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A Study on the Importance of Physical Environment and
Customer Satisfaction by Fine Dining Restaurant Use Behavior
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Abstract

This study investigates the relationship between the difference of the importance of physical environ-
ment by use behavior and customer satisfaction based on the customers who have visited domestic fine
dining restaurants and tries to develop a marketing strategy to promote sales in fine dining restaurant
business suffering from the global economic hard times. A survey was conducted to examine the
customers who were older than 20 years old and have visited a fine dining restaurant, ‘Wood & Brick’
and ‘Benigni’, located at Sejongro Junction in Seoul for 61 days from May 1 to June 30, 2009. SPSS
14.0 statistical package was used to process data. Frequency analysis, reliability test, ANOVA, and
multiple regression were executed. The result shows that the difference of the importance of physical
environment by use behavior depends on the number of visits per month and the cost per capita. On
the relationship between physical environment and customer satisfaction, cleanness, space amrangement,
charm, and accessibility have positive effects on customer satisfaction.

Key words: fine dining restaurant, use behavior, physical environment, servicescape, customer satisfaction.
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4(43.6%), 4017} 19%(8.7%), 50t o]’ 8t
(7%= YeRston], AE o= v)Eo] 1357
(61.9%), 71E0] 83%(38.1%) & VIR
T2 IE o]} 137(6%), et = 427(19.3%),
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o7 yEhton, e s 219(9.6%), A3
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(2.8%) 0.2 UElTh ©] F AHI=Y FARAY
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{Table 1> Results of the frequency analysis on
the demographic characteristics

Classification Item Frequency Percentage
Male 126 57.8
Sex
Female 92 422
21~30 96 44.0
31~40 95 43.6
Age
41~50 19 8.7
51< 8 3.7
Marital Single 135 61.9
status Married 83 38.1
High school 13 6.0
Education College degree 42 19.3
level University degree 100 459
Graduate school < 63 28.9
Student 21 9.6
Office worker 49 22.5
Technical worker 3 1.4
Salesman 27 124
Occupation Government employee 4 1.8
Professional 35 16.1
Services 63 28.9
Self-employed 10 4.6
Housewife 6 2.8
<2,000,000 63 28.9
Monthly 5 400,000 ~2,990,000 87 399
salary
. 3,000,000~3,990,000 34 15.6
(Unit:
won) 4,000,000~4,990,000 13 6.0
5,000,000< 21 9.6
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{Table 2> Results of the frequency analysis on use behavior

Classification Item Frequency Percentage
<1 10 4.6
Average frequency 1 102 46.8
of monthly use 2 54 24.8
(Unit: time) 3 27 124
4< 25 11.5
Friends 110 50.5
Boy/girl friend 44 20.2
Companion Family 17 7.8
Coworkers 41 18.8
Others 6 2.8
Family member 8 3.7
Friend, coworker 112 514
Newspaper, magazine 14 6.4
Information source Past experience 39 17.9
TV, radio 6 2.8
Website 24 11.0
Handbill 3 1.4
Others 12 5.5
<1 7 32
1 <ex.<2 13 6.0
Use expenditure 2<ex.<3 39 179
per person
(unit: 10,000 won) Isex<4 > 234
4<ex.<5 39 17.9
S<ex. 69 31.7
Hanging out with friends 87 39.9
Club meeting 24 11.0
Spending time with a boy/girl friend 44 20.2
Purpose of the visit o
Entertaining guests 26 11.9
Dining out with family 11 5.0
Others 26 11.9
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{Table 3> Results of the factor analysis and the reliability analysis on physical environment

Factor Measurement items Fac.tor V(iril;:rfe Cronbach's
loadings value) a
Table covers and napkins are clean 0.809
Plates and glassware are clean 0.802
Tables and the floor are clean 0.783
Cleanness Forks and knifes are clean 0.775 30.367 0.880
Toilet is clean 0.702 (7.895)
Employees are concerned with personal hygiene 0.651
Uniforms are clean 0.560
Indoor decorations are clean 0414
It is easy to sit in and move out of the chair 0.802
Spatial The space between the chair and table is enough 0.768 9.000 0783
layout Chairs are comfortable 0.735 (2.340)
Ambient noise does not interfere conversation 0.471
Indoor lighting creates warm mood 0.721
Cheerful Indoor temperature and humidity are adequate 0.713 6.525 071
surroundings  Indoor air is fresh 0.602 (1.696)
Background music cheers up the mood 0.396
Outdoor scene is good 0.744
Charm The appearance of the building is unique 0.736 5.820 0.677
The colors of indoor decorations match well together 0.691 (1.513)
Indoor decorations hold customers' eyes 0.441
It is easy to locate 0.791
Accessibility ~ Waiting room is comfortable 0.747 ‘1‘33‘5‘ 0.728
It is easy to use parking space 0.688 (127)
Indoor signs giving directions are convenient 0.812
Convenience It is easy to get access to indoor facilities 0.569 (Tﬁj) 0.674
Amenities such as a toilet and a cashier desk are easy to use 0.568
FEs el FAHE £ 24 32 609102 B A3 o]t
2 60.9%9] A Hilvh A v 53 5] §Ade ASs]
L9124 A% F 6719 a]lo]l FEHIAH,  ste] F 57 P e 204 AAEHACH
o] aolWe 291 1S FAH, 89125 FFE  QARAL ololgt 10 oo gL sFoR
W%, 291 38 A, 89l 45 v, 895 ARHRL olgsje] FEagon, 2T
= A2, 89 62 Ao s skt °] 04 o1 FEET ettt o1 At HA
239 FAPAHE FIs= KMO(Kaiser-Meyer-

2) 24 OHE Bttt AMRE AT Oklin) =743%ko] 0.8362 e O™, Battlet)
(Table 4)& ¥ Aol ALHE 34 FE] B 1A AFS A3 24} 1 5ko] 4058202
AT NG AS5S el e = 9 &E p7}0.000 oA o3 mEge] A3t
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{Table 4> Results of the factor analysis and the reliability analysis on guest satisfaction

Factor Measurement items Fac.tor .Van'ance Cronbach's
loadings  (eigen value) a
The experience of dining out in this restaurant is memorable 0.822
The service of this restaurant satisfies me 0.815
Guest I have enjoyed visiting the restaurant 0.806 62.837 0784
satisfaction  The restaurant is different from other restaurants in that it makes 0763 (3.142)
me feel special
I am happy in the restaurant 0.756
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3) 9 W 2-43) o4 o|§ 1Ao] FAAHY T
ZE )3 2919 71 we] Jejshs Ao v
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A4, 32 A 2908 A Tefshe oz
btk WE e 9 Bit 43) o) o) &
o] 7§ W] ;Elsh= Ao uehgth. of
& 257} BeRE e A, AE gnel )

A, A g e 59 ol el Ao

=25 45 2 =
(Table 5 9 Bt ol 50l W} 2eld  A2ELL ol gt 1S PEES kol
37 Tam Zolrt e AE HAAEAHE 7] Y AleEHE A2E AFE Ao 2
H(one-way ANOVA)S.Z #A18 Asjoleh, A5 o Blmahie) /1% 9 1715, 344, 282
S W1, 6714 891 TollM FAH(F=3.650, p<0.01), T AT FAMAY 94, WSl 59H
B AAF=4161, p0.01), WHAF=3333, p<0.05) Q1 7h vl A, Aufe] 44, A 5of B2l
{Table 5> Differences in physical environment by average frequency of monthly use
Average frequency of monthly use
Factor <1 1 2 3 4< F
(N=10) (N=102) (N=54) (N=27) (N=25)
Cleanness 3.43+0.531 3.54+0.593 3.88+0.539 3.60+0.497 3.79+0.727 3,650
(b) (ab) (a (ab) (a)
Spatial layout 3.25+0.353 3.184+0.625 3.60+0.717 3.50+0.539 3.28+0.836 4161%
(ab) (®) (a) (ab) (ab)
Cheerful surroundings 3.30+0.437 3.47+0.736 3.68+0.580 3.47+0.482 3.5240.695 1.360
Charm 3.30+0.368 3.18+0.602 3.48+0.686 3.43+0.578 3.56+0.650 3.333%*
Accessibility 3.06+0.583 3.00+0.767 3.31+0.733 3.03+0.687 3.05+0.779 1.629
Convenience 3.23+0.417 3.1840.645 3.40+0.710 3.20+0.571 3.18+0.674 1.061

Note: Mean+S.D.
*p<0.01, **p<0.05.
a>b: Duncan Multiple Post Hoc Test.



H2EY o4 deo] w2
—9—?_] | geidozx 1 av+= ¢ o2
R
(Table 6)& #|2~Es HHE A] THlAlo]| o}e}
214 &7 Fa=el A7t A=A LA
2HEA(one-way ANOVA)C.Z E23 Ao
Ads B, 67HA] 83 FollA FAA L
oIg Aol 7} WA skt 2, dEET W
Al SREAe] whet =24 7 a_zoﬂ% =}
7t Aoz 45U

(Table 7)< d|=Ex FR A3l wje} &2

el
6)
3 F

e g

_O,F-{U:\OTQ,

BAT

181

of wz}

(Table 8)2 1919 HF o] & vl &
A=A E dYn)=]
A%

27 34 Fard Ao)7t 3

2HE2(one-way ANOVA) L. 2 st Aol
A= B, 6714 291 AAA(F=2.215, p<0.1),
2 J(F=2.095, p<0.1)°A BAIHSZ {25t 2}
o7 A= ATE 53] 1913 F ©]§ Hl8o] 4
T o} 3o HAEE 7Y Wol sk
RAoZ, 19+ olst uAHL g Aoz HA v
she o2 UERdTh AL 1907 B ol &
H|-g-o] 2~37kg o]} o] 71F Wo] o

Mr o

A=

.ﬂ

[e)

R

7 3 T 2ol JeAE GUuixELE w19 o]dt e FiF o g HA aefst
E4(one-way ANOVA)S.Z A5 Aot} 2 & RS2 Yestth

H2 0y, 6711 29 FAN BAMCE o] nASL olfskt vigo] BESE diET
gk Zpol7h WA A ettt —EL d2E"d AR W] 71E 9 YR, s, 29E 59 42
A0 whe} BelH 87 Famolt Aolvk gl A% BAAY 94, 299 =7, HAG Lo}
£ o #AHg, $= AHF B, £ 5o B8 87 89l

{Table 6> Differences in physical environment by companions
Companions
Factor Friends Boy/girl friend Family Coworkers Others F
(N=110) (N=44) (N=17) (N=41) (N=6)
Cleanness 3.65+0.594 3.65+0.623 3.75+0.677 3.60+0.584 4.0040.335 0.675
Spatial layout 3.28+0.665 3.30+0.686 3.42+0.700 3.40+0.695 3.87+0.542 1.317
Cheerful surroundings 3.534+0.618 3.44+0.784 3.50+0.770 3.53+0.600 3.83+0.540 0.484
Charm 3.33+0.611 3.26+0.677 3.35+0.685 3.3140.606 3.95+0.557 1.644
Accessibility 3.08+0.786 3.06+0.745 3.37+0.753 3.02+0.642 3.11£0.779 0.691
Convenience 3.26+0.626 3.28+0.722 3.19+0.624 3.1840.671 3.2240.620 0.154
Note: Mean+S.D.
{Table 7> Differences in physical environment by information sources on the restaurant
Information sources on the restaurant
Factor Family CS :VZ?]Z } Nevgi’aper o i f;nce TV, radio Website  Handbill ~ Others  F
N9y (N:I. A &139) (N=6) (N=24) (N=3) (N=12)

Cleanness 3.60+0.392 3.6740.578 3.36+0.538 3.63+0.584 3.5240.834 3.81+0.653 3.25+0.661 3.83+0.725 1.129
Spatial layout 3.1540.611 3.3840.618 3.32+0.696 3.19+0.744 3.294+1.017 3.38+0.797 3.25+0.250 3.47+0.702 0.524
Cheerful surroundings 3.3140.347 3.5440.626 3.32+0.522 3.4040.762 3.45+0.827 3.75+0.751 3.33+0.878 3.75+0.511 1.155
Charm 4.09+0.566 3.39+0.596 3.21+0.611 3.28+0.741 3.29+0.812 3.35+0.659 3.00+0.750 3.29+0.552 0.572
Accessibility 29140462 3.05+0.785 3.26+0.669 3.18+0.728 3.44+0.544 2.88+0.746 3.11+0.192 3.33+0.828 0.925
Convenience 3.16+0.755 3.2740.583 3.16+0.736 3.15+0.687 3.05+0.712 3.41+0.880 3.00+0.333 3.2240.478 0.554

Note: MeantS.D.
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{Table 8> Differences in physical environment by use expenditure per person

Use expenditure per person

Factor ex.<l 1<ex.<2 2<ex.<3 3<ex.<4 4<ex.<5 5<ex. F
(N=7) (N=13) (N=39) (N=51) (N=39) (N=69)
Cleanness 3.10+0.651 3.66+0.485  3.69+0.639  3.52+0.591  3.75+0.613  3.74+0.557 2915%
(b) (@) (a) (a) (a)

Spatial layout 3.03£0.668  3.2840.802  3.23+£0.597  3.26+£0.679  3.47+0.690  3.42+0.684 1.115

. 3.07£0.278  3.23+£0.680  3.68+0.653  3.46+0.669  3.65+0.595  3.50+0.684 "
Cheerful surroundings © (bo) (ab) (ab) (ab) 2.095
Charm 3.2140.585  3.46+0.593  3.21+0.571 3.29+0.690  3.38+0.555  3.39£0.678 0.631
Accessibility 2.95+0.848  3.23+0.672  3.20+0.793  3.05£0.691  2.99+0.723  3.10+£0.792 0.473
Convenience 3.14+£0.572  3.64+0.644  3.39+0.648  3.14+0.578  3.16£0.606  3.21+0.709  1.839

Note: Mean£S.D.

*p<0.1.
a>b>c: Duncan Multiple Post Hoc Test.

o wol nHFo T Aoy 4ES FA %ALY
A F27 2o BeEt b, 2o BEE
£ wolv] elNE B2 A4S FSelol
& Aok,

(Table 9 H1AEZH W 227
!

2]
Me FAHSE Fo3 Ato|7h LA oksk
o =2, 0 A6 met 294 94 T8
= A7t fle Aoz EAEA

9] Aol M HAER o8 e T o Fd

{Table 9> Differences in physical environment by puiposes of the visit

& BT ol§ wlgolA FolF

aHEE 7 1
=24 34 Ta%
REHoz ey

Purpose of the visit

Hanging out

Spending time

Entertaining

Dining out

Factor with friends Clu&gj)ﬁng Wltr}ll ?‘11':1(1)(}1]/ guests with family (?\Iﬂ:l;g F
(N=87) g‘(N ) (N=26) (N=11)
Cleanness 3.7340.592  3.54+0.687  3.66£0.612  3.7240.550  3.5540.625  3.5040.542 0.919
Spatial layout 3.3240.687  336£0.675  3.36:0.693  3.59+40.632  3.0040474  323+0.696 1.479
Cheerful surroundings 3.58+0.636  3.60£0.575  3.5140.787  3.59+0.557  3.1840.922 3310487 1405
Charm 336£0.570  344+0.638  3.31£0.697  3.25£0.676  3.0940.700  3.35:0.664 0.604
Accessibility 3.03£0.748  3.29+0.858  3.1040.681  3.16£0.773  3.15£0.834  2.98+0.714 0.610
Convenience 326+0.643 33040580  3.3240.709  32940.675  3.06+0.554  3.0120.628 1.066

Note: Mean£S.D.
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{Table 10> Results of the regression analysis on physical environment for customer satisfaction

Dependent variable

Independent variable

B t-value p-value Tolerance VIF
Cleanness 0.197 2.780 0.006 0.570 1.755
Spatial layout 0.178 2.698 0.008 0.659 1.517
Cheerful surroundings 0.067 0.934 0.351 0.564 1.773
Charm 0.211 3.429 0.001 0.759 1.317
Accessibility 0.171 2.769 0.006 0.754 1.326
Convenience 0.077 1.168 0.244 0.658 1.519

R=0.394 Adjusted R*=0377 F=22.905 p=0.000
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