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ABSTRACT

The purposes of this study were to investigate managers' and chefs' perception on importance and performance of operation
management of Korean restaurants, and to examine Importance-Performance Analysis (IPA) for operation management. A total
of 342 managers and chefs working at Korean restaurants in Seoul and Gyeonggi province were surveyed and 314 responses
were returned. Excluding responses with missing data, 250 responses were used for data analysis. In terms of importance of
operation management attributes, ‘sanitation management (4.38)’ category received the highest scores, followed by ‘facility and
equipment management (4.35)’, ‘service management (4.17)’, ‘production management (4.04)’, ‘inventory and financial mana-
gement (4.04)’ and ‘marketing (3.25)’. In terms of performance, the highest operation management attribute was associated
with ‘sanitation management (4.00)’, followed by ‘facility and equipment management (3.80)’, ‘production management (3.69)’,
‘inventory and financial management (3.55)’, ‘service management (3.51)’ and ‘marketing (2.53)’. As the results of IPA,
‘customer care and hospitality education for hall servers’, ‘training hall servers for menu explanation to customers’, and ‘neat
appearances and clean uniforms of the hall servers’ fell into the Quadrant II(concentrate here).
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Table 1. General characteristics of Korean restaurants N(%)
Managed by Managed by Self-managed Self-managed
Category franchisor franchisee large-medium scale small scale Total
(n=60) (n=29) (n=30) (n=131)

Barbecue (Gui) 23(38.3) 3(10.3) 7(23.3) 24(18.3) 57(22.6)
g:s;‘:ojgi)set men 6(10.0) 3(10.3) 4(13.3) 31(23.7) 44(17.5)
Bunsik 3( 5.0) 9(31.0) 6(20.0) 18(13.7) 36(14.3)
Moy Fish 10(16.7) 3(10.3) 7(23.3) 10( 7.6) 30(11.9)
menu  Tang & Jjigae 6(10.0) 4(13.8) 3(10.0) 10( 7.6) 23( 9.1)
Noodle 2( 3.3) 1( 3.4) 0( 0.0) 15(11.5) 18( 7.1)
Meat (Bossam, dak-galbi) 6(10.0) 3(10.3) 3(10.0) 1( 0.8) 13( 5.2)
Bibimbap 3( 5.0 0( 0.0) 0( 0.0) 8( 6.1) 11( 4.4)
Others 1( 1.7) 3(10.3) 0( 0.0) 14(10.7) 18( 7.1)
<20 13(21.7) 7(24.1) 0( 0.0) 68(51.9) 88(34.9)
21~50 5( 8.3) 10(34.5) 8(26.7) 48(36.6) 71(28.2)
I:fur;t;z 51~100 10(16.7) 931.1) 11(36.7) 15(11.5) 45(17.9)
101 ~200 22(36.7) 3(10.3) 7(23.3) 0( 0.0) 32(12.7)
>201 10(16.7) 0( 0.0) 4(13.3) 0( 0.0) 14( 5.6)
<5 15(25.0) 9(31.0) 12(40.0) 117(89.3) 153(60.7)
Number 610 8(13.3) 15(51.7) 8(26.7) 9( 6.9) 40(15.9)
of 11~15 11(18.3) 4(13.8) 3(10.0) 3( 2.3) 21( 8.3)
employees ¢ 8(13.3) 0( 0.0) 4(13.3) 0( 0.0) 12( 4.8)
>21 18(30.0) 1( 3.4) 3(10.0) 1( 0.8) 23( 9.1)
<5,000 11(18.3) 3(10.3) 0( 0.0) 30(22.9) 44(17.5)
Average 5000 ~<10,000 14(23.3) 14(48.3) 16(53.3) 65(49.6) 109(43.3)
(CE,ZZI; 10,000 ~ <20,000 11(18.3) 10(34.5) 4(13.3) 26(19.8) 51(20.3)
>20,000 24(40.0) 2( 6.9) 10(33.3) 10( 7.6) 46(18.2)
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Table 2. General characteristics of managers and chefs at Korean restaurants N(%)
Category Mo fnenisee. largomediun scle  small soe 00!
Male 30(50.0) 16(55.2) 13(43.3) 51(38.9) 110( 43.7)
Gender
Female 30(50.0) 13(44.8) 17(56.7) 80(61.1) 140( 55.6)
20~29 years 18(30.3) 3(10.3) 7(23.3) 7( 5.3) 35( 13.9)
30~39 years 20(33.3) 7(24.1) 5(16.7) 18(13.7) 50( 19.8)
Age 40~49 years 14(23.3) 10(34.5) 8(26.7) 53(40.5) 85( 33.7)
50~59 years 7(11.7) 5(17.2) 8(26.7) 44(33.6) 64( 25.4)
Above 60 years 1( 1.7) 4(13.8) 2( 6.7) 9( 6.9) 16( 6.3)
Elementary school 0( 0.0) 1( 3.4) 0( 0.0) 3( 2.3) 4( 1.6
Middle school 2( 3.3) 1( 3.4) 1( 3.3) 17(13.0) 21( 8.3)
bigﬁ;ﬁ‘l’;d High school 18(30.0) 9(31.0) 14(46.7) 67(51.1) 108( 42.9)
College/university 36(60.0) 16(55.2) 13(43.3) 41(31.3) 106( 42.1)
Graduate school 4( 6.7) 2( 6.9) 1( 3.3) 2( 1.5) 9( 3.6)
N Manager (or owner) 45(75.0) 230(79.3) 28(93.3) 122(93.1) 218( 87.2)
Position Chef 15(25.0) 6(20.7) 2( 6.7) 9( 6.9) 32( 12.8)
Total 60(24.0) 29(11.6) 30(12.0) 131(52.4) 250(100.0)
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Table 3. Results of factor analysis and reliability of measurement for operation-management of Korean restaurants
Categor Contents Factor Cronbach’s
gory loading alpha
Development and use of standard recipes 0.760
Serving accuracy amount of one portion size 0.813
Production
management Purchasing and providing the ingredients based on the forecasting of the number of 0.601 0.844
customers and rush hour
The placement of personnel according to work schedules 0.494
Customer care and hospitality education for hall servers 0.778
Service Training hall servers for menu explanation to customers 0.749 0.869
management
Neat appearances and clean uniforms of the hall servers 0.758
Keeping the kitchen and dining area clean by regular cleaning 0.682
Facility & Installation of the window screens and the regular pest control for kitchen 0.828
equipment 0.891
management Maintenance of the cooking utensils 0.729
Installation and management of the kitchen ventilation system 0.749
Inventory & Documentation for the inventory management 0.671
financial Figuring out the food cost through the regular market research 0.722 0.841
management Documentation and archiving of the cost for operation and sales 0.760
Hygiene education for culinary employees 0.664
Accuracy in receiving and systematic records keeping 0.694
Sanitation . . . .
Holding the ingredients and cooked food at optimum temperature 0.790 0.886
management
Separate usage of knives and cutting boards 0.697
Implementing FIFO(First In First Out) policy 0.620
Utilizing various media for promotion 0.847
Marketing Issuing coupons or mileage programs 0.855 0.865
Promoting the restaurant by tasting events 0.803
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Table 4. Importance level of operation-management for Korean restaurants

Total Managed by Managed by Self-managed Self-managed
Category Contents (n=250) franchisor franchisee  large-medium small scale F value
(n=60) (n=20) scale (n=30) (n=130)

Development and use of standard recipes 3.977+0.95  4.53:0.71°  421+0.88"  4.14+0.71°  3.60£0.95° 1633

Serving accuracy amount of one portion
size

Hk

4.03+0.89  439+0.77° 4204098  4.14x0.71°  3.78+0.89"  7.84

Purchasing and providing the ingredients
based on the forecasting of the number of ~ 4.13+0.75  4.53£0.57°  4.32+0.72*  4.18+0.67°  3.89+0.75° 11.49™
customers and rush hour

Production
management”
The placement of personnel according to ok

4.06:0.84  4.45+0.69° 4.21+£0.77° 4.18+0.82° 3.81+0.86°  8.52
work schedules

Mean 4.04+0.70  447+0.57°  425+0.68°  4.16£0.59°  3.77+0.68° 17.03"

Customer care and hospitality education

4.18+0.79  4.59+0.63°  436+0.68°  4.21+0.69°  3.94+0.82° 10.19™
for hall servers

) Training hall servers for menu explanation
Service {0 customers

management .
Neat appearances and clean uniforms of

the hall servers

*k

4.11+0.84  442+0.79°  4.07+0.94°  432+0.67°  3.92+0.83° 5.32

ok

4244082  4.64+0.70" 4394074  436+0.68°  3.99:0.83°  9.72

Mean 4174073  4.54+40.58°  427+0.65°  4.30+0.59°  3.94+0.75° 10.38™

ok

Keeping the kitchen and dining area clean

. 446£0.65 474+048"  4.6120.57°  443+0.63*  430£0.70° 673
by regular cleaning

Facility ~ \st@llation of the window screens and the  yo1( 70 4471060 4298060 4188072 4212075 205
regular pest control for kitchen

&
equipment Maintenance of the cooking utensils 43140.69  4.54+0.60°  4.36+0.62°  429+0.66  4.19+0.72° 3527
management . .
Installation and management of the kitchen ) 37 o7 46610550 430:0.63°  443:0.63° 42120690 616
ventilation system
Mean 4355059  4.60£046"  4.41+0.51°  433+0.56°  4.2240.63° 579"
Documentation for the inventory 3.9140.86  430+0.80°  4.11+0.80°  3.86:0.85°  3.91+0.86" 7.80""
management
Inventory : op
o lieuring out the food cost through the 15,080 4350086'  4.18:055° 4112079  397:080% 312
regular market research
financial ) v ‘b
managemen  Documentation and archiving of the cost 10,000 43500810 4255070  4.18£077° 3931095  3.40°

for operation and sales

Mean 4.04+0.74  4.33£0.74°  4.17£0.56°  4.04+0.71°  3.86+0.73* 6.05

Hygiene education for culinary employees ~ 4.37+0.72  4.71£0.53"  4.54+0.58°  4.32+0.67° 4.18+0.77° 831"

Accuracy in receiving and systematic
records keeping

*

428+0.72  449+0.63°  4.32+0.67°  4.29+0.66°  4.16+0.78° 273

Holding the ingredients and cooked food
Sanitation ~ at optimum temperature

Hx

4304071  4.61£0.59°  4.36+0.56°  4.21+0.79*  4.15+0.72°  6.06
management - Separate usage of knives and cutting x

446+0.66  4.70+0.50°  4.63+0.57°  4.54+0.58°  4.28+0.72° 3.71
boards

Implementing FIFO (First In First Out)
policy

ok

450£0.62  470+0.50°  4.61£0.57°  4.46+0.64°  4.39:0.65° 658

Fok

Mean 4.38+0.57  4.64+0.43" 4484045 436£0.56™  4.23+0.61°  7.60
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Table 4. Continued
Total Managed by Managed by Self-managed Self-managed
Category Contents (1=250) franchisor franchisee  large-medium small scale F value
(n=60) (n=20) scale (n=30) (n=130)

Utilizing various media for promotion 3502110 4.04+1.06"  3.32+0.86°  3.61+1.10®  3.25+1.08* 7377

Motk Issuing coupons or mileage programs 3.14+1.17 371125 2.93+1.09°  2.93+1.02° 297+1.11° 6417
etin; *
¢ Promoting the restaurant by tasting events  3.11+1.11  3.52+1.18"  3.07+0.94°  3.04+0.96® 295+1.12°  3.50

Mean 325£1.00  3.76+1.06"  3.11£0.78°  3.19+0.79°  3.05:0.99°  7.08™"

D A 5-point scale was used (1
2 MeantS.D., * p<.05, © p<01, ™ p<.001.

: strongly disagree, 5 : strongly agree).

*7¢ Means with different superscripts in the same row are significantly different by LSD multiple test.
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24(5): 585~603 (2014) AT & Aele Famet AR Bt 593
Table S. Performance level of operation-management for Korean restaurants
Total Managed by Managed by Self-managed Self-managed
Category Contents (n=250) franchisor franchisee  large-medium small scale £ value
(n=60) (n=20) scale (n=30) (n=130)
Development and use of standard recipes 3.547+1.13  4.36:0.86"  4.36+099°  333+1.12°  3.05£0.97° 32.03™
Siezrev‘“g accuracy amount of one portion 5201 o) 43010740 44560690 36341130 34241.01°  17.88"
Production Purchasing and providing the ingredients
;) based on the forecasting of the number of ~ 3.79+0.87  4.29+0.74'  4.36+0.73"  3.83£0.83"  3.44+078° 22267
management
customers and rush hour
The placement of personnel according ©0 5 711 00 425:090" 4258075 377H07F 3262095 21357
work schedules
Mean 3.6940.86 428070  4.34+0.62°  3.6440.73°  330+0.75° 34.86™
Customer care and hospitality education for 5 0.1 s 41041020 36120990 33041.02%  3.18:095° 1237
hall servers
Sorvice | [raining hall servers for menu explanation 3 560 10 4141003 379:010°  3404093°  328:093° 1195
to customers
management )
Neat appearances and clean uniforms of = 551 03 4161086" 3816096  37041.02°  3.01409F  18.63"
the hall servers
Mean 3.5140.90  4.13+0.86"  3.75+0.77°  3.47+0.83°  3.19+0.80° 18.60"
Keeping the kitchen and dining area clean 5 g 004 43010700 4212073 390:080°  3.64:080° 1178
by regular cleaning
. Installation of the window screens and the a b b b -
Fa?chty regular pest control for Kitchen 3594093 4154090  3.7940.90  347+094°  3.32+0.84° 1330
equipment  Maintenance of the cooking utensils 3.8440.84 4284078  4.14£074°  39320.79"  3.56+0.80° 13.56
management . .
Installation and management of the kitchen 3854088 4314077 400:080° 3804006  3.6340.84° 927"
ventilation system ’ ’ ’ ’ ’ ’ ’ ' ’ ’ ’
Mean 3.8040.76  426+0.72°  4.03+0.64°  3.7740.73°  3.53+0.69* 1672
Documentation for the inventory 3214122 3955123 368:086°  320:127° 276107 1745
management
Invento iouri .
o Figuring out the food cost through the 360,505 3081001 3862093  35041.04%  354:092° 378
regular market research
financial ) o
management  Documentation and archiving of the cost 5 5.1 11 43010900 43120850 38041068 3324103 1878
for operation and sales
Mean 3.5540.88  4.10+0.88"  3.95£0.61°  3.5040.90°  3.21£0.77° 19.67"
Hygiene education for culinary employees  4.15£0.88  4.604£0.64°  4.50£0.69"°  4.10:0.86"  3.88£0.90° 12.51""
Accuracy in receiving and systematic 3804099  430:0.89°  3.89+1.07°  3.80+£1.03%  3.55:092° 873"
records keeping 800 300, 801, 801 5540, i
Holding the ingredients and cooked food at 5 04,097 4384078 4176081  39741.00° 3674099 880"
Sanitation ~ Optimum temperature
management ; ; .
ts)oegfgzte usage of knives and cutting 3934098 43040.92°  4.144093°  397+L10°  3.714095° 585
ggfi’i‘;memmg FIFO (First In First Out) 101007 4570067  438:0.68° 4204085 3924092 917"
Mean 4.0040.79  443+0.63*°  42240.60°  4.01+0.75°  3.75+0.81° 1247
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Table S. Continued
Total Managed by Managed by Self-managed Self-managed
Category Contents (n=250) franchisor franchisee  large-medium small scale F' value
(n=60) (n=20) scale (n=30) (n=130)
Utilizing various media for promotion 2824126  3.63+130°  286+0.97°  2.90+126°  242+1.12% 1447
Mtk Issuing coupons or mileage programs 249+133  3.63x144°  2.04£120°  227+1.29°  2.13:0.99° 2438
eting
Promoting the restaurant by tasting events ~ 2.28+1.18  3.02£1.43*  1.93+0.94°  2.13+1.04°  228+1.18° 1146
Mean 2.53+1.07  342+121°  22740.76°  242+4091°  220+0.86° 23.247"
D" A 5-point scale was used (1 : strongly disagree, 5 : strongly agree).
Y Mean£S.D., * p<.05, ™ p<.01, " p<.001.
#7° Means with different superscripts in the same row are significantly different by LSD multiple test.
B A7 Aol vhaslelol @ Aoz AzkEh dage]  K), 94 Bel ) FF BFO, P, Q R, S), ‘1 9 £3}
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Importance

Performance

(low)

: Development and use of standard recipes

aw >

forecasting of the number of customers and rush hour

D : The placement of personnel according to work schedules
E : Customer care and hospitality education for hall servers
F : Training hall servers for menu explanation to customers
G : Neat appearances and clean uniforms of the hall servers
H : Keeping the kitchen and dining area clean by regular cleaning
I : Installation of the window screens and the regular pest control

for kitchen
J : Maintenance of the cooking utensils
K : Installation and management of the kitchen ventilation system

(high]
Concentrate Here 4.09 Keep up the Good Work
s ° 8
. JK . 0
.« G* | - T:' ° 0
3.58 - E‘ Fo bthC Perfarmance
g thigh)
. L °
« T
oy oH
Passible Overskill
Importance
{low)
L : Documentation for the inventory management
: Serving accuracy amount of one portion size M : Figuring out the food cost through the regular market research
: Purchasing and providing the ingredients based on the N : Documentation and archiving of the cost for operation and

sales
O : Hygiene education for culinary employees
P : Accuracy in receiving and systematic records keeping
Q : Holding the ingredients and cooked food at optimum
temperature
: Separate usage of knives and cutting boards
: Implementing FIFO(First In First Out) policy

R
S
T : Utilizing various media for promotion
U : Issuing coupons or mileage programs
v

: Promoting the restaurant by tasting events

Fig. 1. IPA of operation-management for Korean restaurants
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Aol 5230 =7 A veRd Aol 71918, o 3
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of &3l vt A HeE A2E3] e <t E Aol ¢
o] & Qo] UmR] FEO RE =0 ol =0 =g
T5 Hole KHEHET e d)dl 23s o] dJE=T,
A4 B 29le] RE 3E(0, P, Q, R, S)¥ A - Au]
glo]

2
Ao I+ Aol 7Mssle® w8(F), A - A 7140 2871719 A4 2 B2y, T AAF 7
A golel Am B E Y3 B4 JALy, ArIFe ] Al AA] 8 BE(K)y, EFE dAFe] A 3 28
NGZAVE B AF Wh A0y GH3 vbIY 2dde) (A, DA Fsh B ADE A5 S5 o) % &
BE T, U, V)o] TPEh 3 Gd@rimele A, 89 9 Agel me gl WDy, <E A
Importance
{high}
4.43
Concentrate Here ‘ Keep up the Good Weork
G «*F0
. B ‘ E Q
.
Performance 413 ':L .‘p%'q Performance
(low) : ||\:1 - B‘ M (high)
. T
.U
.y
Possible Overskill
Importance

{low)
A : Development and use of standard recipes L : Documentation for the inventory management
B : Serving accuracy amount of one portion size M : Figuring out the food cost through the regular market research
C : Purchasing and providing the ingredients based on the N : Documentation and archiving of the cost for operation and

forecasting of the number of customers and rush hour sales
D : The placement of personnel according to work schedules O : Hygiene education for culinary employees
E : Customer care and hospitality education for hall servers P : Accuracy in receiving and systematic records keeping
F : Training hall servers for menu explanation to customers Q : Holding the ingredients and cooked food at optimum
G : Neat appearances and clean uniforms of the hall servers temperature
H : Keeping the kitchen and dining area clean by regular cleaning R : Separate usage of knives and cutting boards
1 : Installation of the window screens and the regular pest control S : Implementing FIFO (First In First Out) policy
for kitchen T : Utilizing various media for promotion

J : Maintenance of the cooking utensils U : Issuing coupons or mileage programs
K : Installation and management of the kitchen ventilation system V : Promoting the restaurant by tasting events

Fig. 2. IPA of operation-management for Korean restaurants of the managed by franchisor
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Importance
thigh)
417
Concentrate Here Keep up the Good Work
%“H «R
« 0
LI
£ ol ¢ P 40 . Co B
3.85 " . D'NA performance
Performance T T T {high)
{low) s L o E
.7
o
o U
Passible Overskill
Importance
{low)
A : Development and use of standard recipes L : Documentation for the inventory management
B : Serving accuracy amount of one portion size M : Figuring out the food cost through the regular market research
C : Purchasing and providing the ingredients based on the N : Documentation and archiving of the cost for operation and
forecasting of the number of customers and rush hour sales
D : The placement of personnel according to work schedules O : Hygiene education for culinary employees
E : Customer care and hospitality education for hall servers P : Accuracy in receiving and systematic records keeping
F : Training hall servers for menu explanation to customers Q : Holding the ingredients and cooked food at optimum
G : Neat appearances and clean uniforms of the hall servers temperature
H : Keeping the kitchen and dining area clean by regular cleaning : Separate usage of knives and cutting boards
I : Installation of the window screens and the regular pest control : Implementing FIFO(First In First Out) policy

for kitchen
J : Maintenance of the cooking utensils
K : Installation and management of the kitchen ventilation system

R

S

T : Utilizing various media for promotion

U : Issuing coupons or mileage programs

V : Promoting the restaurant by tasting events

Fig. 3. IPA of operation-management for Korean restaurants of managed by franchisee
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Importance
{low)
A : Development and use of standard recipes M : Figuring out the food cost through the regular market research
B : Serving accuracy amount of one portion size N : Documentation and archiving of the cost for operation and
C : Purchasing and providing the ingredients based on the sales
forecasting of the number of customers and rush hour O : Hygiene education for culinary employees
D : The placement of personnel according to work schedules P : Accuracy in receiving and systematic records keeping
E : Customer care and hospitality education for hall servers Q : Holding the ingredients and cooked food at optimum
F : Training hall servers for menu explanation to customers temperature
G : Neat appearances and clean uniforms of the hall servers R : Separate usage of knives and cutting boards
H : Keeping the kitchen and dining area clean by regular cleaning S : Implementing FIFO (First In First Out) policy
I : Installation of the window screens and the regular pest control T : Utilizing various media for promotion
for kitchen U : Issuing coupons or mileage programs

J : Maintenance of the cooking utensils V : Promoting the restaurant by tasting and promotional events
K : Installation and management of the kitchen ventilation system through regional events
L : Documentation for the inventory management

Fig. 4. IPA of operation-management for Korean restaurants
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forecasting of the number of customers and rush hour sales
D : The placement of personnel according to work schedules O : Hygiene education for culinary employees
E : Customer care and hospitality education for hall servers P : Accuracy in receiving and systematic records keeping
F : Training hall servers for menu explanation to customers Q : Holding the ingredients and cooked food at optimum
G : Neat appearances and clean uniforms of the hall servers temperature
H : Keeping the kitchen and dining area clean by regular cleaning R : Separate usage of knives and cutting boards
I : Installation of the window screens and the regular pest control S : Implementing FIFO (First In First Out) policy
for kitchen T : Utilizing various media for promotion
J : Maintenance of the cooking utensils U : Issuing coupons or mileage programs
K : Installation and management of the kitchen ventilation system V : Promoting the restaurant by tasting events

Fig. 5. IPA of operation-management for Korean restaurants of the self-managed small scale
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