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Importance and Satisfaction of Human and Physical Evidence Service in Korean
Restaurants for Foreigners Living in Busan according to Nationality
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“)Dept. of Food Science & Nutrition, Pukyong National University, Busan 608-737, Korea

Abstract

The purpose of this study was to evaluate the importance and satisfaction level foreigners place on human
and physical evidence service in Korean restaurants based on nationality such as American/European, Japanese,
Chinese, and Southeast Asian. The research was performed by using questionnaires conducted from August
to September on 365 foreigners living in Busan. Total mean scores for the importance (3.96/5.00) and satisfaction
(3.33/5.00) of Korean restaurant human and physical evidence service were significantly different (p<0.01),
as the gap was —0.63. The mean scores of the gap were —1.03 for cleanliness of dining area, —1.01 for cleanliness
of tableware, and -0.95 for easily understandable menu board. The mean scores of satisfaction for Southeast
Asian individuals (3.77) were significantly (p<0.01) higher than those of American/European (3.40), Chinese
(3.37), and Japanese (2.81). The importance and satisfaction grid showed that an easily understandable menu
board and a brief description of the food or menu scored high for the importance and low for the satisfaction
in American/European, Chinese, and Japanese individuals. Cleanliness of the dining area, cleanliness of table—
ware, cleanliness of staff appearance, kindness of employees, rapid resolution of complaints, and prompt and
quick service scored high for importance and low for satisfaction in Japanese. However, Southeast Asians were
satisfied with human and physical evidence service of Korean restaurants.
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Table 1. General characteristics of respondents

Variables N (%)
Male 168 46.0
Gender Female 197 54.0
Total 365 100.0
<29 236 65.4
30~39 80 22.2
Age (years) 4o 45 12.4
Total 361 100.0
American & European 93 255
Japanese 80 22.0
Nationality Chinese 112 30.8
Southeast asian 79 21.7
Total 364 100.0
<1 76 215
1< years <2 83 23.4
Residence 2< years <3 77 21.7
(years) 3< years <5 70 19.8
5< 48 13.6
Total 354 100.0
<1 77 23.8
F‘rebquency of 1~9 9% 20.6
visit Korean 3—4 91 281
re;taurant 5< 60 185
(times/week)
Total 324 100.0




272 ol 7o} - F2

S

1) . . . . . .
Table 2. Mean scores ' of importance and satisfaction for human and physical evidence service of Korean restaurants

Attributes Importance Satisfaction t value Gap
Elegant atmosphere 3.53+0.927 3.28+0.87 461" -0.26
Quiet atmosphere 3.55+0.98 3.07+1.03 7.38" -0.51
Comfortable atmosphere 3.93+0.86 3.29+1.00 10.12™ -0.63
Attractive Korean style decoration 3.45+1.00 3.34+0.85 1.93 -0.11
Proper background music 3.25+1.04 3.07+0.94 2.81" -0.19
Proper lighting 3.56+0.89 3.38+0.77 3.85" -0.21
Cleanliness of dining area 4.45+0.76 3.41+1.01 16.46™ -1.03
Cleanliness of tableware 4.50+0.69 3.41+0.99 17.38™ -1.01
Cleanliness staffs’ clothes 4.16+£0.82 3.43+0.93 12.01" -0.73
Kindness of employees 4.34+0.77 3.65+0.95 11.63™ -0.69
Rapid treatment toward complain 4.12+0.83 3.39+1.00 11517 -0.72
Provision of prompt and quick service 4.17+0.78 3.60+0.98 9.76" -0.57
Easily understandable menu board 4.10+0.90 3.17£1.01 13.60" -0.95
Provision of brief description of food or menu 4.00+0.89 3.28+0.93 11.61° -0.73
Mean 3.96+0.51 3.33%£0.71 14.77" -0.63

YScale score: 1 (not very important)~5 (very important). ?Mean + SD.

p<0.01.
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(improve it)

14. Provision of brief description of food or menu

Quadrant I
(maintain it)

7. Cleanliness of dining area

8. Cleanliness of tableware

9. Cleanliness staffs’ clothes

10. Kindness of employees

11. Rapid treatment toward complain

12. Provision of prompt and quick service

Quadrant I
(low priority)

1. Elegant atmosphere
. Quiet atmosphere
. Comfortable atmosphere

Quadrant IV
(surplus)

. Attractive Korean style decoration

2
3
5. Proper background music
4
6. Proper lighting

Fig. 1. Grid of importance and satisfaction for human and
physical evidence service of Korean restaurants.
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Table 3. Mean scores®’ of importance for human and physical evidence service of Korean restaurants by nationalities

Agf;é;izn& Japanese Chinese SOKtSl;;jSt F-value
Elegant atmosphere 3.27+0.90™ 3.45+0.99™ 3.60+0.89"™ 3.81+0.81 5675
Quiet atmosphere 3.45+0.91 3.49+1.03 3.59+0.91 3.73+1.06 1.373
Comfortable atmosphere 4.07+0.75" 3.65+0.96" 3.95+0.79* 4.05+0.88° 4514
Attractive Korean style decoration 3.39+1.02° 3.24+0.94° 343+096° 3.80+0.99" 4.845”
Proper background music 3.08+1.16 3.24+1.05 3.32+£0.94 3.37+£1.00 1.328
Proper lighting 3.51+0.96 3.50+0.89 354+0.82 3.73+0.85 1.221
Cleanliness of dining area 4.54+0.65 4.33+0.90 4.52+0.78 4.36+0.70 1.829
Cleanliness of tableware 457+0.63 4.44+0.74 4.59+0.65 4.38+0.75 2.071
Cleanliness staffs’ clothes 4.11+0.86 4.33+0.79 4.06+0.77 4.20+0.87 1.865
Kindness of employees 4.47+0.68 4.29+0.84 4.32+0.71 4.27+0.86 1.280
Rapid treatment toward complain 4.09+0.72 4.03+0.97 4.17+0.81 4.16+0.82 0.625
Provision of prompt and quick service 4.17+0.68 4.10+0.88 4.22+0.77 4.18+0.78 0.395
Easily understandable menu board 4.12+0.98 3.94+0.79 4.12+0.96 4.22+0.80 1.355
Provision of brief description of food or menu 3.71+0.93" 4.00+0.86" 4.17+0.84* 411+0.87° 5.251"
Mean 3.91+0.50 3.85+0.65 4.00+0.44 4.04+0.59 1.856

YScale score: 1 (not very important)~5 (very important). Mean =+ SD.
Values with different superscripts within the same row are significantly different at p<0.05 by Duncan’s multiple range test.
“p<0.01.
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Table 4. Mean scores” of satisfaction for human and physical evidence service of Korean restaurants by nationalities

Satisfaction
Importance  American & . Southeast  F-value
Japanese Chinese .
European Asian

Elegant atmosphere 35340927  339+0.85" 278+0.91° 325+0.72° 371+0.82" 17.641"
Quiet atmosphere 3.55+0.98 289+1.06° 250+1.10° 326+0.80" 358+0.89" 19.183"
Comfortable atmosphere 3.93+0.86 337+096" 260+1.10° 3.38+0.80" 3.79+0.78" 23535
Attractive Korean style decoration 3.45+1.00 3.49+0.79" 2.86+0.92° 328+067° 3.78+0.83" 19.048"
Proper background music 3.25+1.04 299+0.99" 265+1.03° 3.19+07" 341+081* 10.324*
Proper lighting 3.56+0.89 3.40+0.77"  3.09+0.81° 3.35+067" 3.63+0.78" 8.334"
Cleanliness of dining area 4.45+0.76 3.39+099" 265+1.02° 357+084" 399+0.79" 30.336"
Cleanliness of tableware 450+069  343+099° 275+099° 348+083" 397+0.84° 24.077"
Cleanliness staffs’ clothes 4.16+0.82 359+0.81"  2.79+099° 342+0.78" 395+0.83" 26.060"
Kindness of employees 4.34+0.77 390087 299+1.04" 372+0.81" 3.96+0.81° 20.934"
Rapid treatment toward complain 4.12+0.83 363+1.00° 285+1.03° 3.33+0.86" 3.76+091° 14.494"
Provision of prompt and quick service 4.17+0.78 3871097 3.04+1.01° 354+0.87" 397+085" 16.787"
Easily understandable menu board 4.10+0.90 3.02+1.06™ 285+1.01° 331+096" 349+091°  7.034"
Provision of brief description of food or menu  4.00+0.89 3.12+0.93° 3.08+1.02° 3.32+0.85" 3.58+0.88" 51217
Mean 3404063  281+0.75° 337+056° 3.77+062" 282117
Grand mean 3.96+0.51 3.33+0.71

UScale score: 1 (not very important, very bad)~5 (very important, very good). YMean +
Values with different superscripts within the same row are significantly different at p<0.05 by Duncan’s multiple range test.

“p<0.01.
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