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ABSTRACT

The impact of Korean restaurant experience
quality on customer satisfaction and revisit
intention
—Mediating effect of experience value -

Park, Ji—Eun

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant
Management

Graduate School of Business Administration

Hansung University

This study aimed to examine the effect of experience quality on
customer satisfaction and revisit intention for customers of Korean
restaurants and to confirm the mediating effect of experience value.
Accordingly, this researcher defined the concept and composed the
questionnaire items based on previous studies and literature regarding the
experience quality of customers of Korean restaurants as price
appropriateness, menu excellence, employee service, and physical
environment. A total of 330 copies were distributed and 291 copies
(88.18%) were finally analyzed. The results confirmed by the analysis
were as follows: First, based on previous studies and literature, experience

quality for customers of Korean restaurants was derived as four factors
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of price appropriateness, menu excellence, employee service, and physical
environment, and the validity and reliability were confirmed with a total
of 40 items on customer satisfaction, revisit intention, and experience
value, in the order of employee service, menu excellence, physical
environment, and price appropriateness. Second, as a result of the
analysis of the significant influence of experience quality on customer
satisfaction in Hypothesis 1, there was a significant positive influence in
the order of employee service, physical environment, menu excellence, and
price appropriateness on customer satisfaction, and Hypothesis 1 was
accepted in all cases. This confirms that customers of Korean restaurants
consider employee service to be the most important. Third, as a result of
the analysis of the significant influence of experience quality on revisit
intention in Hypothesis 2, there was a significant positive influence in the
order of physical environment, menu excellence, employee service, and
price appropriateness on revisit intention, and Hypothesis 2 was accepted
in all cases. This confirms that customers of Korean restaurants have the
greatest influence on the physical environment in their memories, which
in turn influences revisit intention. Fourth, as a result of the simple
regression analysis conducted to analyze the influence of customer
satisfaction and revisit intention in Hypothesis 3, there was a significant
positive influence in the order of employee service, which confirms that if
customer satisfaction is positively improved, revisit intention can increase.
Fifth, the mediating effect of experience value between Hypothesis 4 and
customer satisfaction was verified, and it was confirmed that price
appropriateness, menu excellence, employee service, and physical
environment all had partial mediating effects. The academic implications
of this study are first, this study measured the relationship between
customer satisfaction and revisit intention with the measurement variables

of price appropriateness, menu excellence, employee service, and physical
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environment of experience quality for customers of Korean restaurants in
Korea, and it is academically significant that it confirmed significant
results. Second, this study presented a specific and significant relationship
between customer satisfaction in the order of employee service, physical
environment, menu excellence, and price appropriateness of experience
quality, and revisit intention in the order of physical environment, menu
excellence, employee service, and price appropriateness, and confirmed
significant results. Third, this study analyzed the effect of experience value
on customer satisfaction by composing the experience quality of
customers using Korean restaurants into price appropriateness, menu
excellence, employee service, and physical environment, and confirmed
that there was a partial mediation effect. It is academically significant
that it confirmed the significant result that the experience of using
Korean restaurants improves the quality of life and provides enjoyment.

Practical implications First, in the effect of experience quality on customer
satisfaction, employee service, physical environment, menu excellence, and
price appropriateness were all adopted in that order. This suggests that
the priority for customer satisfaction is employee service that welcomes
customers when they visit, promptly responds by constantly understanding
their situation, and professionally and skillfully resolves problems when
they arise. Second, in the effect of experience quality on revisit intention,
physical environment, menu excellence, employee service, and price
appropriateness were all adopted in that order. This result confirms that
interior design maintains a comfortable feeling and the sophistication and
harmony of the interior, maintains and manages the cleanliness of the
interior and restrooms, and secures comfortable movement lines and
spaces for movement, etc., which remain in the customer's memory and
affect repeat visits. This suggests the need for thorough management to

prevent customer defections due to customer dissatisfaction. Third, it was
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confirmed that the higher the customer satisfaction, the higher the
intention to revisit. This is because the atmosphere, facilities, service,
taste, type, variety, hygiene and cleanliness, reasonable price, and the
attention and consideration of the staff of the Korean restaurant increase
satisfaction, and when satisfaction is improved, they talk positively about
the Korean restaurant to those around them, and even if competitors
provide benefits or problems occur, they have the will to continue
visiting. This suggests that the operators and members need to always
check the customer satisfaction factors and manage them so that
satisfaction does not decrease. Fourth, the experience quality of customers
of Korean restaurants was analyzed as the mediating effect of experience
value in the effect on customer satisfaction by composing the experience
quality of customers of the Korean restaurant into price appropriateness,
menu excellence, employee service, and physical environment, and it was
confirmed that there was a partial mediating effect. When a customer
visits a store, the highest positive experience value is enhanced through
employee service where employees welcome them, constantly check on
their situation and respond quickly, and professionally and skillfully
resolve problems that arise. In addition, the interior design plays a role in
enhancing experience value by leaving a comfortable feeling and
maintaining the sophistication and harmony of the interior, maintaining
and managing the cleanliness of the interior and restrooms, etc., and
securing a comfortable path and space for movement, so it is necessary

to maintain the physical environment to increase customer satisfaction.

[(Key words] Korean restaurant, Experience quality,

Customer satisfaction, Revisit intention, Experience value
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