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ABSTRACT

A Study on the importance of personal human service
quality and customer satisfaction in food service industry

- Korean restaurants focused -

Hong, Young-Ok
Dept. of food service industry & culture major
The graduate school of cultural industry

Sung shin women's university

Today, the change of industrial structure, economic activities and the transition to
a service economy, a gradual increase in the importance of the service industry and
customer contacts in the service industry in contact staff the front of the castle is
about the ability to create psychiatric services. plaque is a very important variable.

Therefore, industry leading service industry, and people in food service industry in
the development of customer-oriented service quality, the emphasis will not be able
to miss a variety of research needs, food service industry’s leading research related
to existing hotels and Western restaurants, but one of When research is focused on,
but a study of Korean restaurants is almost lacking.

Korean restaurants, the business relies on the experience of the past, so intuitive



and structured management style and philosophy of science than from the outside is
required to carry, and eating out as part of the country’s rice industry, the
challenges of globalization, the rise of in a study of the Korean restaurant at the
present time the situation is not essential.

Therefore, researchers and customers to select the patient to prefer Korean
Restaurant uniformly by standardized recipes for menu development and the Korean
restaurant development and differentiated quality of service to be done urgently to
manual feed management system tied awareness of these issues Based on this
research and the need to raise, the purpose of this research, Korean restaurants,
especially in terms of management, human service, quality management, considering
the lack of a Korean restaurant for guests to help people the importance of service
quality, customer satisfaction and the results of future competitive advantage of
Korean restaurants, and to provide for the activation of the default data.

How to achieve the goal of this research for a parallel study of the literature
research and demonstration.

First, the literature research in the food service industry is the quality of service
to help people learn more about customer satisfaction related to Korea. And other
leading scholars and research work was based on.

Second, demonstration of quality of service to the people for the important data
to help evaluate customer satisfaction, service quality measurement tools in order to
complete the survey based on SERVQUAL, and set the research model was based on
the research hypothesis.

Third, to demonstrate the research and analysis of the survey data to the
Korean restaurant to distribute the survey to passengers doeeojin data collected by

using the SPSS 14.0 statistical analysis package of the program.

Results obtained through this research process is as follows.



1. Demographic characteristics of the respondents, this research did not analyze
the results, gender, 129 people in the women (56.8%) and men 98 people (43.1%) are
higher than the percentage, education specialist college graduates in the 81 people
(35.6%) has the highest ratio. In addition, the age of 40 68 people (29.9%) as the ratio
of the highest, marital status married, the ratio of the 153 people (67.4%) showed a
much higher. In addition, job self-employed 48 people (21.1%) showed a high
percentage, 1-200 won the average monthly income in less than 99 people (43.6%)
showed a relatively high rate. Analysis of the fast-food or family restaurant, a
younger generation than the main customers of Korean restaurants and the married

women of ages of older consumers as we can see that the main customers.

2. This study of the characteristics of the respondents on the analysis of Korean
restaurants, Korean restaurants reasons prefer in the various food symbols for the 77
people (33.9%) as the ratio of the highest, Considerations in the taste of food, quality,
price 'The 95 people (41.8%6) showed a high rate. In addition, the purpose of your
visit, family gatherings, the ratio of 89 people (39.2%) were the most high,’1 ~ 4
times the monthly average number of visits, the percentage of 128 people (56.3%) as
the highest. And 1 1 times less than the average lunch costs ¥ 30,000 a’'l, "the 109
people (48%) in the ratio was the highest. Analysis of the customer to use a Korean
restaurant more comfortable and familiar atmosphere that, as a symbol in the
affordable price for the food and enjoy a variety of Korean restaurants and prefer to

know that you can also visit frequently.

3. This research and analysis of the human and the importance of service quality,
to the score based on five—point scale reliability(rating 4.60) represented the highest
score, responsive (rating 4.48), assurance(rating 4.47 ), tangible(rating 4.43), empathy

(rating 4.09), followed by. Among factors 'bright, courtesy of the (4.56) and the



highest score, reliability factors, among the’ problem calmly deal with the (4.80),
reactive factors among customers in the humility of a complaint listen to this (4.72),
among assurance factors’ voluntarily help customers’ a (4.80), shared among the
factors of 'seamless communication with customers, the (4.28) and each has a high
score. Analysis of all types of customers is important to recognize the quality of
human services, and customer-facing attitude and posture of the jongsawon the
reaction of the type of performance evaluation are important factors that can be

found.

4. This research and analysis of the personal satisfaction of service quality,
satisfaction ratings for personnel of contact staff ’'is normal, the ratio of 97 people
(42.7%) were the most high, the satisfaction ratings in the face of contact staff ' is
satisfied 'the response: 96 people (42.2%), satisfaction ratings for the language of
contact staff 'is satisfied, the response of 97 people (42.7%), contact staff
satisfaction ratings for the Dress’ is normal’ response of 99 people (43.6 %),
satisfaction ratings for the reactions of contact staff ’'is normal’ response of 98
people (43.1%) was contact staff evaluation of the satisfaction response ’'is normal,
the response rate of 99 people (43.6%) as a highly said. Analysis of the satisfaction
rating of the quality of Korean restaurants in the human services as a whole, is
usually the more than 97% of the Korean restaurants in the Human Services Quality

and customer satisfaction in a relatively high rating can be found.

5. Hypothesis of this research, a food service industry, service quality, the
importance of personal demographic characteristics, depending on the note will be the
difference. Verification of the results, the first analysis of gender differences in the
reliability, except for the tangible(.001), reactive (0.004), assurance(.001), empathy

(.000) all the variables, note that level 5 significant difference in the %, women



(3.9819) and men (3.6673) than the average relative difference between the note said.
The second analysis of age differences in the tangible(.001), reliability (.000), reactive
(.000), assurance (.000), empathy(.000) all the variables, note that the level 5%
significant difference especially in the age of 50 (4.3472) and 20, 30, 40 and the
average difference between the note said. The third analysis of the difference in the
marital trust (0.023) and reactive (.032), assurance (.034), to note that significant
differences in the level of 5%, especially married 2 (3.8761) and Unmarried (3.6773)
than the average difference was aware. Analysis of the difference between a job as
a fourth intangible(.001), reliability (.003), reactive (0.029) This note significant
differences in the level of 5%, especially housewives (4.2165) and other note that the
average difference was compared. Fifth in average monthly income based on analysis
of the difference tangible(.000), reliability (.001), reactive (.001), assurance(.001),
empathy(.005) and note the level of all variables significant difference in the 5%,
200-3000000 won earnings of the group (4.6875) compared to the other group was
aware that the average difference. Analysis of the difference between education in
sixth in the tangible (.068), reliability (.015), reactive (0.076), assurance (0.094),
empathy (0.112) significant at 5% level of the mind the difference , professional
groups, college graduates (4.571) compared to the other group was aware that the
average difference. Analysis of the importance of the quality of human services
according to demographic characteristics that can indicate the difference is
significant, and often prefer to visit the Korean Restaurant Week customers with a
high floor of the ages. Older consumers and women from the human about the

quality of service is important to know and recognize.

6. Hypothesis 2. Satisfaction of human service, quality food service industry,
depending on the factors that will affect significant. The verification results, the first

tangible (B =. 393, T = 4535, P =. 000) and reactive (B =. 292, T = 3.981, P =. 000)



Chung (+) of the influence holds, and statistics that affect the scale of customer
2.069, P
1.392, p

satisfaction reported in the note. Reliability as the second (B =. 208, T

085), assurance (B =. 114, T = 1460, P =. 146), empathy (B =. 110, T
165) Chung (+) has an influence, but note that the statistics in terms of customer
satisfaction does not affect said. Analysis of the human service quality in customer
satisfaction according to the significant factors that can affect was, in particular the
services provided to customers with the position of the type of response and reaction
to the attitude of the factors that influence customer satisfaction in mind can see that

it does.

Therefore, the human quality of service Korean restaurant managers realize the
importance of the Korean restaurants operating in the future, tailored to meet
customer service quality, the development of differentiated be sought, and it can be
run through the contact staff food service and education are steadily.

More than the other industries and other research results, such as human
resources, high dependence on food service industry, depending on the nature of the
services they provide contact staff a posture serve a very important issue, and it

changes accordingly to the satisfaction customers said.
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