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PZB(1985) AolA ole2 Aa7tAe] aHEde] et 2,
O AR, AHIAEEE AE FEED 2HF BIPE o ofgal, AHAEd
A2t AR Mula Aol thste] 4n|e] Z|hE Hlweh Adtolu], AfH|
AFAY] Wb ofH AH|A9 Ae] dEog Ut Zo] oflts
Zolh, Egt o] AFefA PZBE AH|AHEC] AH|IAZEHS BIH o

=3 d 2Fax'e AAski olge ®
2%, A AH3}, S8 WL, A=A F
S tdoer el oF A7 Aujse] &
d, 8, g BF4 Ade=m, 1A gt o

2 Bgote] B oA A AL (34, A

[ 2-3] Mu]2FE0 1071 74 249] 9fn]

Mu|s Z-o] AR TA Q0] ol

A
A=A A A JF o] A (F19do] AXRE oF&9] ofd, AlLF 2
(Reliability) )
g HAIAE AReE 299 ATH (29 ZA o, A5
(Responsiveness) AY 2 21, AAAD)
e HuIAE AZSEd Bad &0 449 4% Faad o
(Competence) g AEAL] 8 71 4 F4D
o oA E o) HE 7HeAET, ALY HE Bold (HEA
2] LA
e Aldo] Heet 91|, Helgt AR, doke] Held, di7|ARh
(Access) _
A= F)
eE g7 4% adel AUy, T4, WF, 59 (U~ age ¥
(Courtesy) A, Aldteld, 3F, =94
uAZ0] oofd = e WHOR AH|A HHE AAS] Mot
OArAE
o o IAENA AE 7Iecle A (AH|29] AlE W, Ao
(Communication)
T HE, BAEY AHgEsel diet 4%)
-84 g AH A 71999 418 2 A, 7199 Fold ¥4

1

—_

2]
1



(Credibility)

F8d Aol oo g2 RE O A, SAA, FAA, FAA T (F

(Security) 24 Hd, AFEH o, JEEAY T)

EEE A9 a7E olafelelt wdl (nAS] SHG &8 ofel, 7
(Understanding) W2 /A b9 Ql4])

34 AH| 29 Zﬂ*lﬂlﬂoﬂ dE= 434 A WA, A, =7u

(Tangibles) A= Y] B, BHolr] 5)

A 2L3006) "HHATE] AuAEL] BARE B FAEO] nAE Gl B A
T A7\ ARSI p.14

A 3 A Mu|27tx]d] tigt o] 23 1
1. AH|A 71219 g

Muj2e] F27F Al Au|azke] FA o] zpol7h HAF glojA|al 3l
© A 0N MBIATEA S SHEE IA2 A MH|AE AR

Hlo) 912 HoES s Fad faw 7199 AT JFS ujA
Aes sbo] g 4 9tk

] = Wit} Zeithmal(1988)2 7}
7}Ag ojnjsir], Mu|AoA 12o] JduAsts Holu], 17
Hol diste] wre
olek. Afula ZpT metwgelA wshe AoeA AHa
EA7% 2 AulaE 9] Skl AEY ulg e AT
(Zeithmal, 1988).
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Zeithmal(1998)2 whAHeIAe] 70l dfdt Q752 BEste] 7hA0)
g Ade og Az Feladn. & e JHan e e

we s, JHE AREE Hel, s AT A

ov], B3 AEG Aol thete] Qi Aoletn stgon], X9l tiaFet
YES FUst] 77t A AT A5 1 ge] Jxg 2E|AY] A
wh Bk Aolstgrt 79 Bel Ade XZkE AEAEDolt /9]
A BE £4S IS, WS AuAE SsHE FAH/MFAH
BE G (A7 k¥, W) EFETH shArZeithaml,1998),

& EAstal AU Aktel| szt
ofyzl Bt Zhdsty st e FoiA AHls ZHRE AAHal F
gotm, AHIA ZHAE AEA FE3 O AHIAE @7 =
o] A=A gkt AFES AXSHAT AMH|A 7= He dR got
71Es ARt el F8E ZERgAde] digt A
A 9 ARA AR eluls} s Zojet 2
Bolton®} Drew(1991)+= X|Z+d 7hx|=t o ==
U Fij Ry gE55talx) sk A X[E9 H
sfety Qe Ao® Uyt &, 1
K=Alol s ARt Aol =7 AMH|Aw &=
= & Utk oYY Hdlle FEY AHl2o disiAE o] whEkA 11
7 BE ¢ dee AARSEL Qi BlSE WEol A Dodds(1991)2 =4
A/Mlegdd Re A8 Zedste, A7E AEAEFET 274" 517
= 2 yehdth 158 AAe £ 7
Yot AXEA ® 02 skt 7}

op
S

=
o
o
"2,
o
)
e

ol
o,

E3F Kashyap?t Bojanic(2000)2 AFHA Q1 Au|AFA o st 714 x]&9
iRt AE|A 7E2]9] Hlw HHo s ZZtH JRAE HIES Ae=s Ueth
A= A7 7" S Jidstell ofglRel  AA|RH(1988: Woodruff,
1997;Holbrook, McDougall & Levesque,2000), 7H Z8A +8=1 )

L oAolzA AuAE AR Slstel A&E AAHGe] hshH nAo]
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T "ol Ee AYE Yulste Aor uEtud ek McDougall &
Levesque2000). foflA] A 2utel Zro] 2)zbH 7Hx]& AH|AF &8, 34
of "inl== Az Hel HH 74, Aetet, 18al 2 S Zo] tefst
qolse] grout, g BUNG oz uRsish BaAste] olzof
S| A2 "oatelo e YEtle A4 B7hk= AFoHA 9L
2HZ7E EA Alet 9 AHIAE Afdord 42 Bt SiEAlE
MUIAE 2f5h7] flsl AR B[E Abe]o] ZolE ojmlttial ARt
o2 YePSHH(HEHT(2006), Gallaeza & Saura(2006).
AuAEY k] Bl B w, AMAAAIE ohe 24He) Ao 2A
H2 7H4oly Ful=RE i ok Ad 2
= AMH|A7EA " a1o] Bolg Fal
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g 25 7P Aok

7HAE Aokt M olde He AAEo] AR Rt ZHAe

et fdEelth. 7S FAdste AR o ®F o=
Zeithaml(1998) | 3] A12e]H FolsiA| vebd.
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o}
Tzt oy o] AxjoA B upA" AolA A= F
3 Adol}.
Dodds(1991) | i OF - -
AZtE 7 Az 49 AAAQ] gt x4H G2 38
FojelL Atolof] @AE o] Qi
MHA ZHA]E B UKL AH|AY HolT 719 H|-87he] A
A ayte FAHETHY oA Z
ZkAlofl thet Aol Hri= IPAHIAE o] gstr] e AE A
A, v S84 ¥]-8) EAAATT 7]Fe] dct
Bolton and
HAS A= AH|A ZHR]O] gt 1O FIH= AH|A FE Ut
Drew(1991)
ARHoz JFS uFnta FalFolrt, HiHol 2= IAE0] A
HIAZIZE 71 of AMU|AEE Zdo| Zd o2 a3, 7|
J=x EE)EdE 24 7HeAE & & Ute 7S gtk A
ZtEl AU|ATZER]E AUHAEEED D59 A¥tEQl AH|A Tt
o] A o A ZHo] 2 £ 93, & ¢ theoirt
o]xA(2001), "YJAFAA o] & AHo] g o|m|A]et AH|A FEA] 7} PFOko] H|X]&=
G gty AR =R, p.29

2. AE|27k) #4344

7P ®ol o8tk TEe 7 7HE B AA, Sweeney &
Souter(2001)+=, AZFA O] FA/NEES A Ao 744, Aeld A4
e} 714, 71L7<4 0] P /7HDR RS A T AlE
HAS5E o =Aoly AAH FHizREHY 84 T AR THAE
ARG S 5 = f84dolth
7158 A HET 2734 8ol Wit 7H4/7 )= Az 2714 W83

W14 g Tl
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Ak g FABQOONS FHA TP, A2 Ax, AEA ANz T8
ek, ¥5](1999) QAR AA AR 12 o) B Hlgeln, XS
Wosts 2 2HA Folelxt ARupE] glo] shiAkgeln], w4 A
swo] wet thed BAE 4 9lu, 98] FuEelAL Apdelx] o
o, AjQlolut Abgel whet Wlmsl: gzo] stk sHct
AFGQ002)L 7HHE SHA JHxeh HskA Az TR, W

st 2 Zhx]o] ¥ @2 S84l lom, B ShHA ZpxE dZjo] AH|XA

£ Qg v ARSI AZ UG, HANE, A g S| ofd HYHrt
skt
SRS Aul2azbe] dig e ackshe, mao] 4u1E Siske] 13h

AHoR AR v8T 12 o PojAk BUL wmgosy Aus
NS AR 4 Qdl, olEd e Aol wet Lk 74K
I o2A grkd 4 gk & oAl ek, AEaois b

o
Ao Hlgol1, Ague Aulet ®Wol of FuljrbAolch AuAZIAE W
o}

Parasuraman(1991), Oh, 8743, o|gA9] A8H A4S FHOZE 354
BEyL B Afo|A Holgt AuH|ATEx| et Aot Mg o] &5ttt

T :

12§31 Oh(2000)+= A& Auj2of gt 7R, |44 714, 7144
2 A, 7l 48 1 7ol gt ZId7AE 545k eH,
Chang® Chu(2002)= a4tHH] A7, S4tH] &= 714, 99
HekRE 29171, WAdel Sl &
AR BHEt(2003)2 F47EA]9 H]
‘doto] SAstl o, FIH2007) tHAHY HE=
ALRI7 A = 24 7HAE S Ao 2 YEHHH
Parasuraman®t Grewal(2000)2 AH|[Z}F=o] FulcdhA] ot AR7H], A
d7HAl, AHETEA, 283 TR 3R g Adetdd. E=9

Sweeney?} Souter(200D)& AAZHA], ARRZRA], |53714], A¥37HA] & Ul
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512 Tttt Ao=2 T3h Parasuraman 174

O ANEA AR AH[29] Azt o] fojA]al Aol AlFZo] ¢
&= et g o]ttt

oSSl AASL Gk TARE] Al deiH =t aoksha

Agzolgt Auls Ade] e 1A A, AdE Sulo] A
9 Wt HEz Aol & 4 gk = AulA J]gle] LAY wES A
st A&He| AFEe Ao] Fol, mAc] REY | BFL FEFHE
Adjetn & 4 ek DAREES wAe] J|Thet A7 Folz B 4 glo
o Zlget 2zke] Aol7t 245 wAREL Ity B 4 9rk
B oATAs daEd DAREY AP iR ol gt 1Al A
Z

e TATES] o]
ZAA@0 A eI 45B2A JuAT S Eolnaar o]
Howard®} Sheth(1969) e ) s R
wato] mAke] HAgol} RAEF ] that o412 e
_ ABE AZE E= AUAE GSopL AHTORN GUEHE 87
Czepiel(1974) i} _
B 97S 22A7) Aol e 4ulzke] FuA Bt
Awol tigt wEzo] ofel Ado] BTt 7 E ASE FEae
Hunt(1977) _
wke] ATt Aol Aol thstel QAHe] el Wt
Engel?F Blackwell(1982) | Mgt theto] oje] Adw Ax=l=Ao] gt Bt
WestbrookF Reilly(1983) | ulfet SAAZOIT AU~ A7, AAol= Aurael Agmar ofy
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Day(1984)

Tse®} Wilton(1988)

[e]
5
Westrook®} Oliver(1991) | EA%F Fuj X} B

o
Anderson®} Sullivan(1993) | FFufl A Z]djo] ZA$H o

Oliver(1993)

Sprenng,MacKenzie2}
Olshavsky(1996)

Pertrick(1999)

Heller 5.,(2003)

A=)
SIstel BANA AES] AZE A Mmds A7 8 Ee
Kotler(2003) -
Agol g ghafsrel 7
AE nAmEe JEehan Adel g w749 A7d AEEel
23359(1999) Lojx BT T Hao] oigh AAHQ Bt A2 A 17 o]

2% #](2000)

o —tli—’lf Sal =] i = "
28A7E A S0l dis) Aok &2 A s B oot
AEZE} 0]F3(2004) I 27le AR dEolAY Al AEjzof digt ARA wkgo
2 Ae)
o] FE Er AUz dste AL /|0 oJoE FEAA &
HFA]4(2006) FAHECERA 1A AT SEE ol I AFE Ex AHl20] o
& 3457} ASHES Sk A
=2aF ARA AL Ao AdRtAQl Muj2of tigh 7% At

AHE FEA008) TR AR LOHASOH|], A7 Aul~gd 9 7H2], s,

S FFUA” B A =R p.73

AT g AT F2 ABYT] o T F BoAE AR o
oS BaAe g sldet BUA sl Fokof oFol4 itk
gEds dege sget AgEaAst 1

F42
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ojE] &St o, ‘AH|AIZF tjE] 7R, ‘AEH]LOE] £ 59| ulES =H
¢ Aor Yy

oA 2 dFoldE AdATY FEAd A
Oliver(1993)7F AAISH B7H&4de Al

1213
b B |
E 5% 5 7 Axg olgste] ZAshqrt

A7t A= O] £7
UAGZR P A FHEo] whe FA/EAA AT 124
Oliver(1981) ) ]
ol EYAol ofsh g W
Andersons(1994) | AWHA w5y FAEow 24
Tl wkEyl ButExo pAo] T AES AR JFHA 1 A
Westbrook B B i
(1987) Fol duht Aol "aet 835 FEAA FEIb] 2N
old % 275%0] Aro| wt ABHLE A7
Crosby et. al TGRS gl BUhE2 AR 7|ier AR gukere] Apolg Qls v
(1990) Ehp s 29X @48 WolsolA 1 9l
DAE] ZAolgt 1A s eF YWABE o] B AE U= F
Woodruff(1996) i i
Hol Badh 2o o]l olg
Churchillz T o]Hef ZHHHE Zidiels S Aoz st wrEe of
Surprenant(1979, | B dFS F2 7] fEel] WE2 A7ty Jugtoz ZAH
1982) of gt A7t 4nungs 4
MO AFoIG Aujzef ek ghEolut BEUhES AEo|Lt A
Oliver(1980, 1981) | ®l2 A3} 7|tjete] Apolof] osf FAHTtar Hil = 7|HEd

|

AR FS =4
Anderson, Fornell#} | AH]A AJukel 71tfjeto] zpolof oo PFAHAHTHY HA Q= 7|f
Lehmann(1994) EUdx =2 &34
TseWilton(1988) AZtE Aag =4
Oliver?} Swan(1989) | 4 9 A& v]&<) ot 334 o] #g5t nAuE =4
het aAo] EMENELS J|f-BEYXE BAAEHE Ao] otz 7]
Sing )
) t-24%] thZof #Adelzhs Y ool ZAH = Aolat= A
Sirdeshmukh(2000) ) o
Qlo]2Hn e o3t =4
T it S48 AE|AE ©1 EAR AH|AE w1 7|8
B-5-++(2006) _ _
TAHIAE 9hR E9FE bt o g wEd 58 TES 24
g gy et 4 CAHAIRE oiE] 7bx]° Cx]EH]EdH] £
o5, ¥ (2007) cTE °
T2 HES =4
5 o o] &9 Autd qrE o] 8x1ete] Z|id], thE AlFgApet] H
2 AT 2w
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A 21(2008) 8P ot 9= SR AEF O] LOHASOm ], A1Z44d Au|2Egd 2 7}
FA"

_;'E
A, 04 W, FHEete] g |t AR p.76
4. NAEZAMAZATL AH| A 71X 91e] A

Zeithaml(1998)-> A-H|A}E0] QIX|oh= A& Ay 7px|ete] #AE =t
ofst7] flsto] B4 FRAE ol&dchs AHIAES WS E JIHRFE 4AA
shaith. 11 Ay AHRREo] At AlEe] ditt A2 ZHjo] ddFE T
AT A A o ool AaEE wAE Ae2 e

Berry & Parasuraman(1991)2 1742 A& AHIE oA AH|AFE
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CAHAJ ACYYJI'HH XYYIOAC

20130H 10CAP

TAHIO 5HD 6dPUVH MOHIO XYPTOXVNH XAMT AMPAJ
THH HTATTAAP AT TAPI'AX eI'CeHII FAAPJAJAA.

YI' CYOAJTAA Hb ‘MOHTI'OJl 30UUO BYYOJHH PECT
OPAHH YUJUUJTOOHUN YAHAPHH DJEMEHT Hb YU
YUJTOOHUN YHOJOJATUNH SJEMEHTOHI AJIABAP
TAUTAAP HeJleeJloX” T'OCHOH COIOOBTOU MATUCTPH
H OINIIJOMBHH MATEPUWAJ BOJHO. CAHAJI ACYYJI'A
Hb 36BXeH CYIOAJTIAAHHE AXUJIO ALNTJAX BOJHO.
MoH ACYVYJTYYIOANL BOOUT XAPUY I'DX BAUXTYU T
YJ TA @6PUNH COTIOJBOCHBD XAPUYJHA VV.

OAT SABAA TAPI'AX eI'CeH TAHII DAXWH BAAPJA
CHAA UJOPXUUJDBE.

CYIJIAAY: 30JIMAA
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I. 3ouun 6yynoJaAbBH PECTOpPAHB YUJAUUIJITI35HUN yaHaADPT
aml Xoab6oo0o0ToM acyynT oM. Jlapaax acyyJadTaHI TOXUD

ox xapuyaror (W) TOMIOIATI3H? YY.

No SEL | yrvi | EPOM | cafm

Acyynt IH

MAITIT
CAVH

OH? 30unp OyyIUIBIH PECTOpPaHbI OHI'® Y39MK

OH> 30uny OyyMIBIH pecTopaH

Hb IIDBIPXOH

OH3 30uua OyyAJbIH PECTOpPaHbI Cyynail Hb 3BT

© || e
® | e |6
© ||

HXOH

OH3 30una OyyIUIBIH PEeCTOpaH Hb YHITHIYYJIATdd

e
()
©
®
3]

4 | noP> mar Hart Hp YHIT4MIras y3yyngsr

)z ) 304Yn] 6yy}1J'IBIH PECTOpAaHbl aXKWJITAaH Hb alij

5 | aaraa mar Tyxaiia Hb 3acax YHTUMIrI? Y3yyIIeT (@) @ ® @ ®

DH? 304uj OYYyUTbIH PECTOpPAHbI &KWITAH Hb TOO

LIOOH/ aijaa raprajarryi

3aBryit yemss Oue Ouendd TyciiaH 4yaHapTail yimd

7 | uarsn y3yyamer D ) ©) @ ®

Dud Ta3pblH aXXWJITaH Hb YﬁHquyYHBFqHﬁH OHIIT'O

8 | i XYCONTHHT OHENYYIIXUHT XHUYIIAIT ) @) ® @ ®

OH> ra3pelH QXUITaH Hb 36B XypAaH YHITIMIr3ar

9 | y3yyamr ) @ ©) @ ®

OH> OyyIIbIH pecTOpaHBl XWITAH Hb YHITWIYYT
10 @ @ ® @ ®

STYMIAH acyyjTtaHng OHOBYTOM XapuyJiar eraer

DHY 304Mj OYyHIbIH PECTOpaHbl AXMITAH Hb Yii
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12 ) @) ® @ ®

OJIHBI 33¢33 caifH Taitnbapnax ermer
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ypMaac WYy YWIWIYYJSTUMMHX?? XYCUITUHT 3pX

OMJIB BT

OHp 30uua OyyAJbIH PECTOpaHbl AKWITaH Hb YH

14 | mumyynoryuiHX?? OHUIOM XYH IIATHMUT Hb MDIpPY D @) ® @ ®
Y37
OH> 30umf OyyMUIBIH PECTOpaH Hb YHH CAOTIIIIAC

15 @ @ ® @ ®

93 YHITYIYYISrduasd dyxan Tk 0oamor

Il Sounn 6yymbH pecTopaHaap WUTUNIICSH YP IYHTMIH TajlaapX C3TI3JI XaHAMKNH Ty

xait acyynT oM lapaax acyyJTaHI TOXUPOX XaAPUYJITHT &) TAMIOIATI2HY W

N MAIIT
OTT YY1 YOYI EPZIIH CAVIH
No Acyynt CAMH
@ @ ©) @ ®
OH> 30una OyymJIBIH pecTop
aHbl TOXMIKONT OOJIOH Yilay
1 | wIrssHm COTIBJI  XaHaMKTai @ @ ©) @ ®

Oaiina

OHd 304U OyYIJIBIH PEcTop
aHaap YHIWIYYJICOHIPY CITT

911 XaHTanyyH OaifHa

OH» pecTopaHaap Aapaa JIax

3 | uH ylmwiyysHd @ @ ©) @ ®

OHd 30uuna OyyAJIBIH PEcTop
aHbl YHIWIYYISIUuad? Tycal
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II9H] COTIAJ XaHTalyyH Oait

Ha

II. 3ouun 6yynoJaBH pecTOpPaHbB YHMJUUIT35HUNA YHD 115 H
53T3M X0JO6O0OOTOM acyyatT oM. Jlapaax acyyJTaHO TOX

npox xapuyaTter (W) ToMOST IS H? YY.
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OI'T YI'YI Y'Y EPJIMIH CANH MAII CAIH
No Acyynt D @ 3 @ ®
bu TeiiceH MeHree TOOLO
K Y3BOJI 9HD PECTOpaH TO
1 @ @ €) @ ®
XUPOXyHI Gaitaa
OH> 30unn OyymIBIH pecT
opaH[ YHTWIyYIDK Galx y
2 €/139 TeJICOH MOHre MaaHb D @ ® @ ®
xalipan Oum Gaiinaa
OHd pecropaHaac Oara Me
Hreep 6eH1ep YHI4uiIrasr
3 @® @ ©) @ ®
aB4 4Ya/yIaa
VI 3ouunm 6yyOJABH pPeCTOpPAaHB YAJUYYASTUUMMUH Xapuy

YAJIO3ATHSMW XoJ6oo0oTOoOM acyyar oM. Jlapaax acyyJrTas

I TOXUDPOX XxapuyaTer (W) TOoMOSTIASHS YY.
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@ @ ©) @ ®
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V. IAPAAX ACYVJITHI YHIIAALL TOXVPCOH XOCAT'T ) TOMIBTJIST 3D XUU
H3 YY.

1. XYVC: 1. 5P 2. OM

2. HAC: 1.20 OPUMM 2.30 OPUUM 3. 40 OPUYUM 4. 50 OPUUM
5. 60 OPUYUM

3. BOJOBCPOJ: 1. BYPOH OYHIO 2. MOPTOXJUWH CYPTVVYJ
b TeIrCCeH 3. 19310 4. MATHMCPTAAC O399Il

4, TOPJIDJTUNH BAVUIOAJ: 1. TOPJBCOBH 2. '3PJB3IYN

5. ONOOTUUH BPX3JX BYU AXUJ: 1. OOYTAH 2. KOMIIAHU

N AXUJTAH 3. TOPUVH AJBEAH XAATUYU 4 MOPILOXUJITOH 5.
XYBUAPAA BUSHEC OPXJOT'U 6. TOPTOO 7. BYCA]

6. 30UUN BYYOJBHH PECTOPAHAAP XUJIO OYHIOAXAAP YU

JJYYJOX XOMXOD
1.1 YOAA 2. 2-3 VOAA 3. 4-5 YOAA 4. 6-AAC O3l
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ABSTRACT

The Differentiated Effects of Mongolian Hotel Restaurants’

Service Quality Factors on Service Evaluation Factors

—Focusing on Mongolian hotel restaurants -

B. Zolmaa

Major in Business Management

Dept. of Business Adminstration
Graduate School of Public Administration

Hansung University

This study used SERVQUAL to measure the service quality recognized
by the customers visiting hotel restaurants with the factors like
tangibility, reliability, responsiveness, assurance, or empathy in order to
draw factors influencing customer satisfaction, service value, or customer
response. And the paper started from the intention to examine the
effects of customer satisfaction on customer response. For its positive
analysis, SPPS 18.0 was used for verification with the statistical data
processing including frequency analysis, reliability analysis, factor
analysis, correlation analysis, or regression analysis, and as a result, the

study could draw the following implications:
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First, about service quality and customer satisfaction, tangibility,
empathy, responsiveness, and assurance were selected, and among those
four factors, tangibility had the biggest effects on customer satisfaction,
and the next were empathy, responsiveness, and assurance in order. As
among the hotel service quality factors, tangibility was found to show
the greatest effects on customer satisfaction, in order to increase
customer satisfaction from tangible aspects, it will be needed to make
efforts to realize such things as the improvement of their physical
facilities, equipment, or support and the maintenance of the inside and
outside always to be clean and visually beautiful.

The factor showing the second biggest effects on customer satisfaction
among the hotel service quality factors was empathy. To enhance
customer satisfaction from empathetic aspects, it is needed to provide
standardized service training for better attending to customers so that
the Mongolian hotel restaurants’ employees becoming the contacting
point to the customers can communicate with them while feeing
empathy. It is also necessary for the employees to behave well to draw
special attention from customers or let them feel empathetic and trustful
as it gives impressive memories to the customers. And about revisiting
customers, they should remember the customers and treat them with a
welcoming expression so that it can induce them to have positive
emotion and visit it repeatedly afterwards.

Second, service value was influenced by tangibility and empathy in
order among the hotel restaurants’ service quality factors. To enhance
service value, it is needed to make efforts to maintain cleanliness as well
as visual beauty all the time in the Mongolian hotel restaurants’
facilities or equipment as well as the inside and outside of the
restaurants. Factors like reliability, assurance, or responsiveness were

rejected as they were found to show no significant effects on service
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value.

Third, customer response was influenced by empathy, assurance, and
responsiveness in order among the hotel restaurants’ service quality
factors. To increase customer response, it is needed to provide
standardized service training for better attending to customers so that
the Mongolian hotel restaurants’ employees can communicate with their
customers while feeing empathy for them. It is also necessary for the
employees to behave well to draw special attention from customers or
let them feel empathetic and trustful as it gives impressive memories to
the customers. And about revisiting customers, they should remember
the customers and treat them with a welcoming expression so that it
can induce them to have positive emotion and visit it repeatedly
afterwards. Factors like tangibility or reliability were rejected as they
were found to have no significant effects on customer response.

Fourth, customer satisfaction did exert significant effects on customer
response; thus, if hotel restaurants’ service quality is higher than the
value expected by customers, it will increase customer satisfaction and
thereby influence their response. Furthermore, good image about the
company will eventually lead to its favorable management performance
and profit.

Fifth, since 2000, various types of hotel restaurants have been
developed and upgraded in Mongolia, and now it is in the era of
high—class hotel restaurants. This will influence considerably the
customer market that the Mongolian hotel restaurants have had and
also increase competition among the high—class hotel restaurants even
more. But existing Mongolian hotel restaurants tend to be polarized due
to the backward facilities or services. It is needed for the Mongolian
hotel restaurants to make efforts to elevate their level of competitiveness

to that for internalization. In the operation of those hotel restaurants, it
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is necessary to make constant efforts to find out and improve ways to
measure the service quality, vitalize their training programs, and enhance
their facilities or food taste in order to increase their service quality and
maintain it. And consequently, this will lead to enhancing customer

satisfaction, service value, and also customer response.

[(Keywords] service quality, customer satisfaction, service value,

customer response, Mongolian hotel restaurant, customer
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