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Abstract

Purpose: This study examined the influence of restaurant quality attributes on customers' satisfaction and their intention to revisit by
investigating the moderating effects of customers' electronic word of mouth evaluation about ethnic restaurants. The study was based on
atotal of 215 samples obtained from social networking service users in a metropolitan area from July 10 to 25, 2015. The major findings
are as follows. Methods: The data were analysed using frequency, factor analysis, regression analysis and hierarchical regression
analysis. Results: According to the results of factor analysis, quality attributes were separated into three factors: food, service, and
atmosphere. According to the results, food attributes, service attributes and atmosphere attributes had an affect on customers'
satisfaction, between quality attributes and revisit intention, only food attribute had an affect on revisit intention. It showed also that
customers' satisfaction had an affect on revisit intention. Customers' electronic word of mouth (eWOM) evaluation was found to
moderate the relationships between service quality attributes and satisfaction. Conclusion: Implications and future research were also

discussed.
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Fig. 1. Research model,
D eWOM: electronic word of mouth.
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Table 1, Demographic characteristic (n=215)
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Category n Percentage Category n Percentage

ingl A4

Male 107 498 Marital Single 70 3

Gender Female 108 502 status Married 138 64.1

’ Others 1 0.5

20's 53 24.6 >200 58 26.9

30's 52 24.2 Monthl <200-300 46 22.0

Age 40's 54 25.2 incomey <300-500 63 29.3

50's 35 16.3 <500-700 30 13.9

60's 21 9.7 700< 17 7.9

>High school 25 116 Se”icse Zmploye" i‘; ;é'z

. College (2 yr) 25 11.6 tudent :

Education . Office worker 46 20.9

University (4 yr) 140 65.2 . £ loved 59 1

Graduate school 25 11.6 Occupation Se _emp oye 3.6

Professional 25 11.7

Living Seoul 175 814 Housewife 27 12.7

place Gyeonggi 40 18.6 Others 7 3.3
Lol YU /\}0194 e E=1, SHHST 1 39t} Kim YG & Kim DH(2013)= oY #l2~E%9
Be vhololdt(Hair JF 5 2006). SAWFL ThE  HESHe 24 4913 BEve] BAV BAHOE f
ARdeE ST + Ue Eﬂ]ﬂoi 3 Ktolerance) <} o3t ATAAE == o= dlaY HaERe] o
2F28 74 Al “(Variance Inflation Factor, VIF)7} ATt &3¢ 2 g2Egd nl§ o]ZHo|x B AHEL =75l

SLoofl 3 10 AL of ox o
lO F{E
ri

WA 25 1o 2HE o el gle
2 AohEm, BAgAae] A9 10 o)dold o
Aol e Ao Z HF3THLee HY 2012). ¥ A9
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VIF 322002 BAHSE &% vt X o|tTable
4, Table 5). 7} 12 E4ZA7] Yepd A AR
o] AHEE 69.8%= UEsTh 372 gk SA A
oS A= FREe 161.445, 2= 0.0000.2 &
ARz frofsitt. E=gk EFSHA G 93t &4 89l
(B=0.686, p<0.001), =171 L21(B=0.246, p<0.001), A¥]
2~ QQ1(B=0.126, p<0.05) &=o.& W= F3S nH T
(Table 4).
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2Ee] FAEHES 52, £971, Al 3719 811
EEste] AR 29} E£917] 89S A= ol
e v wrel, g4 a]ivte] oo {3t JIF
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o2e 39 FForoEe JIFe v =y FES)
A e ZoZ priro], B A9} tTha AJolE Btk
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EgS A Fezblol Ak a3 AT 2F
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A A grel] =& 9Fe= AE FASHANE AHl~
AR AHo = FHE 71&HoF TS ousitt 7HA
132 &H|[AZE A 245 29171 8.21(B=0.246, p<0.001)°]
Lo A+ 9 % 2= 23E EE3t] 73S
ezt oy HaERe] e, BRG] #9171
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gz Fogk HHe IS HA=

http://www.ekfcs.org



Korean ) Food Cook Sci o ay Al AEao] Bk Ao] hnlxo) v 9 Aol wof vl x| gake] et A 357

Table 2, Reliabilities and factor analysis of independent variables

Factor Construct Factor loadings Eigen values Cumulative (%) Cronbach’s a

Kindness of employees 0.81
Overall services knowledge 0.80
Coping skills of employees mistakes 0.77
Civility of employees 0.77
Interest in the customer 0.76

Service The accuracy of the service 0.75 8 465 24,898 0.96
Quick service 0.72
Trust services 0.70
Empathy for customers 0.69
Employees response of demand 0.69
Willingness to help the customer 0.66
Reservation convenience 0.58
A pleasant indoor air 0.76
Proper indoor fragrance 0.75
Proper portion size 0.71
Dining room decorations 0.69
Clean indoor 0.69
Proper indoor lighting 0.69

Atmosphere Proper indoor temperature 0.68 7.492 22.034 0.95
Sufficient space between the table 0.66
Colorful harmony of indoor 0.60
Attractive colors of the facility 0.59
The overall attractiveness 0.56
Cutlery sanitation 0.53
Background music 0.51
Tasty 0.72
Quantity 0.68
Overall harmony 0.65
Price 0.64

Food Freshness 0.62 5.896 17.340 0.91
Nutritional balance 0.62
Traditional Flavor 0.61
Proper temperature 0.59
Variety of menus 0.51

Total variance explained=64.272%, KMO=0.952, Bartlet’s test=6423.594, p=0.000

A=A 24 e] Fdt HAER F3A =8 omgitta & 4= Ut

2 S7do] AH|AFe] R} P Fo| SR, T3 7Hd 32 A IARYY HHHR)S 65.1%((F=
gE)el Fofgt FFE HXE ATE 45 AAgn 130.805, p<0.001)= YEFTE AlFAQ] AFS AEA
£ 2= 9JtHJung HS & Yoon HH 2010, Lee YH 5 2013) g3 2o 72 3-18 2Rt 4% 24 S4B

E3E Y HAERES o] &3l ARAke] TS 93] =0.690, p<0.001)°] APFEL|=e) wx|= FFAA A
ALES FES 7 e FEEH] A=l Hors& FAXHCE Fogt H(+HY AHE =E3t YA
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Table 3, Reliabilities and factor analysis of dependent variables

Factor Construct Factor loadings Eigen values Cumulative(%) Cronbach’s a
Overall satisfaction 0.78
. . Experience satisfaction 0.77
Satisfaction . . 4.836 38.635 0.92
Happy satisfaction 0.74
Good selection 0.71
Accuracy of contents 0.81
| Objectivity of contents 0.78
ewoMm" o . .
. Reliability of information 0.68 2.659 22.179 0.84
evaluation
Timeliness of information 0.68
Recentness of information 0.67
. Continues visit intention 0.99
Revisit Revisit intention 0.89 2.533 22.162 0.95
intention
If the price increase, revisit intention 0.85

Total variance explained=83.576%, KMO=0.915, Bartlet’s test=2576.782, p=0.000

D eWOM: electronic word of mouth.

d

=

ol AAATOIN AST ek ol A AR sk mEl, S vl AR Ae] FoIF JFL v
29 FE7h AR Foleks 7E b R0E Ukt B Avel A4 23E et v

2 #ilo] FHE o] o ,
ANA 7190& Akl B F AthKim YG & Kim DH ~ &HIAZE A48 AR~ £4(B=0.091, p>0.05)7 917
2013). o=y FEo HE53 342 dY 8Rivte s g £74(B=0.053, p>0.05)°] Ao =0l E]XlL IFE 7
Fo =0 FFE mA|=H %E—‘S}Eh— ajA =) xtk Kim AR E fFolatA] g2 dAeE =& 714 3-29F 3-32
YM(2009) ¥ B s7) Aelkg (24 & Z1AHA:
Ql, A F B Aul~89l, 714 ﬁl‘ﬂ, HA Qs
Table 4, Regression analysis
Prat el w w0 s e
Constant -0.527 0.253 -0.279 0,039
0.311 3.220
Food 0.691 0.087 0.686 7917 0.000
Satisfaction Service 0.831 0.074 0.126 3.747 0.046" 0.379 2518
Atmosphere 0.287 0.081 0.246 3.688 0.000"" 0.325 3.080
R>=0.698(adj. R?=0.693), F=161.445
Constant 0.192 0.156 1232 0.219
Satisfaction 0.839 0.027 0.904 30.871 0.000"" 1.000 1.000
R>=0.818(adj. R?=0.817), F=952.995
o Constant -0.605 0.293 2.064 0.040
Revisit intention .
Food 0.952 0.101 0.690 9.438 0.000 0.311 3.220
Service 0.119 0.085 0.091 1.401 0.163 0.379 2518
Atmosphere 0.075 0.093 0.058 0.808 0.420 0.325 3.080

5

R2=0.651(adj. R>=0.646), F=130.805"

YT L: tolerance.
? VIF: variance inflation factor.
"p<0.05, "p<0.001.
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Table 5, Hierarchical regression analysis for moderating effect of eWOM" evaluation

Independent variables: Satisfaction

Items
1 step 2 step 3 step
Food 0.814 (=10.421"") 0.806 (+=18.221"") 0.864 (+=3.799")
eWOM evaluation 0.019 (~=0.432) 0.078 (=0.336)
Food x eWOM evaluation ) - -0.099 (+=-0.258)
R? 0.660 0.661 0.661
AR? - 0.001 0.000
F-value 417.001 207.794 137.939
Service 0.686 (=13.747") 0.644 (=11.866"") 0.461 (=1.788)

eWOM evaluation

Service x eWOM evaluation

R? 0.469
AR? -
F-value 188.969

0.105 (+=1.944.) 0.082 (+=0.312)
- 0.182 (=2.054")

0.476 0.478
0.007 0.002
97.611 65.105

Atmosphere 0.753 (=16.648")
eWOM evaluation

Atmosphere x eWOM evaluation

R? 0.565
AR2 -
F-value 277.162

0.091 (t=1.864) -0.086 (=-0.207)
0413 (=7.946™) 0.091 (=1.864)
- 0.144 (=1.786)

0.570 0.570
0.005 0.000
141.939 94.209

D eWOM: electronic word of mouth.
"p<0.05, "'p<0.001.
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