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Abstract

The specific purposes of this study are that ; 1) to investigate the distinguished selection attributes on
performance of Japanese chain restaurant according to general characteristics of the respondent ; 2) to
find out relationships between selection attributes on performance for Japanese restaurant and
customer’s satisfaction. Frequency analysis, one-way ANOVA, reliability analysis, factor analysis,
multiple regression were used to analyze the data. Total 350 questionnaires were distributed and 312
were replied(89.14%). Selection attributes on performance for Japanese chain restaurant was divided
into 7 factors. There are Factor] “Store Image & Kindness”, Factor2 “Sanitation & Taste”, Factor3
“Approximation & Children’s Menu”, Factord “Delivery & Business Hours”, Factor5 “Food Quantity
& Korean Food”, Factor6 “Service & Parking”, Factor7 “Price & Publicity”. Monthly income, eating-
out expense per once and type of companion have significant influences on selection attributes for
performance. Customer’s total satisfaction is significantly affected by selection attributes on
performance. Factor7 “Price & Publicity” has the most significant influence on customer’s satisfaction.
We expect that the results can be used to provide basic information to plan marketing strategies, and

 take improved customer’s satisfaction for Japanese chain restaurants.
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<Table 1> General characteristics and eating-out

C 2 YA FoiIAET 0} 10| Melay B

behavior of the respondents
T <& 155
e .
Gender | ermale w1 | 471
<20s 95 | 304
30s 113 | 362
Age 40s 98 | 314
50< 6 20
University stadent 51 | 163
Salaried man 72 | 231
. public service personnel { 71 | 228
Occupation iy rer 35 | 112
Profession 73 234
Housewife 10 32
High school graduate 33 | 106
E on Col‘lege g’aduate 70 | 224
University graduate <106 | 343
Gradnate school < 103 | 327
<100 35 112
100-150 80 256
60 | 192
Monthly income | 150-200 29 93
(10,000Won) 200-250 28 9.1
250-300 40 | 128
300-350 40 | 128
350<
No 133 | 426
Marriage Yes/with children 20 64
Yes/without children 159 | 510
<10 17 | 55
10-20 4 | 109
M(‘;’;%e;p:f 2030 7 | %1
3040 99 { 317
40< 90 288
, <5 154 | 494
The munber of | 5-10 ™ 3 301
monthly use 10-15 33 10.6
15< 31 99
<10 103 | 330
Eating-out Expense | 2.0-2.5 117 | 375
per once 2.5-30 34 109
(10,000 Won) |30< 28 9.0
30 96
Friend 91 292
Lover 49 15.7
Companion Family Companion 108 | 346
Company 59 | 189
Alope 5 16
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<Table 2> Descriptive analysis of expectation, satisfaction and performance on selection attributes for Japanese chain

restaurant
S @, :Results ..Expectation ... .. - Safisfaction « - < Performance
D~ Standard Standard Mean | Standard .
Selection attributes Mean Deviation Ranking Mean Deviation Ranking (exp-sat) | Deviation Ranking
Price 545 1.18 12 4.03 1.44 20 1.17 1.18 9
Food Taste 6.12 1.17 4 483 1.32 4 1.31 152 5
Food Quality 5.03 1.19 17 427 145 14 0.53 1.76 16
Food Nutrition 4.86 1.58 19 4381 3.84 5 -0.37 1.77 21
Service Quality 541 1.52 12 454 1.33 9 0.63 1.84 15
Korean Menu 433 1.63 22 4.05 1.17 19 -0.16 1.7t 20
Sanitation 6.24 1.02 1 5.05 129 2 1.18 152 8
Cleanness of Restroom " 6.15 1.06 2 4.85 1.31 3 1.35 155
Food Freshness 5.98 1.25 5 4.68 138 6 1.28 1.65 7
Speedy Delivery 4.74 1.65 20 417 2.10 16 0.79 207 13
Kindness 5.13 1.05 3 4385 135 3 1.34 1.65 3
Server’s Knowledge 5.33 241 15 453 128 {0 0.77 153 14
Business Time 4.89 1.53 18 465 1.02 7 023 154 19
Surrounding 5.39 147 14 537 376 1 0.49 1.74 17
_ Store’s Comfort 591 3.38 7 4.65 140 8 1.15 1.44 10
Complication 5.82 124 8 434 1.50 12 133 1.85 4
Solution of complaint 597 122 6 445 1.55 11 1.44 1.77 1
Traffic Convenience 540 1.29 13 428 1.45 13 1.08 1.89 11
Distance 470 178 21 420 1.32 15 0.63 184 15
Children’s menu 505 5.67 i6 3.86 1.62 21 0.85 2.08 12
Parking 5.48 1.29 10 427 1.64 14 1.34 191 3
publicity 547 127 11 4.12 144 17 1.30 173 6
A spot Number 450 1.52 9 4.06 1.59 18 U.36 1.85 18
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<Table 3> Factor analysis results of selection atiributes for performance

Results’
*Using fresh food material 0.605 0649
Factor 1 *Kindness 0.597 . 0563
“Store Image & | *Surrounding 0823 5858 | 25470 | 25470 | 0803 | 07795
Kindness” *Tranquility 0.816 0.727
*Complication 0472 0.779
*Tase 0611 0.685
Factor2 *Sanitation 0.703 0.690
“Sanitation & Taste” | *Cleanness of restroom 0.770 229 0904 | 33464 | gy | 08016
*Knowledge of server 0.627 0.524
*Solution of complaint 0.441 0.743
Factor3 *Traffic convenience 0.496 e 0793 | - -
“Approximation | +Distanee 0706 2221 9658 | 4521 | o | 07258
& Children's Menu™ | o drem’s menu 0.754 0643 -
Factord *Delivery 0.709 0.651
“Delivery & “Businecs hours oeos | 169 1207 | 5233 | o, | 07218
Business Hours”
Factors
“Food Quantity :;mu;‘;tgy g:;‘:; 1456 | 6331 | 58.669 g:zgi 0.6586
& Korean Food”
Factor6 *Service 0.705 . 0697
“Service & Parking” | *Parking 0725 1285 5386 | 64241 g | 0648
. *Price 0428 0.594
Factor? *Publicity 0.444 1.090 4741 | 68995 | 0685 | 06294
“Price & Publicity”
*A spot number 0.862 0.773
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S Monthly income (10,000Won) -
100-150 | 150-200 -| - 200-250 :

b F p-value
Selection attribus | pale
Factor 1

a n
“Store Image & (g;z‘z‘)b (g:%g) (;127577) (f .1533) (g'gi) (812(6);) (41)..3(:17) 33% ) 0003
_ Kindness” ’ : )
Factor 0002 | 0060 | 0068 | 0266 | 084 | 002 | 022 | | o
“Sanitation & Taste”| (1631) | (L631) | (L143) | (0890) | ©.532) | (0948) -| (0.491)
Factor3 0.028 0204 | 0040 | 0405 | 0987 | 0.116 0.071
“Approximaton & | - 20| a0 u) | 0530 | 099 | osse) | osey | ST | 0000
_ Children’s Menu” ’ ’ : | ’
Factor4

-0.011° -0.201 -0.581 -0.026 0.151 -0.109 1.276

Delivery& o5ty | ©0n | 09200 | 067 | ©0oany | ©sesy | sy | 20466 | 0000
Business Hours” ’ ) ’ ’
Factor5
Tood Quaiy | 056 | 031 | 0010 | odse | 018 | 0365 | 0665 | o]

(1.192) (0.889) 0.714) (1.064) (1.225) (0.845) 0.625)

& Korean Food”
o actor§ ' 0.105 0.183 -0.377 0.063‘ 0.764 -0.171 0.229 5.656 0,000+
Service & Parking”{ (1.107) (1.125) (1.109) 0.962) 0.724) (0.601) (0.601)
Factor7 -0.214 0.034 0.296 -0332 -0.693 0.747 0.341

. 5101 | 0.000%%*
Price & Publicity” | (0.962) | (L.137) | (0.881) | (0475) | (1444) | ©717) | ©713)

a:mean, b : standard deviation, ***p<0.01 ** p<0.05 *p<0.1
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<Table 5> One-way ANOVA of factorized selection attributes on performance with eating-out expense per once

~ ; Characteristi Eating-out expense
Selction attributes o 1520 , i
1 . 176 0305 0054 |
Facorl = X 0 g 1.245 0292
“Store Image & Kinduess” | (0.974) (1.020) (1.183) 1.127) (0523)
~Factor? 0382 0.161 0421 0565 | 0627 12920 oo
“Sanitation & Taste” (0.904) (1017) (1.038) (0585) (1137)
Factor3 )
110 13 2 0.162 624 ,
“Approximation & (‘1) 064) (f)) 9363) (g 52981) (0993) ((1) 161) 4891 0001,
Children’s Menu™ N ) ’ ' )
~ Facund 0.131 0.108 0.176 0231 | 0037 42 0o
“Delivery & Business Hours”|  (0.741) (1309) 0.679) 0633) 0917) __
Faciors 0111 0.108 0867 0527 | 038 | T | o
“Food Quantity & Korean Food”| ~ (0.791) 0.994) (0.369) (0.405) (1.185) ;
Factorb 20239 20065 0.759 0375 0557 1085 U
“Service & Parking” (1.068) (1.049) (0553) (0.645) 0471) :
Factor] 0242 0352 0226 0074 0721 - R
“Price & Publicity” (0982) (0.905) 0742 | (©0667) (1.295)

a:mean, b : standard deviation , ***p<0.01 ** p<0.05 *p<0.1
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<Table 6> One-way ANOVA of factorized selection attributes on performance with companion

Factor 1 0.3712 .1 -0. . -1.
‘ actor 1 ) b 84 066 % 6182 0.0007***
“Store Image & Kindness (0.956) (0.647) (1.167) (0.826) (0.183) -
Factor2 0.101 -0.063 -0.091 0.046 0.189 0574 0.682
“Sanitation & Taste” 0.994) (1.398) (0.727) (1.084) (0.378) ) ’
Factor3
-0.067 -0.159 0.144 -0.029 0.037
“Approximation & 0.983 0417
1.025 1.185 . X X
e Mo (1.025) (1.185) aoe | @75 (L667)
Factor4 -0.339 -0.041 .257 0.982 4
S 025 % 0451 ess | ooope
‘Delivery & Business Hours” (0.749) 0945) (0.661) (1.251) 0.917) )
F. .2 .24 -0. . -0.
) .actor5 0.207 0.241 0.373 0.159 0.004 6179 0.000%+*
‘Food Quantity & Korean Food]  (0.959) 0.999) (0.985) (0.931) (0.825)
Factor6 -0.34 . . . ; :
. actol » 6 0.111 0.351 0259 0.692 8.507 0.000%+*
“Service & Parking (L.0s1) (1.015) 0.979) 0.672) 0.789) :
Factor7 0.099 -0.361 0.128 - -0.048 4
e 0438 2587 | 0037
“Price & Publicity (0.684) (1.145) (1.038) (1.166) (0.451) :

a:mean,b: standard deviation , *¥*p<0.01 ** p<0.05 *p<0.1




B o8 Wt 296 “Wux 2 FA'E 7
3 2 BEAPoN 297 4 2 BTE 7
3 @ aSsgch ol HLEFS ATAE QA

08 @ W2 ATelN BAA,
T FAAUS AL oA Fol DS 3
AL fF ddsgoldts ATARY ke
A tehdeh of A2 Hop Fukad) uek Q)
? A2EFE o§shs TASY BHE AAT
of vl o&sts wel Brsolor AT
5 FWAVL A7 APFEA A9 WA 32

&t /-‘4?} éﬂ— (Table Yo}l AAE}TE =
AP &A 2950l AR UELd AFL FYA
Dol WgelgrEs IA49 TuAdy Aol
© g8 & dFeMe 291 “mjFelnA ¢ A
7o) 35789 WEMA 9t 00009 FAEE 714 A
x-]] n]-&Eo]] o:hsl:.g_ Z‘—- 740; L]-E}‘/"Oﬂi 00]2
“S A3 8" 11372 HEHAFY 02579 RAEE

A AA BEEA JPE FA Bohe Ao B

A

£ - ZIAY AARIO! HAERUO] MEIZMQ| 25t O 9

MEAT 293 A2 2 o] Hw = wWeEA
47} 2531018 FoEE 00128 UEREE, 294
wig 2 GPAZE HEHIFTE 3027018 fojE
£ 000322 AA 9ERe dFE v Ao
EAEHAD 25 FAF  FFASHFF = H
A7 0141018 FoEE 08882 Fo3 932
A g AeZ JEidth 296 MuA B F
A= WEHIFT 230628 0028 F95E e
HAZ 87 714 2 FX'= #EAlSI 590,
00009 fo=E vehfol AN NEZo A
nXE Aoz deiwth AAAHA H9ER2)S
287%(F=10040)°18] AAAQ fox
Ztzke] QRIE o3 HA PEEE
2w ZoE Yeyit

Al HAEF AHEA o] A HA ¢
Exol 7H} 2 Q%S vAE 29
4, 33, AR F olden 21 gl
o) AM, A, AFe] £971, AR, gy &

T, 90149 Wig, JYPAIZF, 2913 FYLY B
[o]

z
HAe), ZEW, A, ool FF o

Q6e] FAHe], I 9 EMZ P AL 9
EACE AR TR 292 % 94, 8%
Ao A7, Q99 AN F 259 TAF, BF
249 $F E WA DEEO 9L MAN FE
A0S EAHNG AA BETA) SbY 2 4
A 4a7g AsiE W WEAE B2 24
A VA, B3, A8 FE 47 99, 69, 1BAE

AA A & WA A °i we nERTE Uehl
E Aoz FMHEAT mEA AztAd e A

<Table 7> Regression analysis results of customer’s satisfaction with performance of factorized selection attributes

Regressmn analysxs results BSigh) ] R2 i df
Dependent-Customer’s satisfaction
Independent
F 1- “Store image & kindness” 3.578(0.000)***
F 2- “Sanitation & taste” 1.137(0.257)
. F3- “Approximation & children’s menu” 2.531(0.012)**
" F 4- “Delivery & business hours™ 3.027(0.003)*** 0.287 7 10.040 0.000
F 5- “Food quantity & Korean food” 0.141(0.888)
F 6- “Service & parking” 2.306(0.022)**
F 7- “Price & publicity” 5.940(0.000)***

a: -Coefficient , b : Significance : ***p<0.01 ** p<0.05 *p<0.1
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