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ABSTRACT

Up to these days, hotels are assumed to compete each other. Due to the spread of high
quality the hotel buffet restaurants have begun to face an intensive competition. Hotel
Buffet Restaurant have become the more competitive along with fund, good price, ser-
vice, quality food, and management know-how. It causes the hotel restaurants confront
with management difficulties.

In order to overcome the management difficuities, hotel buffet restaurants have to
improve their marketing abilities and especially to improve their service quality. For
this, it is necessary for hote! buffet restaurants to investigate how their service providers
and receivers recognize their service quality.

In this research, we examined the cognitive three types of cognitive gaps among
customers, service providers, and managers both on the service quality and on the
positioning of hotel buffet restaurants. Their cognitive gaps proved negatively correlated
with hotel's performance.

This research suggests the following findings. Firstly, the competitiveness of hotel
buffet restaurant depends on the accurate communication and consensus among man-
agers, service providers, and customers. Secondly, using the information about cognitive
gaps recognized, each hotel buffet restaurant should develop concrete marketing plans
and strategies with a careful consideration about its current competitive position and
management condition.

Key words : cognitive gap, management know-how.
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