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Abstract

The purpose of this study was to analyze evaluation variables of service quality of Korean restaurant especially focused on cold
noodle restaurants(CNR). The data were analyzed about customer’s expectation of food service quality, service quality was
improved by employee’s service in restaurant and employee education in the focus on CNR. The survey was carried out 423
customers and 50 employees in Seoul and Kyunggi province. All statistical data analyses were conducted using the Statistical
Package for the Social Science(SPSS version 10.0). The consumer’s evaluation score of service quality were significantly different
by consumer’s characteristics. The well planned service at CNR must be developed according to consumer variables such as sex
and age group. The evaluation score of service quality were not significantly different by seasonal variation and consumer’s menu
selection. The evaluation score of service qualities in CNR were significantly different between customer variables with employees
variables. All of the evaluation points of service quality in employees were significantly higher than customers. This result was
show that well-trained employees were important factors in consumer satisfaction. Through the employee education program,
consumer oriented service mind must be to developed in employees and employees’ recognition about the importance of service

increased the satisfaction of customer using CNR.
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<Table 1> General characteristics of respondents

N(%)

<20 10 (24

21-30 122 (288

Age(years) 31-40 153 (36.2)
41-50 112 (265

51< 26 (6.1)

Gender Man 209 (49.9)
Customer Woman 214 (50.6)
Office worker 116 (27.5)

Housewife 93 (22.0)

Own business 56 (13.2)

Occupation Students 33 (7.8
Service 20 4.7

Others 91 (21.5)

No occupation 92D

No response 5(1.2)

Total 423 (100)
21-30 22 (44.0)

31-40 20 (40.0)

Agelyears) 41-50 6 (12.0)
51< 2 (4.0

Gender Man 22 (44.0)
Women 28 (56.0)

<1 14 (29.2)

1< <2 7 (14.6)

2<<3 5(10.9

Employee Working experience(years) 42 zz 94(1222
5< <10 6125

10< 363

No response 2340

Cook 18 (36.0)

Working part Serving 30 (60.0)
Others 2 (4.0

Total 50 (100)

A% A7t 60.0%,

zgatE7} 36.0%, 7IEb7t 4.0%
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<Table 2> Importance scale of service satisfaction by customer’s age

Adla FE- 25

Score of service satisfaction

Total
<20 21-30 31-40 41-50 51<
Time of Serving food 460+052 4294068  414+074 4224072 3961075 421+072
Time of response*** 470P+048 4.69P+051 47/P+044 476P£047  4322+069 4.72+050
Employee Attitude of serving food 480+042  4.67+0.60 4824042 4724053  452%+079 4.73%0.53
Friendly greeting 4304067 4541067  461%057 462£057  446+072 4571061
Language attitude 4702067  448+0.66 4524065 4632064 4.46%059 4541065
Taste 4904032 494+030 4951021 4914029 4831038 4.93+0.27
Quantity** 430°+0.67 3.78°+£069 3751076 3.68"+086 3.26°+0.86 3.73+0.78
Food Price for quality* 500P+0.00 4432 +066 44801064 4460057 42904069 4461063
Side dishes 4104099 4244079  430£071 4314077 430+076 4.28+0.76
Taste of noodle stock 4604084  4.34+0.89 4454070 4544062  438+088 4.441+0.75
Entrance and Floor™ 480+042 4584053 4751045 4794043 4791041 471+047
Plates, Table 490+£032 4794043 4841038 486035  4.83+039 4.83+0.39
Sanitation Food 5004000 479+047 4794044 4844039  483+039 4.81+043
Uniform of employee** 430°+095 4441062 459°+058 4.71°£049 443P+079 4.56+0.60
Outdoor & Restroom 480+0.42  4.5710.62 468+052 4.69+057 4582065 4.65+057
Eating environment 4504071 402+094  422+078 4214064 4.09+0.73 4.16%0.80
Interior*** 490P+032 41724076 43521066 448+059 4131081 4331069
Atmosphere  Noisy* 440+084 4104081 4264070 441+066  435+£071 4.26+073
Plates, Setting of table* 500°+0.00 453*+065 46824052 4.66°+056 4.75P+044 4.64+057
Space between other tables* 450+071 4111076  432+0.08 436066 4224095 4.26£0.72
Restroom** 480P+0.42 42284082 4461063 450°£0.60 4.48P+0.59 4.41+0.69
Parking lot and ballet parking**  4.40°°+0.84 420°+£092 4.59"+061 4621056 4.83°+038 4.50+0.72
Convenience Convenience of visiting 470£0.67 4251084 4324081 4.47+066  417+0.89 4.34+0.79
Serving method 360135 402085 3924093 408+079  4.04+098 3.99+0.89
Paying method 400+£1.33 3.66+£1.08 3924097 4.03+085 3.83%£1.07 3.87+£1.00

D * p<0.05, * p<0.01, ** p<0.001
2 5 Likert sale : S-very important, 4-a little important, 3-never mind, 2-unimportant, 1-never important
¥ a, b, ¢ : Means with different letters are significantly different each other at p-value by Duncan’s multiple range test.
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<Table 3> Importance scale of service satisfaction by customer's gender

Score of service satisfaction

Total
Man Woman
Time of Serving food** 4.10+0.79 431%£0.62 421+0.72
Time of response 4.07£0.52 476+0.47 47214050
Employee Attitude of serving food 4.70+0.58 4.76+0.48 4.73+0.53
Friendly greeting 4.59+0.59 456+0.63 4.57+0.61
Language attitude** 4414072 4.66+0.54 4.54+0.65
Taste* 490+0.31 4.96+0.22 4931027
Quantity 3.72+0.79 3.74+0.78 3.73+£0.78
Food Price for quality*™* 4.34+0.66 4.58+0.57 4.46+0.63
Side dishes* 4.1840.77 437£0.73 4.28+0.76
Taste of noodle stock* 436+0.79 451+0.72 4444075
Entrance and Floor 471045 471+£0.49 4714047
Plates, Table 4.82+0.39 4.84+0.38 4.831+0.39
Sanitation Food* 4.77+0.46 4.85+0.39 4.81+043
Uniform of employee 4,52+0.64 4.60£0.56 4.56+£0.60
Outdoor & Restroom 4.6240.56 4.68+0.58 4.65+057
Eating environment 4.09+0.81 4234078 4161080
Interior 4.30+0.69 436+0.69 4.33£0.69
Atmosphere Noisy* 417+0.74 4.35+0.72 4261073
Plates, Setting of table 4.60+0.59 4.09+0.54 4641057
Space between other tables** 417+0.76 4364067 4.26+0.72
Restroom™ 432+0.71 4.50£0.66 441£0.69
Parking lot and ballet parking* 458+0.63 4424080 4.50£0.72
Convenience Convenience of visiting 4.33+0.76 4351081 4.3440.79
Serving method 3.98+0.85 4.00£0.93 3.99+0.89
Paying method 3.81+1.01 3924098 3.87+1.00

D * p<0.05, ** p<0.01, ** p<0.001

D 5 Likert scale : 5-very important, 4-a little important, 3-never mind, 2-unimportant, 1-never important
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<Table 4> Importance scale of service satisfaction by customer's companion

Score of service satisfaction

. , Friends Friends Total
Family Relatives  (the other gender) (same gender) Others
Time of Serving food 4234071 4.00+0.38 4.20+0.69 4214075 411+£076 4.21+0.72
Time of response 4754049 4431053 4.76+0.43 4631055 470+046 4724050
Employee Attitude of serving food 475+051 4.86+0.38 4.67+0.56 468+061  476+043 473+0.53
Friendly greeting 460+£059 457+053 470+0.55 455+0.62 432+078 4574061
Language attitude 461+059 4432053 4.46£0.75 4454073  444£0.65 4.54£0.65
Taste 4914031 5.00x0.00 4.98+0.15 4951+0.23 494+£0.23 4934027
Quantity 373+£081 3.57x0.79 3.89%0.67 3651082 373+0.65 3.73+0.78
Food Price for quality 449+0.63 4291049 4.52£0.59 441£061  433+072 4.46£0.63
Side dishes 4341074 4.00£0.82 4.3040.84 4.1710.78 419+0.67 4.28+0.76
Taste of noodle stock 448+0.69 4.43+098 4.59+0.83 436+082  4.17+£081 4.44+0.76
Entrance and Floor 4734046 4711049 4.67+0.47 475+0.46 455+0.55 4.71+047
Plates, Table 486+037 4711049 4.85%0.30 4.78+0.42 476+043 4.83+0.39
Sanitation Food 4824043 4.71£049 491£0.28 4.80£0.40 4.68+0.58 4.81+043
Uniform of employee 4604057 4.43%0.79 4.61£0.61 453+0.62  443+£069 4.56+0.60
Outdoor & Restroom 468+0.54 4.14+0.90 4.70£0.55 4652058  451+£0.61 4.65+0.57
Eating environment 4251074 3.86+0.38 4.09+0.84 4.05+0.90 403+0.87 4.16+080
Interior 440+£0.60 4.00+082 420075 4.35+0.69 413+099 4.34%0.69
Aunosphere  Noisy* 434P+0.67 3.86°+£090 4224079  419P+073 4.03+093 4.26£073
Plates, Setting of table 4691052 471+049 4614058 460+056  446+0.80 4.65+0.57
Space between other tables™  437°+£067 386069 4224073 41404071 405°£091 4274072
Restroom™** 451061 4.14+0.69 4.15+0.87 4.43+0.60 4164092 4.41+0.68
parking lot and ballet parking ~ 4.58+064 4294076 4394080 4384083 4411080 4501072
Convenience ~ Convenience of visiting* 4431075 386°+£090 4241085  419P+084 438°+£072 4341079
Serving method 4011086 4.14%+0.38 4.09+0.81 3.84+£0.97 4144095 4.00+0.89
Paying method* 397042094 4294076 3.76+106  3.60°£1.04 395P+1.08 3.87+1.00

D+ 5<0.05, ** p<0.01, ** p<0.001

D 5 Likert scale : 5-very important, 4-a little important, 3-never mind, 2-unimportant, 1-never important
¥ a, b, ¢ : Means with different letters are significantly different each other at p-value by Duncan’s multiple range test.
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<Table 5> Different of service satisfaction between summer and winter customer

Score of service Satisfaction

Total
Summer customer Winter customer
Time of Serving food* 4.28+£0.69 4.14+0.73 4.21+0.72
Time of response 4.74+0.46 47040.52 4.72+0.50
Employee Attitude of serving food 4.71+0.58 475049 4.73+0.53
Friendly greeting 456+0.65 458+0.58 4574061
Language attitude 4.54%0.64 4.53+0.65 4.54+0.65
Taste 493+0.26 493+0.28 49314027
Quantity 3.7740.76 3.69+0.80 3.7310.78
Food Price for quality 4.49+0.59 4.44+0.66 4.46+0.63
Side dishes 4.35+0.70 4.22+0.80 4.2840.76
Taste of noodle stock 4451075 443£0.76 4444075
Entrance and Floor 4.73+0.48 470+0.47 4714047
Plates, Table 4.83+0.39 4.83+0.39 4.83+039
Sanitation Food 4.80+0.43 4.82+0.43 4814043
Uniform of employee 4.52+0.63 4.60+0.57 4.56+£0.60
Outdoor & Restroom 4.64£0.00 4.66+0.54 4.65+057
Eating environment 419+0.77 413+0.82 416+0.80
Interior 4374065 430+0.72 4.33+0.69
Atmosphere Noisy 4.31+0.69 4214076 4.26+0.73
Plates, Setting of table 4.60+0.58 4.68+0.55 4.64+057
Space between other tables 425%0.71 4.28+£0.73 4.26+0.72
Restroom 4.40+0.66 4424071 4.41+0.69
parking lot and ballet parking 4.47£0.75 4524070 4.50+0.72
Convenience Convenience of visiting 4391+0.73 429+0.83 4.34+0.79
Serving method 4.02+0.84 3.97+0.93 3.99+0.89
Paying method 3894095 3.85+1.03 3.87+1.00
D+ p<0.05
2 5 Likert scale : 5-very important, 4-a little important, 3-never mind, 2-unimportant, 1-never important
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<Table 6> Different of service satisfaction between customer and employee
Score of service satisfaction
Total
Customer Employee
Time of Serving food*** 4.21+0.72 4.80+0.40 4.27+0.71
Time of response*** 4.72£0.50 498+0.15 4.74+0.48
Employee Attitude of serving food** 4731053 49410.25 4754051
Friendly greeting*** 4.57+0.61 4941025 4.61+0.60
Language attitude™* 4.54+0.65 4.87+0.34 4.57+0.63
Taste 493+0.27 496+0.20 49310.27
Quantity*** 3.734+0.78 4.26+0.53 3.78+0.78
Food Price for quality* 4.46+0.63 4.65+0.53 4481+0.62
Side dishes** 4.284+0.76 4.63+0.53 4.31%0.74
Taste of noodle stock*** 4.44+0.75 4.87+0.34 4.48+0.74
Entrance and Floor*** 4711047 4.96+0.20 4.74+0.46
Plates, Table** 4.831+0.39 498+0.15 4.85+0.37
Sanitation Food 4811043 491+0.28 4.82+0.42
Uniform of employee* 4.56+0.60 4781042 4.59+0.59
Outdoor & Restroom*** 4.05+057 496+0.21 4.68+0.55
Eating environment* 4.16+0.80 4471073 4.19+0.80
Interior*** 4.33+0.69 4.70+0.46 4.37+0.68
Atmosphere Noisy** 4.26+0.73 4.59£0.50 429+0.72
Plates, Setting of table** 464+057 4914028 4671055
Space between other tables™ 4.26+0.72 4.59+£0.54 4.30+0.71
Restroom*** 4.41+0.69 4.8340.44 4.45+0.68
parking lot and ballet parking*** 4.50+0.72 4851042 4.53+0.71
Convenience Convenience of visiting*** 4341£0.79 4.78+0.47 4.38+0.77
Serving method*** 3.99+0.89 4.47%0.55 4.04+0.87
Paying method** 3.87+1.00 4.28%0.96 3.91+1.00

D * p<0.03, ** p<0.01, ** p<0.001

2 5 Likert scale : 5-very important, 4-a little important, 3-never mind, 2-unimportant, 1-never important
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