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Abstract

The purpose of this study is to empirically determine the structural relationship between employee
constructs such as intemal service quality, employee satisfaction, and organization commitment and customer
constructs such as perceived value, customer satisfaction, and loyalty to suggest an effective business strategy
for restaurant business. To do this, the study consulted with the Korea Restaurant Association, the
representative of Korean food service and got the intention of participating in the research from the Daegu
branch. As a result, 51 restaurants registered in the Daegu branch who showed their intention to participate
were selected as an initial sample. Also, other restaurants were introduced through snow-ball sampling method
by the owners of restaurants who finished responding to the survey, and total 100 restaurants were examined.
A survey was conducted to extemal customers who visited restaurants and intemal customers working there.
For final analysis, 741 questionnaires of intemal customers and 970 questionnaires of extemal customers were
used. The result of analysis showed that team-work & communication in intemal service quality has a
significant effect on employee satisfaction, employee satisfaction on organization commitment, and
organization commitment on value perceived by customers. Also, perceived value has a significant effect on
customer satisfaction and loyalty, and customer satisfaction on loyalty.

Key words: Service profit chain, Intemal service quality, Employee satisfaction, Organization commitment,
Perceived value, Customer satisfaction, Loyalty
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<Table 1> Demographic characteristics of the respondents

Employee Customer

Variable Level n % Variable Level n %
Gender Male 191 26.4 Gender Male 473 50.3
Female 533 73.6 Female 468 49.7

Marital Married 405 58.4 Under 25 141 14.8
status Single 289 41.6 25-34 250 26.3
Under 25 182 25.1 Age 35-44 285 29.9

Age 25-34 142 19.6 Over 45 276 29.0
35-44 189 26.0 High school/below 181 19.3

Over 45 213 29.3 Education Two-year college 378 40.3

Middle school/below 71 10.3 University 332 354

High school 328 474 Graduate school/above 48 5.1

Education Two-year college 172 24.9 Office worker 217 22.7
University 116 16.8 Specialized job 103 10.8

Graduate school/above 5 0.7 Public official 54 5.7

Average Under 199 182 25.5 Teacher 33 3.5
monthly 200 - 399 469 65.6 Job Self-employed 127 133
income 400 - 599 50 7.0 Service job 87 9.1
(10,000won) Over 600 14 2.0 Housewife 161 16..9
Student 132 13.8

Others 40 42

Under 100 223 243

Average 100 - 199 258 28.1

monthly 200 - 299 225 24.5

income 300 - 399 103 11.2

(10,000 400 - 499 59 6.4

won) 500 - 599 24 2.6

Over 600 27 2.9

Missing values were not included in this analysis.
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<Table 2> Confirmatory factor analysis results of employee constructs

CFA
Factor(Cronbach's @) Std 2
Variable . S.E. CR. CCR  AVE Correlation
loading

A. Working environment(.912)
IS2. Service manual is equipped. 736 043 21.884
IS4. The appearance of employees is decent. 703 044 20.675
IS8. Accurate information on work is provided. 873 .040 27491 876  .639
IS7. Accurate information on our store is provided. 840 .040  26.082
IS9. Accurate information on service process is provided. 835 .040  25.860
IS6. Goal of organization(CS) is clearly provided. 798 - -
B. Teamwork / communication(.905)
IS16. Employees share a common goal with each other. 817 045 23.078
IS14. Cooperation between departments goes smoothly. 734 048 20.442
IS17. Information and data between employees are smoothly interchanged. .801 .046 22570 .820  .616 AB= 576
IS18. The company pays a close attention to deployment and recruitment of employees. .820 .048  23.180 AC= 427
IS13. Suggestion from employees and problem are thoroughly considered. 781 .050 21912 AD= 400
1S20. I have empowerment to cope with the situation in providing service. 754 - AE= 336
C. Training / evaluation(.791) B.C= 450
IS22. Employees are evaluated by their customer service. 667 .050  17.667 620 564 BD= 425
1S28. The manager frequently delivers the goal and expectation of the shop. 791 .046  21.026 BE= 409
IS27. Regular training for better performance is provided. 789 - - CD= 276
D. Employee satisfaction(.897) CE= 242
ES2. 1 am satisfied with the relationship with senior workers. 791 .046  20.923 DE= 583
ES3. T am satisfied with what I am doing at workplace. 835 .046  22.082 §16 650
ES4. T have a sense of accomplishment from my job. 815 047 21.552
ES5. T am generally satisfied with present job. .864 047 22.851
ESS8. I think that working here is a helpful to improve myself. 719 - -
E. Organization commitment(.932)
OCI. I am a member of employees at my workplace. 784 044 22431
OC2. I have strong attachment to my workplace. 876 .044  25.561
OC3. The workplace is precious to me. 897 044 26304  .868 744
OC4. T have the strong sense of belonging to my workplace. 885 045 25.906
OCS. Leaving this workplace is a hard decision for me to make, even if I have to.  .805 .047  23.131

OC6. I am certainly the person required in the workplace.

756 - -

X2:749.963, df=289, p=.000, RMR=.065, GFI=.927, AGFI=911, NFI=.949, CFI=.968, RMSEA=.046
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<Table 3> Confirmatory factor analysis results of customer constructs
CFA
Factor(Cronbach‘s o) s
Variable - SE. CR CCR AVE Correlation’
loadings
A. Perceived value(.912)
PV1. The food and service provided are worthy for the money and time spent. 908 024 44.004
PV2. 1 paid reasonable price for the food and service I got. 908 .024 43953 906 810
PV3. T enjoyed myself much with money and time I spent. .890 023 41.894
PV4. The food and service was worthy enough for the money I spent. 895 - -
B. Customer satisfaction(.905) AB= 700
CS1. I am more satisfied with this restaurant than others. 911 - - b
. . 899 836 A-C= .643
CS2. This restaurant meets my expectation. 918 021  47.334 B.C= 703
CS3. T am satisfied with almost everything in the restaurant. 915 .021  47.017 '
C. Loyalty(.791) 920
BL1. T will pass good words about this restaurant to people around me. '933 020 51473
BL2. I will recommend this restaurant to my friends. : ’ ! 872 777
. s .892 021 45.129
BL3. I will revisit this restaurant. 773 029 32.655
BL4. I want to keep visiting this restaurant even if food price goes up. ’ ’ )
x2:157.978, df=41, p=000, RMR=.030, GFI=.971, AGFI=.953, NFI=987, CFI=990, RMSEA=.054
o, BHEo] FoldE 1o A4H S e ol
WEAE ~ED0] BoldeE 4UAnEe £ Flolehs 71 4 7|2 24 E5)0] ol
obd Zlolehs 714 1€ BE ATk ML W5E nAe] AW A gold Aol
o 3 2=
ol T E9 27 RUAleldRto] AdRtSel] o] 7HE 5= QYA A 74E 7HRI7E Fold S
- o -
@ FYS WAL Ao etk 3 A9E T nAUREE gl Zolehs 1 6, A7 1
o "gash ARUA o] FoAW ALSE 7} EoldSE FHEE Bl Aojghs /M 7,
WMEFFES PPATE Zolth AN AL 2ANFo| Bold5 S FHEE Fobd Hlojet
o moldss 2429e Fold Aolehe /M & /M 8E wE AT = AelE] v
2t 714EGT AhEe] FoldsE 24T o, 2A¢] 2eEn, AA5e] 240 o
e mobd Aol 7M 38 AGHD, 9 3 BYSES YW aA50] we /S
<Table 4> Results of the hypothesized test
Standardized
path direct effects Results
Std. Estimate CR.
HI1-1 Working environment e 139 986 Rejected
H1 HI-2 Teamwork / communication g Employee satisfaction 577 4.104 Supported
Hi1-3 Training / evaluation - 121 1.046 Rejected
H2-1 Working environment e 201 1.908 Rejected
H2 H2-2 Teamwork / communication —  Organization commitment 122 1.074 Rejected
H2-3 Training / evaluation - .059 675 Rejected
H3 Employee satisfaction —  Organization commitment .580 7742 Supported
H4 Employee satisfaction — Perceived value .065 344 Rejected
H5 Organization commitment i Perceived value 439 2320 Supported
H6 Perceived value - Customer satisfaction 935 26334 Supported
H7 Perceived value d Loyalty 363 3,728*** Supported
HS8 Customer satisfaction i Loyalty .591 6,069*** Supported

x2=13‘567, df=13, p=.405, GFI=.968, AGFI=.911, RMSEA=.021, RMR=.030, NFI=.987, CFI=.999

* p<05, ** p<.01, *** p<.001
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