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The Effects of Perceived Service Quality, Image, Customer
Satisfaction and Moderating Emotions
on Family Restaurants

Hack—Jae Kim'
Ansan Technology College

Abstract

Previous studies have focused on service quality by examining customer satisfaction and retention.
Little, if any work has been conducted exploring the emotional state of customers and that state in con-
nection to perceived service quality. The objective of this study was to explore and determine how a
customer’s emotions perceive and respond to service quality within family restaurants. It was found that
within a positive emotional field, product and personal service quality showed a high conelation to the
positive image while customers experiencing negative emotions had the perception of poorer product
and personal service quality as well as a worse impression of cleanliness. Cleanliness was not connected
to the issue of customer satisfaction but each of these three factors, whether positive or negative, led
to the creation and mediation of an image which in itself directly resulted in customer satisfaction.
Customer emotional fields are not merely the by-product of quality issues, or satisfaction but in fact
the foundation by which all other factors must be considered and analyzed. Family restaurateurs need
to focus on the customers emotional well-being to create customer satisfaction.
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