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w2 FAE A5 3 AT (Eed)

[#-5] &4 AA 3t JF SWOTEA

Strength Opportunities

FrdTel ol aEat galas
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.
A Qe | 9843 AHET) AW 4B
A=)

q
AN (ZRGFE, ofAo}
A

s
252 R E A FALg g
FTAFZ o2 &A% sy

Weaknesses Threats
= X &b e ENS
A A8 ofolEl AuF W E FTAS A% 7% 7h43)
=AY, BT 5 (AzEhe, 4% F957h
(J—‘:q H, _u_ﬂ_‘§]' 'b‘) %LH}\]XO]— N ‘

SAQA e e 7k A
CEENREE LS
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AFHAEA ANFAL 9 B4
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ool g HHEH, 9| Holg oo AmA AAH vl %] ol
ol Wil A AAlsH: Ao gelstu gom, Ty gRE AR5 T
4 el A Ak AAage F3 02 gosta ek (F718, 1999)

o)A akqlol @ 4ol ARF FadA xd, EE LA 9

b

=

4. 84 Aus den ANE ETIAA 2EE SPAES FAARL
A wAA ATHE Aol AA'E FHAT (HFF, 1999)
ol e, SRS HAE 2eHRA AT JEAZY, 204

A5 wulsts &g, Aul2vh FFE ol T AN AgH 4o 4@
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o

23 Aredoletn ¥ 4 Aok (949, 49
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Selvhebs AT Auz e was i Aus Fdel ug ¥
of oA a Qom 53 AFele] F2 YRS AR AT g Ay

Mujz=o] FHLE 7ol AlgelA AEsH7] 9 Fad &
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oh AulaF o] g Bl oA Zh shabe] uwheh thFdt ER7E EA
stt}. 1% Martine S € AEGAA AFsts AP 2E AAAde F32
(Procedural quality)® 2749 F2  (Convivial quality)® &3+

th.(Martin, W.B,, 1986) &xt3e] #4242 7ls4 F43% FAg /fdo=

Tos B3 AFS oA AT A Mul Aapge] 7IHE Tk
o gl ZANe] 4 HAARAANA FTAY HE g3 5o VHES
ekl =% Parasuraman< A M| 252 S Au] 2 AlFage] uabs 34

# A (process quality)? 2 33% 2 (outcome quality) & FE 3R TH(A.
Parasuraman, V.A. Zeithaml and L.L.Berry : 1988) ¥} A2 & Ajn] A7}
Aa= s 717 T o] HUFs=E Fola AFEFAL Mu|Av GRFHA
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2 W PrhEE Fdolth olddE B ATAEC] Yom ATAES

ol (199, , = AuAEde
Jolok gwhe] . Wbl ejal AAAT A waw AwlAe] 7de)

= 7T E 2AEY o] & AulaEA Y FAA 8ol A AHst e 2
S 107HA 9] FawFE AN AT, 3 A (tangibles), A1 # A (reliability),
H

Jk-3- A (resposiveness), & 2 (competence), 54 (access), o A (courtesy),

O

O] A} 2 % (communication), 21-& A (credibility), ¢F4 A (security), 1274 2] o] &
(understanding the customer) 107] zFlojtt. 2 ¥ AMu]2F Aol FA 29l
So] A FEH 57FA] Adoz F3F H43F9] /3 A (tangibles), A1F

A (reliability), W84 (responsiveness), &4 A (assurance), & %4 (empathy)

o= A Al

[£-6] AH&=F 4 57HA] 74829

2+ A 9]
(Dimension) (Definition)

34

. =24 A, A, AR R Y HE T 9

(Tangibles)

A=A

o Agsta B F e AdE sy

(Reliability)

Hk-8-4d &S AMH| 25 AFetil 14E =8 ok
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Abstract

Study on Awareness and Service Quality concerning

Korean Food and Korean Restaurant in Globalization of Korean
Food

-Focused on Foreigners and Koreans with experiences of staying
overseas -

Choi, Hyeon-Jin

Major in Wine Sommelier-Foodstyle
Dept. of Cultural Industry

Graduate School of Cultural Industry
Sungshin Women's University

As now days we are realizing the term globalization in every area
such as economy, society, culture, etc. and food of a country is recognized

as a cultural symbols, the globalization of Korean food can be said to
make our food the culture enjoyed by citizens of the world by letting
Korean foodindustry known more systematically while interests of people of
the world are increasing rapidly.

While there are various strategies and methods of globalization of
Korean food, this study performed both the domestic literature study and
empirical study to examine awarenessand service quality for Korean food
and Korean restaurant.

In the literature study, the research model and hypothesis was

established by referring to domestic and foreign books, materials and



precedent articles for definition and superiority of Korean food,
globalization of Korean food, service realities and measured data by using
questionnaire for analyzing relationships of each variable derived from the
research model was analyzed in empirical method by verifying in statistical
processing.

In the empirical study, the survey was carried out from September 20
to October 30, 2011 for about a month focused on foreigners with
experience of staying in Korea and Koreans with experience of staying
overseas, 210 copies of questionnaire were collected out of 230 copies
distributed and 203 copies excluding partial non-responded ones which are
impossible for statistical use were used.

This study approached structural influence relationships and causal
relevance of Korean restaurant in Korean food globalization through
empiricalanalysis by measuring Korean food and service quality of Korean
restaurant and placed an ultimate goal of suggesting strategic implications
and marketing strategies which enable foreigners visiting Korean restaurants
get familiar with eating cultures of Korean food without repulsion. The
results of verifying 4 kinds hypotheses of such as difference of awareness
on Korean restaurant by Koreans and foreigners, difference of awareness on
service quality of Korean restaurant, difference of satisfaction on Korean
restaurant, effects on service quality of Korean restaurant and customer
satisfaction are as following.

First, Koreans and foreigners all indicated Korean food has stimulating

tastes and unique fragrance for taste of Korean food in awareness



difference of Korean food by staying period and nationality and as for
Korean food -culture foreigners were shown to have more burden than
Koreans due to eating culture of sharing food together but did not show
significant difference.

As for Korean food table setting, foreigners felt more burdensome than
Koreans, course setting was found to be preferred by foreigners to show
significant difference statistically and foreigners was found to thinkmeal
time very short than Koreans to show significant difference.

Second, to look at difference of service quality of Korean restaurant, as
results of the analysis while materiality, credibility, reactivity showed
awareness over average in Koreans and foreigners, confidence was revealed
to be low to show negative awareness.

As for materiality and confidence of Korean restaurant, foreigners
showed more positive awareness, credibility and reactivity were shown
positively in Korean than foreigners but significant difference was not
shown in awareness of service quality of Korean restaurant.

Third, in customer satisfaction on Koreanrestaurant by nationality &
staying period, both Koreans and foreigners showed customer satisfaction
less than average to show low satisfaction on Korean restaurant, Koreans
were found to feel higher satisfaction on Korean restaurant as they stayed
longer overseas and foreigners with less than a month stay showed higher
satisfaction on Korean restaurant relatively than foreigners who stayed more

than a month.



Fourth, as for effects of service quality and customer satisfaction
because Koreans with experience of staying overseas were found to have
higher customer satisfaction as especially reactivity and confidenceare high,
which could be understood that reactivity and confidence are major factors
which affect customer satisfaction.

Foreigners who wused Korean restaurant was found to have higher
customer satisfaction as credibility, reactivity and confidence out of service
quality factors for Korean restaurant are higher and it can be seen
credibility, reactivity and confidence are major forecasting factors which
affect customer satisfaction of foreigners rather than materiality, the external
factor for Korean restaurant.

Through these results, in effects on service quality and customer
satisfaction of Korean restaurant, foreigners were found to be higher
especially in credibility, reactivity and confidence than materiality, the
external factor.

As implications based on this study, efforts and alternatives of servicing
Korean food as the symbol of Korean culture through more diversified
investigation and researches on awareness of Korean food and Korean
restaurant and service quality in globalization of Korean food are thought

be prepared and creating more positive awareness are thought to be created.
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Questionnaire

NO

Welcome to Korea!

I'd like to express my appreciation for your cooperation in
responding to this.

This survey is designed to ask your opinions of the service
quality—- in Korean-style restaurants. The only thing we are
interested in is your opinions of your experience during using
Korea-style restaurants. This survey will be handled
confidentially and will be used only for research purposes.

I hope you will have a wonderful time while staying in Korea.
Thank you very munch and good luck to you.

2011. 9.

Adviser : Professor, Han, youngsuk
Dept. of Food and nutrition
Graduate School of Sung-sin
University

Inquisitor : Master’s degree, ChoiHyeonjin
Dept. pf Wine sommelier& Food style
Graduate School of Sung-sin University




I .The followings are for the questions to your satisfaction with
Korean foods. Please mark ”"+/”in an appropriate part.

Not Moder | Likel | Most
No Content No .

at all ate y likely
1 Pungent 1 2 3 4
2 Peculiar taste is strong 1 2 3 4 5
3 Hot 1 2 3 4 5
4 Salty 1 2 3 4 5

Table culture in which
people commonly eat
most foods is

uncomfortable.
Controls the amount of

food single-service
Arrangement of all

7 dishes at a time is 1 2 3 4 5
uncomfortable.
Wants to do course
8 1 2 3 4 5

table setting
Mealtime os short in

Korean table culture.
Unpleasant cases are

10 | met like smoking smell 1 2 3 4 5

1s reeked to cloth

II . The questions are for the service quality for Korean restaurants.
Please mark ”"+/"in the appropriate part.

No Service in Korean Not No Moder | Likel | Most
restaurants at all ate y likely
Whole atmosphere is
1 comfortable and likely 1 2 3 4 5
to be quality




Inside facilities are

generally clean.

Menu card is visually
designed to be in
harmony with

restaurant images

Menu is easily readable.
(the marking of foreign

languages)

The Korean restaurant

1s convenient to make a

reservation and change
it

The Korean restaurant
serves your food in

time

Quantity and size are

suitable to eat.

The Korean restaurant
serves your food
exactly as you ordered
it.

The Korean restaurant
provides prompt
services during busy

times.

10

Servers’ treatment is
neat ,dress up,

comfortable and kind

11

The Korean restaurant
and employee are
thoughtful and
considerate toward the

customers.




12

The Korean restaurant
anticipates the

customers’ needs and
makes preparations in

advance

13

When selecting dishes,
explanation of menu is
easily understandable.

14

The server guided
speak foreign languages

very well.

15

Servers properly
respond to customers’

even special requests.

16

Employees explain their
menu Kindly.

(employees’ foreign

language is skillful In

some degree)

. The followings are questions about Korean food and Korean
Please mark

restaurants customers’

satisfaction degree.

appropriate numbers after reading the following questions.

//\/ " the

employees’ service of

Not Moder | Likel | Most
No Content No .
at all ate y likely
Insufficiency of
atmosphere.
1 . _ 1 2 3 4 5
(Tablesetting, Music,
[lumination)
How satisfied are you
2 with facilities and 1 2 3 4 5




this restaurant?
3 | Menu is easily readable 1 2 3 4 5
When selecting dishes,

4 explanation of menu is 1 2 3 4 5

easily understandable.
The server guided

5 speak foreign language 1 2 3 4 5

very well.

IV.The followings are questions to the real conditions for usage of
korean restaurant. Please mark ”+/”in one answer only.

1.How many times do you go to Korean restaurants?

DNot at all

@0nce or twice per month

@More than three times per month  @More than five times per month
2.When vyou select Korean restaurants, please mark ”+/"in what you
consider most?

(DService @Taste of foods

@Interior @Reputation

BPrice @MOthers

3.What is the purpose to go to Korean restaurants?
(DI like Korean foods
@Korean dish I healthy food
(@For business
@Experience of new dishes
(B)Others
4.What would like traditional Korean foods or Fusion foods?
(DTraditional Korean foods

@Fusion Korean foods



14

V. The followings are questions to general items. Please check the
Vv "in the proper number to you.

1.What is your nationality?

(DNorth @Europe @Asia @Korea

2.What is you gender?

(DMale @Female

3.In what age group are you?

(D20 and under 220739 340749
@50759 (B)60+

4. What is you educational experience?

(DHigh  school @University Graduate(or University) @Graduation
school graduate (or in graduate school) or above
5 What is your occupation?

DCompany @Service @Professional @Student BOthers
6.How many times visit in Korea?

(DNon. @More than once in a year

@More than three in a year

@More than five in a year
7How long have you stayed in Korea?

(DLess than one moth

@Less than one year

@Less than two years

@More than 3 years

Thank you indeed again for your sincere response

to the questionnaire.
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