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Influence of a Choice Attribute of Hotel Banquet Event Menu
on Customer Satisfaction
Focusing on the P Hotel
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Abstract

The purpose of this study is to examine customer behavior when choosing event menu at the banquet
restaurant of a five-star hotel and analyze the factors of choosing the menu and its customer satisfaction.
Based on the results of this study, it is possible for hotel mangers to develop good banquet event menu
choices and use them when changing menu. This study adopts the Enter Method, and 't" defines 3 vari-
ables such as physiological intent, quality of food, and reasonable price. However, the other factors such
as sensory images of food, contents of menu, promotion menu, cleanliness and services prove not to be
important variables in this study. Among most important 3 varables, quality of food with the highest
figure(f .416) is the most important variable to customer satisfaction followed by physiological intent
(B .283) and resonable price(3 .134).

Key words : customer, satisfaction, banquet, event, menu.
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{Table 1> Reliability analysis and factor analysis

21

Fact Eigen- Reliabili
Factor Questionnaire ac ‘or 1een Commons cna 1, ity
loading value coefficient
Employee's invitation 0.828
Eating-out motive 0.796
Psvchological Experience 0.790
syenologica 4218 12.881 0.879
motive Restaurant's mood 0.694
Companion's invitation 0.674
Curiosity of menu items 0.419
Menu incense 0.838
Sensibl Menu form 0.799
Sensible 3.514 23.406 0.987
mage Menu book 0.780
Menu color 0.685
Taste 0.795
Food Recipe 0.792
oo 2.588 33.620 0.821
quality Nutrition 0.743
Temperature 0.642
Awareness of the menu 0.841
Menu Photos of the menu 0.812
. 1.775 43.781 0.808
composition Variety of the menu 0.724
Explanation about the menu 0.639
Event menu 0.767
Promotion
Health menu 0.761 1.651 51.593 0.806
menu
Menu item 0.713
R bl Price value 0.892
casonable 1.368 58.709 0.987
price Price 0.864
Cleanli & Employee's cleanliness 0.878
camness 1.224 65.346 0.835
services Service quality 0.875
8RFE WY FAE 24, I P! Kaiser F737F e dllE g
a 7 WHEAAOA a13de] FEEAFYTH
290 BAg Fal A7) Wiese] 238 & olmz 89 RAL Asta 2 & vt
Qe T Zoh EYolAe= 29 HAjd & agjal 81 4 AFEA FE2E 8R1E
Ql ARAE o]gste] S WHEFZ ARSI tigh & AE 73793 A} (Table 2)9} o]
58 A3 P 2EY oME "l Mg Al a1y AEd glo] o] 8RlE2 g Edd &
A} aqlEe] Bk )3k FAwelo] 6536% W EfRAe] SmEsicia B & gldh
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{Table 2> Conrelation analysis

e Psychological Sensible Food Menu Promotion  Reasonable  Cleanliness
= motive image quality composition menu price & services

Psychological

sy(.: ological 1,000
motive
Sensible 0.126%* 1.000
image
Food

00 0.393%* 0.066** 1000
quality
M

o —0.035%* 0.159%%  —0.075**  1.000
composition
Promotion

0.145%* 0.087** —0.037** 0.346** 1.000

menu
R bl

casonable 0.037%* 0.410%  0050%*  0.115%  0074%  1.000
price
Cleanliness

. 0.038** 0.069%* 0.083%* —0.115%* 0.001** —0.041** 1.000

& services

** AAAFE 001 (S
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{Table 3> Difference test of usage frequencies

Factor Number of use N Average S.D F p
1 133 3.2970 0.6101
Psychological 2~3 40 3.4042 0.7180 e -
motive 4~5 20 3.0667 0.6031 ' '
6 over 2 2.6667 04714
1 133 3.2049 0.8330
Sensibl 2~3 40 3.2438 0.8056
Sensiie 0.569 0.636
image 4~5 20 3.2375 0.5096
6 over 2 2.3750 0.5303
1 133 3.2331 0.6644
Food 2~3 40 3.1750 0.6485
) 0.214 0.887
quality 4~5 20 3.1250 0.5764
6 over 2 3.1250 1.2374
1 133 3.3346 0.6853
M 2~3 40 3.2875 0.6712
e 0.486 0.693
composition 4~5 20 3.3750 0.7968
6 over 2 2.8750 0.1768
1 133 3.5038 0.6700
Promotion 2~3 40 3.7167 0.7494
1.655 0.178
menu 4~5 20 3.5333 0.5231
6 over 2 2.8333 0.2357
1 133 3.0414 0.7978
Reasonable 2~3 40 3.0750 0.8439
. 0.069 0.976
price 4~5 20 3.0250 0.6973
6 over 2 2.7500 0.3536
1 133 3.1729 1.0714
Cleanlir}ess 2~3 40 29125 1.0057 Lo 0376
& services 4~5 20 3.1250 0.6859
6 over 2 2.5000 0.7071
B 5 deEe 498 571, 344 olnX|, HA 219 FAEA ] A= (Table 591419}
Aol A Wwe 74, ZE2EA Wy, T2l o] F<& Wl tigh AA A E(R square)S
A, Ad3} Mu|2 Folth a8al £ Wee 289%E UERE ok

2 gEolt), 5171400 ol A4 folde AP F F
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{Table 4> Difference test of information

Factor Information N Bt ¥FHA) F P
Friend or family 45 3.1410 0.5360
Newspaper 2 3.3352 0.6819
Psy(?hological TV or Internet 39 3.3407 0.6425 1351 0.245
motive Salesman 14 3.0952 0.4923
Employee 6 3.6944 0.7410
Experience 89 3.0833 0.1179
Friend or family 45 3.1859 0.7624
Newspaper 2 3.2388 0.7787
Sensible TV or Internet 39 3.2444 0.8520
image Salesman 14 3.1964 0.8780 0.619 0.685
Employee 6 2.7500 0.8660
Experience 89 2.8750 0.8839
Friend or family 45 3.1026 0.5756
Newspaper 2 3.2219 0.6715
Food TV or Internet 39 3.2000 0.6606
quality Salesman 14 3.3929 0.6557 0970 04837
Employee 6 3.4583 0.8862
Experience 89 2.8750 0.5303
Friend or family 45 3.2179 0.6815
Newspaper 2 3.2612 0.6949
Menu TV or Internet 39 3.4667 0.7492
composition Salesman 14 3.4286 04322 1064 0382
Employee 6 3.5417 0.7144
Experience 89 3.6250 0.1768
Friend or family 45 3.4188 0.6008
Newspaper 2 3.5281 0.7733
Promotion TV or Internet 39 3.6370 0.6229
menu Salesman 14 3.6905 0.5141 0313 0.766
Employee 6 3.6111 0.2509
Experience 89 3.3333 0.4714
Friend or family 45 3.1538 0.8124
Newspaper 2 3.0899 0.8103
Re.tasonable TV or Internet 39 3.0000 0.6124 0.970 0438
price Salesman 14 2.6786 1.0304
Employee 6 2.9167 1.0206
Experience 89 2.7500 0.3536
Friend or family 45 3.0000 0.9248
Newspaper 2 3.2640 1.0059
Cleanliness & TV or Internet 39 2.8000 1.0247
services Salesman 14 3.3929 1.1296 2018 0.078
Employee 6 3.3333 1.0328
Experience 89 2.5000 2.1213
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{Table 5> Result of the regression analysis
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Analysis
Valuable 4 B S.E.mean g t P
Constant 3.292 0.045 73.005 0.000
Psychological motive 0.208 0.045 0.283 4.595 0.000*
Sensible image 8.061E-02 0.045 0.110 1.783 0.076
Food quality 0.305 0.045 0.416 6.740 0.000*
Menu composition —9.061E-03 0.045 —0.012 —0.200 0.841
Promotion menu —4.289E-02 0.045 —0.058 —0.949 0.344
Reasonable price 9.857E-02 0.045 0.134 2.180 0.030%**
Cleanliness & services 3.735E-02 0.045 0.051 0.826 0.410
R square=0.289 df 1=7, df 2=187 F=10.871 signif 7=0.000

#p<0.01, **p<0.05.

Al 72 10.8710]1, o]ol] Wt 5= 7} 0.000
olth wglr] o] J|AYL EAFoZE FolAdo]

g

d

SA|ACk k. olH7 Ea Al
UVIF) g2 Ssf st 5= 9lom,
Z1ge] 1.0 olsteld iAol

o
b o

ME o o o
o o

A7 A" Aoz E 4 Qrh

g o
(e
Iy
)
Lo
N
of
[
o_>L
% O
'
29,
)
=N

;

ox M 1 rx

2 gpobeled Ho 1.0000)| 22 T

o2

3k 3)7ale) eAfgtel] T3k AP digh
AAE Lol 7] 98l Durbin-Watson A =S A+
HE A3} 211802 20 772 Z p7|1Te]

7Fs40] A9l EASA getkn @ & 9

=Y Ao B A B9 Hjoz 4
E] E4H(Enter Method)S AFE31910.H, 3k9]
Fojzol o3 37 kol JEke A= WS

2 Aeld 57, £49 4, 498 A1 5

370

o WE7} frold MAER BYo] HYTh 1)

U yeiA] &°1J A olw|A, wlre] 74
2RA v, AT AqHl2 F 47HA }1019—
oJ8}A] e WEE AP ATk w17

rE #o lkl

Zo] P& )AL WFE F 249 29 4

T Fo] 041602 7P AA YEht 1
7P A
chk
THE I
Z #AEA:
2 A7l F
=% ]
29 Aol 7
Aol A= a1} {fstel] st 540
= ks d7d et ok aela
719k FeH sbA o s A vt
Z a3l

H2 5 Be
fle AR Yeth

FE ol wE oM E v
ol gk 2polE A7 A,

7 v

0.

Beo] e WS Ukl gle
E717F 0283, §14 7149] 0.134 52
al
5

of

=

o

L_EL

Foll 7913 9FS mA= AL

Fe AL 38 ASF g

WIE o3 AuA) 2] &4 891 FolA

g Fas w2 AgEHAY &

AL v

2

= 20l EHUl X}O]E AR 2

=}, A F7), 72 olvx|, 22419 A, wlw
3, ZERA W, F24 71, 3283 A
(e}

48 ol

]HﬂE

2900 EAMOZ Fol3t 2ol7}



26 =z 8ks| x| Al 153 A 33(2009)

A olmlx], g4l A, vlire] 74, ZEwA v
¥, o4 714, A3 Auz 5 RE 89l
AR gt Zel7t Y Aoz eyt

1z

A Ao F Qe EX%H(Enter Method)S AF
BHR O, 17ke] oo o) 1A v o

S © HFEe A8 70, 49 4,
A 714 T 309 WUt fos HgER

ol HUAch vt ] 2RI 7HAHE o]
v|=], wl5re] A3, Z2RA wly, AT ARl
T 47 812 FrofskA] e R A E

o} webr] 1 T JES vXE HEE T
2219 Ao gAS grol 041602 71¢ =AY
Bl 117 gige)) 714 diEe] =& HydS
Uelar lom, AEA 57171 0.283, A
7}Z0] 0.134 59 X2 17 gHEd)] f2)31 o
s VA ZoE FAHUTH

olgfst A= o] WlwE A uf )<l
o] ZHA| H= AgAR] F71e 95 21 AA| 1
Sxof wi¢- WA Bl A & & Utk
2hx] 7o) FES AT o) £]5-2] PR 9
EA o)A & 1] WREAR! a]ld o5 A
gate Zlo] EE| JIS vH B, €4 7]
J2 1A BA vAIR ] AEsteix =
Aoltk. Tk 5219 A7 FejAl 7S 1Ay
o] A&l ti3t /XS gutEA Hriste B4
o] olx|a1, Adje] nA 9 FAH LHIE &
o & 5 QU w92 719 dEY
27} 2 1249] HrHHErE 9S8 Qs

s} olWIE Hlir A8 &Ado] 1A Yo
Fol2Q) AL WA YeAS
Netdnt. 1 A3 59 A53S o] gake
51} Aol Q6] Hepa olul
5= ol Fel7h LA
e A5 o) gske 1A )
ZA7je] oAl ofs) 2R, A
Ao YA FHATL A F v
glom, As)ake] B4 v
A5 A2 9)7) wEel el
dele] Afde e =7 2folsk §1v] B
Aow WY, SAR, oz AAHS
59 A4 QolNE 2 BE gL

oA @1, THle] SAS 7 ol o] e

4
S
f
Z, 3
mop 2 =

o
o 2 oM 2 2 ¥ ow M

i
fqr o

o]

o
X @

ol

P A
9]

o Ae
>
o K

N
=
=

=

il

.|_,
>
Yol
(ot
N,

e 2 orfo oo Joorfo &0 oo
rot oo it
X, ol

ut 2

=

A RAZE 5 e 283 A7 2 = dom,
to] 1S w7 Y) A% gdsla, 55
St vl7E AKEole Zlo] Fasital & 4 itk
3L aAe T A AHE A Eu, 944
FE AdE o 53] A3l x ] oHE wF
= YAl 2dEHE g8 145 NEEE F
Alol] ZA1E = ook 37] wjo] thedgt
& Jidstelol & Aolok w3k, 37t Hy
= At AAE wdEhe 5448S AYa Q)
3, PAbel] 2dlEE A a4 Fo] PAgE o
A7] WEe] oHES] B A AL & Qe H
E3} olo]dl S et AL AlFE Al
g 4 Ak

2 dA7e 2 7 dARE 7R itk

AR, g Aol o] oJHE w7 Aol
HE F31H deY Ao AlEE B4k} &
RO, A8 A7}t BFste] Tk o234 )
A& AAstET ofEgo] Bol AT

4, & JATS AHoz HAste{o} 3}

A3 A AEFZS o8-8k 179



Considering Factor of Hotel Banquet Event Menu 27

SEEE

B AT AE AY &4 5559 A3 ¢
2E7S o] g IAMES Yo g oMIE 1
TE AHE o vy Y PeS Ak, ol
E b7 A9E of 18] 2217} o|WlE Hye]
e 1 BES EAEt A ek B4 A
£ 7122 59 A3 d2=EF Aujcle ol
E f7E 718sla 2 WwE w4 Ao £83

21PN
7 grEo] B|FEAeE A, 59 W] TS
< A T A eR dE B4R (Enter Method)
< ARSI e, i7ke] fo=el 93
o G vA= M2 43 57,
A, 323 714 5 30 A7 fog
2 Bgo] F}. e Y= @910 7+
o], W7ol 74, Z2RA vy, F A
2 5 A7HA 291 foskA ke |
At mEbA] 7 wEe] QEks vlA]
E T 49 29 pASF gol 04162
Al Yehd 317 miEe 7 AEo] &
e YL lom, A4 F71710.283,
2 74A0] 0.134 T A= 17 BiEe] #o

4
QP AT Aoz BAFA,

7

>
IR = % oAl 1o Iy

i
e rE do
N x 8 F
B oo

(g

]_

Lo [

ikl

=8
1. A72] (1990). LzE 7199 21420 vl
). MEoiga g e, AL

2. 193 - WA - 44 (2007). 914 fEE

10.
11.

12.

13.

14.

15.

16.

17.

18.

(/RS L - T N e

AP (1988). L 39719¢) A2 vl w2

o B3t AT A7|hsla kg MAHEHe) =

&

3] (1989). T8 2] &
A o3

=
7 el #ek A A3
AFeHel=tE.

FF (1995). 29 2B vl7rlAE
Sk AT A7IHEha ek AARSHe =
371 (1994). =57 A&} TAR1 H7tel| &
At A7 sk v =

P (2000). 3E, 9124, #3F wAR. AA,
61.

A==}
T

L 1o,

_[ol
o X
Ho o

1=

—_—

=z

ofN L of
Mo r2

- ZAth7E (1994). €2
TAL 143,

243 (2004). A7 oHIES] 11
8 Ao B AT R/ A]
10(1):32-45.

AP ARl 713 F5E 7 A5 (2004).
oJAIE (1996). 41 o[HIE AlY. FZFH 3:
66.

ZES(1995). S A HF A9 P5
7718, it skl vk =
ks (1997). 39, F2E#He] w7 x|
o]l #gk AT A7 AFAE N
o HpARSHe =, 24,

ANA L (1999). AH3]st ZAPTRE.
250.

3% - o] (2007). HAEZ 11249
Aol w2 e S A HAFH AT
ZEE[8F5]=] 13(4):1.

51743] (1992). #FoE F2lvw o] &
sk AT A7Ivistnl tished AR =
Jack D. Ninemeier (1984). Princjples of Food
and Operations, AH&MA, 115.

Khan, Mahmood A. (1993). Menus and Menu

A=

N
>~
~

)
2

o

4
ot

)

shax

b

ro, i



Sz g3)x] Al 1538 Al 33(2009)

Planning, in Mahmood A. Khan, Micheal D.  21. Tom Towers (1997). Marketing Hospitality. John

Olsen and Turget Var. eds, VNR's Encyclope- Wiley & Sone Inc.
dia of Hospitality and Tourism, N.Y.: 90-94.  22. Puzo, Daniel P. (1997). Restaurants and Insti-

. Ronald, A Nykiel (1989). Marketing in the tutions' 17th Annual Choice in Chains Survey.
hospitality industry. Van Nortrand Reinhold 2: Restaurant & Institutions, February.
147.

. Swinyard WB - Struman KD (1986). Market- 2008 119 219 A T
ing segmentation; Finding the heart of your 2008 12¢ 3Y 1A =E5A
restaurant's market. The Cornell H R. A. Quar- 20099 19 4Y 22F =E5A
terly May: 89-96. 20009 6¥ 19¢ A A & A



