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Abstract

This study examined the different meal duration expectations and dining characteristics of customers each stage of service
(order, cook, check), and investigated the impact of perceived meal duration on customers' satisfaction. The procedures con-
sisted of four phases. During the first phase, the different meal duration expectations and dining characteristics of customers
of an Italian restaurant in Seoul were examined by survey at each stage of service. The second phase investigated the impact
of perceived meal duration on customer’ satisfaction. The third phase compared perceived meal duration and actual meal du-
ration. The last phase suggested appropriate meal duration for maximization of customer' satisfaction. We also examined the
effects of meal time (lunch or dinner) on meal duration preferences. Customer satisfaction was decreased with longer perceived
meal duration for the order and check stages and too short perceived meal duration for the cook stage. To determine appro-
priate meal duration for each service stage, the relationship between perceived and actual meal durations was examined. This
study confirms that customers dining at restaurants preferred a longer cook time and that a shorter meal duration at dinner

decreased satisfaction ratings more when compared to lunch.

Key words : Service stages, meal duration, customers' dining characters, customer satisfaction, Italian restaurant.
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Table 2. Differences in aspects of expected meal duration based on gender and meal period
Gender Meal period
Service stages
Male Female t-value Lunch Dinner t-value

Order 4.68+2.41 5.3143.33 —-1.232 4334259 5.48+3.28 ~2.356"
Cook 11.68+4.71 13.08+4.85 -1.780 10.98+4.29 13.42:4.89 —3295"
Check 3.22+2.35 3.20+1.95 -0.067 2.81£2.10 3.36+2.02 -1.726

U Mean+S.D.(min).
27 p<0.01.

Table 3. Differences in aspects of expected meal duration based on age, dinning occasion, companion, visiting frequency

and party size
Age(yr) ~19 20~29 30~39 40~49 50~ F Sig.
Order 7.50+3.53 5.2543.16 4.58+2.70 5.70+4.59 7.1743.18 1.513 0.200
Cook 15.00+7.07 13.07+4.82 11.73+4.71 13.50+5.79 13.67+4.54 1.018 0.399
Check 3.00+2.82 3.26£2.20 3.10+1.80 3.00+1.88 3.50+1.76 0.118 0.976
Dining occasion Social Regular meal Celebration Business Other F Sig.
Order 5.3743.26 5.23£3.30 4.53+2.22 5.00+3.55 3.504£2.12 0.529 0.715
Cook 13.26+4.57 12.58+5.12 12.20+4.95 9.50:1.00 15.00+0.00 0.882 0.476
Check 3.37£1.94 3.1441.79 2.90+2.02 5.00+6.68 1.00+0.00 1.667 0.159
Dining companion Friends Business other  Significant other Family Other F Sig.
Order 6.09+3.11 5.30+3.78 52242.65 4.51£2.36 5.3342.58 1.169 0.326
Cook 13.61+£5.29 12.82+4.76 13.5144.94 11.60+4.54 14.17+5.84 1.358 0.250
Check 3.26+1.48 3.06+1.71 3.434£2.18 3.3342.59 2.17+1.60 0.645 0.631
Visiting frequency 1~/wk 2~3/mon 1/mon 6~11/yr 1~5/yr F Sig.
Order 3.50+1.91 4.54+2 .44 5.1043.25 5.67£3.73 5.2442.97 0.763 0.551
Cook 12.50+6.45 11.46+3.45 12.62:4.87 13.36+5.62 12.95+4.77 0.609 0.657
Check 2.00+2.00 2.46+1.61 3.48+2.02 3.14x1.47 3.3142.38 1.480 3210
Party size(n) 1~2 3~4 5~6 7~8 9~ F Sig.
Order 5.03+3.09 5.24+3.25 5.1443.03 6.50+3.37 3.00+0.00 0.752 0.558
Cook 12.89+5.06 12.74+4.74 12.5043.25 12.50+4.85 6.50+4.95 0.867 0.485
Check 3.06+1.83 327+1.83 2.79+1.84 5.30+4.27 1.50+0.70 3.400 0.010
Y MeantS.D.(min).
27 p<0.01.
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Table 4. Regression analysis for perceived meal duration and customers’ satisfaction according to lunch and dinner

Coefficients
DV v Unstandardized Standardized t F R
B SE Beta

Order ~0.029 0.720 ~0.054 ~0.400 0.160 0.003

Lunch  Cook ~0.097 0.040 ~0.312 ~2439 5.950" 0.098

Customers' Check ~0.091 0.107 ~0.115 ~0.855 0.732 0.013
satisfaction Order ~0.089 0.016 —0.413 ~5.416 29.334" 0.170
Dimner  Cook ~0.040 0.023 ~0.145 ~1.753 3.072 0.021

Check ~0.130 0.076 ~0.141 ~1.707 2915 0.020

D DV(dependent variable), IV(independent variable).
D7 p<0.05, 7 p<0.0l.

Table 5. Differences in aspects of perceived-actual meal

duration
Service stages Mean+S.D.(min) t-value
Perceived 6.41£6.06
Order 1.808
Actual 5.46+6.11
Perceived 14.26+4.96
Cook 1.821
Actual 13.38+6.05
Perceived 2.55+1.81 o
Check 6.327
Actual 1.48+2.10
™ p<0.01.

4%, 2 dAllA oF 8~

1
W AEgon, Ao 739—% Z2E WAl of 53 ofy)

g2 gAE < 12~138 A
Ak upebr, me] A B

er
™
fr
12
o
P

GAE Myl ) AR o]9} ol ity

& o= Y= 2§49 # gedet Yo

71 st

%JJr 3t

8, 9%) 2L A4 5
, BHE 14yl upet A
78 0]

EA] (/\1 /\}

meal dura-

A& B8k, o] Q1A% meal dura-
of] vlRjE= JRe AEsth T A4 A
o] 240] 122 meal duration} ¥} w o

24 Z—q,@iﬂ“ al duration®] 7|52 AAlSaA} &L

O}V\i @@EE} Xﬁﬂ d) 71N meal duration®] FH o g
o ZA vEsith

2. AAL A1zl okl ;7o) Q1% 8k meal durationS 7
Azt Aol A9 BT FEH AL Bl A = AlZte] &g
FE a4 $EE7E A JEgen, 'Lﬂ TAHE 01@@
A i

3 Ao~ AT SAM . 2] A A A &
ARe] Aol . Agle] e A BAR felAe) o]
s e FelHe Aol 2 YA

& U =ERe] u2 dAR Sed Al &
%} P

4. Z2AF i HlaEZe] B3 meal durationd 71‘5"‘\:19]
g FE AL o 3~48, e SATE 8~ 1E, AN
A7E ok 2% olelH, A9 FF dAlE oF 4~ 5"?‘ 3‘—?4
YAE F 2~13%, A 9AE o 48 FxR) Bo] uig
At ks leh

HaERolA o] HARE dte AlRE7E AAIQ1A] A
welxjol upgl 178o] 7|t)St= meal durationo] THE®, 1
He Aol 2Ate o F o A{ER MHAE 7HdnE
)19 o 4 o?oip}, tt:q]: B ] delttolrd dﬂﬂéﬁ*%l"i
U w2 el ae 2 S M) 3 k] it
S v 5 slen, O] z2] dAdllA o] mHo] QIx| g
meal durationo] VI F oW mdo] Bii&sl= Aoz y
BT mebd Y AEH FFAES 2 7IE aEd A

Bl A2 DA BA 3 meal durationo] $3E & UEE



480 Zzvig - 4

Ml ZaAx gl QY B Fo 3 2839 98
< THao T AR AtrHC

sl

Ho

Antonides G, Verboef PC (2002) Consumer perception and
evaluation of waiting time: A field experiment. J Consumer
Psychology 12: 193-202.

Bhatia P (2002) Hurry up and eat. Wall Street Journal June
21, p.WL.

Cho MH, Lee KH (2009) Measuring expected meal duration
for restaurant revenue management. J East4sian Soc Die-
tary Life 19: 278-286.

Chong YK, Moon MW, Oh JE (2006) Impact of customer
perception of waiting time on customer service satisfaction
and intention to leave on restaurant service encounters. J
Tourism Sciences 4: 317-338.

Clemmer EC, Schnieder NJ (1989) Toward understanding and
controlling customer dissatisfaction with waiting, Cambridge,
MA: Marketing Science Institute.

Davis MM, Maggard MJ (1994) Zero waiting times: A model
for designing fast and efficient service delivery systems, In
Advances in services marketing and management-Research
and practice, ed. TA. Swartz DE. Bowen and SW Brown.
Greenwich, CT: JAI

Dubé-Rioux L, Schmitt BH, Leclerc F (1989) Consumer' reac-
tions to waiting: When delays affect the perception of ser-
vice quality. Advances in Consumer Research 16: 59-63.

Homik J (1984) Subjective vs objective time measure: A note
on the perception of time in consumer behavior. J Con-
sumer Research 11: 614-618.

Hui MK, Tse DK (1996) What to tell consumers in waits of
different lengths: An integrative model of service evalua-
tion. J Marketing 60: 81-90.

Hwang, JH, Lambert CU (2005) Customers' identification of
acceptable waiting times in a multi-stages restaurant sys-
tem. J Foodservice Business Research §: 3-16.

Jones P, Dent M (1994) Improving service: Managing res-
ponse time in hospitality operations. Inf J Operations and
Production Management 14: 52-58.

Kimes SE, Thompson GM (2004) Restaurant revenue manage-
ment at Chevys: determining the best table mix. Decision
Science 35: 371-392.

Kimes SE, Wirtz J, Noone BM (2002) How long should din-

ner take? Measuring expected meal duration for restaurant

Hotrlo} BAEIEREEE

revenue management. J Revenue & Pricing Management 1.
220-233.

Leclerc F, Schmitt BH, Dubé-Rioux L (1995) Waiting time
and decision making: Is time like money?. J Consumer
Research 22: 110-119.

Maister DH (1985) The psychology of waiting lines, in the
service encounter: Managing employee/customer interac-
tion in service business. Jone Czepiel, Michael Solomon,
and Carol Suprenant, eds, Lexington Book, pp 113-123.

Muller CC (1999) A simple measure of restaurant efficiency.
HRA Quarterly 40: 31-37.

Nam WIJ, Choi KH (2006) The effect of perceived waiting
time of family restaurant on customers’ emotional response
and service evaluation. J Korean Academic of Business
Administration 19: 2093-2116.

Noone BM, Kimes SE, Mattila AS, Wirtz J (2007) The effect
of meal pace on customer satisfaction. HRA Quarterly 48:
231-245.

Osuna EE (1985) The psychological cost of waiting. J Ma-
thmatical Psychology 29:82-105.

Park YS (1999) The effect of perceived waiting time and
service time on service evaluation. J Korean Consumption
Culture 2: 109-133.

Park YS (2000) The effect of waiting time on service evalua-
tion. J Korean Marketing Assoc 15: 1-25.

Pruyn A, Smidts A (1998) Effects of waiting on the satis-
faction with the service: Beyond objective time measure-
ment. Int J Research in Marketing 15: 321-334.

Sheu C, Babbar S (1996) A managerial assessment of the wai-
ting-time performance for alternative service process de-
signs. Omega-The Int J Management Science 24: 689-703.

Sill BT (1991) Capacity management: Making your service
delivery more productive. HRA Quarterly 42: T1-87.

Sill BT, Decker R (1999) Applying capacity-management-science:
The case of Brown restaurant. HRA Quarterly 40: 20-30.

Szuchman P, Tesoriero W (2004) Hurry up and putt-with iron
hand golf marshals get rough on slow duffers: Mr. Blan-
co's marching order. Wall Street Journal, April 9, W1.

Taylor S (1994) Waiting for service: The relationship between
delays and evaluations of service. J Marketing 58: 56-69.

A F 20108 29 8Y
HAE5: 20108 53¢ 3¢
A = 20108 68 2¢



