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ABSTRACT

The Effects of High class Korean Restaurants’ Service
Quality and Customers’ Motive for Dining-out on

Customers’ Satisfaction and Intention to Revisit

Park, Kyung Sik

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant
Management

Graduate School of Business Administration

Hansung University

The objectives of this study were to examine how high class
Korean restaurant customers motive for using Korean restaurants and
the service quality of such restaurants affect customers’ satisfaction
and intention to revisit and ultimately, to contribute to improvement in
the service quality of high class Korean restaurants and to provide
ground materials for Korean restaurant managers and marketers to
establish efficient strategies.

For these purposes, we conducted empirical analyses using
statistic packages SPSS 18.0 and AMOS 7.0.

According to the results of analyses, first, the reliability and
validity of research concepts were very high, and in the results of
exploratory factor analysis, service quality consisted of 5 constructs,

which are tangibility, reliability, responsiveness, certainty and empathy.
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In addition, motive for dining—-out consisted of 5 constructs, which are
food, service, friendship, convenience and environment, and customer
satisfaction and intention to revisit had 1 construct each.

Second, in the results of testing the research hypothesis, service
quality factors (tangibility, reliability, responsiveness, certainty,
empathy) had a positive effect on customer satisfaction, and the effect
of reliability was most significant.

Third, customers’ satisfaction with Korean restaurants had a
positive effect on their intention to revisit, and in the results of testing
the hypothesis that motive for dining-out would play a moderating role
in the relation between high class Korean restaurants’ service quality
and customer satisfaction, motive for dining-out was found to have a
partial moderating effect.

Fourth, in the results of frequency analysis to examine the
demographic characteristics of the sample, the sample size of men was
larger than that of women, and the largest age group was those in
their 30s 40s. In addition, the majority of high class Korean
restaurant customers were married persons with average monthly
income less than 4 million won.

Fifth, in the results of testing the research hypothesis, service
quality was found to have a positive effect on customer satisfaction,
and customer satisfaction appeared to play a moderating role in
customers’ motive for dining-out.

Lastly, this study is meaningful in that it established the concept
of high class Korean restaurants and, at the same time, extended the
domain of research by analyzing high class Korean restaurant
customers’ satisfaction and intention to revisit according to their motive
for dining-out and the service quality of restaurants.

[Key Words] High Class Korean Restaurants, Service Quality,

Motive for Dining—-out, Customer Satisfaction, Intention to Revisit.
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