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A Comparative Study of Consumers' Recognition of Service Quality in
Korean Restaurants

Hyo Sun Jung and Hye Hyun Yoon'
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Abstract

The purpose of this study was to measure consumers' recognition of service quality in Korean restaurants, and to compare
the differences in perceived service quality according to consumers' general characteristics. Self-administrated questionnaires
were completed by 1,494 subjects and data were analysed by frequency, factor, reliability, and subjected to z-test and one-way
ANOVA. The major results of this study can be outlined as follows: Factor analysis on perceived service quality resulted in
4 factors: staff service (5 variables), menu quality (4 variables), price and value (4 variables) and atmosphere and convenience
(5 variables). Cronbach's alpha values for the reliability were over 0.8 for all the factors. The mean value in the elicited factors
was indicated to be in order of menu quality (4.73+1.19), atmosphere and convenience (4.57+1.09), price and value (4.55+1.15),
and staff service (4.46+1.12). Also, a significant difference was shown in service quality, which was perceived according to
consumers' general characteristics. A higher mean value in perceived service quality was shown in women than in men, in
the older than in the younger, in people with a high frequency of visiting Korean restaurants than those who do so with low
frequency, and in people with high cost expenditure when visiting than those with low cost expenditure. In terms of region,
the mean value in perceived service quality was significantly lower for consumers in the Gwangju region than in other regions.

Key words : Service quality, Korean restaurant, recognition, consumer.
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Table 1. Demographic characteristics of samples(=1,494)

Characteristic N %
Male 633 424
Gender
Female 861 57.6
20~29 716 47.9
Age(yr) 30~39 408 273
40~ 370 24.7
Seoul 204 13.7
Inchon 156 10.4
Daejeon 191 12.8
Residence Daegu 210 14.1
region Ulsan 165 11.0
Pusan 185 12.4
Gwangju 167 11.2
Jeju 216 14.5
~100 448 30.0
101~200 385 25.8
Monthly income
201~ 24 16.
(¥10,000) 01~300 3 63
301~400 238 15.9
401~ 180 12.0
5~ /month 336 22.5
Average 3~4/month 419 279
frequency of
visiting 1~2/month 544 36.4
Others 197 13.2
~1 384 25.7
Average
payment per L1~2 456 30.5
person 21~3 296 19.8
(¥10,000)
3.1~ 358 24.0
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Table 2. Exploratory factor analysis and reliability analysis
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Factor loading

Items Communalities Factor 1 Factor 2 Factor 3 Factor 4 CronZach‘s
Staff's service Menu quality Prices & value  Atmoshere & convenience
- Menu quality(4.73+1.19)"
S1 0.799 0.253 0.800 0.276 0.132
S2 0.817 0.221 0.805 0.303 0.168 0.906
S3 0.744 0.294 0.763 0.138 0.238
S4 0.747 0.322 0.744 0.246 0.170
- Staff service(4.46+1.12)
S5 0.702 0.694 0.386 0.069 0.259
S6 0.777 0.809 0.260 0.192 0.135
0.894
S7 0.797 0.828 0.238 0.178 0.152
S8 0.638 0.714 0.181 0.283 0.120
S9 0.617 0.720 0.148 0.264 0.083
- Prices and value(4.55+1.15)
S10 0.747 0.235 0.286 0.769 0.136
S11 0.723 0.184 0.255 0.765 0.197 0.883
S12 0.826 0.189 0.088 0.879 0.103
S13 0.731 0.326 0.397 0.664 0.158
- Atmosphere and convenience(4.57+1.09)
S14 0.695 0.484 0417 0.189 0.501
S15 0.628 0.519 0.283 0.144 0.508
0.869
S16 0.654 0.467 0.320 0.239 0.526
S17 0.827 0.124 0.161 0.133 0.877
S18 0.783 0.112 0.112 0.140 0.859
Eigen value 9.155 1.570 1.369 1.156
Cumulative of % 50.862 8.721 7.608 6.421
Note : Total cumulative 73.611%.
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Table 3. Comparison of mean scores of perceived service quality in Korean restaurant according to the gender and age

of customer

Gender (M+S.D.) Age (M£S.D.)
F value
Items Male Female ¢ value 20~29 30~39 40~  value)
(N=633) (N=861) (N=716) (N=408) (N=370)
S5 4.49+]1.44 453+131  —0.455(0.649) 4424138 456£1.29"  4.64+1.42° 3.645(0.026)"
S6  4.48+1.41 4.42+1.29 0.821(0.412) 4.35+1.36° 445£121° 4624142 5.113(0.006)"
Staff S7  4.41+436 4424127 —0.026(0.979) 4.29+1.33° 4424126 4.65+1.30° 9.097(0.000)""
service 88 436+1.36  4.32+1.10 0.576(0.565) 428+1.23 432+1.17 4.47+124 2.838(0.059)
S9  4.62+1.37 4.54+1.49 1.171(0.242) 4.47+1.30° 451127 4.84+1.81° 8.802(0.000)""
Total  4.47+1.19 4.44+1.07 0.502(0.615) 436+1.12° 4.45%1.07° 4.64+1.17° 7.766(0.000)"
SI  4.66+1.43 4814122  —2.1100.035) 4.65+1.35° 481+1.16°  4.84+138" 3.356(0.035)"
S2 480+1.53  491+126  —1.500(0.134) 4.82+1 .44 4.87+1.23 4.92+1.41 0.585(0.557)
Nﬁ‘;ty S3  454+141  465:127  —1.583(0.114) 4.56+1.35 4.62+1.22 4.67+1.42 0.836(0.434)
S4 474143 472130 0.381(0.703) 4.64+1.39° 47241.14°  492+148°  5.229(0.005)"
Total 4.684130  4.77+41.10  —1.351(0.177) 4.67+1.21 4.76+1.03 4.83+1.30 2.525(0.080)
SI0  448+1.36 4494130  —0.062(0.951) 443+1.33 4.56+1.31 4.52+1.33 1.368(0.255)
Prices S 459+148  478+129  —2.525(0.012)°  4.70+1.39 4.70+1.33 4.70+1.41 0.002(0.998)
and SI12  443+149 4514122 —1.154(0.249) 4.42+1.34 4.46+1.33 4.61+1.36 2.405(0.091)
value SI3 4524141  458+1.19  —0.886(0.376) 4.52+1.32 4.60+1.21 4.59+1.32 0.637(0.529)
Total 451126  459+1.06  —1.356(0.175) 4.52+1.13 4.58+1.14 4.60+1.20 0.818(0.441)
S14  4.60+1.39 476+127  —2.265(0.024) 4.59+1.35° 4754124 4.82+133° 4.384(0.013)"
Atmos-  S15 440£136 4565128 —2261(0.024)  4.42+1.37 4.53+1.20 4.59+1.33 2.461(0.086)
phere S16  4.50+1.36  4.60+129  —1.386(0.166) 4.47+1.34° 457+1.22"  471£137°  3.980(0.019)°
zzive_ S17  447+142  461£132  —1.856(0.064) 4.49+1.40 4.58+1.26 4.64+1.40 1.447(0.236)
nience  g18  455¢148  4.60+135  —0.659(0.510) 4.53+1.40 4.59+1.35 4.66+1.49 1.112(0.329)
Total 4.51+1.15  4.62+1.04  —2.049(0.041)" 4.50+1.09" 4.60+1.02°  4.68+1.16°  3.730(0.024)°

Note : All items were measured on a 7-point Likert scale from 1-strongly disagree to 7-strongly agree.

Y Duncan's multiple test.
p<0.05, p<001, p<0.001.
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Table 4. Comparison of mean scores of perceived service quality in Korean restaurant according to the residence region
of customer

Region (M£S.D.)

F value
Seoul Inchon Daejeon Daegu Ulsan Pusan Kwangju Jeju (v value)

(N=204)  (N=156) (N=191) (N=210) (N=165) (N=185) (N=167) (N=216)

Items

S5 4.74+1.45" 4.60£1.20° 4.56+1.33° 4.67+147° 4.44+120° 4.46+1.51° 4.02+138" 4.52+£1.21°  4.566(0.000)"
S6 4504138 4.38+1.22° 4.61+1.31" 4.63+149° 4.40+127° 4.41+1.43" 4.04+132° 4.50+1.21° 3.416(0.001)"

Stsifrfdce S7  4.50+1.34° 4.46+1.22° 4.42+1.28" 4554138 435+1.23° 4.45+1.38° 4.06+134" 4.45£1.24° 2.323(0.023)°
S8 439+1.15°  4.11£1.23" 4.43+1.24° 446+126° 4.32+131™ 4.46+1.27° 4.04£1.22° 438+1.07°  3.012(0.004)”
S9  4.88+1.16" 4.42+1.19" 4794129 4744134 4.53+1.26% 4.50+1.36™ 4.10+1.24" 4.50+1.20" 5.400(0.000)"
Total 4.60+1.11° 4.40+1.06" 4.56+1.23° 4.61+1.18" 4.41+1.10° 4.46+1.19" 4.05+1.08" 4.47+1.04° 4.559(0.000)"
SI  481+1.15 5.05+1.13% 4.79+.1.32 4.7040.36™ 4.63+0.26" 4.50+1.38" 4.34+1.42" 5.06+1.28°  6.697(0.000)
Menu S2  4.85+1.25° 527+1.14° 4.80+1.34° 4.92+41.54° 4.73+132° 4.64+1.39" 4.40+154" 521+1.27°  7.812(0.000)

quality g3 4774127 4.91+1.18° 4.50+1.36" 4.68+1.37° 4.47+1.22° 447+137° 4.13+1.40° 4.83+1.34° 6.379(0.000)""
S4  4.66+1.21% 491+1.19% 4.7241.37™ 4.80+1.55 4.62+1.47° 4.59+1.36™ 4.46+132° 5.01+1.27° 3.289(0.002)"

Total 4.77+1.08° 5.04£0.96° 4.70+121° 4.78+1.25" 4.61+1.14° 4.55£1.22° 4.33£126° 5.03+1.19°  7.195(0.000)""

S10 4.41+1.22™ 4.48+1.32% 4.57+1.38% 4.68+1.43° 435:134° 4.56+1.25™ 4.03£1.29° 4.69£1.26° 4.777(0.000)"

Prices SI1  4.69£1.37° 4.82+41.25% 4724139 5.00+1.34" 4.58+1.38° 4.85£1.47™ 4.21+143" 4.64+1.27° 5.242(0.000)"
and
S12 4.40+1.37°  4.60+1.20° 4.47+1.40° 4.71+1.39" 436+1.46° 4.58+1.35% 4.02+1.18" 4.59+1.26™ 4.596(0.000)

value
S13 4.49+1.15™ 4.73£1.20" 4.49+121% 4.73+137°  4.40+127" 4.67+1.38™ 4.14+135" 4.73+1.29°  4.657(0.000) "
Total 4.50+1.06° 4.66+1.07™ 4.56+1.18" 4.78+1.19° 4.42+1.17° 4.67+1.15° 4.10£1.07" 4.66+1.15* 6.075(0.000)"
S14 4.86+1.21° 4.9241.19" 4.61+1.34™ 4.85+1.43° 4.43+1.28" 4.78+1.41°" 4.29+136" 4.72+1.21° 5.054(0.000)"
A;‘;l’;: SIS 4.48+1.30™ 4.76+1.20" 4.40+1.23" 4.57+1.43% 4.16+1.29" 4.73+1.40° 4.36+135" 4.46+1.23% 3.834(0.000)
and S16  4.64+1.23% 4.82+41.26" 4.43+1.32% 4724139 435+1.33" 4.67+1.34°" 4.19+1.29° 4.58+1.30° 4.370(0.000)"
;E’; SI7 4614129 4.60+139% 4.4241.41%° 4594154 4414130 4.8241.37° 4224124 467127 3.261(0.002)"

S18 4.53+1.28™ 4.64+1.46™ 4.49+1.58" 4.76+1.50° 4.43+133" 4.77+1.44° 434+131° 4.61+1.30™ 2.131(0.038)*

Total 4.62+0.94™ 4.75+1.02° 4.47+1.13" 4.70+1.23™ 436+1.08° 4.76+1.13° 4.28+1.01° 4.61+1.06™ 4.736(0.000)

Note : All items were measured on a 7-point Likert scale from 1-strongly disagree to 7-strongly agree.
Y Duncan's multiple test.
p<0.05, p<001, p<0.001.

821 ZF 714 uiH] 7k 24 (p<0.01), 2AF Aol e]  Hp<0.05), A EAE T Aol (p<0.05) 821 F Al A
ZET 7R (p<0.05) T2 FEolA 189l 53] o] A5 R(p<0.05), AAF FZEE] v E = (p<0.05), A HE A (p<
ohe AHAF 184 @& AR[AHETE Fatgke] ol f 0.05) 5O oA 19 oste] H]&-& A Edh= MR
ofgk zfo] & Btk Wk g W WE Al B AE o vl L o] aM] &S AEShe AHA U e
H) o] w2 G 2po] AL A}, F o7l WS 27l £91e]  HEES Hol:= Ao @ UEehth olgld A e A
Al frolgh alo] & Hole Ao ® Yepith AlRAed go R vl A Wk, HHE Al A& HEE B 4
2 A9l Aulzp<0.00) 290 F R DH(p<005), A8 vAe] B¢ e f gl v 34 ARHE st
(p<0.01), B2~ $FA(p<0.001). FE3F A 2)(p<0.01), &  ©, o]= 9a) #Ao]F 2 &S Pt Ao =M, o3l
<001, Wl7F FE 29 F AVHARl F24 F49] ¢ 2H[RE] A E HE E7] il Aer dAdHEnt
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Table 5. Comparison of mean scores of perceived service quality in Korean restaurant according to the average frequency

of visiting and average payment per customer

Average frequency of visiting(M+S.D.)

Average payment per person(M+S.D.)

Items F value F value
5~/month 3~4/month 1~2/month  Others (p value) ~1 1.1~2 2.1~3 3.1~ (p value)
(N=336)  (N=417) (N=544) (N=197) (N=384)  (N=456) (N=296) (N=358)
S5 4444129 451132  458+1.42 4.44+1.44 0962(0.410) 4.40+1.32° 4.45+138" 4.53+1.41" 4.69+1.34° 3.172(0.023)°
S6 438+123  448+137 446+139 4.45t134 0383(0.765) 4.31+1.28" 4.41+137" 445+136™ 4.64+1.34" 3.843(0.009)"
St;frfvice S7 439121 447128 4394140 4424127 0376(0.770) 4.29+1.28" 431+135° 4.41+1.34° 4.68+1.23" 7.202(0.000)"
S8  430+1.16 440+1.21 4294126 439+121 0.920(0.430) 4.29+1.15° 428+127" 4.22+1.29° 4.55£1.15" 5.040(0.002)"
S9 453122 4.64+1.80 4.55+132 4.56£1.31 0495(0.686) 4.46+1.15" 4.48+137" 4.57+1.35" 4.82+1.81" 4.989(0.002)"
Total 4.41+1.00 4.50+1.13  4.45+1.17 4.45:1.16 0.426(0.734) 4.35+1.03° 4.39+1.16" 4.44+1.17° 4.68+1.10° 6.398(0.000)""
SI  4.90+127°" 4744133 4.71+1.27° 4.57+1.44° 2.740(0.042)° 4.62+1.31° 4.71+1.26™ 4.78+1.38" 4.88+1.31° 2.676(0.046)"
Menu ~ S2 498+132 491136  4.78+1.40 4.78+1.46 1.792(0.147) 4.77+1.35 493135 4.86+1.48 4.87+1.37 0.880(0.451)
quality g3 4634129  4.65+1.40 4.61£127 4.46+145 1347(0.258) 4.52+1.33 4.66£1.31 4.55£1.38 4.67+1.33 1.276(0.281)
S4 477134 481133  471£1.32 454+154 1.894(0.129) 4.63£1.28 474+137 4.80+1.46 4.76£1.34 0.937(0.422)
Total 4.82+1.15 4.78+120 4.70+1.15 4.58+130 1991(0.113) 4.64+1.15 4.76+1.14 475t127 4.79+1.21 1.275(0.281)
SI10 4.66£1.32° 4.50+1.31% 4.45+131% 426£1.40° 4.085(0.007)" 4.49+1.30 4.56+133 446£127 4.41£1.40 0.847(0.468)
Prices  S11 4794133 4744142  4.66+1.34 456+1.46 1464(0223) 4.72+1.37 4.79+126 4.65t1.37 4.59+1.52 1.588(0.190)
inaldue SI2 4.60£1.36 4.48+135 444+133 437+132 1438(0.230) 4.54+133 4.56+129 4.41£1.41 4.36£1.37 1.955(0.119)
SI3 4.67+123" 4.63£1.29° 450+1.33° 436+125" 3.077(0.027) 4.61£1.22 4.55+027 4.56x1.41 4.51£1.29 0.404(0.750)
Total 4.68+1.12° 4.59+1.15° 4.51+1.14" 4.39+1.19" 3.094(0.026)° 4.59+1.10 4.61x1.11 4.52+1.16 4.47+123 1.287(0.277)
S14 4.76+123 4.69+1.28 4.70+1.38 4.56+138 0.911(0.435) 4.57+1.34° 4.66+1.31%° 4.74+1.41™ 4.83£1.22° 2.622(0.049)'
A;;e"rse' SI5 449+123  4.55:129  448+137 441137 0.526(0.664) 4.36£1.29” 4.44+136™ 4.60+1.40° 4.60+1.21" 2.876(0.035)"
and  SI16 4.55t125 4.60+128 455t137 4.50+1.40 0327(0.806) 4.47+128 4.52+133 4.63£1.39 4.63£1.29 1.299(0.273)
;?:r;’; SI7 458141 458+133 4555135 4455140 0499(0.683) 4.4141.40° 4.624128" 4.48+1.46™ 4.6741.34° 2.925(0.033)
SI8 454+1.52  4.65:1.40 456138 4.52£129 0.602(0.614) 4.48+1.43 4.56+138 4.60+1.51 4.69+1.33 1.505(0.211)
Total 4.58+1.04 4.62+1.06 4.57+1.14 4.49+1.08 0.631(0.595) 4.46+1.07° 4.56+1.07 4.61+1.18" 4.68+1.06" 2.753(0.041)"
Note : All items were measured on a 7-point Likert scale from 1-strongly disagree to 7-strongly agree.
i) Duncan's *inultiple tesf;*
<005, p<0.01, ~p<0.001.
Z22 g HA B2 73.611%Z ZAFEATE 221 1(A Y MY 4.46+1.12)
2 32 A ;q.\‘;'_;@oﬂ _[_0}_‘—_ x]%_/] }\11;]]/\9,]_ oy 58
1. A7 Zop U AAN goz FAEA, 89 2l F4, 4.73£1.19)= 4
Ao = g a] dFA o] Ae]2s Fdof tigh A2 A== vwel #aE 4723802 AT
ZeHAbe] Q12g mzkstal, AH|Re] AREAQl 5/ whet 221 3(7FA 3} 7HA], 4.55+1.15)2 A HAEA ] 7HA R
IAE AH| 2~ FA- ol = oW gk 2fel 7t AeA] vlws] B ZHAoF B 4708 FAEAL, a9l 4(HW A
2} skeich HOJA, 4.57+1.09)= 2] el ol - o5 3 4 A
Ao Fo Ay v 2ok A AR sEge R FAEIIeH, ARvtst gutgte]
AR, g2 A H|ARe] QIAIE AH| 2~ F- o gk B 0.8 ooz Yeht S el 4lgee HlwA vk
8l A A% F 49 adlo] =EHgler, w4 AY =& whgl 59l Ao 2 e
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