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Research on the Structural Relationships Between Hotel Restaurant F&B Production Strategies,
Service System, and Business Performance
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Abstract

This research aimed to assess the relationships between restaurant production strategies, service systems, and
business performance. The sample included 202 questionnaires collected from exclusive high-end hotels located in
the Seoul area of Korea. The questionnaires were analyzed using SPSS 12.0. The hypotheses were verified by
applying frequency analysis, reliability analysis, factor analysis, correlation analysis, and regression analysis. The
results are summarized as follows. First, it was found that the F&B production strategies of the hotel restaurants
had a positive (+) effect on business performance. Second, the F&B production strategies positively influenced the
service system, and the service system had an effect on business performance.
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dishwash S0 2 EHFagGet o] 382 Qa7 #H>
EY I vy AFE7F AT AL FA4
IANA  AMEAEE FGolth ol T2 AP &
Pickworth JR(1988)2 JH]Ax]) 2Hl(service delivery
systemel 2k o®, AMAALE Hgael 4
A2 qul2 8o Tt WA ASHGT Sk
A ERANT TN 2%, QN2 2Ee FHe) T
Holl A front stage®} back stage, front line#} back room,
front office®} back office B2 <nz% ALgHT
(Leonicke GZ¢} Jan DV 2007). A¥re 1A FHEo] ZA
F gAsE 999 A6 2ATel A A¥AE
e BRI, FEe AASRE DolA o)
o] AekarAl Hi& FIFo]th(Shostack GL 1982,
Grove SJ9} Fisk RP 1992, Johnston R¢} Clark G 2005).
Mu2x2de] §8TRH BAG Chase RB(197S)
& A% Anz 2L BRET el we
AN 2N 2D AREBAV 2N 202 TR
Hem, Cook (19992 wHAYA I BAFoR
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SEEIE ESNPNCE B
BANRGE d2EDY B

g wgoz Adg £g
(Kang SW 2005). & 4S5 A4 #€EE A
T, Zg2A, AAEA, 7]7)u
A 5¢ D FARAL 1EHO
d71gA=e] steiAErelgt & Uk 719 ATl
N AaRwe BRe 2A49 28493 dAH
e Yir)ee 7199 BRI Aol th(Hayes
RH$} Wheelright SC 1984). 3] A= 7|99
93 298FY AFYEmes)ol £ @ Y3t F3
o 7193t FTHGrant RM 2002, Skinner W 1998).
QAT AALAE AR érsq BAALY 29
49 FA5Ee guise Aoz A%k FA, fa4,
715 T3t Garvin DA 1987, Roth AVl Miller JG
1992). A7t= A98 B4 FH9 284F Axdvt
9 BYoz NABAE B o, T 4
A4 3B AYA Do
Hote AS gvidaa &
S So E fage suiom Age) 2Tl A%
Wgske AE e, 97l A9 FE8T

NeX

=

2 @
A2 A 5 e 3809 3, W) 31, 799, ¢
= Boln

9

mlm
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A3 2EA7e 5EA @719 AFYH FEF d=
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M E 1997)

A EAFAHER A A EE 2 7 1%‘4 gtz
ol e, 71EdTd 9std Ad(front of the
house) 9] A{H|& FH I FiEH(back oft house)] A4k
A Atole) AFAo] e FFE MHE A=

Z A5 9l th(Safizadeh MH & 2003). oi7]A g3t 9
L AR, A, AAE, A, ERY §8 Ed¥ete
NILoz o=, -MZME{— A9, o4, 4+, o
2 Z9o] 9u7} drkKang SW 2005). wetd A=
Adezo Adoltt THHER GHASHE EIF

B s AFE FHoE O EZS AHRA U}
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EZol A&7 udo] Z= oy Qaqle B @ HE A,
7]

do AFHQ ERE dHY HAAER gL
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Fatgioh #8483 Xe 7199 A% XS st
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ol A 9] 34 A F QA (critical success factors) H 344
ARerd E3FE AT F de FLHAA E(key
performance indicators), 1813 Z+ FEFA R ERxFE

2 ¥ygozy gAfT BRtE #3847 ¥
TAsE AFgY, dFed, ARANEES AFTA
2 dgHolof gk #B9FAEY HAFGS 49ty
o7 ARBHE, 24BH, W Z2A28, e 2
48 #Hoz FHEHoA Utk A, Heskett JL &
(1994)0] A orgl X u]A-F=2] A (service-profit chain)<
34 o0) ABHLE At AHIEFRE AMH|A7EX
2 At olF 14 wEe AP ARl R TFie

2dg Attt oy FHLY V=R, TE4E F

=

IAWNES AT TABES U279 AT
o} AdZHo o]y =
3 Aok AA, Tdge] HF#HEHE Sls] Phillps

PA(1999)& TiHQ) #Ao] hsd EPSE Aladd
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RB 1978).
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BR(1992), Harrison SP$} Poole M(1997)¢] A& &1

sto] AN F uAY et RSk A 3
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Hs ZxetA Ferh [ A AAEA dskoh~ 74!
e A2 @t [ W ANHAT R FFH AT

o (back of the house)E 7]
A3 Agran ¢ 5 vk 79

24992 A8ar) 98 AudgY Aggdden
=4, 37, &7 594, FA(Noble MA 1995)0]H,
oA 719 293 A= AAHS ArHKotha S
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Hﬂli*lé%‘! A &Y 0] &, ROA, ROE)$}
o #AE Tt E1r(Ahn KH$} Yoon JW 1999, Mayer
J & 2003, Kumar R} Kummer U 2004). ¥*3t HH}
(back of the house)e] AMH]2 53} Zolfront of the
house) &} Y ;b 2k /\}0194 2ol A EFE A
ZIth(Safizadeh MH S 2003). Eﬂ’\iﬂ-‘—} #HEd 9+
NN HEH *@&@%M AYAEA 295 29, AR
A 89, AETE, 4S5 F4, 94, AdF A,
BT 55 BI4AS AABA} ke AL A
Al &% thHRodgers S 2005).

Aul2A 283 Aikete] 71E A F(Jeffrey JD
1997)l A, Au] A A2 Mqu)s 2H g i B35
&3t AA 2FEF <ol &AL &Y} B9,
AMu| A 2o JHE P2 293 23HS5e A
HHQ &4 WrE BRSEed, 29389 23S A
H 2884, &34, 894, 7HX, nsola, A3
A FHLE2E AZARE, FAFIE, 94, 97
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SRS
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-
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2 FA2 YUY 9F 283 R AANAE a7
W, FAE, o7 A P cHHeskett JL 5 1994). o]
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T MHlEFE &0 gow IARA, AAFHE,
AAFATE ZohE o] 249 Fdel] 7)o (Loveman
GW 1998)%tt}.
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Fig. 1. Study model
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2EYY e RYWA, Au a2

g, 2947 #AAT

)

A
il Z} & SPSS 12.0 Window 4] Z2I13&

Aatath A9 AdEe AFEA S
=2 ﬂ}‘é}é 7] S8 MERANS AXEda, AdE
$A AR AHAEH BFEE GHe7] H6td]
AFHEEA QQRAL AxsHch APAL I2u}
3} ¢ 3(cronbach’s alpha)el] ¢js] &M, AL 84
s “}ﬂ]%/‘éfﬂr, A Fddet B#¥E =T
—1 eHd = KMO9| FEZA =S vhE 2l (bartlett) 77l
s %El%iﬁ‘r E THEASA EA FHojed g
ALY S Arstglen 7HdASE Sld dsdAE

%

3

]

¢

g AAedn. SJHsE B s34 #AE
AEsH] & FRAFAFEH BAEFEVIREZ AA
SR EAEAE ds% 2ok

SEAE JAFEATHA 4L Fdetetr] Sa) W
=AM s AAElY A, s2dRERY S8
Al #9178, 8T 3% 35S, &3
Al B3 4E7TE 2ABAE B FELAS F
E3tRoH, olAE EdE JHAA LS HAAE4A
o AR, 228 QJFFE ol &std dFIARNES
A8 o

oaxu ANFEATTA EF = Table 19 AAEH A
th 29 & 3 1387H(68.3%), 34 648(3LT%)E
THEJeH, HE 2 AEo] 14(69%), FEUE %M

s H

5 (46.6%), tHE 80H(3 %) A Abol o] 14%8(6.9%) L.
2 Uyt HE R s AbY 132
(65.3%), ZrB At 37H(183%), LA 323 (15.9%)
ey 190.5%) 2.2 et dA2gEge] Zuk A
FHE B uA4Y WEFEA wat 4] Aitstd]
A 28 F=EAXHjob shop production)E )7} 140
693%), QEBA BE Adse PAd BLA
(batch production) 4(2.0%), 8.3 o <k wra} F
ST AR AE FEA 2H A AHassembly
production) F € 7} 209.9%), &2 SL3F A2 Wi

L
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€ ¥HE BAkshe 44 sKcontinuous production) & Ej 9ete] @ABEAIH} AL AL ArsHTh 290%
7} 38(18.8%)2 rebskTh Au]2 Aabbal e H o)A Mg FAREME Sste Ausde wjEws
H] 227} 155(76.7%)01, Hol &AM 02, AZMu] s, 7} (varimax)Wg & AHESIR oM fdFE2 R
FHA B A o] Edau) A7) 47(233%) 2 e} (eigen value)o] 100149 2

loading)©] 0.40]%4

(o]
2. MEIE U ElEN 2HE o] YAYBHES =A347] 93] cronbach’s alpha A5
3 -

£ AT 354 0 Bgas AGERS 2H] B Ags] A¥EE Brldger, adrds) A
Table 1. Demographic characteristics of respondents T Z3E A8 KMOAZTE HAlstaih
Characteristic Frequency %
Cender e DU D AgRgdde) 3T 28
emale
: 1o Zko)| -3 olxE.x o A
Education High school 14 6.9 AFagibd el e 8.1 2 Table 20 74| 5
level Junior college 94 46.6 Aok AR 177 FEE B SR gE
University 30 396 Ne M AR e adNAEe] Base] o
- adune = 52 FAY oo weh AR g42% At
Position Regular employee 132 65.3 o e eglio] Al A e e e Lo
Assistant manager 37 18.3 el A AfE L e AR AH]Y, e SR
Manager 32 15.9 A, RS ArbEzy, ASBEAN Al A
Dt ! 05 WE Qrba, RAY A MRy e
uction ob shop production 140 69.3 ZAHEAIE B 9 = = .
L el A Zo WeE Aeg ¢
Type Batch production 4 2.0 dlEdeds s d ]—E“j & :E o
Assembly production 20 99 7F 4 ogrleerew gtk ‘A58 #E Y
Continuous production 38 18.8 AAZ £t yFEATFA, ASE AL XS
Service type l;f;blz servif:e lig ;g; E5 wREd S, WFEL S, Aes QAT
Xe . -
B9 A% AW, CASE AWAY A £ Y T
Table 2. Factor analysis as to f&b production strategy
Factor Variable 1 Factor loading :
Flexible f&b facility arrangement transformation capability 852
Timely supply of production menu .833
Foodstuff cost reduction 667
1 Produced menu’s service speed .660
Cost, Delivery Lead time reduction 454
Menu PLC consideration at the time menu planning 440
Cost Reduction due to f&b Production Process Facility Investment 491
Cost reduction through cooking process analysis 189
Quality enhancement through f&b production procedure network 812
F&B quality and flexibility 17
Menu quality enhancement 699
2 Continued improvement of f&b production process 675
Quality, Flexibility Improvement of f&b material distribution channel 492
Demand/supply countermeasure capability at the time of production planning 478
Flexibility of menu development 469
Flexible f&b facility arrangement transformation capability 412
Cronbach’s a .889 .898
Eigen value 9.001 1.223
Rate of variation 52.949 7.194
Rate of accumulated variance 52.949 60.143

KMO = 931, Bartlett’s Test of Sphericity =1933.332, p<.000
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A+(Kotha S¢ Ome D
RS F4, 7L #34, 9
gt Aojrh. TEAL 60.143% 2
2l A 32 A58 97t

AEE F2 9 794 8]
7.194% 2 el S gRIEAH 9 AYPre Al

A EATAES MRS AH fAMS EF/olth &
Abe 78974% 2 JERtTh S 11394 RS
37 €8l cronbach’s alphaA|FE AF&3le] A1F
B eIt A¥kd 02 cronbach’s alphaA] =2

7 o1FE FEA7IA HF AT v
AR 2219 AHAE Ales 8672
HeE7E WHARE S 2ok 2d9] =
KMO-=.719, Bartlett’s Test of Sphericity=294.219
A 7F

m&v o ok Hﬂ:

0.
k.
U e
Azl

S.*L 4 < mlm .IIN' 12 ow

P<00E 953 Aoz e} AFFERA

KMO=931, Bartlett’s Test of Sphericity = 1933.332 e Aoz AgEA

P<000) = ¢F3 Aoz veht ARZEAM] ZA7t

fle oz adsdn WALRYE 2ASE A1E 3) AF8AAL - 93T B 8AEA

E ASAA A5 47 9 97180 889, A ER SHHALEZY - 2FAd BT 2dBA S

4 9 §44 a<lo] 8982 Ueh} AT o Table 4] AA = ATE AL £FH7e dHE HFE

Ao g Fa=nt < ASEAT 2 AHl: FFF FE AL, HEE

A d AHI2 {FAGEIY, AEE AT 9 A

2) vR A= #2184 2 Aol mEsh A, AR AL 2 A¥izg 97}
SHHY2EZY wAGE T QAREAZ Table 39 A T, B a7 A2 AN &9 dFde
AAH A TE Table 304 R vpeh Zol, Ad 3334 ez Hysgth oy A4Ed FUE Huse A

9 FAFAE, WMEd S7hE, ‘woldIvte § 0 A FP 849 Z8Y(efficiency)} e HEX G

o g SHYAEZS vAYYH aQl ol 3 o HRE 5= B/ (cffectiveness) 22 HHE

Fatith ol#g Z7= Ahn KHS Yoon JW(1999)9] {3 71E97F(Clark BH 1999)9} FARE EFolth

4o AFATAN HamMEEEE, damsolds, ASR At £394% WY T BUS 68539%%

Table 3. Factor analysis as to marketing performance

Factor Variables Factor loading
Return on assets (ROA) for the past 3 years 917
Marketing performance Growth rate of sales for the past 3 years .883
Growth rate of net income for the past 3 years .865
Cronbach’s a .867
Eigen value 2.369
Rate of variance 78.974
Rate of accumulated variance 78.974
KMO: .719, Barlett’s Test of Sphericity; 294.219, p<.000
Table 4. Factor analysis as to operation performance
Factor Variables Factor loadjng
Process & Quality improvement of f&b production & service .693
Operation performance Increased flexibility of f&b production & service .693
Planning standardization of f&b production & service .681
Production cost reduction of f&b production & service .672
Cronbach’s a .847
Eigen value 2742
Rate of variance 68.539
Rate of accumulated variance 68.539

KMO: .816, Barlett’s Test of Sphericity; 314.458, p<.000

A F

x| #3532 2378 A|63.(2007)
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3. ASEAMAEE MHIAAIAH HANTZIO)
A=A

Table 5= 7Hd A5 A F4 W dis) Hojs
o FHBA LA S AAEAT o] 2RE B2y, AL
E 97 @71ele AgE sHAEA, 4es A
Ab - 298 AHFMU A2 BE 4P
AE Hola flon, AFFMu AL E k3
B FEEAE HE L Ak FA8L A EA
H|2AI2E oA BES) S4RABAS Vel aiAE A
o, A 284 AREMM A2 E ok
FBEAE THAe AR EXFHAT. wAYATRE
A 2F A3, TFEZME A 2", A FZM 0] 2
2| FABAVE e Aoz ettt FRAsR
2o, A - 29T Aulaa 2 o Jag
A (A

D AL umAAS) Au) 2 26 The] BA R

12 AFEFY) A Aendaeacld Al
2AzEIY BAE TOEIARAS AR

(

o,
=T

Ueht A
Ao o

225

@ maoled & 5 alvh G¥ol WA

EA9l thE A A (multi-collinearity) 341 2

I, B3 34 $(variance  inflation factor:  VIF)3ko)
1.000, ZapsHA o] 1.0000.2 Yeht 5344 ¢l
= Ao yeyth o] Ay AEE2 32.8%%

e,
R

AT §9(F=44.369, p<.000)3 A F

5¥Y AP BAGCR BAT g ACE v

Q
sk AR

A7} 9 97 eel=6813,

Ak
p<O0l), A4 2 F2 29 (t=6.505, p<ODAH =5 3

Ao 2 veRstth

Table 7& 2535 BAHA e AR A0 2 6 2k
HAE setatr] 98 OSAALA S AAR Aot
oHl st 45 E A, 17538 vE FEd 29E W
BRiE Sy JaaA g3 VIR
o] 1.001, FatgAFol 99= vFFige] EAsHA
e Aew yeEth o ARG 4¥HE 123%

289 dMe FFRA=

FAANE §2(F=12.007, p<.000)
Ao RABAGT AHEA 2T
4,

Py ek
PO
lo

o

Sl
91 p<.0)7}

dehgon 97k 9 WlE K98 @

rr

=
Uebdr). e M 1e EAReR §9

= AgHA olHF AFATE Y

Table 6& ASBANAY 9918 SPuse, APF
MBI AA 2R G 7)EHFR ste] 24 Aol @
A Aol M AHresiduals)= AP =S AFse 2) A Faard=s 7 dFete] BAEA
dl, U k<& 7S (durbin-watson tes)) 277} 192602 Table 82 2l 35N A%E SPHFR okal 2494
Table 5. Correlation between variables
Cost - Flexibility - Marketing Operation High-contact Low-contact
Category . ) . .
Delivery Quality performance performance service system service system
Cost - 1.000
Delivery
Flexibility - .000
Quality 1.000 1.000
Marketing 437 396" L000
performance .000 .000
Operation 467" 39277 745" 1000
performance .000 .000 .000 '
High-contact service 419" " 4007 258°° 335 1000
system .000 .000 .000 000 ’
Low-contact service .077 3617 269" 1907 126 LO00
system 337 .000 000 012 096 )
Top<05  : p<Ol
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226 R AEZY NSEYNAH, MulaALd, ZFgde #AAT

ZIElTR ot gEIAEA & A e Aog2 veigth o] IARFY dEyS
A

2HE AASAT BS3AY AAIA VIFgho] 328%% el ow 3AHE F2(F=50.777, p<.000)

AelA A7F 2R g7ladelA

2 U oAsuEs el @ AoE BAHAT 42RA08FE 4% - &9
AYe FASA 2 Ao drwth o 3 Ao BANA 47 9 @) addA FH)e) o
WO HAAE 9 W76, p<ODBAS EAFH, F44 4 Fde

of BY HAPHol A% §9@=6429, p<0ODF HOE vehyirh aHm

o ASEANAES ZIYT B 2 MY 2= ADHAh ol Aoe AAALY
FHY GF=7057,  SF @ QA AAaAe Adeforn 4

p<ODTAZF EAS, §d4 2 FA2Ud% 9 H9 AZHA Atk AT A HKotha S Ome D
(t=6.462, p<OF A= e, 1989)9} 7199 A, AWaAgALE, Hroi=

Table 9= 4 & RANALT 4

FF A% A¥Y ARBAL EAFTE 2%

= =10 =]
g FEHOE

4 A
AgHge AT BALE ALY SRESEEY AT YrHA KHE Yoon IW 1999, Mayer K 5
7]

Zol  VIFZto| 2003, Kumar R} Kummer U 2004).

Table 6 . F&B production strategy and its multiple regression analysis with high-contact service system

Dependent -Variables

High-contact service system

Independent Stondadized
. . . andardize :
Variables Unstandardized - coefficient coefficient ¢ . Tol VIF Durbin-Watson
B S. D. B
Constant 5.246 .080 65.583
Cost - Delivery 546 .080 419 6.813 000" 1.000 1.000 1.926
Flexibility - Quality 522 080 400 6.505 0007 °° 1.000 1.000
R 335, ad. R, 328 df1:2, df2:176, F(p): 44.369 (.000)
" p<01
Table 7. F&B production strategy and its multiple regression analysis with low-contact service system
Dependent Variables
Tndependent ) dig—(;({)intact service: system
. : . tan b7
Variables Unstandardized coefficient coefficiont ¢ P Tol VIF Durbin. Watson
B S. D. B
Constant 4354 .093 47.049
Cost - Delivery 079 092 064 .851 .396 .999 1.001 1.753
Flexibility - Quality 430 090 358 4791 000777 .999 1.001
R™: 134, ad. R2.123, 328 dfl: 2, df2: 155, F(p): 12.007 (.000)
© p<01
Table 8. F&B production strategy and its multiple regression analysis with marketing performance
Dependent Variables
Independent 5 darl\(/il'arlideting performance
. . . tand \viv
Variables Unstandardized coefficient coefficient ¢ P Tol VIF Durbin-Watson
B S. D. B
Constant -.021 062 -.345
Cost - Delivery 439 062 433 7.057 000777 1.000 1.000 2,08t
Flexibility - Quality 403 062 397 6.462 000777 1.000 1.000
- R’: 344, ad. R%, 337, dfl: 2, df2: 174, F(p): 45.676 (.000)
- p<01
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Table 9. F&B production strategy and its multiple regression analysis with operation performance
Dependent Variables
Independent < daOdPerztion performance
Variables . : tandardize
ariables Unstandardized coefficient coefficient ) » Tol VIF Durbin-Watson
B S. D. B
Constant -.004 062 -071
Cost - Delivery 480 062 463 7.690 0007 "7 1.000 1.000 1.799
Flexibility - Quality .396 062 .387 6.429 00077 1.000 1.000
' R’ 369, ad. R%.361, 328 dfl: 2, df2: 174, F(p): 50.777 (.000)
T p<01
Table 10. Service system and its multiple regression analysis with marketing performance
Dependent Variables
Marketing performance
Independent Variables . .. Standardized
Unstandardized coefficient coefficient ‘ P Tol VIF Durbin-Watson
B S. D. B
Constant -1.912 .380 -5.036 .000
High-contact service system 191 058 238 3.285 001" 985 1.015 1.734
Low-contact service system .194 .059 239 3.304 001" 985 1015
' R’ 357, ad. RL128, df1:2, df2:169, F(p): 12.379 (.000)
o0l
Table 11. Service system and its multiple regression analysis with operation performance
Dependent Variables
Operation performance
Independent Variables . . Standardized
Unstandardized coefficient coefficient t ) Tol VIF Durbin-Watson
B S. D. B
Constant -1.977 362 -5.468 .000
High-contact service system 280 055 358 5.089 001 982 1.018 1.719
Low-contact service system 116 .058 142 2.016 0oL 982 1.018

R 162, ad. R® 162, df1:2, df2:172, F(p):16.654(.000)

I p<01
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