TR A8 H 2 PP X 25(2): 189-197, 2010
KOREAN J, FOOD CULTURE 25(2): 189-197, 2010

A2 Eato] Aqu|A 2o
N7HO] MH|AZZ I 7} O

A'¥ Meal duration©]
DATZ 0)H =

The Effects of Meal duration on Customers’ Evaluation of Service Quality and
Satisfaction according to Service Stages of Restaurant
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Abstract

This study, which took place in an ltalian restaurant in Seoul, investigated the impact of meal duration on the evaluation
of satisfaction and service quality, according to the service stages (order, cook, check) of a restaurant. Research procedures
included two phases: during the first phase, data on expected-perceived meal duration, and service quality and satisfaction
were collected by surveys, which were distributed at the restaurant. The second phase investigated the relationships among
meal duration, customers’ satisfaction, and service quality. T-tests and regression analyses were used to examine
relationships between these variables. Results indicate that both failing to meet customers’ expected meal duration, as well
as the perceived meal duration could negatively impact the satisfaction and evaluation of service quality. The study
confirmed that meal duration is indeed related to the responsiveness aspect of service quality. The important aspect of meal
duration management is to improve service quality and satisfaction, which can lead to a restaurant’s success. Therefore,
understanding the relationships among meal duration, satisfaction, and service quality is a part of a good foundation for

effective meal duration management.
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2 o2t weteow, Agt= 2007t 1247 (61.4%), 30Th
7} 6078 (29.7%), 407} 109 (5%), 507} 47 (2%), 60
off o)l 2 (1%) 22 el 170l 20~30t)2] F-&
Zoldrt.

Hu ofy
S
S
Nt
ol
o

O|RIL, QAEAL F2 EAN93, 46%), LAFA A4}

4 Z]
(739, 36.1%), EE3 7| 9L (309, 14.9%)°|%loH, 1
Q= W2 HlES UEH gk AAFE wjo] FRERI X
2797, 39.1%), AAEE(GTY. 28.9%). 101377
18.3%), 7}=(239, 11.4%)] <02 Upepgtt,
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74]5 1232 44%, 7%] ‘%741% 3E 1222 A} &)
A2 el AAE sHEA 7o) AAIFE HtARE
A

AAAZ)= Aol 577 (28.2%), Aol 14578 (71.8%) = FEHe 62 25%, REHAE 14 162, ALEA
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<Table 1> Demographic and dining characteristics of respondents 3t AJ7ro] Z|tigt AR AgloH | AAld A= 7o) <l
Characteristic N % A7k Algto] 71t AJ7to] B B2 Ao® RAMEUTH ®
Cend Male 50 248 ok, 31Zjo] ZIdet ARkt QAR Bt ARt ApolHS A
T Femdle 152 752 B B felHoR Aol gl AoR Lehdth,
~-19 2 1.0
Demographic Do o 3. MHlA B3 ZH=ol MElE HE
Age (yr) 40-49 10 5.0 G aEgto] oigt A AEZ H71E 918 SERVQUAL 22
50-59 420 gefon dEzAfele] QRAe ANG ATt ool g
60 210 o1 101981 Al FUO 1A AEow BHA
Malperiod — porch T 282 e 93 a%0l9lon 7t aolEe] AHHS BAe
Social 9 46.0 Ak (Table 33 2SIt
n Regular meal 73 36.1 ] o ]
Dining Celebration 30 14.9 <Table 3> Factor analysis and reliability analysis for respondents
Dini occaston Business 4 2.0 of restaurant survey on service quality
- Other 2 1.0 : ,
Service Number of Cronbach’s N
Friend(s) 79 39.1 quality Items Alpha
Dining Bus.iness other 57 282 Responsiveness 4 0.920 202
companion Slgnlﬁcath other 37 18.3 Tangibility 5 0.891 202
Family 23 114 Empathy 3 0.780 202
Other 6 3.0 Assurance 5 0.694 202
Total 202 100.0 Reliability 4 0.734 202
<Table 2> Customers' expected-perceived meal duration according to service stages
Service stages Mean+SD t Sig.
Expected 5 min 09 sec+3 min 08 sec N
Order Perceived 6 min 25 sec+6 min 04 sec 2447 0.015
Expected 12 min 44 sec+4 min 51 sec -
Cookk Perceived 14 min 16 sec+4 min 58 sec -2.672 0.008
Expected 3 min 12 sec+2 min 04 sec o
Check Perceived 2 min 33 sect] min 49 sec 3.407 0.001

*p<0.05, **p<0.01
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<Table 4> Differences in aspects of service quality based on ‘the expected-perceived’ discrepancy for restaurant customers

Discrepancy
Service Order stage Cook stage Check stage
quality py N2 i P N | P N o
(n=64)  (n=138)  TVaue (n=75)  (n=127)  ©Vaue (n=80)  (n=122)  ©vaue
Responsiveness 5.05 4.85 1.206 5.16 4.78 2.400* 5.04 4.84 1.266
Tangibility 5.57 5.52 0.231 5.55 5.52 0.182 5.64 5.47 0.999
Empathy 432 428 0.229 450 418 1.822 436 425 0.599
Assurance 4.86 4.81 0.322 4.93 4.80 0.765 4.94 4.79 0.847
Reliability 5.75 5.55 1.035 5.66 5.58 0.419 5.73 5.54 1.066
YP (Positive), 2N (Negative)
*p<0.05
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<Table 5> Differences in aspects of customers’ satisfaction based
on ‘the expected-perceived’ discrepancy

Customers’ satisfaction

Service stage Positive Negative t-value
discrepancy  discrepancy
5.39+1.47 4.58£1.59
Order (n=64) (n=138) 3.437**
5.13+1.46 4.43+1.38
Cook (n=75) (n=127) 3.431**
5.66%1.46 5.20+1.67
Check (n=80) (n=122) 2.051*
*p<0.05, **p<0.01
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<Table 6> Multiple regression analysis for perceived meal duration and service quality

Coefficients
Dependent variable Indegendent Unstandardized Standardized t F R’
variable
B Std. Error Beta
Order -0.165 0.054 -0.211 -3.032**
Responsiveness ~ Cook -0.207 0.065 -0.214 -3.170** 12.726** 0.162
Check -0.124 0.056 -0.150 -2.210*
Order -0.075 0.063 -0.090 -1.188
Tangibility Cook 0.001 0.076 0.000 0.007 0.763 0.011
Check -0.034 0.065 -0.039 -0.523
Servi Order -0.175 0.062 -0.204 -2.822%*
e Empathy Cook -0.149 0.074 -0.140 -2.005* 7.067* 0.097
quatity Check -0.080 0.064 -0.088 -1.252
Order -0.112 0.062 -0.135 -1.805
Assurance Cook -0.040 0.074 -0.039 -0.535 2.428 0.035
Check -0.070 0.064 -0.080 -1.097
Order -0.095 0.062 -0.112 -1.531
Reliability Cook -0.056 0.074 -0.053 -0.750 5.705** 0.080
Check -0.191 0.064 -0.212 -2.982**
*p<0.05, **p<0.01
<Table 7> Multiple regression analysis for service quality and customer's satisfaction
Coefficients
DVY v? Unstandardized Standardized t F R?
B Std. Err Beta
Responsiveness 0.581 0.156 0.452 3.727**
c . service | Tangibility 0.033 0.102 0.028 0.326
N i, Empathy -0.111 0.114 -0.095 -0.973 9.018** 0.187
satistaction Uy Assurance -0.052 0.112 -0.043 -0.466
Reliability 0.096 0.102 0.081 0.943

DV (dependent variable), NV (independent variable)
*5<0.01
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