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ABSTRACT

To achieve these goals constituent dimensions and structural elements of the Japanese
restaurants service quality are being investigated through the review of the food service
industry and service.

The survey about the importance and the Japanese restaurants was also conducted
with a questionnaire to identify the tendency of customers who visited restaurants. These
results and satisfactions hypotheses are being tested in the restaurant and the empirical
research are both conducted to achieve the research purposes.

Japanese restaurants, located in the metropolitan area, are being selected as the object
limits of the survey.

Eighty-seven questionnaires are being distributed three kinds restaurants which means
total 250 for all, and from which 230 are being analyzed.

Frequency and z° test were applied for the general matters and the conditions of
object, while Cronbach's Alpha coefficient and factor analysis were applied for reliability
and validity. t-test was attempted to find the importance and the satisfaction of the
service quality. Also ANOVA was utilized.

After examining the results of this survey, few facts were apparent.

First, the number of male and female customers in the Japanese restaurants are
divided evenly in about 55% of male customers and 45% of female customers. However,
these people have a wide variety of jos. Another evident fact present on this survey
shows that customers eating at a less expensive restaurants have a income of 1,000,000
won where as the expensive or high-end restaurants have customers with higher income
than average.
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The price sensitive customers studied in this survey shows that they spend on average
30,000 to 70,000 won per person in the less expensive establishments. Therefore, with
some service quality restructuring, application of new systems and ideas these restau-
rants could efficiently maximize their profit margin. Customers also showed that lower
prices in lunch time would be an appealing incentive to deviate from standard lunch
time (12:00~13:00)> and menu specials would be of interest to deviate from busy
dinner time.

In conclusion, since restaurants in the middle range category are not so many
restaurants in lower range have a chance to maximize their profit.

This study clearly shows that even the lower-end restaurants could raise their profit
margin by incorporating new marketing techniques and by improving the service level
of their restaurants.

Key words : Japanese restaurants, customers, service quality.
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