, ***p<0.001.
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Aok Az FAS AFea, PEEE Eo

=d 223 7|ZAFE AXStA S
B Ao AFEA A9, AA, AskE 3kt
ol whl 37 v fogk Ael7t Qe AL
2 Jehgth Agke EsAHEe R AE 1
shaL olafishe Aoz, A AR A= 3
A+ (inherited capital) 0.2 2ttt = 71437

ojuf FRERE Feihe E3HEe] ol ujet
gl ek o] Byt gkl 5= gl
w5 & F Utk AE doPhs LA A
Ho}h 23H4Ql ddS Bol vl Ao glom, o]
23 JEF2 27 7Y EFolA 9 v
AA de}. ol AAES WEA717171 B ol
AReS oujshe o, HrEFe] A4S
REEA1717] flelAe ad o) Srel ke vlet

p

=
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oiERe] Al Hg A P AL g Ao Festa & ¢ . X, AR
Bk AAAR] Bf AR J8g Wol % ApstE F311 AR Bi Fwrt g P
T 2 BEAEC] AANERT dgo] o] AL uel wls) £¥4, A4, FRAE
ZRSA T GA] LRl H AES A3 T o WA Al e AeE Yehgon, A3}
2% Qo2A SAd e 1A F7 Aol B EahH ARe] Bi Ywrt e Feo] He
U A ARl SR AT aE, ANS Fuo) s #3437 S WA Aztetn
Tot A% Solle F83 4TS A vE e Aoz Yeieth T3 Al=sH 314 2}
2001). e B3 Ao B Axo] WE  Re| Bi AR, F gYo] £ Yoo e 3
A MUz FA A2 v AEE 9w vlE)] ZE Aul2 -9 2208 BHA X7t
el AL v = At AtsETh shal e Ao = Uestth &, i E3AkE
mebd B A7 9AA ol AL dg o 85 Jxr) ge Puo] He Hue] w3 o
o= I5H A ARY gl mE AHIE F 2B Mu|x FHd SR Bela RS
{Table 8> Regression results
B S.E. B t-value p
3 4524 0.012 0.991
Tangible 0.294 0.320 0.296 4727 0.000
Reliability 0312 0.296 0.320 5.288 0.000
Responsiveness 0.240 0.240 0.240 4.230 0.000
Assurance 0.268 0.268 0.268 4288 0.000
Empathy 0.382 0.384 0.384 5.538 0.000
R=0487  Adj R°=0452  F=30.012 p=0.000

£p<0.05, **p<0.01, **%p<0.001.
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