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A Study on Customer Response for the Hotel & Food Service
Industry by Mood of Background Music

Soo—Hyun Cho!

Division of Service Management, Mokwon Universitﬂ

Abstract

The purpose of this study is the suggestion of tempos and genres to make a effective mood in a hotel and
restaurant. As a result of this study, it was verified which genre and tempo is the most effective at each case
of various restaurant. The result of this study shows that the genres and tempos of background music effect
to a mood of customer, and a satisfaction related to a retun visit and a recommendation. This paper offer
a useful method when a manager want to change a ambience of business place. For example, a manager will
be able to choose a change of background music instead of remodeling requiring much money. At the other
case, a manager will be able to maximize a expression effect of business concept as following the suggestion
of this study. This thesis suggests how a managers can simultaneously achieve a customer's satisfaction and
a financial benefit by selection of music.

Key words: background music, mood, genre, tempo, customer response.
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{Table 1> The experimental design in field

Saturday Sunday Monday Tuesday Wednesday ~ Thursday Friday
First week cs? cM? JEY M 1SV CFY cM?
Second week Js? JEY M cM” cr? Js? cs?
Third week ™M CFY cs? JFY cM? cs? M
Forth week 1sY TR cr?

Y JFR(jazz fast), ¥ IM(jazz medium), ¥ JS(jazz slow), ¥ CF(classic fast), > CM(classic medium), © CS(classic slow).
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<Table 3> Temporal range

Slowly tempo Medium tempo Fast tempo

Below 74 BPM  75~109 BPM  Over 110 BPM
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{Table 2> Musical classification

Genre Measurement

Classical music is the art music produced in, or rooted in, the traditions of Western liturgical and secular

music, encompassing a broad period from roughly the 9th century to present times. The central norms of
Classic this tradition became codified between 1550 and 1900, which is known as the common practice period.

European music is largely distinguished from many other non-European and popular musical forms by its system

of staff notation, in use since about the 16th century.[2] Western staff notation is used by composers to prescribe

to the performer the pitch, speed, meter, individual rhythms and exact execution of a piece of music.

Jazz is a music genre that originated at the beginning of the 20th century in African American communities
Jazz in the Southern United States from a confluence of African and European music traditions. From its early

development until the present, jazz has incorporated music from 19th and 20th century American popular music.
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{Table 4> Intemal consistency verification of mood

Mood factor Internal consistency verification

Familiar 0.8703
Happy 0.8640
Enjoyable 0.8624
Exciting 0.8639
Relaxed 0.8692
Good 0.8659
Glad 0.8618
Likable 0.8634
Positive 0.8643
Delightful 0.8630
Refreshing 0.8626
Heartwarming 0.8653
Arousing 0.8752
Curious 0.8733

Alpha = 0.8775
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{Table 5> Difference analysis of mood on the background music
Properties Division Outlet F-value
Genreltempo JF* M Js° CF* CM° cs'
(124) (124) (118) (159) (131) (94)
Familiar Mean 4.623 4757 4263 4264 3.900 4.100 3.456*
Standard deviation ~ 1.253 1.573 1.433 1.307 1.320 1.532
Tukey HSD IM*—JF*> CM*
Genreltermpo JF M Js¢ CF* M cs'
(63) (54 (61) (72) (61) (54)
Happy Mean 4819 4.828 4298 4.195 3.957 4.075 4.958*
Standard deviation  1.041 1.578 1.164 1.274 1.408 1.639
Tukey HSD JM*— JF* — CF*>CM*
Genroltermpo JF* M Jse CF* CM*° cs'
(63) (54) (61) (72) (61) (54
Enjoyable ~ Mean 4.508 4.528 4.157 4.034 3.842 3.875 3.151*
Standard deviation  1.246 1.471 1.373 1.205 1.325 1.539
Tukey HSD IM*>CM*
Genroftermpo JF* M Js° CF* CM° cs'
(63) (54) (61) (72) (61) (54)
Relaxed Mean 4.885 4771 5.087 4.494 4314 5.050 3.199%
Standard deviation  1.317 1.514 1271 1.346 1.420 1.239
Tukey HSD IS*>CM*
Genreltermpo JF e Js¢ CF* cM* cs'
(63) (54) (61) (72) (61) (54)
Good Mean 4967 4.857 4.965 4.506 3.971 4725 5.542%
Standard deviation  1.303 1.321 1.177 1.382 1413 1.387
Tukey HSD JF*—JS* — IM*>CM*
Gonroltermpo JF* M Js° CF* CM*° cs'
(63) (54 (61) (72) (61) (54
Likable Mean 4574 4.471 4474 4.184 3.814 4325 2.653
Standard deviation  1.147 1.613 1.403 1.281 1.397 1.591
Tukey HSD JF*>CM*
Genroftempo JF* M Jse CF* CM*° cs'
(63) (54) (61) (72) (61) (54
Positive Mean 4754 4.886 4912 4414 4.114 4.625 3.615%
Standard deviation  1.144 1217 1.220 1.300 1.324 1.166
Tukey HSD JS*— JM*>CM*
Genreltempo JF* M Js° CF* CM° cs'
(63) (54) (61) (72) (61) (54
Delightful ~ Mean 4.492 4.500 4.404 4.069 3.886 3.950 2.895
Standard deviation  1.178 1.225 1.412 1.199 1.389 1.518
Tukey HSD -
Genreltermpo JF e Js¢ CF* cMe cs'
(63) (54 (61) (72) (61) (54
Refreshing ~ Mean 4361 4214 4.175 4.023 3.700 3.500 3.219%
Standard deviation ~ 1.239 1.238 1.582 1.171 1.458 1.450
Tukey HSD JF*>CS*

D %p<0.05.
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{Table 6> Regression analysis of customer response on mood by background music

Standardization Standardization Standardization
Factor regression t-value regression t-value regression t-value
coefficient coefficient coefficient
(constant) 13.336%* 13.873* 13.363*
Familiar —0.017 —0.373 —0.041 —0.868 —0.046 —0.981
Happy 0.087 1.374 0.073 1.117 0.207 3.204*
Enjoyable 0.038 0.595 0.064 0.981 —0.036 —0.559
Exciting —0.042 —0.811 0.023 0.426 0.018 0.333
Relaxed 0.075 1.522 0.033 0.640 0.041 0.814
Good 0.120 2.092* 0.073 1.222 0.068 1.150
Glad 0.054 0.972 —0.081 —1.411 —0.016 —0.276
Likable 0.101 1.896 0.108 1.965 0.072 1.308
Positive 0.075 1.273 0.149 2.462* 0.134 2.222%
Delightful —0.143 —2.436* —0.057 —0.951 —0.047 —0.781
Refreshing 0.153 2.631* 0.108 1.800 0.077 1.288
Heartwarming 0.132 2.910* 0.114 2.430* 0.098 2.098*
Arousing —0.155 —4.328* —0.209 —5.645* —0.188 —5.122%
Curious 0.037 1.005 0.072 1.908 0.077 2.053*
adj R® = 0.284, adj B = 0.237, adj R® = 0.245,
F = 22232% F = 17.658* F = 18.376*
D-W = 1912 D-W = 1.842 D-W = 1.865

DePendent Satisfaction Revisit Recommendation
variable

D #p<0.05.
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