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ABSTRACT

In Korea, most family restaurants run on interior, menu and service of nearly the
same approach. This fact indicates that product itself is no longer a primary source they
can rely on to compete successfully.

To survive the keener competition, family restaurants need to come up with new
management strategy. The kind of strategy that is fundamentally differentiated from the
existing ones are required, by thoroughly analyzing what customers want.

The purpose of this study was to examine the actual status of family restaurants, how
much they were considered significant by their customers, and how much satisfaction the
customers felt.

There are some limitations in this study, which should be taken into account by future
researches for more successful results: First, income was one of the demographic
variables investigated in this study. Second, it's easy to find out the disposition of those
in their 20s, but there were a lot of difficulties in identifying the family restaurant
significance and satisfaction of people in their 30s and over. Third, this researcher was
too subjective in sorting out the significance and satisfaction attributes, which made it
hard to test the validity of the selected attributes.
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HrEZo =&l MBE U3 wue 7] Zlgdd AL Ba, E1, 27
11, Hshke #F A HrtsHA dok 183 ke Al A BYA T O
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I. OI24 HiZ

1. IHDI=O I

BPAo e ALEE “VEANNT & AL Jo] oA elrz 2 of VIS &
T2 FZAZE Folt} Olivere PH(satisfaction)o] @ ol glgloj9] satis
(enough) 9} facere(to do or make)of| A HAYE ] oM, TFEA] 7| AFH AH|2E F
£ A=A 240] 2738 AL AFE $H S /A sivke vz B3 gl
2,

a8[A P A grold g aHlAke] A2 ] HFHEA O AAH
73 elj(cognitive states), @ ¥ 7Hevaluation), () A A]2 ¥F-2(emotional response), @ <1
A #GH ZAA w-go] AP “THEo| gt B (satisfaction judgment) 5 ]
7EA BN 2 &A4d0] FeH T ot

A, QXA FE2 B Bl 9td, nANES Fullxpr) X & di7fe] B3
off it Amlzle] WFo 2 B 31 Howard$} Shethde Aol “Fulalz} A&
7kl tid] HASA(EE FHAA BAEATd L w7 Lvate] QA1F A
o}
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3) Howard, J. D. & Sheth, J. N. (1969). The Theory of Buyer Behavior, New York: John
Willey & Sons, p.145.
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EX), 1749 Hrl2 B gl iy, nttEE e &3 ¢ 978 5
A7le Aol tidk Bt A9 APAZ It Al AA A3 e 283 A
BosE dA/EYR] FE 5 4 &¥Re QAF FH oig FrlE Bl
3 Stk o]2igt HAajE AA g AR Czepiel 3 Rosenbergh= AR & “A)
g A B AH2E E5IAY e fise &7 2 878 54
7l Azl tigk AH|Ake] FRAER HrVE oA or, Hunt)e 2H| 7ol
A 2L /1Y T oty BAH cE Ued BV e stien,
Engel®} Blackwell®)2 g€ tito] 2 tighell cigh Al A3} AR A7 )
g F71 a3tk

A, XA whgo 2 HE BN E aTEE nA] 7d dx)/EUx| <

2 1] g AR Al F AT FAA dgeltt. 24D A
< AMA wrgol AN sttt AR Westbrook@ Reilly?) = 73k
5 " g 53 AFA 2, oA, £33/ E R AN SR det
2 PE BhE AP dgd FAA wgiolgtn ok £, Tsesd
Wilton®)& A|xte] AR 7idiel &8 F Aztd AFe] AAA A Aol
g An|zte) yhgrolta A ostA 2 Millerst Olshavsky) = A F e An] 2
g i FAH g oE2N A Adegta FosArh

), nANE NEE QAR AT FAF whgo] AdEo Ueue Ao
B3 Tr&Eo ojdt m8e] Tel(satisfaction judgment) &2 A olsle #BHo] A
Olivero] 2J3le] AAIE 1L Ut} 2 RS0l & A F/AH] 20l oI d3}e] Mg
4, B4A) 44, e ded AN JEAFE O RAelga F48
I HEol|f Avjle] FFAFE o) it o2 A, AFE/AH] 20 F(product or
service feature) T A FZ/AB|A AA7E Avld] g =2 e|[v]EE(under-

4) Czepiel, J. A, Rosenberg L. J. & Adebayo Akerele (1974). "Perspectives on Consumer
Satisfaction", AMA Educators’ Proceedings, Chicago, p.169.

5) Hunt. H. K. (1977). "Conceptualization and Measurement of Consumer Satisfaction and
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6) Engel, J. F. & Blackwell, R. D. (1982). Consumer Behavior, New York: Holt, Rinchart &
Winston, p.501.

7) Westbook, R. A. & Reilly, M. D. (1983). "Value-Percept Disparity: An Alternative to the
Disconfirmation of Expectations Theory of Consumer Satisfaction”, Advances in Consumer
Research, pp.256-261.

8) Tse, D. K. & Wilton, P. C. (1988). "Models of Consumer Satisfaction: An Extension",
Journal of Marketing Research, Vol. 25, May, pp.204-212.

9) Olshavsky, R. L. & Miller, J. A. (1972). "Consumer Expectations, Product Performance and
Perceived Product Quality", Journal of Marketing Research, Feb, pp.19-21.
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fulfillment) == #FZFH(overfulfillment) =& TIE HH3 +F(pleasurable
level)oll A A|FatAY, A7t g A’ Ao By gith

ADE P A7 2r)de FAHAE v e I9AF weE Yeiile B
d FHo2 SHHAY, nAWE TG HEF 7] AR o] FolA]%]
B 5, QAR B B F8A Wyt F Uo7 side) $4d0) oigt HEs
Aol AAE A ¢ AtiHoward and Sheth, 1969; Czepiel and Rosenberg,
1976; Hunt, 1977; Engel and Blackwell, 1982). 19803t} o] 3- v]| 24 37 utso] @
@ o]89 Busrt Ao R o] FAA7] AFIAAN IATE AFe Fof F
T Be FoiE gl tig FMA v Ee HHEE fEEHE PAH e
o8 FoHEA 279 AAE Ho2RE 2FH FAFE JITH Westbrook
and Reilly, 1983; Tse and Wilton, 1988). 12i}, o|&13t /|34 Ao w3 nAE
NS @] FAA wrgold et o g Aosta gl W, HAMA ukg
of tigh FA Aol P & MREF R JesiA e E3 Uk

17 BUES AT BHoE 478 14 D] Arpasolh
A USE BT H0 YA o AFA, 20 8

Z Awe] G457k ol 2Re] B4, BUE] HiAol
W@ A9 A4, Aol B Ao, ¥ 8, AE 42 5o T 299 BhevlE
FHTHIO) o= BVHS AR 4T BE AvASo) ERAAE A P A
o the deje] WrkiD

2) ™SI Word-of-Mouth)

THEAT A vl PFe F8F FFE AT A EE 53] 34E
e A3A7F AlZsle AT ABS vietew 3 hdA oA E(face-to-face
communication)o| 9|, B39 o= 2] theE BUE e FolA T2 9n
£ Zteth aARES/ENEL A F8 AP AEA 9 ouls et 3

10) Day, R. L. (1980). "Research perspectives on consumer complaing behavior", Theorectical
Developments in Marketing, Chicago, 1980, pp.211-215.

11) Arthur & Andreasen (1977). "Consumer response to unsatisfactory purchases: A survey of
perceiving defects, voicing complaints and obtaining redress", Law and Society, 11(Spring),
Pp.701-742.
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£ 4uglo] §AEE A EC] ANt YathFd 4TS Erke Aotk 5§49, 9
AT gk &7 AiAcd ALEE 499 Al B Ao, Avzie
AAHE A 99 AN YARRET A 0] Ak T AL 4
(Fz} Zo]E, 2H]A} 0] E)S B ARG A Fol| T B g oI
7Vs/del &

3) X=0H

Newman & Werbel!2-& BulE3} s1740] W& 11240] H]3) z}]—',lu}] 7HsAlo] @
ojRtha FAHY) Oliver!)s 17 TEe Au|zte] gzl F&S F1, o] =
E AT o= Wf&% £ta FgPon 45A7E B3 ol 75%3‘114. A+
o] o= uARE ol ol ¥ Bxe dgr derh (Bearden & Teel)!4)
2hA A RES ZH?BH Pt AR Nizoe FHAY dF= TR A%
< A2 & F ok

I. Z=AKRA 2 2AEE

1. d2RXQ| 74

£ d7e W71y daE" Hrld o] gH e et dEVLe] AAsrds
& =g alé"*«l 7y Taﬁ%lr BEQQ VIE FEINL = 22
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2. FAIQ| CHAAE QU Al
B Ao ZAMEAS @A) st A&Ad ddeE] HAEF S A
IAES ez 4zt dde dAEFd 17 40848 s stk
ZAP & A B2 ¥ (quastionnaire) .2 20013 109 14 ~10¥ 21?—,_177]-2] 2147
ol 24 Zt Hda] HAEFA XS ek 2SS T F2H S AHES

12) Newman, J. W. & Werbel, R A. (1973). "Multivariate Analysis of Brand Loyalty for
Major House hold Appliances", Journal of Marketing Research, 10(Nov), pp.404-409.

13) Oliver, R. L., (1980). op.cit., pp.46-49.
14) Bearden, W. O., & Teel, 1. E., (1983). op.cit., pp.21-28.
15) Y371 (1998). AAIA, pp.496-498.
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AR 200800 A AEAE vl E3le] Ak AR ZALNME SFAE(Likert) 5
HAE=YS ARSI

B AT 358 & 2800)e] HER] Folq Ao FHI 6579 AEAE
AL 27422 Ao A&t £RE A8 BAAMHE dole 29(data
coding) T8 & AR, SPSS(Statistical Package for Society System)10.0 Sj7]1A & &
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Cronbach's Alpha® AFE-81T, AFEAH S4o] Be TEHFS 5% Huze)
Aoz AZsy] Askd 29e Ba 47 29 @ olgdd WERy
n

(frequency analysis), #4FH%4(ANOVA), IPA(Importance-Performance analysis)¥]
PHe A gt

V. Zli2M 3 SSE0

1. ZAHHAIO| BN E4

ZAAA ] Akl AR QlolA (E 2>9h 2t AN HARY 4HE F
274 F AL 171H 0= 62.4%, GA-L 103H 2 37.6%S A8t 32
£ 20~25417} 1515 2.2 55.1%, 22 E gHA4o] 8622 31.4%, 3AKo] 75
WO 274%, AEHo] 53BO2 19.3%, W= thtmrt 107522 39.1%,
AZU 7} 928 O 2 33.6%, e o)Ato] 38O 13.9%, ¥ WHE Byd 2= -2
3|7} 1453 0 2 52.9%, 3~43|7} 82 O.2 29.9%, 5~63]7} 33 o2 12.0%, WE
3 BlAEZY T = RYA 7} 67HLZ 24.5%, TYA 7} 628 2.2 22.6%, B A7} 55
Wo 2 20.1%, OJA 7} 50822 18.2%, MY A7t 40B 2 14.6%E A8 h

F2 olfsl= HAEFHRE TAA7F 10582 38.3%, BYA7} 559z
20.1%, RY#7} 428 02 153%, O 7} 408 0.2 14.6%, MAA7} 153%2 b
A 3ot

<H 2> ZAMNEAS] AvtE ALg

T ' W& W =(%) 4] &(%)
A3 WA(103)37.6% 3A(171)62.4%
o = 20~25A41(151)55.1%, 26~3041(80)29.2%, 31~3541(30)10.9%,

° 36~4041(11)4.0%, 414) ©]/H2)0.7%
g g AEGNI3.5% AFU(92)33.6%, tH1(107)39.1%, tHeH(38)13.9%
4 o 8144(86)31.4%, B|AHU(78)27.4%, H7-2|(53)19.3% A+ A(13)4.7%,

718 Z24(5)1.8%, 7|EH42)15.3%
g e 8% | 1~23](145)52.9%, 3~43](82)29.9%, 5~631(33)12.0% 73] ©|AH(14)5.1%

T R(62)22.6%, B A(55)20.1%, O #(50)18.2%, M #(40)14.6%,
RY #)(67)24.5%

F2 olg T H(105)38.3% B (55)20.1%, O #(40)14.6%, M A(32)11.7%,
dre7 R A (42)15.3%

1000]34(126)46.0%, 101~150(86)31.4%, 151~200(41)15.0%,
201~250(12)4.4%, 2510]14+(9)3.3%
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2. M2E AB

B A7 23859 A4 HFoN SHGEN] T =g grites
AR QA FEE GolEgted, (F 3DoA Be vie} o] F8E9 8AE F
oA 2L Lol 8509 71 EA JElyts. 22 o] 8424, Au] A 8217, £9171 7764,
ol ¥ .7289, Al 7027, YA 676022 LpERET, SR =] AA AFEs 77132
2 =2 Azezoz Uyl BEDANE 2A9Y 8730, 24 8689, AH]A
8334, H.9}7] 7494, w3 7407, A143.7282, Q}A 67462 el D, AA) A=E
78112 vehgth A3z dugke 433 g4 veht 58 559 $EA
1 3559 WA AT SRR B £ ok

E D VA= AF

TRE NEE
o]itﬂ’“ ?‘Q-EL rzgﬂ— g:__%_:ni:] '], 78‘%“ o]%ﬂiz]’: 'at}ﬁ’— rx:l-a- _g__;,‘—ﬁi;‘q- ;‘(iﬂ]
se i = ol )\‘JQE (.4 gl © LUy }“JQE
AL 1| 429 | .7823 AT 1| 3.8 .8446
A8 2| 39 | .8677 A2 2| 323 9927
AR 3] 413 8282 A8 3| 358 8695
AB 4| 374 | 8334 A7 4| 3.62 8560
o4 |AZES5| 376 | 9474 | 8424 | &4 (AR 5| 354 9299 | 8689
AR 6| 3.62 9382 HAB 6| 322 9365
A2 7| 416 | .8678 AR 7| 3.62 .8865
A8 8| 37 .8555 AR 8] 351 9188
AR 9| 375 .8604 A2 9| 351 8219
AE 10| 382 .8996 AR 10| 3.59 9255
A& 11| 323 9974 A2 11| 301 | 1.0655
Wiy |2AF 12| 3.63 9293 | 7280 | W{ |AE 12| 34 9214 | 7407
A8 13| 3.18 9674 AL 13| 290 9576
AL 14| 306 | 1.0106 A 14 280 | 1.0295
A8 15| 427 | 8873 AR 15) 3.79 9190
AR 16| 442 728 AE 16| 398 8832
e L] .85 Z]9) 8730
Fud A5 17| 435 8394 09 | T AR 17| 3.88 8941
A8 18| 417 | .8564 AE 18| 387 8613
A7 19| 416 | .8804 B8 19! 364 9664
A8 20| 362 | 972 AE 20| 343 9515
A& 21| 331 9582 A8 21| 3.8 9008
A& 22| 350 | .8987 AR 2| 336 9134
AHl A . AMu) A 8334
1 A5 23| 371 9688 8217 | A AR 23| 3.40 9136
AL 24| 356 9821 A8 24| 343 9441
A8 25| 424 | 9613 A8 250 3.70 9310
A& 26| 395 9190 A2 26| 3.64 29066
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<H 3 A
8% nET
. 4| AA ol s L AA
olEWiL| FE | HFE |ZFHA R olgdy| FE | Hy |EEUA NEs
AR 271 3.66 8883 AR 27| 342 9036
AT 28] 392 .8800 AR 28| 3.60 9477
A7 29 281 | 1.1422 AR 29| 262 | 1.0793
A4 70 A4 728
14 AT 30 374 | 1.0718 27 14 A 30| 327 | 11076 2
AR 31| 363 | 1.0155 AR 31| 325 9495
A7 32| 325 | 1.1038 AR 32| 2.4 9841
AT 33| 3.54 8518 AL 33| 344 8377
A8 34| 3.58 9732 AL 34| 313 19583
AR 35 413 7938 AL 350 3.64 8658
Hely o 7764 | B97 = 7494
A7 AR 36| 3.71 9126 6 71 AR 36| 341 8395
A 37| 4.08 9016 A 37| 3.80 8964
A 38| 417 9751 AR 38| 383 9876
. ;1% 39| 4.00 9139 6760 | 2% AR 39| 372 8729 6746
AR 40| 403 | 1.0284 | - = AT 40| 3.52 9615 |

3. 249 2}

1) 2] LS 2t RO ZRTOI0| B

B2 HAES 1S SYUSE 83 7|12 ATARE HPeR 258
F&usz S0} ojd] Wig BAEAS AAs 29AT U9 WAL
o] H2l45 p<0.0sIl I8 Aol & Ueriich a2 the ZE 2
frelpzel A Aol7t thehbA etk

o
=

fr o o

B 4 #5499 A2 QA9 29 #4445
2w e 9
89 T B 0 M R

<+ 4 3.9534 | 3.8222 |3.8156 |4.0444 3.8955 39011 | 1.292 | 0.273

o ¥ 3.5290 |3.3236 |3.3120 |3.3700 | 3.3851 3.3898 | 0.997 | 0.409

249 | 44194 | 417270 | 4.0200° | 4.4813° | 4.4291° | 43084 | 4380 | 0.002*
Au)x~ | 38992 |3.7477 |3.5600 |3.7625 |3.7556 | 3.7518 | 2.044 | 0.089
A A 37070 | 35030 |3.3867 |34542 |3.4428 | 3.5061 | 2.172 | 0.072
2=97] 3.9543 | 3.8394 3.6867 | 3.9833 3.9005 3.8735 1.814 | 0.126

4 A 4.1452° | 42182° | 3.7000° | 40750 | 3.9328% | 4.0164 | 3213 | 0.013*
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2) MYUD| YAE2 2t RO} DIETZQIO| SAID

e gaEe] BEse) Ugh BAEA Az 24, Ay, A4, YA 2ol
F9%7 p<0.0sslA Sl Jfol7t HERTh T2y e RE RS oA
£ %98 Ao)8 Yex e,

<H 5 A4 H2ETF A9 NSxo| R4d+
T F Ay e
s T B 0 M R

S 2 | 35914 | 34303 | 33778 {33444 |3.7347° | 35191 | 4.077 | 0.003*
W % 32903 |3.0945 [3.0960 |3.0400 |3.1851 | 3.1533 | L111 | 0.352
Zoj9l 138589 |3.9500 |3.7600 |3.8063 |3.9963 | 3.8850 | 0.929 { 0.448

ot F P

A& |3.6028° | 3.5659° |3.4225% |3.1938" | 3.5000® | 34776 | 3.116 | 0.016*
Al A 33575 32667 |3.1000 |29292 |32637 | 3.2068 | 3.367 | 0.010*

E97] 36613 | 3.6152 |[3.3900 |3.4542 |3.5522 3.5456 | 1.880 | 0.114

ol A {36532 |3.7818° |3.3100° | 3.6250® |3.7090® | 3.6259 | 2.760 | 0.028*

*p<0.05.
4. EREQ OEELO| X0IHS

1) M8 X A8 IS SR B=EX X0|

Ad 2 A0 e 7 B4 U3 =9 HELE olry] H3) (¥ 2
o} 22 =X E AT Aol M2 Fax 5o Ui S HEY] AHE
1 JFajo] 385%0]3, Aol 3.798 02 JAo] 0.06F =7 Bk BHEL
2o th3t YA HAHTE 3.5370H, AL 346H R Wol JAET
0074 A F/H3th AFo WE S8 F P2 U 33 HFe AHE BA
20~2541 = 3.8374, 26~304|= 3.86%, 31 ~3541= 3.72'7,§, 36~40A) = 3.674, 414
9] ojake 2754 02 Vet o, 26~304% 414 o]3<t A$-EL} 1.1170] A
7Kk BEx FE g SFE Yo A3E BY 20~254]& 3.5274, 26~
30A 3.407, 31~35M1% 3397, 36~404 = 3.637, 414 o]} 24749 02 Ue}
won, 20~2541 414)9] o]t ARt} 1.05Y 0] EA HrHich

2) 321 X B 08 20| HE SO BEZO| ROl
e 9 9 o8 B5 W 4 Yo UF FAES} VIES Fohir] 93 (2
Y HF 2 SEE FYAYTE Yol B2 FAE Yo WY 2F Y W
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