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Influence of Service Marketing-Mix(7Ps) on Consumers' Risk Perception
of Eating at Family Restaurants in Seoul

Tae-Hwan Yoon

Department of Hotel Culinary Arts, Dong-U College

Abstract

The purpose of this article was to study how the 7Ps influence consumers' risk perception of eating at family restaurants
in Seoul. In this study, frequency analysis, reliability analysis, factor analysis and path analysis (SEM) of the data were
performed. First, reliability analysis confirmed that the 7Ps performance and risk data could be used in this investi-
gation. Path analysis showed that the 7Ps significantly influenced customers' risk perception of eating at restaurants in
Seoul. According to the results, product negatively influenced performance risk (p<0.05) and financial risk (p<0.001);
price negatively influenced performance risk (p<0.001), financial risk (p<0.001), and time risk (p<0.01); place nega-
tively influenced performance risk (p<0.01) and time risk (p<0.001); promotion negatively influenced financial risk
(p<0.05) and time risk (p<0.001); process negatively influenced performance risk (p<0.001) and time risk (p<0.001);
physical evidence negatively influenced performance risk (p<0.05) and financial risk (p<0.001); and people negatively
influenced performance risk (p<0.05), financial risk (p<0.001), and time risk (p<0.001). As a result, we confirmed that
7Ps were an effective marketing tactic for reducing consumers' risk perception of eating at restaurants. Therefore, family
restaurant companies are recommended to administer the 7Ps without additional cost.
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Table 1. General characteristics of subjects

Categories fet Frequency N %
Male 243 543

Gender Female 205 457
University student 72 16.1

Salaried man 203 453

Job public service personnel 80 17.8
Owner 47 10.5

Profession 46 10.3

High school graduate 35 0.7

. College graduate 99 20.2
Scholarship University graduate 274 56.1
Graduate school< 80 23.0

Friend 129 264

Partner Lover 123 253
Companion 92 18.8

Family 144 295

2 235 48.1

nlj;ﬁ’l‘;r 1§)sfe 3-5 21 453
6< 32 6.6

<10 110 225

Use expense per once 10-15 126258
(1.000Won) 15~20 149 305
20~25 59 12.1

25< 44 9.1

o]’do] 809(23.0%)°13 Tt FREAbel welA= X7} 129
H(26.4%)0]1 e dQlo] 1239(25.%)°la, AAFH
7} 9278(18.8%)°1 A 0.1, 7FE2 1447H(29.5%)°1 At g

H Yol g 352 = 23] o)k} 2357H(48.1%) 01U L, 3~5
3]7} 221%(45.3%), 63] ©]do] 327(6.6%) % &= Atk
g3l 92 A 13] A&l WE BHozE= 17k 1)
Tho] 1107(22.5%), 19 o] 17 5549 w]vto] 1269
(25.8%), 15+ 549 o] 27+ w|gke] 14978(30.5%), 21k
4 o] 29 5H Y wke] 5978(12.1%), 25 5HY o)A
L 447(9.1%) 2 YERSTE

2. 7Ps(MH|ADIA|ETIA)Hufo| EMMA - SHOIX

oIEA

A ZAFEATE AR 9 A7]Fe] AnlaniAE
g 287 FEe] Aol tigk A BdAEE HS
3l7] 5] ©@AA QAE3} Cronbach's aikS A3
o} B2 A3} Kaiser-Meyer-Olkin A= 0.8222 UERY}
A g ol B o] H3tAdS Btk 183l Bartlett 7+
A A} TRl Al TS 627.351(p=0.000)2 YER} ZF Q9]
o] A WHSFE 7Ho ABAAN BAR R onrt Q)
S5 JERNRITE T3 Cronbach's afb-S 0.6 |2 H
25o] HlwF & AFAHL Hols Aoz AsH

S, A9le] BalA Rl AE EUlE 8
27} eHAE B4 8 ElE aQ1EAES AA
stk ol AMREE SAAFEE i, GFIATAST,
Goodness of Fit Index), AGFI(74 A<, Adjusted GFI),
PGFI(ZFH 2 €HA)=, Parsimonious GFI), NFI(¥3F2]g}A]
<, Normed Fit Index), RMR(ZZA|FH A F, Root
Mean-Square Residual) 5°] Itk o714 Y& 1 o=
(p)7F 0.05 ©]’3<l Ao] n¥e] A=y} Fs3itt. 1g

Table 2. Exploratory(cronbach's o) and confirmatory factor analysis of 7Ps

Exploratory factor analysis

Confirmatory factor analysis

7Ps Rotation ,
(Service marketing-mix) Commodity  loading Cronbach's Estimate  S.E. CR. p
capacity
Various menus 0.745 0.755 1.000
Food's taste 0.722 0.778 0.810 0.991 0.001 33217  0.000
Product Accurate food supply 0.731 0.703 ’ 0.880 0.032 19.274 0.000
Usage of fresh food material 0.802 0.788 0.722 0.057 13.253  0.000
x2:72.120, p=0.000<0.05, GFI=0.990, AGFI=0.977, PGFI=0.912 NFI=0.912, RMR=0.020
Adequate food price 0.732 0.734 1.000
Discount degree of price 0.727 0.820 0.799 0.733 0.069 5.231 0.000
Price Easy payment condition 0.798 0.713 ’ 0.710 0.054 10.01 0.000
Various discount policy and method 0.742 0.724 0.642 0.061 5.247 0.000
x2:12.312, p=0.194>0.05, GFI=0.991, AGFI=0.981, PGFI=0.880, NFI=0.903, RMR=0.033
Easiness of traffic 0.803 0.831 1.000
Degree of environment's view 0.822 0.822 0771 0.722 0.070 4.011 0.000
place Parking service 0.754 0.741 ’ 0.701 0.088 4770 0.000
Atmosphere of restaurant 0.692 0.709 0.647 0.089 5312 0.000

x2:12.330, p=0.195>0.05, GFI=0.980, AGFI=0.972, PGFI=0.870, NFI=0.942, RMR=0.040
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Originality of advertising and PR 0.748 0.744 1.000
Emphasis on brand image 0.799 0.736 0763 0.988 0.001 33.277  0.000
Promotion Reputation about restaurant 0.724 0.791 ’ 0.920 0.001 29.172 0.000
Variety of advertising and PR 0.687 0.715 0.899 0.041 12.341 0.000
¥’=87.231, p=0.000<0.05, GFI=0.933, AGFI=0.921, PGFI=0.911, NFI=0.902, RMR=0.049
Convenience of reservation alteration and cancel  0.731 0.748 1.000
Speediness of complaint treatment 0.778 0.781 0731 0.900 0.069 5.231 0.000
Process  Satisfaction of food offering and service speed  0.659 0.699 ’ 0.665 0.074 9.742 0.000
Management policy of restaurant 0.678 0.645 0.701 0.070 8.420 0.000
¥’=10.120, p=0.187>0.05, GFI=0.933, AGFI=0.921, PGFI=0.904, NFI=0.888, RMR=0.048
Elegance of interior decoration 0.701 0.724 1.000
. Cleanness of restroom 0.728 0.756 0.945 0.044 5.274 0.000
Physical . 0.722
; Confusional degree of restaurant 0.745 0.723 0.824 0.051 4.371 0.019
evidence oy ity and condition of background music 0.731 0.751 0.627 0071 5341  0.023
=11.237, p=0.315>0.05, GFI=0.955, AGFI=0.943, PGFI=0.801, NFI=0.900, RMR=0.048
Ability of complaint treatment 0.807 0.834 1.000
Etiquette and kindness 0.799 0.719 0713 0.991 0.088 10.853 0.000
People  Knowledge about products and service 0.763 0.727 ’ 0.863 0.062 12.015 0.000
External appearance and tidiness 0.751 0.731 0.733 0.072 10.307  0.000

x'=131.523, p=0.000<0.05, GFI=0.932, AGFI=0.917, PGFI=0.904, NFI=0.922, RMR=0.046

Cronbach's ¢=0.741, Kaiser- Meyer-Olkin=0.822
Bartlett 5’=627.351(p=0.000)

Table 3. Exploratory(cronbach's o) and confirmatory factor analysis of risk perception

Exploratory factor analysis Confirmatory factor analysis
. . Rotation .
Risk perception Commodity loading Cronbach's Estimate ~ S.E. CR. p
capacity ¢
1. Contrary to my expectation, menu and 0.822 0.832 1.000
service were not perfect.
2. Because of insufficient quantity, 1 felt 0.821 0.817 0.917 0.048 20.033 0.000
Perfor.mance expensive food's price. 0823
Risk 3. I felt often not to trust menu and service. 0.795 0.801 0.968 0.071 11.850 0.000
4. Menu and actual food were often different. 0.776 0.745 0.861 17.001  13.253 0.000
x’=23.263 p=0.000<0.05, GFI=0.927, AGFI=0.920, PGFI=0.913 NFI=0.904, RMR=0.020
1. Due to lack of personal expenses, I worry 0.777 0.763 1.000
about payment at restaurant.
2. Food's price is generally more expensive 0.758 0.764 0.970 0.049 19.667  0.000
) . than other restaurant.
F1na.nc1al 3. Beverage's price is generally more expensive  0.752 0.748 0.791 0.927 0.053 17.596  0.000
Risk than other restaurant.
4. 1 will control myself to use family 0.747 0.752 0.845 0.045 18.636 0.000
restaurant(money problem).
$'=2.903, p=0.230>0.05, GFI=0.945, AGFI=0.941, PGFI=0.929, NFI=0.933, RMR=0.037
1. Food's service speed is slow. 0.794 0.794 1.000
2. It's long waiting time at this restaurant. 0.782 0.791 0.743 0.963 0.064 19911 0.000
Time Risk 3. Too distant to this restaurant. 0.771 0.783 ’ 0.874 0.052 16.191 0.000
4. Speediness of complaint treatment is slow. 0.749 0.722 0.837 0.045 14.888  0.000

X2=1.894, p=0.388>0.05, GFI=0.971, AGFI=0.969, PGFI=0.920, NFI=0.937, RMR=0.033

Cronbach's =0.801, Kaiser-Meyer-Olkin #5=0.779
Bartlett x’=321.572(p=0.000)

Korean J. Food Cookery Sci. Vol. 26, No. 5 (2010)
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(p=0.230>0.05), AIZH2 91&2] y'= 1.894(p=0.388>0.05)
2 Yehgtth =3 o]E9] GFI, AGFI, NFIZ 19 717
1, RMR< 0.05 °]3t&2 Vet 22d7=x7F AgsA
Eptot.

4, ZF FNEe| Akt

B AFolA 2 ANl dE A, ,
A, TAH, %EVH :Lﬂ, 434 -r]"nq, AAA -, Al
2 o5e] o
o A= Table 49} 2t

o

5. 7Ps(MH|ADIAIE T
Rl= st

TPs(A1H| Z=mHA|

A)&np7h FofHRAUX|of 0|

Yl el e vV

g 1#sE7] ¢85k AMOS H7)1A Y = “o”é“(SEM)
< o83ty BEAMS AT FFH=E st 7t

——H el digk A2 8o = g thgol 7329

< °]&3to Oﬂ?“m‘ < ASsiet HAxE4E
@Al?& Az, SAAGTE g3 2ol Yehyth F 7}
70.212, p:0.000(<0.05)E.E Uehton, r7]|zRax 4=
(GFI) 0.932(>0.9), ZARIA5(AGFI)7} 0.921(>0.9), 7t
8 2 $FA| S5(PGFI) = 0.531(<0.9), EFZFHAIS3(NFI)7} 0.891
(<0.9), PIEZHTAF(NNF)7} 0.897(<0.9), HoA&E
ZHAFZHRMR) ] 0.076(>0.05) 02 YER} BAIA 7} oF
53t @A EAEY FRHAL RYPoEE YA
FUTE. whehA “401 APt s W] AHoE
= Qo] He HESES AT = HHY, AR
o] SHAIE tﬂfc*l?l—t— W, S Ak e o] &3t
= W, Wald HA 5°] UthKline RB 2004). ¥ A

o

XZ—E 23.263(p=0.000<0.05)°.2 YE}FF O} GFI, AGFI, M= Hxo EXAINI} AdFsIA Yol FAHARAGFE o]
Table 4. Correlation Matrix of each factors
Product Price Place  Promotion Process :‘2}(;2:2 People Perf;){lr_rsnkance Flrflfjlsllilal Elr:;
Product 1.000
Price 0.195%* 1.000
Place 0.232%%* 0.127%* 1.000
Promotion 0.171%*%  0.254%*  (0.233** 1.000
Process 0.312%*%  0.144**  0.132*%*  (.257** 1.000
Physical evidence 0.354**  0.417**  0.321*%*  0.266%*  0.345%* 1.000
People 0.171*%%  0.201**  0.233**  0.307**  0.271**  0.677** 1.000
Performance Risk 0.375**  0.517**  0.366%*  0.177**  0.570%*  (0.525%*  0.433** 1.000
Financial Risk 0.498**  0.477**  0.203**  0477**  0.131**  0.652**  (0.508** 0.121** 1.000
Time Risk 0.221%* 0.503** 0.498%* 0.652** 0.601%* 0.228%** 0.502%%* 0.135%* 0.143** 1.000
Al E e 2tsta] 2] A 26 A| 53 (2010)
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Table 5. Suitability reputation about the last path analysis from 7Ps to risk perception

Suitability index The worst model The best model The first model The last model Acceptance degree
x2 p<0.05 p>0.05 70.212(p<0.05) 30.174(p>0.05) support
GFI 0 1(number>0.9) 0.932 0.933 support
AGFI 0 1(number>0.9) 0.921 0.915 support
NFI 0 1(number>0.9) 0.891 0912 support
NNFI 0 1(number>0.9) 0.897 0.914 support
RMR number>0.05 number<0.05 0.076 0.033 support
g3t RS FAsEA AREE w025 e 2 Performance
o HE AERYS] BHL 5% Asks e gk 7

AR 2o AFEE= ) 30.174, p(>0.05)E L}
Ebgtom, 7] 2RI FE(GF) 0.933(>0.9), EAHHEHA|
T(AGFI)7} 0.915(>0.9), TFEZFA“HPGF)E 0.645(<0.9),
EZZTAFNFI)ZF 0.912(>0.9), B FEF2 A S5(NNFI)
7} 0.914(>0.9), A F2ERAlFHRMR)©] 0.033(<0.05)
o8 Yeht F 6719 BAATTE FEskA &A=l A
FHEA o Attty ATEAT. HFTTEEIFY A9
’d 7= Table 5¢F 2o EA4Z47= Fig. 1| ¥ Table
63} o] YEtT

PAASE O3 2k WA 7ps FollA AF 4
Z Qoo AEASGE -0.123, CR.E -2.166(p<0.05) 2
2 EANEo B0 IS FAS 28 FAH 9 Aol BAAR S FAT vhde AIRHA fjdo=w
Ho g9 HZAGT) 0354, CR2 -6.457(p<0.00) = & o] AZAFE -0.069, C.R.S -1.229(p=0.187)Z A= o]

(
T

=

Table 6. Path analysis from 7Ps to risk perception

R;tls:;lt Risk Perception Estimate S.E. CR. p
Performance Risk -0.123 0.037 -2.166 0.038%*
Product Financial Risk -0.354 0.037 -6.457 0.000%**
Time Risk -0.069 0.039 -1.229 0.187
Performance Risk -0.272 0.037 -4.545 0.000%**
Price Financial Risk -0.288 0.037 -4.369 0.000%**
Time Risk -0.184 0.039 -3.327 0.001**
Performance Risk -0.155 0.037 -2.852 0.003%*
place Financial Risk 0.072 0.037 1.227 0.187
Time Risk -0.165 0.039 -3.453 0.000%**
Performance Risk 0.082 0.037 1.431 0.179
Promotion Financial Risk -0.133 0.037 -2.425 0.027*
Time Risk -0.421 0.039 -6.400 0.000%***
Performance Risk -0.264 0.037 -4.688 0.000%**
Process Financial Risk -0.087 0.037 -1.566 0.117
Time Risk -0.294 0.039 -5.501 0.000%**
. Performance Risk -0.166 0.037 -2.812 0.003%*
Physical . . .
evidence Financial Risk -0.191 0.035 -3.432 0.000%**
Time Risk -0.081 0.033 -1.354 0.166
Performance Risk -0.122 0.035 -2.037 0.045%*
People Financial Risk -0.194 0.035 -3.381 0.000%**
Time Risk -0.179 0.038 -3.203 0.000%**

#x4p<0,001, **p<0.01, *p<0.05
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