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A Study on the Importance and Performance of the
Display of Dining Space for Hotel Banquets

Gi—Chul Kim, Yeon—Jung Lee!
Dept. of Food Service Management and Culinary, Gyeongju University!

Abstract

The purpose of this study is to provide useful information for establishing efficient marketing
direction by investigating the performance(satisfaction) and importance of the display of dining space
for hotel banquets. The importance and satisfaction scores of the display of dining space were measured
on the five-point Likert scale. The results were summarized as follows. Taste of food(4.53 point),
'freshness of food materials(4.50 point)’, and 'indoor cleanliness(4.38 point)' were considered highly important
while 'carpet shape of the floor(3.68 point)' and 'art objects(3.69 point)' were scored low. As for the factors
of satisfaction, 'freshness of food materials(3.86 point), ‘taste of food(3.85 point)', 'indoor cleanliness(3.74
point)’, and ‘overall cleanliness of tables(3.73 point)' were considered highly satisfactory while 'art
objects(3.42 point), ‘item decoration(3.44 point)', 'fumiture and accessory decoration(3.45 point)' were
scored low. As a result of analyzing difference between importance and performance of the display of
dining space, importance(4.02 point) was much higher than performance(3.60 point). For the IPA result,
customers made much account of 'taste of food', ‘freshness of food materials', ‘indoor cleanliness’, 'overall
cleanliness of tables', 'cleanliness state of a banquet hall' and so on, so they were regarded as the items
to be continuously cared for. Also, intensive care was needed in such factors as 'indoor temperature',
'food vessels', 'soundproofing' and 'colors of a banquet hall' due to low customer satisfaction.

Key words : hotel, banquet, dining space, display, importance, satisfaction.
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{Table 1> General characteristics of the subjects

Variable Group N %
Male 212 64.0
Gender
Female 119 36.0
20~29 years 114 344
30~39 years 105 31.7
Age
40~49 years 76 23.0
>50 years 36 10.9
<High school 39 11.8
) College 127 384
Education .
University 118 35.6
>Graduate school 47 14.2
<2,000 88 26.6
An annual salary 2,000~2,999 102 30.8
(10,000 won) 3,000~3,999 67 20.2
>4,000 74 22.4
Total 331 100.0
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{Table 2> The importance score on the display of dining space at hotel banquet by gender and age
(Mean+SD)

Gender Age
Variable t-value F-value Total
Male Female 20s 30s 40s >50s

1. Quality and shape of napkins 3.73£0.84 3.65£0.84 0.869 3.64£0.90 3.6240.90 3.80:0.69 3.94:0.66 1.844  3.70:0.84
2. Quality/shape of tablecloths 3.86:0.77 3.81£0.72 0.553 3.85:0.69 3.74:0.84 3.88+0.72 4.06:0.69 1.666  3.84+0.75
3. Food vessels 4.13£0.76 4.17+0.71 —0.537 4.15:0.84 4.1320.67 426+0.67 4.14:0.74 0498  4.14£0.74
4. Overall cleanliness of tables 4324070 4.36£0.76 —0446 443077 425:0.69 432+0.70 429+0.68 1.188  4.33£0.72
Table 5. Shape that food is filled 4212065 4.03+0.75 2.149% 4212070 4.10£0.68 4.08£0.73 424065 0810  4.15£0.70
space 6. Whole state of table setting 4.09£0.74 4.09£0.65 0.072 4.09:0.67 4.05:0.73 4.090.77 420£0.64 0427  4.09:0.71
display 7 Design of a menu plate 3.79£0.79 3.8040.76 —0.091 3.77+0.77° 3.70+0.76" 3.80+0.75° 4.15:0.66" 2.987* 3.79+0.78
8. Employees' serving 430£0.75 427+0.76 0295 4.12+0.84° 432+0.73° 438+0.65" 4.53:0.61° 3.708% 4.290.75
9. Space between tables 3.86:0.83 3.75+0.83 1.185 3.66+0.85" 3.87:0.84" 3.79+0.78" 4.24:0.70° 4.546** 3.82+0.83
10. Width of chairs and tables 3.76:0.78 3.78+0.83 —0.185 3.670.83" 3.71+0.81" 3.80+0.75" 4.18:0.63" 3.885%* 3.77:0.80
11. Material quality of chairs and tables 3.71+0.88 3.73:0.87 —0.157 3.60:0.90° 3.65:0.93" 3.83:0.81" 4.09:0.71° 3.402* 3.72+0.88
12. Optimum state of the inside 422+0.77 4.38+0.67 —2.045* 429+0.79 4.20+0.67 433+0.74 435:0.77 0.630  4.28+0.74
13. Indoor temperature 4.16£0.73 4.17+0.70 —0.141 4.07:0.71 4.18+0.70 424073 424074 1022  4.16:0.71
fndor 14. Indoor cleanliness 4342070 446+0.73 —0.1483 443:0.74 432071 4412064 4358077 0457  4.38:0.71
15. Soundproofing 4.09+0.83 4.13£0.75 —0.453 4.04£0.83° 4.00£0.78° 421+0.79" 438+0.74° 2.699* 4.10+0.80
16. Carpet shape of the floor 3.64£0.80 3.75£0.78 —0.1204 3.56+0.72° 3.49+0.81C 3.89+0.74° 4.20+0.77° 10480%** 3.68+0.79
17. Wallpaper shape 3.69+0.88 3.82£0.78 —0.1330 3.680.80 3.62:0.90 3.87:0.82 3.97:0.80 2299  3.74+0.84
) 18. Entrance shape/size 3704091 3.77+0.82 —0.671 3.6320.90° 3.65:0.93° 3.83:0.76" 4.05:0.81° 2.714* 3.730.88
Fterior 19. Shape/size of banquet hall lobby ~ 3.86+0.82 3.84+0.81 0.207 3.75:0.83° 3.80+0.86" 3.88+0.75" 4.24£0.66" 3.365* 3.84:0.81
20. Whole state of a restaurant 4.06+0.83 4.09+0.77 —0.333 4.09:0.86™ 3.92+0.82° 4.130.70™ 435+0.69° 2.753* 4.07:0.81
21. Charm of hotel accommodations ~ 4.14£0.85 4.16£0.74 —0.200 4.140.86 4.07+0.81 421075 430081 0896  4.15:0.81
22. Center piece(carving) 3.78£0.79 3.85£0.79 —0.673 3.670.82" 3.77+0.74" 3.90+0.79" 4.15:0.43° 3.793* 3.80+0.79
23. Flower decoration 3.85£0.79 3.87+0.74 —0.280 3.78+0.74° 3.77+0.79° 3.93+0.76° 4.20+0.73° 3.497% 3.86+0.77
Decorative 24. Wall/ceiling decoration 3.69£0.80 3.74£0.75 —0.458 3.67+0.79" 3.58+0.74° 3.76:0.75" 4.12:0.80° 4.399%* 3.71%0.78
design 25. Furniture and accessory decoration — 3.78+0.75 3.81+0.76 —0.369 3.76+0.81 3.75+0.69 3.79+0.74 4.06+0.74  1.651 3.7940.75
26. Ttem decoration 3.8240.78 3.82£0.78 —0.026 3.75:0.77° 3.75:0.74° 3.87+0.83° 4.15:0.78" 2.679%* 3.820.78
27. Art objects 3.68+0.86 3.70+0.84 —0.233 3.54+0.89° 3.60:0.82°C 3.85:0.80 4.06:0.81° 4.687** 3.69+0.85
28. Freshness of food materials 453£0.64 446£0.75 0860 4.54£0.73 4.500.67 4.50£0.64 439:0.60 0422  4.50+0.68
29. Taste of food 454+0.68 4.50£0.65 0499 4.57+0.67 4.54+0.67 447070 4.48+0.62 0375  4.53£0.67
30. Kind of menu 4224074 427+0.73 —0.576 4.25:0.79 4.19+0.74 424+0.74 436:0.55 0458  4.24+0.74
Food 31. Garnishes 4.04£0.79 4.04£0.76 0.039 3.90:0.85 4.040.76 4.12+0.73 427:0.63 2327  4.04+0.78
display 32, Arrangement plan for food 406£0.78 4.01£0.72 0.606 4.03:0.81 3.92+0.75 4.16£0.72 4210.65 2054  4.04£0.76
33. Amount of food 401078 4.10£0.75 —0.911 4.07+0.86 3.93£0.70 4.04£0.73 430:0.68 2.053  4.04£0.77
34. Originality of food 405£0.84 424+0.72 ~2.199* 4.16+0.81 4.00£0.79 4.15£0.84 424070 1.038  4.12+0.80
35. Natural beauty of food 4.08+0.84 4.06:0.80 0.168 4.04:0.86 4.00+0.85 4.09+0.85 436:0.65 1756  4.07+0.82
36. Color of a banquet hall 3.99£0.76 4.1080.74 —1205 3.98+0.80 4.02:0.72 4.02+0.74 422071 0829  4.030.75
37. General lighting of a banquet hall ~ 4.01£0.77 4.03£0.75 —0.227 3.970.79 3.98:0.78 4.07+0.73 422:0.12 1.049  4.02+0.76
Atmo- 38, Cleanliness statc of a banquet hall ~ 4.24+0.81 4.37+0.68 —1.473 432081 423078 428+0.71 441071 0492  4.29+0.77
spherics 39 guitable banquet music 3.96+0.77 3.97+0.78 —0.195 4.00+0.73 3.88+0.81 4.00+0.81 4.19+0.69 1412  3.96+0.77
40. lzfig‘;u‘i’lfdii‘ge external appearance 5 g3, 86 3.97+0.78 —0.433 3.9240.85° 3.80:0.89° 4.1140.69° 419074 3202 3.95:0.83
Total 4004049 4.05:042 —0.971 3.99£045° 3.95:0.50° 4.05£0.45b 4.26:040° 3.698% 4.020.40

*p<0.05, **p<0.01, ***p<0.001.
*"° Means in the raw with different superscripts are significantly different at p<0.05

level by Duncan's multiple range test.
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{Table 3> The satisfaction score on the display of dining space for hotel banquets by gender and age

(Mean=SD)
Gender Age
Variable t-value F-value Total
Male Female 20s 30s 40s >50s
1. Quality and shape of napkins 352074 349071 0375 3.46:0.69 342070 3.61£0.69 3.69:0.95 1.890  3.510.73
2. Quality/shape of tablecloths 352076 3.5120.73 0908 3.52+0.74° 3410.68° 3.53+0.74° 3.83:0.92" 2.782*  3.52+0.75
3. Food vessels 3.56+0.87 3.55:0.83 0.106 3.65:0.85 345:+0.83 3.49+0.83 3.72:0.97 1.603  3.560.86
4. Overall cleanliness of tables 3.74£0.79 3.72:0.86 0214 3.80:0.78 3.61x0.82 3.80:0.79 3.74x0.98 1.190  3.73x0.81
Table 5. Shape that food is filled 3.73£0.83 3.6620.82 0.747 349:0.84 3612075 3.59£0.76 3.91x0.98 2.076  3.70£0.83
space 6. Whole state of table setting 3.76:0.80 3.6620.78 1.096 3.77:0.70 3.58£0.79 3.74£0.79 3.94x1.00 2203  3.720.79
display 7. Design of a menu plate 3.57+0.80 3.55+0.78 0.208 3.78+0.74™ 3.42+0.76" 3.59+0.82"° 3.86+0.94" 2.829*  3.56+0.79
8. Employees' serving 3.65£1.00 3.7420.84 —0.867 3.85:0.80° 3.53x1.00° 3.57+0.93° 3.83:1.12° 2.790%  3.68+0.94
9. Space between tables 3.46+0.95 3.50+0.85 —0.386 3.59+0.86™ 3.33:0.92% 3.34+0.88" 3.77+1.06™ 3.258*  3.47+0.91
10. Width of chairs and tables 3.63£2.20 3.62+0.80 0.085 3.68:0.76 334078 3904353 3.71x1.02 1488  3.63%1.86
11. Material quality of chairs and tables 3.470.83 3.52:0.79 —0.526 3.60£0.73" 3.30:0.76" 3.52+0.86™ 3.63x1.06" 2.845*  3.49+0.82
12. Optimum state of the inside 3.67+0.85 3.69+0.82 —0.261 3.71:0.86" 3.540.71° 3.6120.77° 4.081.00° 4.090%* 3.68+0.84
13. Indoor temperature 3.50£0.88 3.62+0.88 —1.130 3.68+0.79™ 3.40+0.89° 3.4120.87° 3.80+1.00° 3.610*  3.55+0.88
fndor 14. Indoor cleanliness 3.69:0.83 3.830.79 —1.493 3.82:0.80™ 3.60:0.82° 3.64+0.82° 4.08+0.77" 4.007** 3.74+0.82
15. Soundproofing 3.49:0.98 3.59+0.83 —0.973 3.66x0.91° 330+0.84° 3.43:0.93% 3.94x1.01° 5.988%** 352093
16. Carpet shape of the floor 3.49:0.82 3.42:090 0.747 3.50:0.81° 3.28+0.75° 3.45:0.86° 3.92+1.02° 5.403*** 346+0.85
17. Wallpaper shape 3.49:0.77 3.5120.84 —0.222 3.56:0.78" 3.2620.74° 3.55:0.81° 3.86x0.83' 6.210%** 3.50:0.80
) 18. Entrance shape/size 3.53£0.78 3.5620.85 —0.307 3.62:0.77" 336:0.71° 3.53:0.91° 3.83+0.89" 3.893** 3.54:0.81
Fterior 19. Shape/size of banquet hall lobby ~ 3.60:0.80 3.59:0.81 0.145 3.63£0.83° 3.43:0.72° 3.64=0.76" 3.94£0.92" 4.032%* 3.60+0.80
20. Whole state of a restaurant 3.53£0.82 3.65+0.79 —0.744 3.68+0.78" 337+0.74° 3.65+0.81° 3.94+0.92" 5.690%** 3.60:0.81
21. Charm of hotel accommodations ~ 3.64+0.84 3.58:0.90 0.574 3.73x0.83% 3.49:0.80° 3.52+0.94° 3.89:0.89" 3.015%  3.62+0.86
22. Center piece(carving) 3.57+0.80 3.59:0.82 —0.243 3.53:0.83" 345:0.73° 3.67+0.84° 3.94x0.71° 3.984** 3.58+0.80
23. Flower decoration 3.54+0.82 3.57+0.81 —0.270 3.42:0.82° 3.57+0.78° 3.57+0.89" 3.86x0.68" 2.775*  3.55:0.82
Decorative 24 Wall/ceiling decoration 3.45:0.82 3.45:0.76 —0.053 3.46x0.72 337x0.86 3.43:0.83 3.67:0.76 1261  3.45:0.80
design 25. Furniture and accessory decoration 3.43+0.83 3.44+0.75 —0.073 3.48+0.77 3.33+0.80 3.37+0.83 3.72+0.74 2.442 3.4440.80
26. Ttem decoration 3412075 3.4420.79 —0398 3.82:0.78 342076 3.82+0.78 3.42:0.76 0450  3.42+0.76
27. Art objects 3.40+0.88 3.45:0.81 —0.537 3.46:0.84" 32420.78° 3.47+0.92° 3.69+0.92" 2.993* 342086
28. Freshness of food materials 3.85:0.84 3.88+0.83 —0.326 3.89:0.90 383071 3.75:0.82 4.06x0.95 1213  3.86+0.83
29. Taste of food 3.87+0.87 3.82+0.85 0.477 3.98:0.83" 3.69+0.86" 3.79+0.83" 4.06:0.95' 3.031*  3.85:0.86
30. Kind of menu 3.67+0.86 3.67+0.84 —0.026 3.78:0.87 3.61£0.75 3.57+0.86 3.72+1.00 1.199  3.67+0.85
Food 31. Garnishes 3.63£0.89 3.57+0.78 0.602 3.640.83 348+0.80 3.62+0.90 3.83:0.97 1.679  3.6120.86
display 32, Arrangement plan for food 3.67x0.81 3.7120.81 —0.477 3.71x0.83 358073 3.71:0.84 3.86x0.88 1.221  3.68:0.81
33. Amount of food 3.52+0.88 3.730.86 —2.037* 3.71x0.81" 3430.89° 3.56+0.87" 3.81:0.98" 2.668*  3.60:0.88
34, Originality of food 3.69£0.92 3.76:0.87 —0.660 3.76:0.91 3.57x0.81 3712091 4.03:0.91 2447  3.72£0.90
35. Natural beauty of food 3.66£0.85 3.59:0.82 0728 3.66:0.82° 3.54+0.80° 3.56+0.86° 3.97+0.94" 2.628*  3.64+0.84
36. Color of a banquet hall 3.46£0.77 3.5720.78 —1.219 3.40:0.78" 3.500.76" 3.50+0.78° 3.84x0.70' 2.892*  3.50:0.77
37. General lighting of a banquet hall 3.57+0.82 3.59:0.76 —0.191 3.52£0.77 3.56:0.75 3.56x0.87 3.92:0.81 2517  3.58+0.80
Atmo- 38. Cleanliness state of a banquet hall 3.72+0.86 3.65:0.83 0.696 3.77+0.82° 3.61:0.83° 3.50+0.91" 4.11:0.71" 5.042%* 3.69+0.85
spherics 39 guitable banquet music 3.55+0.83 3.70+0.82 —1.575 3.66+0.83 345079 3.64+0.84 3.81+0.89 2.101  3.60+0.83
40. onengui(I(fii;};e external APPearance 3 5.0 g8 354£0.80 0.168 3.62:0.90° 342078 3.45:0.86b 3.94:0.75° 41385 3.55:0.85
Total 3.58£0.56 3.6320.53 —0.718 3.66:0.49° 3.45:0.50C 3.56£0.58" 3.91+0.67" 7.268%** 3.600.55

*p<0.05, **p<0.01, ***p<0.001.
*"° Means in the raw with different superscripts are significantly different at p<0.05

level by Duncan's multiple range test.
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{Table 4> Paired-sample #-test on importance and performance of the display of dining space for hotel

banquets (Mean+SD)
Importance Performance
Variable (Expectation) (Satisfaction) Di(flﬂir;];ce t-value P
Mean Ranking Mean Ranking
1. Quality and shape of napkins 3.70+0.84 38 3.51£0.73 31 0.19 3.525 0.000
2. Quality/shape of tablecloths 3.84+0.75 27 3.52+0.75 30 0.31 5.820 0.000
3. Food vessels 4.14+£0.74 12 3.56+0.86 24 0.58 10.110 0.000
4. Overall cleanliness of tables 4.33+0.72 4 3.73+0.81 4 0.58 10.682 0.000
5. Shape that food is filled 4.15+0.70 11 3.70+0.83 7 0.45 8.249 0.000
6. Whole state of table setting 4.09+0.71 15 3.72+£0.79 5 0.37 6.861 0.000
7. Design of a menu plate 3.79+0.78 32 3.56+0.79 23 0.23 4.247 0.000
8. Employees' serving 4.29+0.75 6 3.68+0.94 10 0.59 8.869 0.000
9. Space between tables 3.82+0.83 29 3.47£091 35 0.32 5.326 0.000
10. Width of chairs and tables 3.77+0.80 33 3.63£1.86 14 0.13 1.236 0.218
11. Material quality of chairs and tables 3.72+0.88 36 3.49+0.82 34 0.22 4.122 0.000
12. Optimum state of the inside 4.2840.74 7 3.68+0.84 11 0.58 10.210 0.000
13. Indoor temperature 4.16+0.71 9 3.55+0.88 27 0.61 9.888 0.000
14. Indoor cleanliness 4.38+0.71 3 3.74+0.82 3 0.63 11.245 0.000
15. Soundproofing 4.10+0.80 14 3.52+0.93 29 0.57 9.075 0.000
16. Carpet shape of the floor 3.68+0.79 40 3.46+0.85 36 0.22 3.926 0.000
17. Wallpaper shape 3.74+0.84 34 3.50+0.80 33 0.24 4.320 0.000
18. Entrance shape/size 3.73+0.88 35 3.54+0.81 28 0.18 3.229 0.000
19. Shape/size of banquet hall lobby 3.84+0.81 26 3.60£0.80 19 0.24 4.533 0.000
20. Whole state of a restaurant 4.07+0.81 16 3.60+0.81 17 0.46 8.899 0.000
21. Charm of hotel accommodations 4.15+0.81 10 3.62+0.86 15 0.53 9.061 0.000
22. Center piece(carving) 3.80+0.79 30 3.58+0.80 21 0.22 4.419 0.000
23. Flower decoration 3.86+0.77 25 3.55+0.82 25 0.30 5.484 0.000
24. Wall/ceiling decoration 3.71+0.78 37 3.45+0.80 37 0.25 4.625 0.000
25. Furniture and accessory decoration 3.79+0.75 31 3.44+0.80 38 0.35 6.355 0.000
26. Ttem decoration 3.82+0.78 28 3.42+0.76 39 0.40 7.449 0.000
27. Art objects 3.69+0.85 39 3.42+0.86 40 0.27 4.579 0.000
28. Freshness of food materials 4.50+0.68 2 3.86+0.83 1 0.63 12.006 0.001
29. Taste of food 4.53£0.67 1 3.85+0.86 2 0.65 11.981 0.000
30. Kind of menu 4.24+0.74 8 3.67+0.85 12 0.55 9.274 0.000
31. Garnishes 4.04+0.78 20 3.61+0.86 16 0.42 7.308 0.000
32. Arrangement plan for food 4.04+0.76 18 3.68+0.81 9 0.35 6.980 0.000
33. Amount of food 4.04+0.77 19 3.60+0.88 20 0.43 7.944 0.000
34. Originality of food 4.1240.80 13 3.72+0.90 6 0.39 6.579 0.000
35. Natural beauty of food 4.07+0.82 17 3.64+0.84 13 0.42 7.773 0.000
36. Color of a banquet hall 4.03+0.75 21 3.50+0.77 32 0.52 9.427 0.000
37. General lighting of a banquet hall 4.02+0.76 22 3.58+0.80 22 0.44 8.041 0.000
38. Cleanliness state of a banquet hall 4.29+0.77 5 3.69+0.85 8 0.58 9.966 0.000
39. Suitable banquet music 3.96+0.77 23 3.60+0.83 18 0.35 6.246 0.000
40. Design of the external appearance of a building 3.95+0.83 24 3.55+0.85 26 0.38 6.950 0.000

Total 4.02+0.47 3.60+0.55 11.976 0.000
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<Fig. 1> Result of the importance-performance analysis of the display of dining space for hotel banquets.
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