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Effects of Importance Factors of Hotel Banquet Buffet Menus

on Customer Satisfaction and Loyalty
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Abstract

This study investigated effects of importance factors of hotel banquet buffet menus on customer satisfaction
and loyalty. SPSS 18.0 was used to conduct various analyses, namely frequency, factor, reliability and re-
gression. The findings are as follows. First, importance factors of hotel banquet buffet menu had a positive
influence on customer satisfaction. Second, customer satisfaction with a hotel banquet menu had a positive
influence on customer loyalty. Third, importance factors of hotel banquet buffet menu had a positive influence
upon customer loyalty. Importance factors of the hotel banquet buffet menu should have customer satisfaction
and loyalty. Findings also suggest that the effect of fresh food material upon health should be considered
rather than buffet menu creativity and/or quantity to make use of the menu for various generations and to
develop hotel banquet buffets.
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{Table 1> Demographic factors of the subject

. Frequenc
Characteristic ((l%) Y
Men 141(60)
Gender
Women 94(40)
20s 101(43.0)
30s 93(39.6)
Age 40s 28(11.9)
50s 9( 3.8)
60s or older 4( 1.7)
High school graduate or lower 5(2.1)
2-year college graduate 134(57.0)
Educational
background 4-year college graduate 77(32.8)
Graduate scﬁ;(;;graduate or 19( 8.1
Marital Married 88(37.4)
status Unmarried 147(62.6)
Students 18( 7.7)
Public officials 13( 5.5)
Company workers 86(36.6)
Occupation Specialists 33(14.0)
Housewives 14( 6.0)
Service workers / salesmen 67(28.5)
Others 4( 1.7)
Million KRW or less 27(11.5)
1.01 million~2 million KRW  137(58.3)
Monthly 01 million ~3 million KRW  30(12.8)
income
3.01 million~4 million KRW 29(12.3)
4.01 million~35 million KRW 12( 5.1)
1 time 143(60.9)
2~4 times 67(28.5)
:;e;l]“:ti 5~7 times 17( 7.2)
8~10 times 8( 3.4)
Total 235(100)
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{Table 2> Importance factors of banquet buffet menu
Elements
Factor Variable . Character- )
Quality istics Variety
. Food taste and quality are good. 0.224
. Supply proper amount of the food. 0.312
(ill;alri;};nif . Food prices are reasonable. 0.861
. Supply fresh food. 0.816
. The proper temperature of the food is kept. 0.490
. Differentiate from buffet food of existing hotels. 0411
Characteristics . The menu is creative. 0.198
of the menu . The menu has visual attractiveness. 0.373
. Make use of food material considering nutrition and health. 0.530
. The kinds of food are various. 0.583
Variety of . The use of various cooking methods. 0.761
the menu . A diversity of seasonal foods. 0.800
. Food from various countries are used. 0.720
Eigenvalue 2.046 2242 4.427

% dispersion

15.742 17.245 34.054

% cumulative

67.041 51.299 34.054

Cronbach's a

0.706 0.860 0.796
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{Table 3> Satisfaction factors

Element

Factor Variable m
tion
1. Satisfied with food taste. 0.694
2. Satistied with food price. 0.743
sftfg:ﬁirn 3. Satisfied with food variety. 0.671

4. Satisfied with food nutrition. 0.743

5. Satisfied with differentiated menu.  0.829

Eigen value 2.723
% dispersion 54.469
% cumulative 54.469
Cronbach's a 0.787
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{Table 4> Loyalty factors

Element
Factor Variable
1
1. Do you actively recommend the hotel that you visited? 0.866
2. Do you want to visit the hotel again? 0.890

Customer loyalty

3. Does the hotel have food and services that you would like to recommend to others?  0.935

4. Would you like to recommend the hotel to other people? 0.907
5. 1 am loyal to the banquet buffet. 0.802
Eigenvalue 3.883

% dispersion 77.658

% cumulative 77.658

Cronbach's a 0.925

17he] Aol mEHglon, afgte 2.7230] e B % 4ol 0.4 ool AA
3L, FARARE 54469% = UEhdth aEla s 2%
gro = golA A Fho] 0.4 oAl B A A AE % FA = A4 E-2] Cronbach's a
2] ek Ftol 0,925 Yepgtt
AR e B4 A3l wrEE A 5-9] Cronbach's a
Fhel 0.787= el 3. Al
a3 FAE gk el H AIF =Y [20%F ot B =Lt A s 5%
ZA3}= (Table 4>} Zth == HAFE 1o A s 24
17he] o] =EEom, nfighe 3.8830] A < 2ot
3, FHRARE 77.658%% UERGTE a8]a 5§ ot Az e el FEeA e
{Table 5> Correlation
Measurement item Menu quality Mem'l . Menu variety Satisfaction Loyalty
characteristics
Menu quality 1
Menu characteristics 0.377" 1
Menu variety 0.340™ 0.694
Satisfaction 0.517" 0.552" 0.553™ 1
Loyalty 0.628"™ 0.550" 0.597" 0.739™ 1
Mean 2.189 3.296 3482 3.504
Standard deviation 0.349 0.700 0.534 0.703
N 235 235 235 235

*

" p<0l.
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<Table 6> Effects of importance factors of banquet buffet menu upon customer satisfaction

Unstandardized coefficient Standarc?jzed Collinearity statistics
Dependent coefficient ; Significant
variable B Standard Beta probability Tolérénce VIF
error limit
(Constant) 1.016 0.185 5.492 0.000
Menu quality 0.511 0.081 0.334 6.328 0.000™" 0.846 1.182
Menu .
characteristics 0.179 0.053 0.234 3.391 0.001 0.496 2.017
Menu variety 0.221 0.054 0.277 4.068 0.000"" 0.511 1.958

R’=455, adj.R’=.448, Durbin-Watson=1.989, F=64.203""

*

* p<01, ™ p<.001.

{Table 7> Effects of customer satisfaction upon loyalty

Standardized

Dependent Unstandardized coefficient coefficient , Significant
variable probability
B Standard error Beta
(Constant) 0.119 0.204 0.583 0.560
Satisfaction 0.972 0.058 0.739 16.746 0.000""

R’=546, F=280.427"

ok

p<.01, ™ p<.001.
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{Table 8> Effects of importance factors of banquet buffet menu upon customer loyalty

Standardized

Unstandardized coefficient an AIZG Collinearity statistics

Dependent coefficient , Significant

variable Standard probability  Tolerance
B Beta . VIF
error limit
(Constant) —0.218 0.216 —1.009 0.314

Menu quality 0.923 0.094 0.459 9.786 0.000™" 0.846 1.182
Menu characteristics 0.138 0.061 0.137 2.244 0.026" 0.496 2.017
Menu variety 0.363 0.063 0.346 5.733 0.000"" 0.511 1.958

R*=570, adj.R>=.565, Durbin-Watson=2.177, F=102.276"""

* p<.05, " p<.001.
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