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Abstract

This study examined consumer experiences on consumption value for the restaurant service and the effect of
consumption value on consumer satisfaction. Consumption value was composed of four values: functional, social,
emotional, and epistemic. Participants consisted of 407 consumers who live in Shanghai and have experience eating
at Haidilao restaurant. The results of this study suggested that the perceived consumption value of the restaurant
service varies by the socio-demographic backgrounds of consumers. Consumer satisfaction is affected by the
epistemic, emotional, and functional values of the restaurant service. The effect of epistemic value on consumer
satisfaction with restaurant service was the highest among all consumption values followed by emotional and
functional values. There was no significant effect of social value on consumer satisfaction. This study showed that
consumers pursue various values in the restaurant services which had a greater influence on consumer satisfaction
than the functional value related to the primary purpose of restaurant services. As the consumer experience
diversifies along with the globalized food service industry, it is necessary to improve the consumer satisfaction
of restaurant services by investigating what values and experiences consumers pursue. The results of this study
contribute to a consumer-oriented service design of restaurants by illuminating consumers' experiences with

consumption values that influence consumers' satisfaction with the overall restaurant service.
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Table 1. Characteristics of the Respondents (V=407)
Variable Group N (%)
Gender Male 201 (49.9%)
Female 206 (50.6%)
Age <29 250 (61.4%)
=30 157 (38.6%)
Marital status Married 249 (61.2%)
Single 158 (38.89%)
Education High school 18 (4.4%)
Undergraduate 42 (10.3%)
University graduation 298 (73.2%)
Graduate school 49 (12.0%)
Monthly average income (CNY) <2000 44 (14.5%)
2001-3000 23 (5.7%)
3001-4000 19 (4.7%)
4001-5000 33 (8.19%)
5001-6000 34 (8.4%)
6001-7000 54 (13.3%)
7001-8000 80 (19.7%)
8000< 120 (29.5%)
Specialized job 126 (31.0%)
Occupation Office workers 183 (45.0%)
Sales service/labor 39 (9.6%)
Student/others 59 (14.5%)

Note. 2018 China's GNI (Gross National Income) per capita=9,460
USD=60,635.762 CNY (exchange rate for May 31, 2018).
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2 712 845, AF81A 712 (853, 17 A] 7] 8317, R A 7HA]
.844, MRS 901= WA 0.8 o)) =2 4=l dS Helot

25}5)

ZAPR AR ¢ HJ@ 5492 Table 13} A, -$HAte] 4
2 2 49,9%(201), 14 50.6%(206'8)E 112 A Bz EQ)
om AL 294 o5} 61.4%(250), 304 oA 38.6%(157
)o] vlgR ety 4% OZH 7]& 61.2%(249%8), W&
38,8%(158%8)o|m, 3Fe] 42220] A9 vkl Z¢]o] 73,2%(298
)R 7 wekon diskel OVJ 12.0%(49% , ek Ast
10.3%(42%), 1-sehal &9 4.4%(18%)2] <=0 & YEhgtt o
BHat Nl 252] 79 8000919HF 1379H) 2317} 29, 5%(120
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Table 2. Perceived Consumption Value of Restaurant Services by Sociological characteristics (V=407)

Variable N Functional value Social value ~ Emotional value  Epistemic value
M (SD) M (SD) M (SD) M (SD)
Gender Male 201 4.51(1.41) 4.67 (1.58) 4.46 (1.59) 4.69 (1.48)
Female 206 4.79 (1.32) 5.29 (1.33) 5.19 (1.47) 5.27 (1.36)
t -2.09 427" 480" -409"
Age <29 250 4.43(1.37) 4.96 (1.53) 5.15 (1.45) 5.27 (1.35)
=30 157 5.00 (1.30) 5.04 (1.45) 4.33(1.63) 4.52 (1.47)
418" -541 522" 528"
Education Undergraduate or under 60 4.50 (1.49) 469 (167) a 461(1.74) a 480(1.61) a
University graduation 298 4.62 (1.35) 494 (1.48) a 474(154) a 492(143) a
Graduate school 49 507 (1.37) 5.62(1.15) b 5.70(1.26) b 559(1.17) b
F 2.69 589" 9.00" 515"
Monthly average income (CNY) Low-income (=4000) 86 536(1.12) b 5.12 (1.45) 4.66(1.66) a 458(1.43) a
Middle-income (4001-8000) 201 454(142) a 4.85 (1.47) 473(1.56) a 490(1.48) a
High-income (8000<) 120 433(134) a 5.10 (1.54) 5.13(1.50) a 542(129) b
F 1675 177 319 954"
Occupation Specialized job 126 4.81(1.31) 472 (151) a 4.81(1.51) 4.76 (1.50)
Office workers 183 4.60 (1.42) 5.00 (1.49) ab 4.85(1.63) 5.01 (1.45)
Sales service/labor 39 4.90 (1.46) 5.04 (1.65) ab 4.79 (1.60) 5.25(1.22)
Student/others 59 4.35(1.23) 549 (1.25) b 4.88 (1.53) 5.21(1.41)
F 206 361 042 197

Note. 2018 China's GNI (Gross National Income) per capita=9,460 USD=60,635.762 CNY (exchange rate for May 31, 2018).

a, b: post-hoc Scheffé test group difference.
‘<05, p<.01, p<.001.
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Table 3. Hierarchical Regression Analysis Result about Consumer Satisfaction (V=407)
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Consumer satisfaction

Independent variable Model 1 Model 2
B t B t
Gender (Female=1) 178 3612 045 999
Age 027 .536 062 1.276
Education (University graduation or higher=1) .068 1.384 025 569
Monthly average income (Reference group: Low-income)
Middle-income -.023 -.349 028 467
High-income 045 691 042 682
QOccupation (Reference group: Specialized job)
Office workers -.038 -.662 -.040 -.786
Sales service/labor -017 -317 -049 -1.041
Student/others -071 -1.287 -.078 -1.565
Consumption value
Functional value 194 3918"
Social value 067 1.310
Emotional value 213 4377"
Epistemic value 256 4849
R 043 268
Adjusted R* 024 246
R’ change 043 225
F 2232 12025
Durbin-Watson 2.030
<05, p<.001.
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