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The purpose of this study was to analyze the current status of 30 restaurants targeted for customized-
visit consulting. For this process, experts visited restaurants and conducted consulting to improve the
effectiveness of management for restaurants. A frequency analysis was used for general details, and a
questionnaire survey was conducted to consult employees and customer groups. The analysis and
consulting results were as follows: Firstly,menu need to be improved through restaurants’ sanitary state
and menu quality improvement. New menu should be developed through continuous training for restau-
rant operators, the relevant organizations, and cooking skill experts. Secondly, restaurants’ cooking skill
and knowledge should be secured by training of restaurant operators from the relevant organizations and
experts to acquire cooking skills. In conclusion, restaurants’ capability needs to be consolidated through
persistent and cyclical process to maintain competitive menus and cooking skills. The results also
showed that employee group’s MOT, foods, menu, and facility education/training should be fortified.
In order to reinvigorate the restaurant industry, marketers need to offer continuous education/training
and consulting for employees to improve their satisfaction.
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Table 1. General characteristics of the subjects

Consultant Employee  Customer

Characteristic
N % N % N %

Korean food 20 66.7 98 71.0 200 71.2

gﬁiezsf Japanese food 6 200 29 210 60 21.4
Others 4 133 11 80 21 74
Suwon 8 267 40 290 68 244
Yongin 6 200 29 210 51 183
Yangju 1 33 5 3.6 9 32
Business  HWwaseong 6 200 30 21.7 46 165
area Namyangju 2 67 10 73 19 68
Icheon 1 33 5 36 8 29
Ansan 3 100 11 80 35 125
Seongnam 3 100 8 58 43 154
Over 20 year 15 50.0 60 432 75 444
Work 10~20 year 12 400 38 273 50 29.6
period 59 year 3100 22 158 25 148
5 year 0 0 19 137 19 112
21~30 6 200 28 203 55 199
31~40 6 200 28 203 56 203

Age

41~50 15 500 69 500 140 50.7
51~60 3 100 13 94 25 91
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Table 2. Group difference analysis on services by MOT stage

- 4ge] - %] - o}zl

Group N Mean S.D. P Group N 1 2 3
Consultant 30 6.33 1.21 Customer 281 4.11
. Employee 139 847 1.01 0.00 Consultant 30 6.33
Guide Customer 281 4.11 0.67 Employee 139 8.47
Total 450 5.61 2.16 P-value 1.00 1.00 1.00
Consultant 30 7.37 1.03 Customer 281 6.36
Order Employee 139 11.61 1.16 0.00 Consultant 30 7.37
Customer 281 6.36 0.97 Employee 139 11.61
Total 450 8.05 2.61 P-value 1.00 1.00 1.00
Consultant 30 6.20 1.79 Consultant 30 6.20
Before Employee 139 18.37 1.78 0.00 Customer 281 6.33
meal Customer 281 6.33 0.86 Employee 139 18.37
Total 450 10.04 5.72 P-value 0.56 1.00
Consultant 30 20.10 1.58 Consultant 30 20.10
Meal Employee 139 54.63 2.93 0.00 Customer 281 22.67
offering Customer 281 22.67 1.98 Employee 139 54.63
Total 450 32.37 15.08 P-value 1.00 1.00 1.00
Consultant 30 9.07 0.78 Consultant 30 9.07
After Employee 139 24.01 1.43 0.00 Customer 281 14.20
meal Customer 281 14.20 1.08 Employee 139 24.01
Total 450 16.88 5.07 P-value 1.00 1.00 1.00
Consultant 30 5.50 0.68 Consultant 30 5.50
For a Employee 139 13.53 1.02 0.00 Customer 281 6.12
surcharge Customer 281 6.12 0.73 Employee 139 13.53
Total 450 8.37 3.56 P-value 1.00 1.00 1.00
Consultant 30 437 0.96 Consultant 30 437
Com- Employee 139 9.65 0.78 0.00 Customer 281 5.11
plaining Customer 281 5.11 0.65 Employee 139 9.65
Total 450 6.46 2.26 P-value 1.00 1.00 1.00
Table 3. Group difference analysis on foods
Group N Mean S.D. P Group N 1 2 3
Consultant 30 28.23 1.04 Customer 281 17.85
Tuste Employee 139 43.31 2.07 0.00 Consultant 30 28.23
Customer 281 17.85 1.62 Employee 139 43.31
Total 450 26.40 11.73 P-value 1.00 1.00 1.00
Consultant 30 17.17 57 Customer 281 13.42
Shape Employee 139 26.17 1.41 0.00 Consultant 30 17.17
Customer 281 13.42 1.10 Employee 139 26.17
Total 450 17.61 6.09 P-value 1.00 1.00 1.00
Consultant 30 13.27 0.83 Customer 281 11.56
Sanitation Employee 139 20.47 1.52 0.00 Consultant 30 13.27
cleanliness  Customer 281 11.56 1.69 Employee 139 20.47
Total 450 14.42 437 P-value 1.00 1.00 1.00
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Table 4. Group difference analysis on menus
Group N Mean S.D P Group N 1 2 3
Consultant 30 12.00 0.79 Customer 281 9.05
Menu Employee 139 11.80 1.31 0.00 Employee 139 11.80
Customer 281 9.05 0.62 Consultant 30 12.00
Total 450 10.09 1.62 P-value 1.00 0.19
Consultant 30 10.87 0.94 Customer 281 8.13
Price Employee 139 10.78 0.94 0.00 Employee 139 10.78
Customer 281 8.13 0.61 Consultant 30 10.87
Total 450 9.13 1.49 P-value 1.00 0.52
Consultant 30 10.50 0.90 Customer 281 5.36
Menu Employee 139 12.63 1.35 0.00 Consultant 30 10.50
book Customer 281 5.36 0.97 Employee 139 12.63
Total 450 7.94 3.55 P-value 1.00 1.00 1.00
Consultant 30 6.80 0.71 Customer 281 3.12
MD Employee 139 8.72 0.72 0.00 Consultant 30 6.80
Customer 281 3.12 0.53 Employee 139 8.72
Total 450 5.10 2.66 P-value 1.00 1.00 1.00
Frolek Aot gl Ao & BAEL, u 9 Fdd A= 8.72) Fet 3ol frol gt Aol7} Sle Ao w EAE
AHARE [ bl Apol7} sl A2 B EUT vl At
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Table 5. Group difference analysis on facilities
Group N Mean S.D P Group N 1 2 3
Consultant 30 20.10 1.30 Employee 139 12.53
Entrance Employee 139 12.53 1.26 0.00 Consultant 30 20.10
Customer 281 20.64 1.28 Customer 281 20.64
Total 450 18.10 3.94 P-value 1.00 1.00 1.00
Consultant 30 9.87 0.78 Employee 139 8.80
Employee 139 8.80 1.01 0.00 Consultant 30 9.87
Indoor
Customer 281 10.02 0.86 Customer 281 10.02
Total 450 9.63 1.06 P-value 1.00 0.32
Consultant 30 2343 1.19 Customer 281 17.12
Rest- Employee 139 18.63 1.63 0.00 Employee 139 18.63
room Customer 281 17.12 1.14 Consultant 30 2343
Total 450 18.01 2.07 P-value 1.00 1.00 1.00
Consultant 30 23.73 1.20 Customer 281 18.83
Parking Employee 139 24.37 2.03 0.00 Consultant 30 23.73
lot Customer 281 18.83 1.01 Employee 139 24.37
Total 450 20.87 2.99 P-value 1.00 1.00 1.00
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Table 6. Group difference analysis on consulting satisfaction
Group N Mean S.D t df p(FE)
Consulting satisfaction Consultant 30 4.20 0.66 10.35 167.00 0.00
reservation Employee 139 2.92 0.60 9.72 39.95 0.00
Consulting satisfaction Consultant 30 4.87 0.35 9.57 167.00 0.00
guide Employee 139 3.96 0.49 12.01 57.88 0.00
Consulting satisfaction_ Consultant 30 4.77 0.50 8.08 166.00 0.00
order Employee 138 3.96 0.50 8.00 42.12 0.00
Consulting satisfaction Consultant 30 4.80 0.48 8.47 166.00 0.00
before meal Employee 138 3.96 0.50 8.61 43.28 0.00
Consulting satisfaction Consultant 30 4.67 0.61 6.84 167.00 0.00
before meal Employee 139 3.96 0.49 5.99 37.75 0.00
Consulting satisfaction Consultant 30 470 0.60 8.88 167.00 0.00
after meal Employee 139 3.98 0.35 6.40 33.45 0.00
Consulting satisfaction Consultant 30 5.00 0.00 11.53 167.00 0.00
for a surcharge Employee 139 3.96 0.49 24.87 138.00 0.00
Consulting satisfaction_ Consultant 30 4.60 0.62 7.50 166.00 0.00
complaining Employee 138 3.98 0.35 5.30 33.14 0.00
Consulting satisfaction Consultant 30 4.47 0.63 4.70 166.00 0.00
taste Employee 138 3.94 0.54 4.25 38.73 0.00
Consulting satisfaction Consultant 30 3.93 0.58 9.15 166.00 0.00
shape Employee 138 2.91 0.55 8.78 40.82 0.00
Consulting satisfaction Consultant 30 3.97 0.49 9.77 166.00 0.00
sanitation_cleanliness Employee 138 2.93 0.54 1035 4535 0.00
Consulting satisfaction Consultant 30 493 5.33 4.34 166.00 0.00
menu Employee 138 2.94 0.52 2.04 29.12 0.05
Consulting satisfaction Consultant 30 3.93 0.64 9.02 166.00 0.00
price Employee 138 2.94 0.52 7.93 37.89 0.00
Consulting satisfaction Consultant 30 3.03 0.56 1.09 167.00 0.28
menu book Employee 139 291 0.54 1.07 41.88 0.29
Consulting satisfaction Consultant 30 3.83 0.65 8.05 165.00 0.00
MD Employee 137 2.92 0.54 7.19 38.42 0.00
Consulting satisfaction Consultant 30 3.10 0.55 10.70 166.00 0.00
Entrance Employee 138 2.05 0.47 9.73 38.95 0.00
Consulting satisfaction Consultant 30 3.23 0.63 11.96 166.00 0.00
indoor Employee 138 2.05 0.46 9.79 36.01 0.00
Consulting satisfaction Consultant 30 3.93 0.58 9.13 164.00 0.00
rest-room Employee 136 2.93 0.53 8.62 40.39 0.00
Consulting satisfaction Consultant 30 4.10 0.80 9.84 167.00 0.00
parking lot Employee 139 2.89 0.56 7.84 35.34 0.00
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