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Importance and Satisfaction with the Service of Korean Restaurants for
Japanese and Chinese Students in Korea
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Dept. of Culinary Science and Arts, Kyunghee University, Seoul 130-701, Korea

Abstract

The purpose of this research is to analyze the importance and satisfaction level with the service of Korean restaurants
for Japanese and Chinese students in Korea. Self adminstered guestionnaires were collected from 204 Japanese and
Chinese students in Korea. The data was statistically analysed using r-tests, one-way ANOVA, reliability test, factor
analysis and regression test. The average values of importance-factor and satisfaction-factor were significantly different.
Based on analyses of the 20 service level factors, satisfaction level was significantly lower than importance level.
Satisfaction-factors such as quality of food, hygiene of restaurant and employees, service level, and atmospheres, signi-
ficantly influenced the overall satisfaction level of Korean food and restaurants.
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Table 1. General Characteristics of the subjects

Characteristics Categories Freqency(N) Percentage(%)
Male 74 36.3
Gender
Female 130 63.7
Japan 100 49.0
Nationality
China 104 51.0
<20 37 18.1
21~-25 108 52.9
Age(yr)
26~30 41 20.1
31< 18 8.8
1,000~4,000 45 221
Food 4,000~8,000 118 578
expenses
(won a unity  8:000~12,000 33 16.2
12,000< 8 3.9
Total 204 100
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Table 2. Importance and satisfaction with Korean food and level on the service of Korean restaurance for Japanese
and Chineses students in Korea

) ) Expectation Satisfaction Expectation
ftems for service evaluating (E) (S -Satisfaction t-value p-value
about foods and restaurant
M=SD M=SD (E-S)
1 Taste 4,59+0.69 3.53+0.80 1.05£0.93 16.24 .000™
2 Nutrition 4.3240.74 3.46+0.85 0.87+1.01 12.26 000"
3 Freshness ' 4.34+0.79 3.09+0.84 1.25+1.11 15.97 000"
4 Shape/color 3,64+0.91 3,12+0.78 0.52%1.19 6.24 .000™"
5 Chewing degree 3.50£0.91 3.1540.60 0.34%1.07 457 000"
6 Odor 4.02+0.81 3.03+0.76 1.00£1.14 12.41 0007
7 Quantity 3,54+0.90 3.40+£0.93 0.14+1.25 1.62 107
8 Temperature 3.69+0.89 3.29+0.74 0.39£1.13 4.98 000"
9 Kinds/variety 3.86+0.91 3.13+0.98 0.73£1.39 7.44 000"
10 Hygiene of tableware 4.620.64 2.90::0.98 1.72+1.18 20.89 000"
11 Hygiene of table & chair 4.3240.79 2.93+0.93 1.39+1.25 15.87 000"
12 Hygiene of emplyee 4.52+0.70 2.99+0.94 1.53%1.15 19.02 000"
13 Hygiene of a toilet 4.46+0.75 2.61+1.15 1.84+1.45 18.19 .000™"
14 Kindness of employee 4.40+2.90 ~3.10+0.90 1.31£1.02 6.16 .000™"
15 Conversation ability of employee 3.37+1.12 3.1320.71 0.25+1.35 2.66 008"
16 Foreign sign of menu 3.65+1.06 2.99:+0.73 0.68+1.39 6.96 000"
17 Price 433+0.78 3.20+0.97 1.13£1.28 12.54 000"
18 Interior 3.69+0.95 3.08+0.74 0.61£1.23 6.98 000™
19  Quiet 3.68+1.00 2.85+0.78 0.82+1.33 8.87 0007
20 Safety 3.91+0.97 2.92+0.77 0.99+1.28 11.02 000"

" p<0.05, T p<0.01, 7 p<0.001.
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Fig. 1. Importance and satisfaction with Korean food and
level on the service of Korean restaurants of Japanese and
Chineses students in Korea.
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Table 3. Factor analysis and reliability of importance
for Korean food and satisfaction level on the service of
Korean resturants

Factor name Factor variables Facfor Cron-
loading bach's @
Hygiene of Hygiene of tableware 835
Korean )
restaurant Hygiene of table & chair 792 0073
and employee . )
ygiene of emplyee 828
6.881" ® i
(36.216)” Hygiene of a toilet 824
Atmosphere Interior 756
of Korean
restaurant Quiet 879 .8656
2.029
(10.681) Safety .803
Taste 703
Quality of Nutrition .610
Korean food
1,585 Freshness 662 7291
(8.340) Shape/color 462
Odor 587
Temperature Chewing degree 499
and vartety of Quantity 563
Korean food 7268
1.105 Temperature .820
(5.816) Kinds/variety 710
Service of Conversation ability of
744
Korean employee
restaurant . . 7316
1089 Foreign sign of menu 726
(5.732) Price .586

Y Eigenvalue, > Cumulatve(%).
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Table 4. Factor analysis and reliability of satisfaction
for Korean food and level on the service of Korean res-
turants

Factor Cron-

Factor variables loading bach's

Factor name

Taste 712

Nutrition 629

Freshness 593

Quality of Shape/color J11
16(8;(:72111)1 food Chewing degree .708 7951

(32.039) Odor 667

Quantity 412

Temperature 464

Kinds/variety .560

Hygiene of Korean Hygiene of tableware 736

restaurant and  Hygiene of table & chair  .690

employee .9189

3.407 Hygiene of emplyee .706

(17.929) Hygiene of a toilet 732
Atmosphere of Interior .699

Korean restaurant .

L426 Quiet 851 .8604

(7.504) Safety .873

Service of Korean Kindness of employee 517

restaurant Conversation ability
1.279 of employee 844 7049
731 L
6731) Foreign sign of menu 787
" Figenvalue, * Cumulatve(%).
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Table 5. Differences of importance with Korean service according to gender and nationality of Japanese and Chinese

student in Korea

Gender National
Variables :
Male Female t-value China Japan t-value
Hygiene of tableware 459+0.72  4.64:058 1441 469050 4.55:074 9775
Hygiene of table & chair 426+0.88 436074 2265  4.42:0.62 4224093 15064
Factor | Hygiene of emplyee 4.48+0.77  4.54£0.66 0499  4.58+0.57 4.46+0.81 7.2217
Hygiene of a toilet 430+0.84  4.55£0.67 3968  4.46:0.67 4.45:082  0.732
Hygiene of Korean restaurant and employee 4.41£0.72  4.52+0.59 1.658  4.54£0.50  4.42+0.75 13307
Interior s 3.69+1.06  3.69+0.88 4298 3924080 3.45+1.03 12605
. Quiet 3.84+1.06  3.59+0.95  0.506  3.98+0.88 3.37+1.02  5.469
Factor 2 Safety 3.96+1.00  3.88+0.95 0030  428:0.73 3.52+1.03  14.468"
Atmosphere of Korean restaurant 3.8310.94  3.72+0.81 1.253 4.06£0.67  3.45+0.93 5.439"
Taste 453078  4.62+0.63  3.118  4.45:0.72 473062 15917
Nutrition * 4224080  4.38:071 0032 442068 4.22+080  0.523
Freshness 4.18£0.88  443:071 0735  439+0.72 4.28+085  2.661
Factor 3 Shape/color 31576091 3694091 026  376:080  3.53+1.00 6145
Odor 395:0.84  4.06:0.80 0368 44070  3.9+0.90 6.858"
Quality of Korean food 4.09+0.61 4243050  0.080 424049 4.13x060  1.360
Chewing degree 3.53:0.94 348091 0074 3.61:0.82 337x1.00 1922
Quantity 3594094  3.51+0.87 0001  3.63+0.80 3.45:098  2.823
Factor 4 Temperature 3.531092  3.78+0.86 0.492 3.67£0.79  3.71£0.98 1.683
Kinds/variety 3.65:1.02 3.98+0.83 6214 397088 374094  1.106
Temperature and variety of Korean 358+0.67 3.68+0.66  0.184 3724063 3.57+0.70  1.685
Conversation ability of employee 3.32£1.19  3.40+1.09 0.610 3.80£0.97 2.93+£1.10 0.233
Foreign sign of menu 3.62+1.12  3.66£1.03 0471  3.83:1.06 3.45:1.03 0016
Factor:3 Price 420+092  4.40+0.68  7.0207 441065 424+089 6495
Service of Korean restaurant 3.7240.89  3.82+0.78 1.510 4.02+0.72  3.5440.82 4.441
Total 39540.59 403047 4507 4132044 3.87:0.56 1121
" p<0.001, " p<001,  p<0.05.
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Table 6. Differences of importance with Korean service according to daily food expenses of Japanese and Chinese

student in Korea

Daily food expenses

Variables F-value
1,000~4,000 4,000~8,000 8,000~12,000 12,000 over
Hygiene of tableware 4.56+0.69 4.64+0.56 4.64+0.78 4.75+0.71 0.293
Hygiene of table & chair 4.11+0.91 4.35+0.69 4.39+0.93 4.75+0.71 2.024
Factor 1 Hygiene of emplyee 4.33+0.83 4.5740.58 4.53+0.88 4.75£0.71 1.593
Hygiené of a toilet 4.40+0.78 4.4540.71 4.48+0.83 4.75+0.71 0.516
Hygiene of Korean restaurant and employee 4.35+0.70 4.50+0.55 4.51+0.80 4.75+0.71 1.184
Interior 3.58+1.01 3.62+0.89 3.91+1.04 4.540.53 3.073"
Quiet 3.49+1.04 3.65+0.94 3.85+1.12 4.50+0.76 2.762"
Factor 2 .
Safety 3.62+1.05 3.90+0.90 4.15+1.00 4.63+0.744 3.624
Atmosphere of Korean restaurant 3.56+0.93 3.72+0.79 3.97+£0.93 4.54+0.62 3.863"
Taste 4.67+0.60 4.53+0.66 4.67+0.85 4.75+0.71 0.817
Nutrition 4.2240.77 4.35+0.70 4.27+0.91 4.75+0.46 1.248
Freshness 4.22+0.90 4.37+0.70 4.3040.92 4.63+0.74 0.776
Factor 3 Shape/color 3.73+0.99 3.67+0.86 3.33+0.92 4.14+£0.90 2.208
Odor 4.04+0.82 4.05+0.76 3.76+0.97 4.57+0.53 2.328
Quality of Korean food 4.18+0.54 4.19+0.49 4.07+0.74 4.60+0.51 2.070
Chewing degree 3.6240.91 3.42+0.81 3.39+1.20 4.38+0.74 3277
Quantity 3.53+0.89 3.52+0.81 3.45+1.12 4.25+0.89 1.827
Factor 4 Temperature 3.64+1.01 3.69+0.77 3.55+1.09 4.50+0.53 2.624
Kinds/variety 3.80+1.00 3.89+0.86 3.66+0.97 4.63+0.52 2.569
Temperature and variety of Korean 3.6440.71  3.63:0.56  3.5130.86  4.440.51 4473"
Conversation ability of employee 3.20+1.10 3.35+1.09 3.42£1.25 4.57+0.53 3.147
Foreign sign of menu 3.58+1.03 3.57+1.04 3.76+1.15 4.63+0.74 2.719°
Factor > Price 4.31+0.76 4.29+0.77 4.39+0.86 4.75£0.46 0.973
Service of Korean restaurant 3.70+0.79 3.74+0.78 3.86+0.88 4.67+0.47 3721
Total 3.93+0.52 3.99:042  4.00:0.72  4.60+0.48 4.0357

*

T p<0.01, " p<0.05.

E£X4(3.36+0.47) 811 th3 BExr) %o, S 78
AL & FEYET T 3 FHde A3(3.45+0.64),
‘g o] 2917](3.18+£0.59), ‘3r2wre] AH)A(3.21+0.65)
o] g9ld Yal o THESE Ao w YElgt) uald &
= 52 B3be] O3 AAse} 2 HE F5F 7 7€
AL Seta &2 A yA Zdd) e B §8
ARG g w74 23 ot Sejuvbeke] ok A A
Ao 2 A3 FaFe] A, BHV], Au|A T A2 9

A Fd aiH =

o7 AlgH U

7. SR 2210| WA 2HETO| ol F
Q

AR fPETt oS T

QR - FT FYZO) Aekn BARE VEHE 8900)
[

it

JGL VAL YETHE Dot s
I}= Table 83} 2t} THEL

ZhellE #-23 FE#A (p<0.001)7} 3



760 M7 e A Rotrob &EiERait

Table 7. Differences of satisfaction with Korean service according to gender and nationality of Japanese and Chinese
student in Korea

Gender Nationality
Variables
Male Female t-value Chine Japan t-value
Taste 3504076  3.55£0.83  0.192  327+0.80 381071 4734
Nutrition R 354074 3411090 3240 327+085  3.65£0.81  0.008
Freshness , 3.03+0.88  3.13x0.82 0816  3.28+0.83 290081 1213
Shape/color 3.11x0.84  3.13+075 0118 321074  3.03:0.81  0.103
Factor 1 Chewing degree 3.0940.55  3.18£0.62 2875  3.1120.61  3.20:059  0.000
Odor . 3.05+0.77  3.02#075 0006  299+0.77  3.07+.75  0.353
Quantity 349+1.02 225£0.87 4746 307077  3.74£0.96 19568
Temperature 3324072 3.28:075 0082  320£0.70 3394077 1756
Kinds/variety 3274100 3.05£0.95 1436  2.85:0.82 344103 9518
Quality of Korean food 3274050 323050 0005  3.14+050 3364047 —3.259"
Hygiene of tableware 2824106 295£093 3051  345£0.79 233083 0434
Hygiene of table & chair 2.86+098 297091 1284 342071 2424087  6.587
Factor 2 Hygiene of emplyee 2.81£1.07  3.10:084 8397 3524070 2454085 4917
Hygiene of a toilet 2594123 2.62£1.12 1277 340£082  1.79+0.83  0.001
Hygiene of Korean restaurant and employee 2.77+0.98 2913085  1.054 3458064 2258070 12.736 "
Interior 2994090  3.14£0.63 3320  33+0.68 283072  0.946
Factor 3 Quiet 278+0.88  2.89+0.70  7.840  3.05:0.73  2.65+0.76 4.838:
Safety 2.89+0.87 2944071 4458  3.16:0.68 2.67+078  4.587
Atmosphere of Korean restaurant 2.89£0.79 2994060 65827 3.18+0.59 2711068 5322
Kindness of employee 2.89+1.03 3224080  3.638  347+082 2724082  0.604
Factor 4 Conversation ability of employee 3.0740.83  3.160.63 1.051“ 3174079 3.00:061 10651
Foreign sign of menupan 2.9240.88 3.02+0.64  10.188 3.00£0.72 2.97+40.75 0.019
Service of Korean restaurant 296+0.73  3.14£055 47210 321065 2932056  3.344”
Total "3.05£0.51  3.112040 0814 3224041 295:044  0.648"

™ p<0.001, 7 p<001, * p<0.05.

Table 8. The influence of each factors with satisfaction at Korean food and restaurant on the overall satisfaction of
Japanees and Chinese students in Korea ’

Independent variable B Std. Error Beta t-value p-value
Constant 3.124 024 129.731 000™"
Quality of Korean food 230 024 L 481 9.447 000
Hygiene of Korean restaurant and employe 8.701E-02 .024 .183 3.600 .000™"
Atmosphere of Korean restaurant 187 024 394 7.740 000"
Service of Korean restaurant 144 024 305 5995 .0007"
R=522
F=50.308

" p<0.001.
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