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ABSTRACT

The Effect of Relationship Benefits of Korean
Restaurants on Customer Emotional Responses and
Intention to Continue Relationship
—~through customet emotional response —

Moon, Geon—pil

Major in Food Service Management
Dept. of Hotel, Tourism and Restaurant
Management

Graduate School of Business Administration

Hansung University

This study examines how the relationship benefits of a Korean
restaurant affect customer emotional response and intention to continue
using the relationship, how customer emotional response affects the
intention to continue using the relationship, and how the relationship
benefits of a Korean restaurant affect the intention to continue using the
relationship. The purpose of this study was to determine whether
customer emotional responses play a role as a mediating effect. Data
collection for empirical analysis was conducted over a period of

approximately 3 weeks using an online self-administered survey. The
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collected data were subjected to data coding, frequency analysis was
performed using the statistical package SPSS 29.0, and the measurement
items were analyzed. Reliability analysis and factor analysis were
conducted to test reliability and validity. Through correlation analysis, the
degree of correlation between each variable was identified, and simple
and multiple regression analysis, descriptive statistical analysis, and
mediation effect analysis were conducted. The analysis results are as
follows.

First, the validity and reliability analysis results of the measurement
variables used in this study were all found to be significant.

Second, the influence relationship between relationship benefits and
customer emotional responses in Korean restaurants showed that social
benefits and customerization benefits had a significant positive impact on
customer emotional responses.

Third, the influence relationship between the relationship benefits of
Korean restaurants and the intention to continue the relationship showed
that social benefits and customerization benefits had a significant positive
impact on the intention to continue the relationship.

Fourth, in the influence relationship between customer emotional
response and relationship continuation intention, customer emotional
response was found to have a significant positive impact on relationship
continuation intention.

Fifth, in the relationship between the relationship benefits of a
Korean restaurant and the intention to continue the relationship, the
mediating effect of customer emotional response was found to be
completely mediated by social benefits and customerization benefits.

Through the results of this study, it can be seen that customers do
not achieve the purpose of their visit through simple services such as

price discounts, but rather feel value through special services. We
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establish a customized customer management system to retain existing
customers, establish continuous employee training and operation strategies,
and derive customer satisfaction through strategic management of
relationship ~ benefits provided to customers to form long—term
relationships. In addition, we would like to suggest the need to maintain
continuous relationships by strengthening relationships with customers,
gain a competitive advantage over other companies, and focus on
improving  relationship ~ benefits and compensation for  business
performance.

In future research, we will segment Korean restaurants and conduct
research targeting consumers who have experience using each Korean
restaurant. This study aims to help secure the competitiveness of Korean
restaurants by identifying the differences in customer emotional responses
and intention to continue relationships according to the relationship
benefits of segmented Korean restaurants and deriving factors for

customized relationship benefits.

[Key words] Korean restaurant, Relationship benefits, Customer

emotional response, Relationship continuity intention
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