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A Comprehensive Study of Customers' Perceived Service Quality of Korean Restaurants [l :
The Effects of Perceived Service Quality in Korean Restaurants upon
Customer Satisfaction
- The Moderating Effect of Foreigners and Koreans

Hyo Sun Jung and Hye Hyun Yoon'

Dept. of Culinary Service Management, Kyung Hee University, Seoul 130-701, Korea
Abstract

The purposes of this study were to understand the influence of perceived service quality in Korean restaurants on customer
satisfaction and to empirically analyze whether or not nationality (foreigner vs. Korean) plays a moderating role in the relationship
between perceived service quality and customer satisfaction. Based on a total of 2,812 samples obtained from empirical research,
the hypothesized relationships in the model were tested simultaneously using a structural equation model (SEM). The SEM results
showed that menu quality, value & price, employee service, and physical environment among customers' perceived service quality
had significant positive effects on customer satisfaction. In addition, the effect of perceived service quality in Korean restaurants
on customer satisfaction was found to be partially moderated by nationality (foreigner and Korean). Limitations and future
research directions are also discussed.

Key words : Service quality, customer satisfaction, Korean restaurant, foreigner, Korean.
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Fig. 1. Summary of hypothesized relationships.
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Table 1. Demographic characteristics of samples

Characteristic

Foreigner(N=1,318)

Korean(N=1,494)

N % N %

Male 516 39.2 633 4.4
Gender

Female 802 60.8 862 57.6

20~29 621 47.1 716 47.9
Age 30~39 396 29.8 408 273
(yr)

40~ 304 23.1 370 248
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Table 2. Exploratory factor analysis and reliability analysis of service quality and customer satisfaction

i

Factor loading Cronbach's
Items Communalities
Factor 1 Factor 2 Factor 3 Factor 4 Factor 5 a
Menu quality
S1 0.796 0.231 0.260 0.769 0.249 0.151
S2 0.787 0.177 0.260 0.761 0.293 0.153 0.892
S3 0.723 0.263 0.206 0.747 0.107 0.207
S4 0.727 0.281 0.208 0.730 0.211 0.163
Employee service
S5 0.685 0.695 0.124 0.361 0.045 0.233
S6 0.797 0.808 0.177 0.234 0.171 0.169
S7 0.787 0.807 0.202 0.208 0.157 0.161 0.8%3
S8 0.614 0.678 0.221 0.131 0.251 0.159
S9 0.673 0.727 0.238 0.129 0.245 0.103
Prices and value
S10 0.731 0.200 0.219 0.247 0.753 0.123
S11 0.731 0.177 0.137 0.214 0.779 0.171 0.873
S12 0.813 0.143 0.186 0.086 0.859 0.109
S13 0.685 0.318 0.288 0.336 0.605 0.146
Physical environment
S14 0.630 0414 0.197 0.214 0.096 0.604
S15 0.674 0.379 0.236 0.256 0.151 0.622 0.856
S16 0.842 0.108 0.135 0.142 0.141 0.879
S17 0.786 0.112 0.103 0.110 0.145 0.854
Customer satisfaction
C1 0.865 0.217 0.823 0.247 0.231 0.161
C2 0.873 0.221 0.836 0.253 0.191 0.157 0.932
C3 0.745 0.232 0.789 0.158 0.150 0.143
C4 0.849 0.224 0.806 0.255 0.241 0.164
Eigen value 10.136 1.714 1.409 1.375 1.181
% of variance 48.268 8.164 6.709 6.547 5.622
Total cumulative 75.310%.
(S10), o3¢ &419] 191 w2 AFSIth(SIL), o3 &42f  AEuket 4t gho] 0.856~0.9329] W9l <l o] 1

%7 = A WHSlz) o Ur" 94*—‘1 3@l
=

Q
= %ﬂ@. o g o]k AEE JFE ‘6?11}(814), o]
914 FZE2 Wi Ho|tk(S15), o]l A el o2 Htste
FTk(S16), o329 YA Asks17)e] 4] BFoz 7
AETy 54 o] A=A e AN A =29

2 d#do] HSEATKHByme BM 2001).

2gAaA gREN AE EUE Q14 aQl8AS A
3t A3} Table 33} 2t} &01% 2QlEA Al el
< A% FHAI= 0.7 o, EFEAFER 0.50 ©]
EF3HE QISR B 0.60 ©]7(S18 - Ao m
FAFEIIE = HASE U Anderson & Gerbing 1988).
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Table 3. Confirmatory factor analysis of service quality and customer satisfaction

Items Estimate Stan@ardlzed t value CCR AVE
estimate
S1 1.000 0.883 Fixed
S2 1.047 0.869 61458
Menu quality " 0.830 0.679
S3 0.887 0.754 48.441
S4 0.950 0.786 51.775"
S5 1.000 0.759 Fixed
S6 1.141 0.881 48957
Employee service S7 1.096 0.863 47.899™" 0.801 0.635
S8 0.881 0.717 38748
S9 1.017 0.752 40.897™
S10 1.000 0.811 Fixed
S11 0.919 0.723 39.435™
Price & value " 0.779 0.605
S12 0.930 0.743 40.846
S13 1.006 0.831 46.763""
S14 1.000 0.848 Fixed
: S15 1.086 0.913 53772
Physical 0.720 0.555
environment S16 0.761 0.616 34.669
S17 0.684 0.539 29434
Cl 1.000 0.922 Fixed
2 0.982 0.922 83.495™"
Customer 0.890 0.780
satisfaction C3 0.878 0.778 56.110
4 0.957 0.903 78.865

CCR=composite construct reliability,
77=1,714.830(df=177),

™ p<0.001.

p<0.001,

AVE=average variance extracted.
AFGI 0.920, NFI 0.962, CFI 0.965, RMSEA 0.067, RMR 0.056.

GFI 0.939,
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Table 4. Correlation analysis of service quality and customer satisfaction

Price &

Customer

Constructs Menu quality Elsl;i\l/(i)z,; ) value enzziﬁént satisfaction Mean+S.D.”
Menu quality 19 4.78+1.13
Employee service 0.618™ 1 4.53+1.11
Price & value 059" 05477 1 4.62+1.11
Physical environment 0.530"" 0.563"" 0.463™" 1 4.63+1.12
Customer satisfaction 0.609" 0.568"" 0565 0489 1 4.65+1.18
? Pearson correlation coefficient.
Z*All items were measured on a 7-point Likert scale from 1-strongly disagree to 7-strongly agree.
p<0.001.
Table 5. Structural equation model results
Hypothesized relationship B t-value Results
Hla Menu quality — Customer satisfaction 0.319 12.833" Supported
Hilb Employee service — Customer satisfaction 0.156 6421 Supported
Hlc Price & value — Customer satisfaction 0.249 10.847" Supported
Hld Physical environment — Customer satisfaction 0.131 58817 Supported
*;£*2=1,745.540 (df~174), p<0.001, RMR 0.074, GFI 0.941, AGFI 0.921, NFI 0.961, CFI 0.965, RMSEA 0.057.
p<0.001.
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Table 6. Moderating effect of nationality :

4o U3t nZ I 95

Foreigner vs. Korean groups

Foreigner(N=1331)

Korean(N=1494)

Unconstrained Constrained

. A 2
Hylpo‘thes;ied model xz model xz d xl
relationship 8 t-value 8 t-value (df=348) (df=349) dr=1)

H2a 0.336 9.429"" 0.281 8.139™ 2,163.218 2,163.878 0.660
H2b 0.134 3.702" 0.139 4.015™ 2,163.218 2,163.662 0.444
H2c 0.188 5.924"" 0.314 9.585"" 2,163.218 2,172.925 9.707"
H2d 0.239 63327 0.089 2679 2,163.218 2,169.197 5.979"
GFI 0.928, AGFI 0.905, NFI 0.952, CFI 0.959, RMR 0.082, RMSEA 0.043/A x*(df=1)>3.84(p<0.05).
T p<0.05, T p<0.01, 7 p<0.001.
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