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Abstract

The purpose of this study is to know the effect of Jeonju bibimbap specialty restaurants’ service quality
on customer satisfaction and revisit intention. The respondents of this study were people who visited one of
bibimbap specialty restaurants in Jeonju. The summary of this study is as follows. First, people tend to visit
a bibimbap specialty restaurant once in two weeks on average. The most popular bibimbap restaurant is
Gajokhoekwan (Family Hall). In addition, the purpose of visiting is usually to have dinner or lunch with
family, and most respondents answered that information about bibimbap is shared with sunmounding people.
Second, it was found that the service reactivity factor and the food factor (among other factors such as
facility, reliability) mostly affect customer satisfaction. Third, for the impact of customer satisfaction on revisit
intention, revisit intention tends to increase as customer satisfaction increases. In that sense, to enhance
customer satisfaction and attract more customers, restaurant operators need to strengthen effort for
improvement of services by recognizing the importance of service quality.
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{Table 1> Characteristics of the respondents
Characteristics Categories Frequency(N) Percentage(%)

Male 59 39.1

Gender Female 92 60.9

Under 20 year 5 33

20~29 years 39 25.8

Age 30~39 years 67 44.4

40~49 years 21 13.9

50 and Over 19 12.6

High school 14 9.3

. Junior college 71 47.0

Educat

ducation University 57 37.7

Graduate school 9 6.0

< 2,000,000 12 7.9

Monthly 2,000,001 ~3,000,000 24 15.9

income 3,000,001 ~4,000,000 48 31.8

(won) 4,000,001 ~5,000,000 44 29.1

> 5,0000,000 23 15.3

Total 151 100.0

T84 HA Aol oshd o] Al e 3. 7ol AT
5962942  FAHoZ  fFosiAl  YElWTh

(p=0.000). 814l thet A= Aqu]Fo] 1) 7H | - B MEHO| MHIAZE2 1
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o, =9 8205 AMHI=REEA 8%, Al a9l 7ha 18 AFA S vyt A MulasE
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1 ojoldl e 10148 FEaAT B437] 915 QAR 24 FIE <Table 353}

{Table 2> The results of the factor analysis on service quality

Alpha if
Factors variable Mean+SD Item Cronbach a Eigenvalues
Deleted
The employees have ability to solve customer
. . ; 3.91+.698 .635
Service  dissatisfaction 641 2622
reactivity Explanation about menu is sufficient 3.85+.809 .709
Attitudes of the employees are good 3.83+.699 754
Transportation is convenient 3.38+.711 738
Facility =~ Parking facilities are convenient to use 3.02+1.013 .656 .569 1.908
The mood of the restaurant is good 3.64+,735 .616
Taste of food is good 3.79+.846 772
Food Quantity of food is sufficient 3.31+.941 730 .632 1.896
Freshness of food is good 3.75+.837 .629
Ingredients of food are produced by organic farming 3.95+.780 172
Reliability Place of origin is indicated 3.95+.758 730 709 1.842
Prices are appropriate for food values 3.71+.780 .629

Standardized item alpha .806

KMO(Kaise-Meyer-Olkin) : 0.675, Bartlett : 592.227 p=0.000

S-point likert scale(1=Strongly disagree, 3=Neutral, 5=Strongly agree)
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{Table 3> Results of satisfaction on service quality

L . . Standardized
Division  Unstandardized Coefficients an ar.1ze )
Variable Coefficients t Sig
B Std. Error Beta
Constant 3.793 .043 88.699 .000
Service reactivity 117 .043 139 2.737 .007**
Facility .057 .043 .067 1.324 187
Food 653 043 772 15.229 000
Reliability .063 .043 -.074 -1.460 .146
R? : 0.625, Adjusted R* : 0.615
Sig: 000" (p<.05, "p<.01, " 'p<.001)
Dependent variable number : Satisfaction
2t} st BE=| 7 IS FIX AL dvk= A
7H ASES HBlA ARIaEE QR Al S Y S Yler= [& F3& 2go] Atk
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S EQusE S, 14 RS XS F5 W w40 tek Bolt AP o g
&2 ste] B ANSSTh AulAEAT v o] AR, 243 1) B oA, FARE v
Swo) fo29l WAl SN DERe  irol e 27, FAAES) BET) Fojok Hly
gt HAA ABEs 9ujste ARAST W AT ARl F- g 14 vEET)
R’(R-square)2] Fko] 0.6252 UERY} o]4de] A3 Eold AS=E F eon WS(2003), OH CH -
= AB2EkSA, Al S, AFAlY] S-S KIM HS(2009)9} Jeon YM(2012) -9} 22 A
g et Qe I FEHEEA 1 B shE BejFm
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£ 49dm E AS ovjack =3 feolE 2 JKd I M2l BIZTE XY
©] 0.0000] 22 A A1 FTA gt 19 & = 2fAto] ol He= n|& Zo|ct
o] e FelFe & 4 ik M e AFAY vl dre) naRs
geby] PEE oAl JFS vl ale  =rb ATE o)k Q1 JFL vIXIE
Mulzbedsh g0 ehghsn, 223 3] 7] 98] NS B4 Aske <Table 4>9)

{Table 4> Results of the effect of customer satisfaction on revisit intention

SRR

EA%02 93

26.1%°]3L t32 3.117=

2 57 Qlo} AFA)

Divide Unstandardized Coefficients Standar(.hzed .
Variable Coefficients t Sig
B Std. Error Beta
Constant 2.792 327 8.549 .000
Revisit 294 .094 247 3.117 002"

R’ : 0.261, Adjusted R* : 0.255,

Sig: .000™" (‘p<.05, “p<.01, “p<.001)

Dependent variable number : Revisit intetion
Independent variable number : Customer satisfaction
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{Table 5> Results of visiting a bibimbap restaurant
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Item N %
Gajokhoekwan 50 33.1

Gogung 41 272

The most favorite bibimbap restaurant ngwm o 106
Sungmidang 19 12.6

Honamgak 11 7.3

Hangukjib 14 9.3

Friend 34 22.5

Family 73 48.3

Accompanying person Relative 7 4.6
Boy/girl friend 29 19.2

Others 8 53

For eating out for a change 39 25.8

For having meals 57 37.7

Reason for visiting a bibimbap restaurant For a get—?ogether . 24 159
For a family gathering 21 13.9

For an obligatory appointment 4 2.6

For business 6 4.0

Word of mouth 55 36.4

TV or media 18 11.9

Source of information about Newspaper or book 12 7.9
bibimbap restaurants Internet 41 27.2
Leaflet 25 16.6

Total 151 100
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