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A Study on Service Quality Satisfaction

in Franchisor—franchisee

Relation

Kun—Jong Kim"
Dept. of Tourism, Konyang University

Abstract

The purpose of this study is to examine the service quality satisfaction in the franchisor-franchisee
relation. For the result of this study, we studied the franchisees' answers to the questionnaires about
franchisors' service quality. Through this study, we showed the basic data about the selective criteria
of the franchisors’ service quality. Based on this study, it can be concluded that there are differences
in their service quality. The most effective factors of the franchisor's service quality are personnel
service(0.510) and menu service(0.390). The finding is R? —0.489. Therefore, franchisor should pay
attention to competent labor service and new menu development. Each factor affects satisfaction with
franchisee’s service quality, but only convenience and location are not affected.

Key words : foodservice, franchisee, franchisor, personnel service, quality.
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