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Comprehensive Study of Customers' Perceived Service Quality of Korean Restaurants I
: Cross-Cultural Perception on Service Quality of Korean Restaurants by Nationality
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Abstract

The purpose of this study was to measure customers' perception of the service quality of Korean restaurants and then compare
differences in perceived service quality according to customer nationality. Self-administered questionnaires were completed by 2812
subjects, and data were analyzed by frequency, chi-square, z-test, one-way ANOVA, factor, reliability, cluster, and discriminant
analysis. Results of the study were as follows. The factor analysis of perceived service quality produced four factors, employee
service (5 variables), menu quality (4 variables), price & value (4 variables), and physical environment (4 variables). Cronbach's alpha
values for reliability were over 0.8 for all factors. Further, a significant difference was observed in service quality, which was per-
ceived according to customer nationality. A higher mean value of perceived service quality was held by foreigners when compared
to Koreans. Especially, the mean value of perceived service quality was significantly low for all items for Japanese compared to
foreigners. Cluster analysis divided subjects into two groups based on attitude toward service quality of Korean restaurants: an
unfavorable group and favorable group. These two groups differed from each other in general characteristics as well. Limitations
and future research directions are also discussed.

Key words : Service quality, Korean restaurant, customer, nationality.
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Table 1. Preceding study on the service quality of Korean restaurant and Korean food for foreigners*
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Fig. 1. Research flow chart.
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Table 2. Demographic characteristics of samples
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Foreigner(N=1318)

Korean(N=1494)

Characteristic Characteristic

N % N %
Male 516 39.2 Male 633 424

Gender Gender
Female 802 60.8 Female 862 57.6
20~29 621 47.1 20~29 716 479
Age 30~39 396 29.8 Age 30~39 408 273

(yr) (yr)
40~ 304 23.1 40~ 370 24.8
Chinese 419 31.7 Seoul 204 13.7
Japan 386 29.3 Inchon 156 10.4
Nationality

American/European 375 28.5 Dagjeon 191 12.8
Southeast Asian 138 10.5 Residence Daegu 210 14.1
Study 415 315 region Ulsan 165 11.0
Propose Marriage 162 12.3 Pusan 185 12.4
of visit Business 64 4.6 Gwangju 167 11.2
Sightseeing 677 513 Jeju 216 14.5
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Table 3. Exploratory factor analysis and reliability analysis

Factor loading
Items Communalities Cronbach's «
Factor 1 Factor 2 Factor 3 Factor 4

Menu quality

S1 0.797 0.248 0.797 0.270 0.163
S2 0.787 0.195 0.789 0.314 0.165 0.892
S3 0.724 0.272 0.767 0.121 0.216
S4 0.725 0.290 0.750 0.224 0.171

Employee service

Ss 0.674 0.696 0.362 0.045 0.237
S6 0.795 0.818 0.249 0.181 0.178
0.893
S7 0.786 0.820 0.231 0.174 0.172
S8 0.616 0.697 0.162 0.274 0.171
S9 0.673 0.748 0.162 0.271 0.117
Prices and value
S10 0.733 0.213 0.272 0.772 0.133
S11 0.719 0.179 0.219 0.781 0.175 0.873
S12 0.814 0.154 0.107 0.874 0.118
S13 0.686 0.341 0.375 0.635 0.161
Physical environment
S14 0.630 0.425 0.243 0.117 0.614
S15 0.675 0.396 0.290 0.176 0.634 0.856
S16 0.842 0.115 0.154 0.150 0.885
S17 0.785 0.115 0.114 0.148 0.858
Eigen value 8.233 1.623 1.408 1.198
% of Variance 48.430 9.546 8.281 7.046

Note : Total cumulative 73.303%.
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Table 4. Comparison of mean scores of perceived service quality in Korean restaurant according to the nationalities of

customer
Items Foreigner ~ Korean t Chinese Japanese xznzzg East Asia Korean F
(M£S.D.) (N=1318) (N=1494) value  (N=419) (N=386) (37]35) (N=138)  (N=1494) value
S1  488+1.17 474131 29617 4871200 4.47+1.18° 534£1.01° 4.84+£1.03° 474x131° 25812""
S2  5.01£1.27 4.86+138 29557 4.99+125° 4.63+1.38  540+£1.07° 5.05+121° 486+1.38° 18389
N;eur;‘ity S3  4.66+126 4.60£1.33 1.124  474£132%  4244122°  4.95:1.16°  4.79+1.14° 4.60+1.33° 16259
S4  481+131 473136 1708  478£136° 4294124 533111  5.00£130° 4.73x136°  31.089™
Total 4.84+1.07 4.73+1.19 2514  485+1.12% 441+1.08" 525+0.89° 4.924084° 4.73x1.19°  29.132""
S5  454+133 451+1.36 0488  4.74+133°  3.95£1.31°  4.84+122° 474+£1.17°  451£136°  27.0327
S6  4.61£130 445£1.34 33607 4.88+£128°  4.13+1.31°  4.84£1.18° 457£130° 445+134°  23.002"
Employee ~S7  436+1.29 441131 29717 4774128  406£1.30° 4.80£121°  4.68:1.07°  441£131° 23457
service S8 4574129 434122 4978 479£132° 4224123 4.69+121% 4.58+137°  4.34+122°  17.980"
SO 477+131 457144 37717 498+130° 4.28+128  4.99+124° 4.91+129° 457+1.44° 213817
Total 4.61£1.09 446£1.12 3.696  4.83£1.09° 4.13£1.06° 4.8320.99° 4.7040.95°  4.46+1.12°  30.940"
S10  4.65£1.26 449133 33847  4.62+127° 4384134  4.94+1.16°  4.76£1.06° 4.49£133° 12.1367
SI1 4794129 4.70£138 1917 478128  4.65:1.40° 5.06£1.18° 4.52+120° 4.70+1.38°  7.321™
Pil;eje& S12 4644128 448134 33617 4614129 449+137°  4.88+1.14° 4.504127° 4484134  7.588"
S13  4.69+1.25 456£129 27217  473£1.20° 4.15+127°  5.05+1.11°  5.08+1.20° 4.56+129° 313717
Total 4.69+1.06 4.55£1.15 3348  4.69+1.10° 4.42+1.14°  4.98+094° 4.72+087° 455£1.15° 15375
S15  456£127 449132 1400  4.68+1.24™ 4234133  4.69+120 4.78+1.17° 4.49+132° 9.650""
Physical S16  4.65£129 456£132 1913 478128  428+133"  4.75+123%° 5.02+1.10°  4.56+132°  13.1537
environ- S17  4.80£133 455136 4903 4.87£1.37° 451£1.38° 4.96£127° 5.00+£1.13°  4.55x136°  12.782"
ment SIS 4824137 458141 46147 489+4139° 453+138  4.98+131°  5.004128°  4.58+141°  11.696"
Total 4.71£1.13 4.54+1.10 3.881°7" 4.80+1.17° 4.39+1.17° 4.84+1.04° 4.95£091° 454+£1.10° 15.704™"
Note : ” Duncan's multiple test, *p<0.05, **p<0.01, ***p<0.001.
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M) S9E Aetetn, 2t 2ol W Bael Aol 4 Ho) WRARH00.30. ERH B G D TR
FHr-test) S ZHE T=FH r-valueZ} £ 2Hp<0.01) zte] 2812 & ATEN wa 7Y BT 247} 99.1%E &S
ol 8Slgd tslel B QU FHRE WRAoH, A ¥RAn enw A we PHEES Holk Jew
A ZFE Table 59 2} =29 4700 QA€ Aul~ F AdH:
Table S. Cluster analysis
Unfavorable group Favorable group
+S.D. _
Items M+S.D (N=1374) (N=1438) t-value
Menu quality 478+1.13 3.99+0.98 5.54+0.75 —48.880""
Employee service 4.53+1.11 3.75+0.80 5.27+0.82 ~49.652""
Price and value 4.62+1.12 3.92+0.89 5.29+0.86 —41.290""
Physical environment 4.63+1.12 3.91+0.88 5.30+0.87 —-41.930™"
™ p<0.001.
Table 6. Discriminant analysis
Function Eigen value % of variance Canonical correlation Wilks' Ramda xz
Service quality factor 1 1.752 100.0 0.798 0.363 2842.806
Service quality factor Function 1
Standardized .
canonical Menu quality 0.408
discriminant Employee service 0.430
funcno.n Price and value 0.318
coefficients
Physical environment 0.375
Predicted group membership N(%) Total
Cluster numbers
Unfavorable group Favorable group ™)
cl 1,357 93.8 17 1.2 1,374
Original
c2 7 0.5 1,431 99.5 1,438
cl 1,357 98.8 17 1.2 1,374
Cross-validated
c2 7 0.5 1,431 99.5 1,438

Note :

99.1% of original grouped(cross-validated grouped) cases correctly classified.

" p<0.001.
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Table 7. Cross-tabulation analysis (Chi-square)

Group N(%)

Characteristic Unfavorable  Favorable Total
group group N(%)
(N=1,374)  (N=1438)
Male 565(41.1)  584(40.6)  1,149(40.9)
Gender  Female 809(58.9)  854(59.4)  1,663(59.1)
2220075 df=l  p=0.784
20~29 678(49.3)  659(45.8) 1337(47.5)
30~39 388(28.2)  413(28.7)  801(28.5)
Age
40~ 308(22.4)  366(25.5)  674(24.0)
1°=4.587 df=2 p=0.101
Foreigner 578(42.1)  740(51.5)  1,494(53.1)
Korean 796(57.3)  698(48.5) 1,318(46.9)
77=24.897 df=1 p=0.000"
Chinese 164(11.9)  255(17.7)  419(14.9)
Natio.  Japanese 264(19.2)  122( 8.5)  386(13.7)
nality  American/  104( 7.6)  271(18.8)  375(13.3)
European
Southeast 46( 3.3) 92( 6.4) 138(4.9)
Asian
Korean 796(57.3)  698(48.5)  1,494(53.1)
1°=166.764  df=4  p=0.000""
Study 166(28.7)  249(33.6)  415(31.5)
Marriage 53(92)  109(147)  162(12.3)
Propose .
of vigjy  BuUSinESS 10( 1.7) 54( 7.3) 64(4.9)
Sightseeing  349(60.4)  328(443)  677(51.4)

1’=47.668 df=3  p=0.000"

sokok

p<0.001.
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