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Abstract

This study intends to examine the effect of the teenagers' selection attribute and satisfaction of fast
food menu. Sampling was taken among the students of high schools at Changwon in Kyungnam pro-
vince, and a total of 400 samples were distributed, among which 306 valid samples were used for ana-
lysis. After date cording, answers were processed by SPSS 12.0. As a result of the IPA analysis, the 1st
quadrant included 8 variables, the 2nd quadrant 6 variables, the 3rd quadrant 5 variables, and the 4
quadrant 8 variables. Also, as a result of the factor analysis for menu selection attribute, 5 factors(at-
mosphere, food, staff, comfort, compensation) were extracted. It was found that only food has a statis-
tically significant impact on satisfaction with fast food.
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(I Quadrant)
Concentrate Here
high importance
low satisfaction

{I Quadrant)
Keep up the Good Work
high importance
high satisfaction

Importance
(Il Quadranty
Low Priority

low importance
low satisfaction

(VN Quadrant)
Possible Overkill
low importance
high satisfaction

Satisfaction
Z}E : Martilla, J. A. & James, J. C. (1977). Importance-performance analysis. Journal of Marketing 41(1) :

13-17

<Fig. 1> TPA matrix.
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{Table 1> General characteristics of subjects

Classification n(%)
Male 211( 69.0)
Gender
Female 95( 31.0)
General high school 165( 53.9)
School S
Industrial high school  141( 46.1)
Freshman 168( 54.9)
Grade Junior 73( 23.9)
Senior 65( 21.2)
< 30,000 92( 30.1)
Pocket 30,000~60,000 133( 43.5)
OCKE" TOREY 60,000~90,000 45( 14.7)
(won/month)
90,000~ 120,000 14( 4.6)
> 120,000 22( 72)
Almost no visit 145( 47.4)
Frequency 1~2 times 109( 35.6)
(month) 3~4 times 35( 11.4)
> 5 17( 5.6)
<10 32( 10.5)
Ti irod 10~20 123( 40.2)
e Tequired 5030 91( 29.7)
(min.)
30~40 40( 13.1)
> 40 20(  6.5)
Lotteria 180( 58.8)
. Mecdonald 97( 31.7)
Visit store
KFC 12( 3.9
Other 17( 5.6)
Meal 126( 41.2)
. Friendship 78( 25.5)
Visit purpose
Tasty food 89( 29.1)
Other 13( 4.2)
< 2,000 12( 3.9)
2,000~3,000 27( 8.8)
Amount payable 3,000~5,000 173( 56.5)
(won/one time)  5,000~7,000 60( 19.6)
7,000~10,000 21( 6.9)
> 10,000 13( 42)
Own 122( 39.9)
Friend 158( 51.6)
Introducer .
Family 19( 6.2)
Other 7( 2.3)
Lunch time 85( 27.8)
After lunch time 133( 43.5)
Visit time Dinner time 54( 17.6)
Supper 16( 5.2)
Other 18( 5.9
Total 306(100.0)
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<Fig. 2> Importance and satisfaction matrix of
menu selection attribute.
Al(taste of food), A2(portion of food), A3(temperature of
food), A4(recipe matching orders), AS5(sanitation and clea-
nness of store), A6(variety of menu), A7(kind attitude of
servers), A8(appearance and costume of the staff), A9(sta-
ff's knowledge about the menu and communication), A10
(confirming process by the staff on order), All(fast res-
ponse to customers' complaint), Al2(price of food), Al3
(operation of discount system), Al4(reputation and brand
image), Al5(exterior design and atmosphere), Al6(interior
design and atmosphere), Al7(clean bathroom), Al8(table
and chair style), A19(seating plans and comfort), A20(mu-
sic provided in store), A2l(latest equipment), A22(sign-
board to guide), A23(locations of store), A24(minimizing
waiting time), A25(promotion of new menu and event), A26
(compensational benefit for frequent visitors), A27(con-
venience and design of containers and package), A28(per-
sonal acquaintance with the staff).
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{Table 2> Importance and satisfaction of selection attribute for fast food menu

Variable Importance Satisfaction t-value p-value
Al Taste of food 4.52+0.73 3.84+0.85 12.067 0.000
A2 Portion of food 4.11+0.89 3.13x1.15 12.030 0.000
A3 Temperature of food 3.71+0.95 3.44+0.83 4.305 0.000
A4 Recipe matching orders 3.8240.98 3.28+0.87 8.175 0.000
A5 Sanitation and cleanness of store 4.5740.77 3.21£1.06 18.792 0.000
A6 Variety of menu 3.80+0.98 3.60+0.95 2716 0.007"
A7 Kind attitude of servers 4.09+0.98 3.30+1.03 10.621 0.000
A8 Appearance and costume of the staff 3.57+1.14 3.35+0.90 2.775 0.006"
A9 Staff's knowledge about the menu and communication  3.58+1.11 3.25+0.95 4244 0.000
A10 Confirming process by the staff on order 3.65+1.05 3.43+0.98 3.028 0.003”
All Fast response to customers' complaint 4.33+0.85 3.05+1.09 16.395 0.000
Al12 Price of food 4.36+0.91 2.76x1.19 18.714 0.000
Al13 Operation of discount system 4.10£1.06 3.01£1.15 13.135 0.000
Al4 Reputation and brand image 3.30+1.15 3.2840.93 0.187 0.852
Al5 Exterior design and atmosphere 3.56+1.03 3.35+0.92 3.019 0.003”
Al6 Interior design and atmosphere 3.56+1.00 3.36+0.90 3.012 0.003"
Al17 Clean bathroom 4224091 3.16+1.13 13.725 0.000
Al8 Table and chair style 3.9240.95 3.19+0.98 10.091 0.000
A19 Seating plans and comfort 3.85+0.93 3.13+1.03 9.895 0.000
A20 Music provided in store 3.21+1.10 3.05+1.05 1.995 0.047°
A21 Latest equipment 3.15+1.09 2.95+0.94 2.700 0.007"
A22 Signboard to guide 3.31+£1.01 3.13+0.97 2.549 0.011
A23 Locations of store 3.85+0.97 3.32+1.00 7411 0.000
A24 Minimizing waiting time 4.31+0.89 3.20+1.09 14.594 0.000
A25 Promotion of new menu and event 3.44+1.15 3.24+1.00 2.630 0.009”
A26 Compensational benefit for frequent visitors 3.72+41.18 2.58+1.22 13.068 0.000
A27 Convenience and design of containers and package 3.76£1.03 3.25+1.02 7.150 0.000
A28 Personal acquaintance with the staff 2.71£1.18 2.40£1.04 4.183 0.000

Average 3.80+0.60 3.18+0.66
* p<0.05, ** p<0.01, *** p<0.001.
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{Table 3> Factor and reliability analysis of menu selection attribute

Factor Variable Component
Al4  Reputation and brand image 0.536
AlS Exterior design and atmosphere 0.559
Al6 Interior design and atmosphere 0.553
Atmosphere A20 Music provided in store 0.752
(@=0.8329; 16.444%)
A21 Latest equipment 0.773
A22 Signboard to guide 0.681
A23 Locations of store 0.531
Al Taste of food 0.698
Food A2 Portion of food 0.632
(@=0.8439; 14.338%) A3 Temperature of food 0.672
A4 Recipe matching orders 0.642
A7 Kind attitude of servers 0.669
Staff A8 Appearance and costume of the staff 0.792
(2=0.8511; 13.285%) A9 Staff's knowledge about the menu and communication 0.728
Al0 Confirming process by the staff on order 0.713
Al7 Clean bathroom 0.773

f;ilé;r;m; 11.898%) Al8 Table and chair style 0.733
Al19 Seating plans and comfort 0.597
Al2 Price of food 0.606
Compensation Al13  Operation of discount system 0.556
(@=0.8566; 11.860%) A26 Compensational benefit for frequent visitors 0.777
A28 Personal acquaintance with the staff 0.752

Cumulative(%) 67.825

a 0.8716

KMO 0.918

Sig. 0.000""

*** p<0.001, principal component analysis, Varimax rotation method.
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(Table 4> Effects of menu selection attribute factors on satisfaction

Unstandardized Standardized
Model coefficients coefficients ¢ p F R
B Std. Error Beta
(Constant) 0.578 0.191 3.027 0.003"
Atmosphere 0.106 0.077 0.094 1.373 0.171
Food 0.474 0.070 0.422 6.726 0.000""
43.752 0.422
Staff 0.118 0.063 0.114 1.886 0.060
Comfort 0.006 0.060 0.068 1.023 0.307
Compensation 0.005 0.053 0.058 0.983 0.326
#5 p<0.01, *** p<0.001.
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