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Abstract

The purpose of this study was to evaluate the service quality attributes of Korean restaurants by North American and Chinese residents
in Korea based on the Kano model. This survey was performed from September to December 2010. The subjects consisted of 135 North
Americans and 165 Chinese in Seoul. The service quality attributes of Korean restaurants were composed of twenty three items in the
categories of ‘food quality’, ‘employee's service quality’, ‘sanitation quality’, ‘facility quality’, and ‘convenience quality'. For North
Americans, there were five ‘attractive quality’ items, eleven ‘one-dimensional quality’ items and six ‘indifferent quality’ items, and one
item had the same frequency on both ‘attractive quality’ and ‘one-dimensional quality'. For the Chinese, there were twelve ‘attractive
quality’ items, and ten ‘one-dimensional quality’ items, and one item had the same frequency on ‘attractive quality’ and
‘one-dimensional quality'. According to the customer satisfaction coefficient developed by Timko, ‘taste of the ‘food (0.80)’ for North
Americans and ‘freshness of the ingredients (0.94)’ for Chinese were highest scores in the ‘Better coefficient'. On the other hand, within
the ‘Worse coefficient’, ‘sanitation of the food” had the lowest score for both North Americans (-0.89) and Chinese (-0.90).
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2014). =3 2P AL A= =dEY] FAT
A&, Mul2Ed 9 1SS H7KLlee MA & Kim
SA 2006, Lee KA & Lyu ES 2012), == Au|~Zd3}
IS g aAgFHe] APAAE FE OFIL Ut
(Yoo YJ & 2009, Im HJ 2010, Jung HS & Yoon HH
2011, Lee IS 5 2011, Cheon DH & Kim MJ 2013). ©]2]
g AgdTe €98 F4 JAAHE VECE Sy
A 2=FE FF Aol BEetal F55HA XS A9
& ENESsita 7Pgsth Jey aA S dhage
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Yoon HC & Lee SB(2006)+= Kano &2 7]Hlo 2 uj
L AEHGe] AH|2FE S HrIgtoz A MEstd Al
149 needsE TFAI717] A7 2Bt a9lS A
SHATE A A ATlA = Lee BS(2010)2 53+
LupSo] WES 1S Ui 2 DINESERVE #-8-3%
Kano @9 FHQAE EF3IFI, Kim TH 5(2015)
< Y FEEAHH FIAHI~E Kano E ol wet
E55te] viA"Y 2Est 945 AASHY T Kang BN &
Moon SS(2015)&= Kano E¥-& 7|Hlo 2 ghalgte] 17
HAAA 1A JAFFATH E4 e 87F4d Ao
& EA4statk

ol A= AAMFRlA ddZ FAR SAS=
Zo] ol thkdt FFH QAT QS-S Rtk 1y
U Kano B2 g #d A7 W=ds tide s &
A5 AF7}E o] FojHE W e o= g A
T o) FAR A &ttt TG 9=l G AH|AF
ol thet A2 W= Zfol7t g ZoE oidH
o2 59l NS G alA oheFe B A
H|2Fd FAo] g3ttt mehi £ AFollA= Kano
Zd(Kano N 1984)3} Timkoo| IATFEA|SX(Timko M
1993)F o]&ste HrQly F=elo] A8t e
Al =FE £48 Jrt 9 vla A8t v =g
A =Fd 8 4Fo] 1 WS BYkEo| X )
2 FF¥EE st 7y 2 FxaAS A% a3
ol apHstdE FAF AMH|AFZH AR JEARE
& Algstaz ok

Kano EdS 53 stad Aul=Fd H71E ¢85k
U AF By 1S R HTEFEH
< o] &3sl] HAES AABIATE A2 2010 9-12€9]
AAERN, XA tEgne] 57) oy 2=Rlo]
Hl w2 @2 ol olA HAE tdAE Ry A&
& gojol Fort 753 290 12 FARYEo]l S Al
A Ax AEWES A3y, d2gS o8] £ 4
ol e HrdY SUS o E AT} 7Y S
53le] AES AAEIEY. AEAE 32, 9o, T
3FFE AAAHENL, SEA dike AEACd $EE
T IEE FYTE Br)Qd 200, S39 250 A A&
A& wZ3F L, Brld 1579, T390 2129, F 36945
7} BFHATHE TS 82.0%). 3FE AEA F Eobd
SHAl R/ AEAE ALt 30055 A5 A o]
S ATHEA & 81.3%).
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g2, 9o, F70] 3TRE AHE AEAE =9,
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YB & Park JH 2005, Lee MA & Kim SA 2006, Seo KH
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F4, 398 F4, 7 FE9 WETFE o]Esto

Better |52} Worse A& T 4~ UTHTable 1). Better

Age 54 Aul2rt aA4e &35 FZAZE o, 17

ES S7IANE 7 Jde JAY Z2 JdaeEs gt

H 0-1I’'7FA1 9] WRE =T Worse Ao+ 18T
< 7

g TN RAE A Buo] Akt WAT 5

YEAE sotaly] A% RO 107N WS 2
o
m, z2u o 0H

AE SHEAe] Yukabghe Table 20 AAISFI T A
SHEHAE Bl 45.0%(1359), T 55.0%(165%)Z
ZAE A, EAF 39.3%(1189), AAR}F 60.7%(1828)= L}
Eltt) HulQle A 58.5%(797), P& 74.8%(101%),
AL 20t07) 68.1%(92%)E 7HE Btk 2Pe 4
o] 44.4%60"H)E 7 Wkal, WAL 24.4%(339), T2
17.8%(24) 2 ZAME AT g8 dign At g =4
38.5%(529), LZ0]3} 26.7%(36H)At. = WEEZ
2 A THo] 48.9%(66™), A O] 40.7%(55%)=
e, ghaol| A 9] AF7]3H2 371 H|Rke] 27.4%(37
HE M =2 HE&S AXEAL, o EE 137]€E
24709 20.7%(287), THL-12701E 20.0%(279) =o=2
LERST

FTHUL AR 76.4%(126™), PIE 87.3%(1441), 1%
2 207} 83.0%(137H) 2 7 Bk, TS0 2= 300y
6.7%(11%)Z ZALE AT 2F-& g4F0] 80.0%(1327)=
7H EESkAL, AR 42%(78), WAF 3.6%(6)E FAL
Haok e digta A 9 ¢ 58.8%(97), thet
& ol 28.5%(47%8)F AL, = WEEZLS s wEo)
87.3%(1449), 21 #&Ho] 7.9%(138)Z ZAE AL} 3

Table 1, Kano-evaluation table for categorizing and customer satisfaction-coefficient

Negative question

1. Like it 2. Must be 3. Neutral 4. Live with 5. Dislike
1. Like it Q A A A (0}
2. Must be R I | I M
Positi
osttive 3. Neutral R I I I M
question
4. Live with R I | I M
5. Dislike R R R R Q
A: Attractive quality Customer satisfaction-coefficient
M: Must-be quality ) A+O
R: Revers quality Better coefficient = TAMIOT
O: One-dimension quality
I: Indifferent quality Worse coefficient = LX 1)
Q: Questionable quality A+tMFO+]
2016; 32(1):96-106 http://www.ekfcs.org
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Table 2, General characteristics of respondents n(%)

North Chinese Total

Variables American N
(n=135) (n=165) (n=300)
Male 79(58.5) 39(23.6) 118(39.3)
Gender
Female 56(41.5) 126(76.4) 182(60.7)

101(74.8) 144(87.3) 245(81.7)
29(21.5) 20(12.1) 49(16.3)

Marital ~ Single
Status Married

18-19 12(8.9) 8(4.8) 20(6.7)
20-29 92(68.1) 137(83.0) 229(76.3)
?ﬁ; 30-39 19(14.1)  11(6.7) 30(10.0)
40-49 7(5.2) 8(4.8) 15(5.0)
=50 5(3.7) 1(0.6)  6(2.0)
Student 60(44.4) 133(80.6) 193(64.3)
Teacher 33(244) 6(3.6) 39(13.0)
Soldier 24(17.8)  0(0) 24(8.0)
Office worker 8(5.9) 7(4.2)  15(5.0)
_ Specialized 4(3.0) 3(1.8) 7(2.3)
Occupation
Service-related 1(0.7) 2(1.2) 3(1.0)
Technician 0(0) 3(1.8) 3(1.0)
General worker 1(0.7) 1(0.6) 2(0.7)
Housewife 0(0) 424)  4(1.3)
Other 43.00 424 8(2.7)
High school 36(26.7) 5(3.0) 41(13.7)

22(163)  15(9.1) 37(12.3)
52(38.5) 97(58.8) 149(49.7)
24(17.8) 47(28.5) 71(23.7)

Education College
University

Graduate school

Education 55(40.7) 144(87.3) 199(66.3)

Job related 66(48.9) 13(7.9) 79(26.3)

Purpose of _ . . . .
visit Korea Visit a relative/friend 4(3.0) 0(0) 4(1.3)
Marriage 000)  424)  4(1.3)
Other 7(5.2)  3(1.8)  10(3.3)
<3 37(27.4) 18(10.9) 55(18.3)
3-6 13(9.6) 18(10.9) 31(10.3)
Duration of ; 1, 27(20.0) 30(18.2) 57(19.0)
residence
(mon) 1324 28(20.7) 28(17.0) 56(18.7)
25-36 8(5.9) 37(22.4) 45(15.0)

=37 20(14.8) 34(20.6) 54(18.0)

oA AF7ZE 25/ L-3670E 22.4%(379), 3770
4 o1 20.6%(34), THL-1270Y 20.7%(28%) o2
UeEbth = AF 9=l SRAE 2] flstd o
tal U] o3 olgl Yol FE FAL o] R A7
ol SHA F A, wAL Rl HlEo] A UE

Sk
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382%(63%) 0.2 7 =%, TS O 3-43] 30.9%(51
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A BW7] 23.5%, 5ES 324 £717] 194%E SRS
Atk G B HRE AA He HA2E FHAR
46.7%(7778), AEIHU/SNS 9.1%(159), TV 6.1%(108)Z
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W), 1929 m)gk 30.3%(50%), 3WH-sWRY w]wk
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Table 3, Korean Restaurant visiting experience n(%)
Variables North American Chinese Total
(n=135) (n=165) (n=300)
Hardly use 0(0) 3(1.8) 3(1.0)
. ; 1-2 39(28.9) 63(38.2) 102(34.0)
requ(e;lcv)\fle(e)k)usage 3-4 43(31.9) 51(30.9) 94(31.3)
5-6 28(20.7) 29(17.6) 57(19.0)
Every day 24(17.8) 19(11.5) 43(14.3)
First purpose
Anytime when | need to eat 72(53.3) 101(61.2) 173(57.7)
When T meet friends 46(34.1) 54(32.7) 100(33.3)
When | take my family out 7(5.2) 0(0) 7(2.3)
Special occasions 4(3.0) 3(1.8) 7(2.3)
For business 3(2.2) 1(0.6) 4(1.3)
. Other 2(1.5) 2(1.2) 4(1.3)
Purpose of visit
Second purpose
When I meet friends 67(49.6) 89(53.9) 156(52.0)
Anytime when I need to eat 29(21.5) 40(24.2) 69(23.0)
When [ take my family out 8(5.9) 13(7.9) 21(7.0)
For business 12(8.9) 9(5.5) 21(7.0)
Special occasions 6(4.4) 3(1.8) 9(3.0)
Other 9(6.7) 11(6.7) 20(6.7)
People 92(68.1) 77(46.7) 169(56.3)
Internet/SNS 17(12.6) 15(9.1) 32(10.7)
Information source TV 1(0.7) 10(6.1) 11(3.7)
Boards 1(0.7) 8(4.8) 9(3.0)
Newspapers 2(1.5) 6(3.6) 8(2.7)
<10,000 18(13.3) 11(6.7) 29(9.7)
] 10,000-<20,000 39(28.9) 50(30.3) 89(29.7)
Average pziz‘r’sl spending 20,000-<30,000 25(18.5) 55(33.3) 80(26.7)
30,000-<50,000 26(19.3) 39(23.6) 65(21.7)
=50,000 26(19.3) 9(5.5) 35(11.7)
FUO) FR7F BE DAL @AW B AT Aot B AT v GRS wjgH FL, 84 2w, 2
e Zo Ussksd, /M 2 Aol: e FA 4 9, 9 o, 94 M, AR A s @
I oAb FA Y] {FRolt ol Hrdd ]ﬂlL o2 7k 52 ded F20, PP dEol dsiAs FaEA
Ae Gt dAEHE AT Anlz=FEo] glr] o FA 2 ZFEAN. YA aFde B dEoAs
ol ‘gdd F20] UehuA 32 Aoz AzHEn. FARE A, g Aol ik S2442Q1 W8] 2714

‘AdH F2 9 A= Alzto] Adel wel 21R3sE @4
o] Ueh} st QAlEE FEE vk e
(Matzler K & Hinterhuver HH 1998), E.E d&ofA] &
3} Ado]l vehte A1 o ANk ﬁ\_ 121 2T A
H|2~Fd o] o] Fojxitt Er|RIe] AN E &
A FHE HUiEE 50| F7HE 2o E A4

S g FEAAE Hwe T, FE
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A FEE AU FE, FA B Ao dEe F5o] HA gt BEE J o)X= FAINL 5|
FAAN FEE EREHAT AIAFE B3 3o A 1A g X ZHshe UES Fv FE84L
= xpae] wekga WA, @) 2lelelol 274 @ 2 w2 FS(customer delighye] YAl B 4 Uk w
5o ed B, WA ol GAL e FHES AUA A BAT AYAL ol WA FY 24F ol
ZAR BREHQT g yiga), Aged 271 }_L —_.1—1:1]L IANA AT F JE=E ojHA =z
P=o] R4 FLT BREAAUL. WINEL] BT L AT D AN, Boldl 1S SR & e
FRIAE W Aol T FAE FAL, AN s Ake vY 4 Ank

cof| kA 2B o] <FAAl 2P g el Kim TH

5(2015)2] W=l tid Aol s alde] FapA Ao 4. KanoZE 0|28t 5=2219| a*M%* MH|ASZE "I}

‘wEA A2 ZAEGOY, Brjel nAdA A Kano 22-& o]&sle] Z29lo] ¢l g}{_

o] FAAAEL I o] obd Ao=® yEh 9=l 2~EA 24 BABUTHTable 5). 22200 A9, U

W=elolAl 875 AulaFd ddels Aol = x =z 107H mjez =2 1270, ﬂ 2 A3} <y

ez e, A7 o] g NER HrhE FEo| IR BFHLY
Bo| ket et F5 N Al Al S 3 mga) 2 cgaxn b co T griy &

Eleaie
S Qe A4 @27 leelels BElAl 7 mo gigin Faele] Kanool BE ANlAEd B8 A
58 2 4 Y AN2TLO, oHY T ast

-

2 m[o
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Table 4, Kano evaluation of perceived service quality attributes by North Americans

Service quality

Factor Variables Kano
A M R 0 I Q
Variety of the menu 45 13 3 38 34 1 A
Temperature of the food 12 38 0 61 18 1 o
Taste of the food 23 16 0 83 10 2 (0}
Portion size of the food 28 18 0 57 30 1 (0}
Food quality
Price of the food 26 13 1 75 18 0 (0}
Served additional side dishes 53 0 37 34 0 A
Nutritional value 44 0 37 50 0 I
Freshness of the ingredients 26 18 1 75 14 1 o
Employee's Employee's kindness 26 24 0 68 16 0 (¢}
service Speed of service 41 14 1 41 36 0 A/O
quality Employee's immediate response for customers 25 26 1 60 22 0 0]
Sanitation of the food 6 32 0 89 7 0 o
Sanitation Cleanliness of the bathroom 17 25 0 78 15 0 (0]
quality Cleanliness of Employee's dress 31 15 0 34 54 0 I
Cleanliness of the tables and tableware 11 37 1 72 13 0 o
Interior decoration 44 7 1 33 50 0 I
Comfort and arrangement of the seats 48 12 1 34 39 0 A
Facility quality Comfortable facilities 37 9 1 53 35 0 O
Korean style interior 59 3 1 16 55 1 A
Exterior design 53 3 0 22 56 0 I
] Easy access 54 2 0 32 46 1 A
Cozzzll’;t‘;me Parking 29 3 1 23 79 0 I
Reservation system 36 5 0 31 63 I
A: Attractive quality O: One-dimensional quality
M: Must-be quality I : Indifferent quality
R: Reverse quality Q: Questionable quality
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Table 5, Kano evaluation of perceived service quality attributes by Chinese

Service quality

Factor Variables Kano
A M R (0) I Q
Variety of the menu 74 6 2 46 36 1 A
Temperature of the food 34 19 2 72 36 0 o
Taste of the food 39 11 4 97 12 1 (¢
Food quality Portion size of the food 55 7 0 55 44 2 A/O
Price of the food 50 7 2 86 18 0 o
Served additional side dishes 101 1 0 25 37 1 A
Nutritional value 68 3 0 60 33 0 A
Freshness of the ingredients 27 5 0 126 5 0 (¢
Employee's Employee's kindness 29 8 1 115 10 0 (¢
service Speed of service 61 9 0 68 25 0 (¢
quality Employee's immediate response for customers 63 7 2 74 19 0 (¢
Sanitation of the food 12 8 2 137 6 0 (¢
Sanitation  Cleanliness of the bathroom 27 7 0 122 9 0 (0]
quality Cleanliness of Employee's dress 40 10 0 82 31 1 (¢
Cleanliness of the tables and tableware 23 11 1 115 15 0 (6]
Interior decoration 101 6 1 25 31 0 A
Comfort and arrangement of the seats 88 5 0 39 33 0 A
Facility quality Comfortable facilities 62 6 0 68 29 0 o
Korean style interior 101 2 0 8 51 0 A
Exterior design 103 2 2 22 36 0 A
) Easy access 74 2 1 62 26 0 A
Cogzllli‘:;me Parking 75 1 1 28 60 0 A
Reservation system 64 6 0 56 38 1 A
A: Attractive quality O: One-dimensional quality
M: Must-be quality I : Indifferent quality
R: Reverse quality Q: Questionable quality
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Table 6., Comparison of customer satisfaction coefficient of North Americans and Chinese

. North American Chinese
Factor Variables
Kano Better Worse Kano Better Worse
Variety of the menu A 0.64 -0.39 A 0.74 -0.32
Temperature of the food o 0.57 -0.77 O 0.66 -0.57
Taste of the food (¢} 0.80 -0.75 o 0.86 -0.68
. Portion size of the food o 0.64 -0.56 A/O 0.68 -0.39
Food quality )
Price of the food o 0.77 -0.67 o 0.84 -0.58
Served additional side dishes A 0.68 -0.35 A 0.77 -0.16
Nutritional value I 0.60 -0.30 A 0.78 -0.38
Freshness of the ingredients o 0.76 -0.70 (¢} 0.94 -0.80
Employee's Employee's kindness o 0.70 -0.69 (¢ 0.89 -0.76
service Speed of service A/O 0.62 -0.42 (¢} 0.79 -0.47
quality Employee's immediate response for customers (¢ 0.64 -0.65 o 0.84 -0.50
Sanitation of the food (¢ 0.71 -0.90 (¢ 0.91 -0.89
Sanitation Cleanliness of the bathroom (0] 0.70 -0.76 O 0.90 -0.78
quality Cleanliness of Employee's dress I 0.49 -0.37 0 0.75 -0.56
Cleanliness of the tables and tableware (¢ 0.62 -0.82 O 0.84 -0.77
Interior decoration I 0.57 -0.30 A 0.77 -0.19
Comfort and arrangement of the seats A 0.62 -0.35 A 0.77 -0.27
Facility quality Comfortable facilities o 0.67 -0.46 (¢ 0.79 -0.45
Korean style interior A 0.56 -0.14 A 0.67 -0.06
Exterior design I 0.56 -0.19 A 0.77 -0.15
) Easy access A 0.64 -0.25 A 0.83 -0.39
Convenience 1, ing I 0.39 -0.19 A 0.63 -0.18
quality
Reservation system I 0.50 -0.27 A 0.73 -0.38
A: Attractive quality
. ; . A+O
M: Must-be quality Better coefficient = ————————
R: Reverse quality ATMHOH
O: One-dimensional quality M+0O
. i i W fficient = —————— x (-1
I: Indlfférent quahty' orse coetficien ATMTOH -1
Q: Questionable quality
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