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Abstract

The purposes of this study were to : (a) analyze university students’ perception and patronage
behaviors to the service quality dimensions, and (b) assist university residence hall foodservices in
formulating improved managerial strategies. Questionnaires were hand delivered and mailed to
1,210 university students residing in the residence hall and 13 foodservice managers. A total of
1,011 was usable; resulting in 83.6% response rate. The survey was conducted between October,
1998 and May, 1999. Statistical data analysis was completed using the SAS/Win 6.12 for
Descriptive Analysis, x2-test, T-test, ANOVA, and Stepwise Multiple Regression.

Forty-seven percent of the respondents indicated that ‘taste’ was their first priority when
choosing a menu. The reasons behind choosing residence hall foodservice were ‘location’, ‘board
plarn’, ‘price’, ‘taste’, ‘opening hours’, and ‘menu variety’. The main reasons of dissatisfaction with
the residence hall foodservice were ‘board plan’, ‘taste’, ‘menu variety’. The overall satisfaction
score was 2.99 out of 5. The satisfaction score of Tconvenience |, food quality, and "menu
variety ywere 3.25, 2,94 and 2.76, respectively. Generally, male students were more satisfied than
females. Graduate students and students living in residence halls over six semesters were the most
dissatisfied with the residence hall foodservice. Residence hall students were dissatisfied with the
variables "menu variety, and "facilities in ‘self-operated’ operations, whereas Mood quality ,
"menu variety ; and Tprice, in ‘contracted’ operations. Foodservice operations with ‘less than
1,000 meals serving per day’ was the highest satisfaction score(3.36) among other serving sizes.
Meal price with ‘less than 1,300 won’ was most satisfied with students. When overall customer
satisfaction and service quality dimensions were analyzed by Stepwise Multiple Regression Mood
quality ,(p<.001), Tprice,(p<.001), Tacilities ,(p<.001), "convenience ;(p<.001), "menu variety |
(p<.001), "manager’s attitude ,(p<.01), and Tatmosphere ,(p<.01}, in decreasing order, significantly
impacted on "Toverall customer satisfaction ;.

Key words : university residence hall foodservice operation, service quality dimensions, customer
satisfaction
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<Table 1> Demographics of respondents (N=1011)

“Characteristics

Sex T ‘ "~ “Major(College)

Male 550 544 Oriental Medicine 1 0.1
Female 406 40.2 Agri(;ulture 1 0.1
None 55 54 Tourism & Sightseeing 7 0.7
Age None 70 6.9
Under 20 451 4.6 Years in Residence Hall
21-25 406 40.2 Under 1 semester 199 19.7
26-30 102 10.1 2 - 3 semesters 445 44.0
Over 31 3 03 4 - 5 semesters 183 18.1
None 49 48 6 - 7 semesters 63 6.2
Grade Over 8 semesters 58 5.8
Freshman 352 34.8 None 63 6.2
Sophomore 209 20.7 Home Town(Birthplace)
Junior 145 14.3 Seoul 113 11.2
Senior 118 1177 Kangwon 48 47
Graduate 70 69 Kyonggi 94 93
Medical school junior 22 22 Kyungsang 199 19.7
Medical school senior 16 1.6 Cholla 132 13.1
etc. 10 1.0 Cheju 21 2.1
None 69 6.8 Chungchong 93 92
Major(College) Kwangju 50 49
Liberal Arts 110 109 Taegu 48 47
Business & Economics 91 9.0 Taejun 36 35
Science 110 109 Busan 66 6.5
Engineering 254 25.1 Ulsan 24 24
Theology 2 02 Incheon 34 34
Social Sciences 56 5.5 etc. 14 14
Law 47 46 None 39 39
Music 9 09 Monthly spending money®
Human Ecology 42 42 under 10 38 37
Education Sciences 44 43 10-20 228 226
Art & Sciences 21 2.1 20-30 389 38.5
Medicine 90 8.9 30-40 216 214
Dentistry 30 30 40 - 50 88 8.7
Nursing 10 1.0 over 50 19 1.9
Pharmacy 13 13 None 33 32
Physical 3 03
a) 10,000 won
<Table 2> Considering factors in menu choice %)
(4
Amount of food 48 104 18.6 26.5 19.6 13.2 6.9
Time saving 22 42 8.0 13.0 244 350 132
Nutrition 45 7.8 15.1 193 250 19.8 8.5
Preference 364 273 153 104 6.5 34 0.7
Weight control 03 1.6 2.8 59 10.2 19.1 60.1
Taste 474 273 112 74 3.8 1.8 1.1
Price 10.8 21.0 28.8 16.5 93 6.5 7.1
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<Table 3> Frequency of using residence hall foodservice 3 F oA FAAE o]&3=r) tiEte WA

3 A ojzhz SOl 24%E 7P BRI oM,

ooy o oy wiber | PR g A o) 216% 5 sheol 27) ol AL
| o mo A2l HE A AA 7% Al gy
) w6 s0 O A0l %A FAzA ANE dsE AL
3 206 204 E ZAEA K Table 4). ELd# d2de ol &3t
few 66 65 A FEd B $ue XA 244 200%, 237%%
none 1 1.1 71 =A Yebstet
Frequency during weekdays
PPN (3) %4 FAZ o8 WA
I time 81 8.0 7Nt FHALE o83l olfrE Yol st
2 times 12 111 912, 712, Wi, A7k T WA, 94, 92 38 5
3 times 128 127 o el $4 £AE NYFES & T A 1 £
4 times 82 8.1
Stlmes. 307 303 <Table 4> Time of using residence hall foodservice
Not using 187 18.5
Meals are not provided 0 0.0 Characteristics Number - Percentage
None 114 11.3 Frequency during weekdays
2. Lunch Breakfast 54 53
1 time 76 15 Lunch 78 77
2 times 69 6.7 Dinner 132 13.0
3 times 94 9.3 Breakfast - Lunch 109 10.8
4 times 127 126 Breakfast + Dinner 141 139
5 times 397 39.3 Lunch - Dinner 226 224
Not using 106 10.5 Breakfast + Lunch - Dinner 218 216
Mesals are not provided 29 2.9 Not using 34 34
None 113 112 None 19 1.9
3. Dinner Frequency during weekends
1 time 73 7.2 1. Saturday
2 times [t 11.0 Breakfast 98 9.7
3 times 163 16.2 Lunch 98 9.7
4 times 191 189 Dinner 33 52
5 times 352 348 Breakfast - Lunch 176 174
Not using 51 50 Breakfast « Dinner 43 47
Meals are not provided 5 0.5 Lunch - Dinner 179 177
None 65 64 Breakfast + Lunch - Dinner 131 13.0
Not using 202 200
ALYVY FRUAAY F F olf HFE ob, None 2 26
AL AW BF 53 Sl 303%, 303%, MU8%E 2. Sunday
M Egto, okel A% AA105%), 44 (650%) Breakfast 122 21
of WalA Col8aN T BT Swe 2ol Lunch > >
185%1 S AR TANRG, olel@ A v Dinner >
A ol3 FAgol FUL BITH MY APEON) Breakfast - Lunch 2
% QA A0R, N8 FARANE FRAA reskdas - Dimer oo
Fo4e e w3 B A 7 Aae 29 e uneh - Dimer uoy
Aedo|A 7hEE Aok Beje] ol AAL A To] 2 Breakfast - Lunch - Dinner 131 13.1
= o oot @ = o> Not using 240 237

AL A None 51 50
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<Table 5> Reasons of using residence hall foodservice

Location 45.4 29.1 11.9
Price 204 237 24.1
Menu variety 2.7 5.8 11.5
Operating hours 4.6 o207 26.5
Taste 6.4 83 104
Employee’s attitude 0.0 1.8 2.5
Cleanliness of facilities 0.6 43 8.0
Board plan 337 12.3 7.1

(%)
59 32 21 14 09
121 7.8 4.8 53 1.9
16.6 183 20.2 16.3 8.6
183 10.6 9.3 6.4 36
163 199 18.8 114 8.5
8.7 132 194 285 259
16.2 20.7 180 20.3 119
6.1 4.1 42 6.8 257

<Table 6> Complaints of using residence hall foodservice

(%)

Location

Price 7.7 109 11.1
Menu variety 20.0 249 189
Operating hours 13.0 164 15.0
Taste 25.1 18.8 152
Employee’s attitude 8.7 8.7 10.8
Cleanliness of facilities 36 5.8 94
Board plan 254 15.8 144

157 16.8 148 14.8 83
150 94 6.1 4.1 1.6
143 132 130 10.6 4.5
129 124 7.8 52 2.7
139 129 15.6 152 142
107 16.5 17.6 233 131

94 4.7 79 52 172
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<Table 7> Time spent in eating meals

- Time¥ Percent(%)
5-10 9.5
10-15 341 337
1520 330 26
20-25 140 139
25-30 71 7.0
over 30 25 25
None 8 0.8
Total 1,011 100.0
a) minutes

08%= ZAHH O], §29 AF(344%), e} A7
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<Table 8> Eating places when not using residence

hall foodservice?

umber o “Percent(%)
127(12.6) 444(43.9) 263 (26.0)
102(10.1) 251(24.8) 137 (13.6)

University foodservices
Snack corners in University

Restaurants out of University 45 ( 4.5) 296(29.3) 523 (51 7)
Food delivery 12(12) 63(62) 115(11.4)
Luncheon 3(03) 10(10) 8(08)
Skipping a meal 260(25.7) S53( 52y 52(s.0)
etc. 23(23) 25(25 4444

a) Results from multiple response

<Table 9> Money spent when not using residence
hall foodservice

Category Number:Percentige(%)
1. Lunch
Under 1,500 won 113 11.2
1,500-2,500 473 46.8
2,500-3,500 281 27.8
3,500-4,500 110 109
Over 4,500 18 1.7
None 16 1.6
2. Dinner
Under 1,500 won 54 53
1,500-2,500 245 24.2
2,500-3,500 368 364
3,500-4,500 219 21.7
Over 4,500 106 10.5
None 19 19
Total 1,011 100.0
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<Table 10> Satisfaction level by demographics of respondents”
M+SD)

2.76 1092 3.20+0.93 311+1.04 3.07+0.85

Total
Sex
Male 2.94+101 2761091 325+0.90 3.11+1.06 3.03+0.88
Female 2934098 2.76+0.94 3.14+0.99 3084104 3.15+081
T-value 0.0608 0.1003 17727 03787 -2.1094*
Grade
Freshman 287-£0.98% 2.70+0.98 313+£1.04 296+1.05 3114087
Sophomore 2794093 2724090 3.17+091 2.92+0.99° 3.02+0.81
Junior 3.13+1.00% 2.86+0.89 3.29+0.83 3.17+1.04° 3.03+091
Senior 3.08+1.06™ 2914083 341£087 3.24+1.08° 3.13+0.82
Medical school junior 359+ 1.01° 2.91+075 3274055 4,18+0.59 3.23+0.75
Medical school semior 3.56+0.63 2.9441.00 3.1940.75 4444063 3.19::0.66
graduate 259+ 1.00®° 246+0.83 3.03+0.87 3.11+096° 296+0.84
etc? 3.00+1.05° 3.10+£1.20 330+1.16 320+1.14° 3.00+1.33
F-value 5.59%k 2.36* 1.66 9,73k 0.67
Years in residense hall
under 1 semester 2.84+1.00° 2.73+091 3284092 29141.08° 3.07+0.78
23 2.94+0.99% 2724094 3.19+095 3.00+0.99™ 3.10£0.83
45 2.84+098° 2814092 3.10+£097 3.07+1.10% 3.00+0.93
6-7 3.03+1.07° 2.71+093 3224087 337+ 107 3.05+0.86
Over 8 330+1.03* 2.96+0.85 330+0.85 352+1.16 3294091
F-value 291% 1.08 1.03 4 845 1.29
Monthly soending money
under 100,000 won 3.09+0.89 2.86+£0.87% 3284097 3314089 3224099
100,000-200,000 3.10+0.95 2914093 3.28+0.89 2974105 3.15+0.80
200,000-30,000 2.88+0.99 2.70+0.93% 3.18+0.94 2.99+1.03 3.02:+0.80
300,000-400,000 292+ 10t 2.79+0.90 3251097 332+1.08 3.12+0.89
400,000-500,000 276+ 1.06 2.52+0.90° 3.01+0.86 3244099 2.90+0.98
over 500,000 2944087 3.11+096" 3.22+1.00 3.28+096 322+1.00
F-value 220 3.37%x 125 4,154+ 1.85

1) 1=very dissatisfied, 2=dissatisfied, 3=so-so, 4=satisfied, S=very satisfied
2) etc : foreigner, professor, etc
*¥p<.05 *Fp<01  *¥* p< 001

7NGAE AFZ1ZEE TTHA ) A (pK001), el FARE AIKTable 11, "E49] A(pC001), T4
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<Table 10> Satisfaction level by demographics of respondents (continued)"

(M+SD)
: 'déixlogiaPMCs of rgqundents Facilities & equipmentsEmployee’s attitude  Manager’s attitued Convenience Overall satisfaction
Total 3194082 3124109 3.05+1.04 3254092 2994096
Sex
Male 3.22+0.80 3.38:£0.99 3.17+098 3.34+0.93 3.08£0.96
Female 3.17+0.86 277+1.15 289+ 1.12 3.15+093 287+0.96
T-value 0.9759 8.5396 402495+ 3.1094%* 3.2776%*
Grade
Freshman 3.17+0.86 294+1.11° 2924105 3.19:£091% 2.93+0.98%
Sophomore 3.10+0.82 287+1.11° 2.86+1.08 3.094:0.90° 2.80+0.89
Junior 3214079 3.38+1.05% 321+1.00 3.28+0.98" 3.1240.89%¢
Senior 3.44+0.75 3.5441.00* 345+0.96 346+0.96™ 3.25+1.00%¢
Medical school juior 327+0.63 37740612 336-+0.58 3.86+083% 3734083
Medical school senior 3.13+0.50 3.3840.89% 3.63+081 4194075 35040972
graduate 3.09+0.82 314+ 1.04% 291+1.09 3.16+081° 264+093
etc? 3.10+1.10 3.10+1.10% 3.10£1.10 350+ 1.082° 320+1.14%
F-value 5885k 2.13% 796 5.9k 7.08%5%
Years in residense hall
under 1 semester 3284075 329+1.00% 3.0840.99% 3.16+0.92 2924093°
2-3 3.18+0.84% 3.07+1.06% 3.03+£1.03% 3244087 29940972
45 3.08+083° 292+ 1.19° 292+1.19° 315+101° 2.83+093"
6-7 3244077 325+ 1.04% 3.15+0.94 356+ 1.01% 3.18£0.94%
Over 8 3.32+40.94° 334+ 107 3364104 3631098 3.29+1.08°
F-value 171 376+ 2.17 501wk 3.49%#
Monthly soending money
under 100,000 won 3514092 3224120 3.14+1.10" 328+ 1.00 3.24+0.94
100,000-200,000 3284082 3.25+1.01 3.00+0.99% 3.22+0.89 3.11+0.93
200,000-30,000 3124076 3.08+1.05 3.01+1.03® 3214092 29240095
300,000-400,000 3224087 3.06+120 3.06+1.10% 3314096 3.03+097
400,000-500,000 3.16+0.89 3.04+121 3.0241.12% 330+0.94 2.79+0.99
over 500,000 3.06+£0.94 322+0.88 3.22+0.94° 372+0.83 3.26+0.99
F-value 231* 1.03 0.32 1.36 2.79%

1) 1=very dissatisfied, 2=dissatisfied, 3=s0-so, 4=satisfied, S=very satisfied
2) etc : foreigner, professor, etc
*p< 05 *p<0l  **p<c001
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<Table 11> Satisfaction level by operating characteristics”

(M+£SD)
Operating system
Self operated (n=471) 31240947 2.88+0.91° 3214090 3.20+1.08 3.04+081
Rented (n=47) 3.11£077 3.33£0.79* 3.63+0.85° 3434075 3.04+0.87
Contracted (n=487) 274+1.02° 2.60+£091° 3.15+£0.96" 2.98+1.02° 3.10+0.88
Fovalue 18.36%#+% 20.46%+* 5.75%* 7,59k 0.64
Menu type
Single menu (n=741) 3.00£0.95 281+£092° 3.18+£0.95 3.16+1.04% 3.1040.84%
2 selective menu (n=93) 3.5440.86" 3.124093 3.67+0.78 3.08+£1.09% 3.02+0.99
etc. (n=158)% 2.31+£092° 2.35+0.80° 3.04+0.83 2.86+0.99° 2.96+0.79*
F-value 54.98%# 23,928 142005 5.50%% 198
Delivery system
Served by employee (n=158)  2.68+0.95" 25540.82° 2.84+094° 3.00+£0.95° 2.88+0.86°
Complete self-service (n=232) 2.94+1.12% 2.78+0.92% 3.35+£0.81% 345+1.08% 3.17+£0.78%
partially self-service (n=602)  3.00+0.93? 2.81£0.94% 3244095 2.9941.02° 3.08+£0.86%
F-value 648+ 4.94%% 15.4g8% 17.63% 5.89%%
Billing system
1 per semester (n=400) 2.52+0.93¢ 247+0.88° 3.00+097° 2.64+0.98° 2.99+0.79°
1 permonth (n=396) 3.40+0.88% 3.1240.88 3.53+081° 3.54+0.98 3.28+0.86"
every meal (n=196) 2854092 264+0.85° 2.95+0.89° 3.1840.89° 2.8410.85°
F-value 93 .83%#% 55004+ 43 .08%+* 85,125 21.96%++
Pricing methods per month
3 meals X 30 days (n=206) 3.144093 3.01£0.99% 327+1.00% 3.18+0.96* 3.11+0.78
Meal planl Meal plan2® (n=336) 2.8041.03° 2.68-£0.90 3.39+0.87° 2.86+1.03° 3.09+0.86
Meal plan3¥ (n=196) 2.85+0.92% 2.6440.85° 2.9540.89° 3.18+0.89° 2.84+0.85"
etc” (n=254) 3.03+£1.00% 2774092° 3.09+£0.94> 332+1.16° 3.2040.84°
F-value 6.26% % 66744 11.42%%% 10.61#%* 73308k

1) 1=very dissatisfied, 2=dissatisfied, 3=s0-so, 4=satisfied, S=very satisfied
2) Menu type-etc : 2 selective menu twice a week, 3 selective menu

3) Meal planl = prepaid meals, meal plan2 = meals except prepaid

4) Meal plan3 = not prepaid meals

5) Meal plan] twice a day

*p<05  Fp<Ol  **p< 001
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<Table 11> Satisfaction level by operating characteristics(continued)"
(M=£SD)

: es& equipmentsEmployee’s attitudeManager’s attitude - Convenience - . Overall satisfaction

Operating system
Self operated (n=471) 297+1.15 297+1.09 3.154+0.81° 3324092 3.1340.96°
Rented (n=47) 3114080 339+0.65 3.33+0.80" 350+0.72" 3434068
Contracted (n=487) 3274103 3.10£1.01 3234083% 3.16+£0.94° 2.8240.94°
F-value 1.76 841 % 471%x 5.1 1% 17925
Menu type
single menu (n=741) 3.04+1.11° 3.04+1.06° 3.1940.82° 330+0.90" 3044094
2 selective menu (n=93) 3.89+0.83" 3574086 3474086 347+091" 348+0.82"
ete. (n=158)% 3.0640.98° 2.83+0.94° 3.08+0.76° 2.88+0.96 247+0.86°
F-value 6.57%* 25 48wk 15.26%%% 16335 40,1455
Delivery system
Served by employee (n1=158)  2.97+0.99° 2.90+0.99° 2.9940.82° 3.17+087° 2.78+0.84
Complete self-service (n=232)  3.32+0.91" 3.24+0.89" 330+0.68" 337+1.00° 312+ 104
Partially self-service (n=602)  3.08%1.17° 3.02:+1.00° 3.21+0.86a° 3224090 3.00+0.94"
F-value 6,647 580k 5675 2.87 6.02%+
Billing system
1 per semester (n=400) 3.01+0.85 29541225 274+1.10° 2994095 255+091°
1 permonth (n=396) 3464075 337+099" 3454086 3.59+0.83" 345+0.84"
every meal (n=196) 3.04+0.74° 297+092° 288 +097° 3.09+0.84° 2.98+0.85°
F-value 36235 16.86%#* 54.72%5% 48 90 105.75%
Pricing methods per month
3 meals X 30 days (n=206) 3284084 3.07+1.02° 3.23+091" 3.39+0.82" 3.17+091°
Meal plan] Meal plan2® (n=336) 3.31+0.80" 3.51+099" 321+0.98" 3.19+0.95 2.89+095°
Meal plan3* (n=196) 3.04+0.73¢ 297+092% 2884097 3.09+0.84° 2984085
etc (n=254)Y 3.09+0.86™ 2764123 2.84+1.20° 334+1.00 3.00+1.05%
F-value 6.85%+ 26.66%#* 10.10%%x 1.36%+ 3,63

1) 1=very dissatisfied, 2=dissatisfied, 3=so-so, 4=satisfied, S=very satisfied
2) Menu type-etc : 2 selective menu twice a week, 3 selective menu

3) Meal plan] = prepaid meals, meal plan2 = meals except prepaid

4) Meal plan3 = not prepaid meals

5) Meal plan] twice a day

*p<05 *p<01  **p<001

7tH 9] HAA(299) sl But
EAH A K Table 11).

4
o
Rl
%9,
nls
pui)
o
il
o, R
;9‘
rr
po)
o
" fru
=
fu)
3
P
o
—-L?l_l‘
N
2
p—
tot
2
o
ohy
rir

4) Al ZIAbAl o) ABA, (260, TBAAL AR, (270)0] el BE
o sl 18l A e g SHL S ASE ek ASAEe] @ 19 1y
AREAE g B s A e s, R R e

ZivEein 49 e oE brel AT AR e gae) du g Que wer) 242
(Table 11), B& &) dojA F490 2ol (pd001) )

D B ey ) o sy ol e} AREeE BEL} WA U
A gen, Wa AW, uded A 790 T e o ks
S 7)o 18] A e som zAHeD 149 TS T e i
484 0] NS Y MY o] SHIE 71 ) 12 Fio] WaA Mef 22

et

1 iy
2317 9= Ao Al =

T Q90m, @ slel 18] A & 2B Buma O S ASE AR

=



90 BRITFINBERE  VolS, No.2(2000)

5) Oh2 Ald|Ee]

Mg AR 3 x30d, 9T A,
A, TR 2 ubeo] 48 23K Tabe 11,
28 2, (pCo0n), "I B (pK00D), T B
A, (pCo0D), T7HA e} A4 (p<001), TE-$171,(pd001),
A AR, (p(00D), "2 HE (p001), T
2] BlE (p(001), TAREA R (p(001), ol
o A (DA Freldt ol7h 932w, 371 x
09, TIEF, ARA, ol R4 A4 foz vt
3 AT I x0L 9 A BE FEAAM v
33 gglen, Ry AL 3t AHA S ™
o ohepdool el Zhzt 268, 2647 BEEY
AR vebgtt ‘el AL (286)% Aels)
7179 AEA ol tste] A2 THehE o=

4y
Mo e e

6) 12 AR
19 Apqsd 7lsat 48] HEEE 48
7) ekl $AHCR 19 AR BE $YEH

W A} tiAbAbe] §3HS Qrobr Qb Table 12). ‘1,000
2 ulet o Ae AL Uz & 628%7F A o 3
ST, dY 213%, RS 159%9] £o®
ZAREYTE 1,0004-20004] migF & 813%7F ‘gE
o siFetRen, YA 2 187%% ZAHYT. 2000
2] ol & ‘Ao Wo| it

19 {4e5rEe] mE 24 dEes BAd A3
(Table 13>, "2 A,(pC001), Fe A,
(p<001), "7FE el HAA (p<001), "E7),(pd001),
CAIAI A 7] (p<001), T2Ehe] e, (pdool), T3
gzt Bl % (p<ool), Tolg-2] HEa)Ad,(pK00l), TR
A TR (pC00D), A 2 AE 0D ol §
o3k Apolrt YRom, THHE BERE = 10004 7

<Table 12> Management systems by numer of

meals served per day
(N=1,011)

Category  Under 000 meals 1000~ 2000 meals O
Self operated 186 ( 62.8) 98 ( 18.7) 99 (100.0)
Rented 47( 159 0 0.0 0(C 00
Contracted 63(21.3) 425( 81.3) 0( 00
Total 296 (100.0) 523 (100.) 99 (100.0)

o] 3362.F P BT, 1000-20004] w o] 7}
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<Table 13> Satisfaction levels by numer of meals served per day

M=SD)

_ Category  Under LOOO(n=306) 1,000~2000(0=337) Over

Food quality 332+0.96° 2734098 2961085 34 82wk
Menu variety 3.03+0.94 2.61+£091° 2714087° 19.18%#*
Sanitation & cleanliness 3.30+0.93" 3.08+0.95% 3.03+0.75° 6.12%%
Price 348+1.02° 294+103° 329077 27 Gk
Atmosphere 3174079 3044087 2.68+0.81° 12.38%ex
Facilities & equipments 3301+0.78 3.11+085% 2.98+0.68° 7,68
Employee’s attitude 324+ 1.00° 295+1.15 2.95+0.84° 726w
Manager's attitude 3.33+0.89° 2.874+1.09° 2.7640.93° 2].83%
Convenience 3.58+0.84% 3.09+0.94° 296+0.83° 31.58% %+
Overall satisfaction 3.36+0.932 2.7740.93¢ 3.09+0.86 38.93%+*

**p< (01 *+*p< 001
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<Table 14> Satisfaction level by selling price®

(M+SD)
. Caegory Under 1,000 (n=306) 1,000~2,000 (n=537) Over 2,000 (n=109) Fovalue
Food quality 3514083 2832097 2.61£0.94° 62317
Menu variety 3224084 2704089 2474091° 4567+
Sanitation & cleanliness 34740817 3344086 2.67+098 62,67 %
Price 3734089 3.03+1.000 2.68+0.99° 73775
Atmosphere 3.2240.78° 3.1140.89° 2.86+0.78 12.01%%%
Facilities & equipments 33940712 33010.78* 2814085 41 g7
Employee’s attitude 3.21+0.96* 3,364 1.00° 2,56+ 1.19° 50.50%+
Manager’s attitude 3424081 3.1540.99 2514112 55.95%+%
Convenience 3.70+0.76* 3174093 2.9940.92° 41.94%5x
Overall satisfaction 3.58+0.77 2944093 2.57+0.90° 81,89k
a) won *¥p<.001
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<Table 15> Service quality attributes affecting overall customer satisfaction

(M SD)
" Food quality 0.3979%+* 0.0265 22541 0.4022%+%
Menu variety 0.1255%*+ 0.0272 21.29 0.1298 %%+
Sanitation & cleanliness 0.0329 0.0264 1.56 -
Price 0.1653 %%+ 0.0203 66.27 0.1664%+*
Atmosphere 0.0787#* 0.0282 7.76 0.0766%+
Facilities & equipments 0.1567%%* 0.0344 2074 0.1666%++
Employee’s attitude 0.0430 0.0246 304 0.0486*
Manager’s attitude 0.0839%* 0.0270 9.65 0.0862%*
Convenience 0.1305%#* 0.0239 29.91 0.1306%+**
R2=0.6636 #p<.05 #p<.01 *++p< 001
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