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(& 4-1] B2 °o]§ 54 Wk &4
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- A 37 11.71
&7 29 9.18
71 €} 6 1.89
1A1ZE ]t 218 68.99
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ABSTRACT

Effect of group catering service quality on
consumer sentiment and behavioral intention
—~Moderating Effect of Experiential Value—

Lee Jae hoon

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant
Management

Graduate School of Business Administration

Hansung University

This study aimed to verify the moderating role of consumption
emotion, behavioral intention, and experiential value after experiencing
service quality among group meal service users. The group meal service
quality was composed of food quality, food hygiene, and food service
environment, The analysis was conducted with the 22.0 statistical
program. 316 copies (90.26%) were used for the final analysis, mainly for
group meal service customers. As a result of the empirical analysis, group
meal service quality and consumption sentiment were analyzed to be
significant, and the significance was found in the order of meal
environment, meal hygiene, and meal quality, and hypothesis H1 was

adopted. This confirms the result that the influence on consumption
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emotion is high in the order of food service environment, food hygiene,
and food quality. Group meal service quality and behavioral intention
were analyzed to be significant, and the significance was found in the
order of meal environment, meal hygiene, and meal quality, and
Hypothesis H2 was adopted. This confirms the results that the influence
on behavioral intention is high in the order of food service environment,
food hygiene, and food quality. Consumption emotion and behavioral
intention were significant, and hypothesis H3 was adopted. It can be seen
that the higher the consumption emotion, the higher the influence on the
behavioral intention. As a result of the verification of the moderating
effect, it was found that the moderating variable affects the independent
and dependent variables, and the interaction variable in the analysis
showed statistically significant results. Hypothesis H4 was all accepted.
However, since meal quality and meal hygiene show a negative influence
relationship, it can be seen that the higher the empirical value, the
weaker the effect of group meal service quality on behavioral intention.
As a result of the empirical analysis, the academic significance is the
personal will to predict future behavior after forming an attitude of
emotional, conscious, and subjective feelings that customers feel through
continuous meal service for office workers located in Seoul and the
metropolitan area. and behavioral phenomena through individual beliefs,
and it has academic significance in deriving sub—factors of service quality
into food quality, food hygiene, and food service environment suitable for
group meal service quality. In addition, by studying the effect of
experiential value, which is the wvalue recognized and evaluated by
customers through actual experiences, on customers behavioral intentions,
the customer's experiential value is adjusted at the present time when
group meal service is not standardized and customer needs are accepted

and changed. The study of the role has academic significance. Practical

_93_



implications are: First, it is necessary for food service providers to ensure
that they provide safe food to customers by hygienically managing the
appearance, clothes, and tableware of their employees. To this end, it is
necessary to make efforts to maintain the cleanliness of the serving tables,
drinking fountains, and meal service areas. Customers value food being
served at an appropriate temperature according to the type of food, and
the convenience of using cutlery and trays, so management will need to
establish a management system that reflects customers' needs. Second, the
interior, comfortable atmosphere, and appropriate arrangement of
convenience facilities, considering the convenience of use of the interior
space that customers feel in group catering, are an environment that can
satisfy customers and are a priority for attractive pleasure. It suggests that
efforts should be made to maintain the feeding environment. Third, it
suggests that the management team needs to show their efforts to give
pleasure to customers through various events. Fourth, since group catering
stores are open and visible to customers, even the smallest problems are
visible to customers, and the quality of food and service hygiene values
experienced by customers are very high. and the need to focus on quality
control. Fifth, executives regularly change the environment, such as the
interior considering the convenience of use of the interior space,
comfortable atmosphere, and appropriate arrangement of convenience
facilities, in order to provide a pleasant and satisfying meal service
environment for customers who use food service during busy work lives.

It suggests that there is a need to converge the demand.

[(Key words] group catering, service quality, consumption emotion,
behavioral intention, experiential value
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