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The Effects of Selection Attributes on Customer Satisfaction
The Case of Korean-themed Restaurants in Shenyang, China -

Feng Liu, Dong-Jin Kim'
School of Food Science & Food Service Industry, Yeungnam Unl'veml't);H

Abstract

In recent years, a number of Korean-themed restaurants have opened in China. It is necessary to know
present situation in China and attract Chinese people so that restaurant managers can cany out marketing
communication strategies to make the restaurants result in a stronger position in China. The primary objective
of this research is to explore the important selection attributes when choosing a Korean-themed restaurant to
dine out and to identify which attributes are critical in influencing customers’ overall satisfaction. The target
sample was Chinese who had visited a Korean-themed restaurant in Shenyang, China. The results of this study
stated that the importance of the selection attributes varied with consumer’s age, marital status, education,
occupation, and the average monthly family income. Meanwhile, the satisfaction of the selection attributes varied
by consumer’s age, marital status, occupation, and the average monthly family income. Regression analyses
demonstrated that both 'value and service' and 'food' importance factors had direct and positive impacts on
the level of customers’ overall satisfaction. Furthermore, ‘food and price' and 'atmosphere and service' satisfaction
factors have positive impacts on customers’ overall satisfaction with the restaurant. Marketing implications
for restaurateurs along with suggestions for future research were provided in this research.

Key words: Chinese, Korean-themed restaurant, restaurant selection attribute, customer satisfaction.
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<Fig. 1> Conceptual model.

AFME U E7E 102 30ef 2
X

=
rO
-
of
)

91;

2

S40) uhe} 94 o 2EY
ches b Aold
ol ket @4 @ 22

PN
)
1B
oX
1o
of\
% fo
X HTOJ
Ir n rr

S
i
B
o

(o]

o
I

v
[t
X
iv
o
W
Y
o

o Mg

&
. T
k)
:
nd
1o

ol
i ol
=)

Q ro g
O:
Lo
tlo 2,
ﬂ?{
ir
N

I ORI )
L o2,
i

o g
o2
oot

2. 2AM9i
B A1E 95 1= A2 EA) T2 72 SPSS

A 2] = 8- (reliability analys1s), t—testgr %’{}v}ft@'
(one-way ANOVA), Kruskal-Wallis -4, Th%-3]7]
X(multiple regressions)< H3Jsle] AAISISI T,

Od? =24 %_Hé < $l8l AEAH
B Y A8 AFE nEslk eﬂéé‘%
el 24 F ool TS = £41(2004) 5,
=z

= A
T2 Soriano(2002) 5, HAEH ol & YH=

Zgo] 1A wrEwo] Xl g 27

Auty(1992) oA =& £42 o] &35t A&
A& ?‘*40},\310”1 AaEg dY &4 Fa
Lo vEL 74 2028, HAE 78 HEE 53
SHA AL, ;ﬁ‘?_@% I RS A gAEY HE
£ o] &3l 1o ® SAsIiT o8 AH 67
G} JAFBATE 54 6w HEH T} A
GHEE o]&3tth

4. ZAICHA & D124

2 AT BHEE T 3] HaERS o
| A3l A= F= ¢4 aHRelH 59,
2 ATE $13) F=F(mainstream) THAES

r{r ml
L _I[m to
ol

F-o] ooz stgih ol B Aol A]

Aol 928 34 PAEY 71eH HA S 7
FOR FRIL 2 5RE AYste] A8E FHS
At A8 FPe TR AEA ] 2AH 719

she 271715 WS ol 88kt o, AqAIZt
(18:00~21:00)°ll A7 gt &2 B ~EZA= 2
Uos oA d7548 7heks] A4
oF F olafEA] e FES

o T B2 A gl il

il
M
>
m1ru
e

(7
o oo R X

1o

o

P‘L

o

re
1
s
=
rlr "

ZAF Y80l EJHE ofn] AEA|
2 HaERe] Fo A uAe o
© 2 2007 12€ 4YeA 129 18L7}A] 204
PO% AR AL AAIG & RS Bt
sted 20084 29 4oA] 29 18U7IA]
Sk ZALES AABISIT 43459
1.0, 27171928 ARS8 4205496.8%)

Tt 1 SollA BAAAS SH 2255

»
ox,
ol
E

Ol

jus)
==

o i o>

kd
4> m

)
N
off

AEAE

Hd
oft

v 3

2
M

A elR 398591.7%)E Tl o]&stsith
V. &S 2

1. AL CHAMRIC] EEEOI Algt

2 Aol E 1AL (Table 1D 2Tk Y
2 FAd0] 2107(52.8%), ©1/d°] 1887 (47.2%) L
2 ] Sk AR ol wheba] 25~3447}



28 g222]83)2] A 168 Al 13(2010)

1427 (35.7%) 2.2 71 ol B2 A, 254
o|3t7} 10978(27.4%), 4541 ©]7do] 937(23.3%),
35~44A17} 547(13.6%)%1 AO= AT 2
T ARZE 7)1EZAT} 2219(55.5%) 08 nlEx}
17779(44.5%) 2.0} 2ol % iz 434
st 24 o]2do] 19078 (47.7%), Lsstu &

o] 9778(24.4%), 3\AA| W} ZHo] 739 (18.3%),
St 22 o|8}7} 387(9.5%) -2 UEhsit) 2
& o] 1399 (34.9%) & 7 ki, AFE
oju} Fujglo] 917(22.9%), AE 2 T o]
6075(15.1%), 20 307(7.5%), B0l 297(7.3%),
ARG AAL 2878(7.0%), 7TEF 2178(5.3%) =02 LFERS,

2@ oy

{Table 1> Demographic profile of the respondents

Item n(%)
Male 210( 52.8)
Gender
Female 188( 47.2)
Under 25 109( 27.4)
25~34 142( 35.7)
Age
35~44 54( 13.6)
Above 45 93( 23.3)
Marital Single 177( 44.5)
status Married 221( 55.5)
Intermediate school or less  38( 9.5)
. High school 97( 24.4)
Education
3 years of college 73( 18.3)
4 years of college or above 190( 47.7)
Student 139( 34.9)
Management/executive 60( 15.1)
Professional 30( 7.5)
Occupation  Government 29( 7.3)
Self-employed/owner 28( 7.0)
Clerical/sales 91( 22.9)
Others 21( 5.3)
2,000 or less 65( 16.3)
Monthly 5 601 ~3,000 105( 26.4)
famil;
Ay 3,001~4,000 82( 20.6)
income
Gt won) 4,001~5,000 95( 23.9)
Above 5,000 S51( 12.8)
Total 398(100.0)

o} 9 7HAIASE 2,001 ~3,0007C0] 1057(26.4%),
4,001~5,0007c°] 95%(23.9%), 3,001~4,0007C°]
827(20.6%), 2,0007C |37} 6578(16.4%), 5,0007C
Z227} 51%(12.8%)8 Aoz ZARE AT
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] Bl e o] YA 542 (Table 2)
o} 2t I3t o] & S @ 2ol 1¥e] 208

{Table 2> Respondents’ dining behavior in Korean-
themed restaurants

Item n(%)
Rarely 53( 13.3)
Frequency Once E.i month 208( 52.3)
2~3 times a month 102( 25.6)
4 times or more a month 35( 8.8)
For eating 149( 37.4)
A place to meet someone 156( 39.2)
Occasion Family outing 56( 14.1)
For celebration 18( 4.5)
Others 19( 4.8)
Less than 50 92( 23.1)
Average 50~99 204( 51.3)
personal
spending(7%) 100~149 65( 16.3)
150 or above 37( 9.3)
Family 132( 33.2)
) Lover 62( 15.6)
Eating Friend 169( 42.5)
companion
Colleague 30( 7.5)
Others 5( 1.3)
In person 211( 53.0)
Lover 42( 10.6)
Decider Children 49( 12.3)
Friend 78( 19.6)
Others 18( 4.5)
Weekday lunch 30( 7.5)
Weekday dinner 102( 25.6)
Visit time Weekend lunch 104( 26.1)
Weekend dinner 146( 36.7)
Others 16( 4.0)

Total 398(100.0)
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16978(42.5%), 71501 13278(33.2%), 0] 62 A& F=E317] SJ8A FAAEEA S A,
(15.6%), 217 T57} 30%(7.5%), 71} 598(1.3%) 22342 (varimax rotation)< ©|83}4t} &
o] o2 Yepth 3H] glaEd o] & Al oA <l FEIH O oA 1] (eigen value)7t 1.0

{Table 3> Factor analysis of restaurant selection attributes

Factors Items 1221:?: Ei;izen Vfrjan(;:e(y C;l;?lillsgg ) Cronbach’s
g value explained % explained % @
Reputation 0.762
Advertising 0.748
Location 0.748
Hour 0.728
Environment & - Experience 0.709 5275 27.762 27.762 0.904
society Appearance 0.694
Interior 0.692
Image 0.624
Facilities 0.567
Atmosphere 0.507
Value 0.800
Friendliness 0.786
Value & service  Cleanliness 0.732 3.686 19.399 47.161 0.867
Speed 0.700
Price 0.648
Taste 0.784
Food quality 0.773
Food 2.453 12.909 60.070 0.746
Quantity 0.738
Variety of menu 0.617

! Kaiser-Meyer-Olkin (KMO)=0.900, * Bartlett’s test of sphericity= 4,107(p<0.000).
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{Table 4> Factor analysis of restaurant satisfaction attributes

Factors Ttems Fact.0r Eigen Var.iance Cj;:jz::e Cronbach’s
loading value explained % explained % a

Advertising 0.752

Appearance 0.747

Location 0.700
Environment & - Reputation 0.0%8 4.925 26,471 26,471 0.904
society Experience 0.693

Interior 0.660

Hour 0.656

Facilities 0.616

Taste 0.819

Quantity 0.814
Food & price Food quality 0.809 3.269 17.572 44.043 0.867

Variety of menu 0.706

Price 0.505

Friendliness 0.682

Speed 0.673
Atmosphere & - Cleanliness 0.623 3244 17435 61.478 0.746
service Value 0.623

Image 0.538

Atmosphere 0.531
" Kaiser-Meyer-Olkin (KMO)=0.878, * Bartlett’s test of sphericity=3.812(p<0.000).
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{Table 5> Comparison of the restaurant selection factors among the respondents (n=398)
lem Environment & society Value & service Food
Mean(SD) F/H Mean(SD) F/H Mean(SD) F/H
Gender
Male(n=210) 4.27(1.12) 5.24(1.23) 5.76(0.85)
Female(n=188) 4.22(1.11) 0.04 5.15(1.25) 5.87(0.72) 0.8
Marital status
Single(n=177) 4.05(1.02) 4.75(1.15) 5.75(0.58)
Married(n=221) 4.41(1.16) S.08% 5.56(1.19) S 5.86(0.92) 18
Age
Under 25(n=109) 4.58°(1.15) 5.69°(1.00) 5.92°(0.98)
25~34(n=142) 4.33°(1.21) 5.59°(1.27) 5.90°(0.83)
. 37.74%%% . 99.16%** o 38.30%*
35~44(n=54) 4.40°(1.11) 4.91°(1.14) 5.80™(0.56)
Above 44(n=93) 3.66'(0.67) 4.20(0.79) 5.54'(0.51)
Education
Intermediate school or less(n=38)  4.54°(1.21) 5.50(1.25) 5.95°(0.76)
High school(n=97) 4.432(1.12) - 5.07(1.29) 125 5.995(0.64) -
3 years of college(n=73) 4.46°(1.03) 5.13(1.10) 5.78°(0.66)
4 years of college or above(n=190) 4.00°(1.08) 5.24(1.26) 5.72°(0.89)
Occupation
Student(n=139) 4.24"(1.06) 547°(1.22) 5.80°(0.81)
Management/executive(n=60) 3.96'(1.15) 4.81°(1.18) 5.74™(0.85)
Professional(n=30) 3.97°(0.99) 4.72"(1.08) 5.69°(0.49)
Government(n=29) 3.91%(0.88) 1.36%* 437(1.01) 6.15%** 5.69%(0.52) 2.87%*
Self-employed/owner(n=28) 4.41°(1.02) 5.14™(1.21) 5.63%(1.14)
Clerical/sales(n=91) 4.55°(1.19) 5.40°(1.23) 5.98°(0.70)
Others(n=21) 4.42™(1.22) 5.38°(1.01) 5.76™(0.67)
Average monthly family income (JT)
2,000 or less(n=65) 4.59°(1.11) 5.69°(0.95) 5.86(0.84)
2,001 ~3,000(n=105) 4.07°(0.99) 5.06"(1.28) 5.78(0.77)
3,001 ~4,000(n=82) 421%1.04)  2.82% 507°(1.25)  4.94%  581(0.62)  0.19
4,001~5,000(n=95) 4.15%(1.22) 497'(1.14) 5.79(0.91)
Above 5,000(n=51) 4.42™(1.08) 5.51°%(1.20) 5.66(0.72)

" SD=Standard deviation, ? Scale (1~7): 1=Least important, 7=Most important, 3 *p<0.05,
9 ¢>b>a: Duncan's multiple range test.
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{Table 6> Comparison of the restaurant satisfaction factors among the respondents

W] 0]

3%

33

fr

(n=398)

Environment & society Food & price Atmosphere & service
Mean(SD)  F/H Mean(SD)  F/H Mean(SD) F/H
Gender
Male(n=210) 4.18(1.04) 5.28(0.94) 0.10 4.71(1.03) o.14
Female(n=188) 4.03(1.01) 5.34(0.90) 4.57(1.03)
Marital status
Single(n=177 3.87(0.85) 5.36(0.74) 4.38(0.87)
Maiied(nzzz)l) 431(1.11) 19847 5.27(1.05) 8.70% 4.85(1.11) 1491
Age
Under 25(n=109) 4.52°(1.11) 5.37°(1.08) 5.12°(1.09)
25~34(n=142) 4.07°(1.08) 5.10%(1.06) 4.63°(1.03)
. 36.45%% . 10.41% R 48,73
35~44(n=54) 4.18°(0.91) 5.52°(0.68) 4.57°(0.94)
Above 44(n=93) 3.67°(0.71) 5.44°(0.50) 4.15°(0.80)
Education
Intermediate school or less(n=38) 4.36(0.97) 5.37(1.12) 4.75(1.15)
High school(n=97) 4.05(0.96) 5.39(0.84) 4.58(1.09)
3 years of college(n=73) 4.25(0.98) 158 5.49(0.70) 24l 4.75(0.92) 039
4 years of college or above(n=190) 4.05(1.08) 5.19(0.99) 4.61(1.03)
Occupation
Student(n=139) 4.27°(1.13) 5.31(0.98) 4.83°(0.92)
Management/executive(n=60) 3.85%0.99) 5.39(0.86) 4.503b(0.74)
Professional(n=30) 3.92'(0.73) 5.30(0.81) 4.42°(0.72)
Government(n=29) 3.78%(0.75) 12.73%* 5.39(0.68) 1.04 426(1.04) 13.81%*
Self-employed/owner(n=28) 4.09°(0.88) 5.11(1.28) 4.49°°(1.03)
Clerical/sales(n=91) 4.20™(1.02) 5.30(0.86) 4.69°(1.19)
Others(n=21) 4.27°(1.01) 5.29(1.02) 4.66(1.06)
Average monthly family income (JT)
2,000 or less(n=65) 4.52°(1.22) 5.28(0.81) 4.88%(0.83)
2,001-3,000(n=105) 3.86(0.95) 5.35(0.87) 4.53'(1.03)
3,001-4,000(n=82) 3.92°(0.99)  20.71***  5.31(0.90) 1.18 4.54°(0.97) 7.22%
4,001-5,000(n=95) 4.06°(1.05) 5.37(0.99) 4.54'(1.02)
Above 5,000(n=51) 4.54°(0.91) 5.15(0.94) 4.94°(1.01)

" SD=Standard deviation, ” Scale (1~7): 1=Very dissatisfied, 7=Very satisfied, > *p<0.05, **p<0.01, ***p<0.001,

9 ¢>b>a: Duncan's multiple range test.
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{Table 7> The effect of restaurant selection factors on overall satisfaction

Dependent variable  Independent variable B SE B t-value
(Constant) 1.956 0.333 5.879%%*
Customer Environment & society -0.015 0.051 -0.018 -0.293
satisfaction Value & service 0.220 0.048 0.290 4.596%**
Food 0.138 0.065 0.116 2.133*
D R=0.122, ¥ Adjusted R*=0.115, ¥ F=18.193%** ¥ #p<0.05, **%p<0.001.
{Table 8> The effect of restaurant satisfaction factors on overall satisfaction
Dependent variable  Independent variable B SE B t-value
(Constant) -0.97 0.224 -0.433
Customer Environment & society 0.046 0.045 0.050 1.019
satisfaction Food & price 0.416 0.049 0.459 8.569%**
Atmosphere & service 0.341 0.041 0.335 8.371%**

D R?=0.488, ¥ Adjusted R*=0.484, ¥ F=125.317%** *#%p<0.001.
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