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gastge DEskn weg SAMA AR AUFoR wHSC

1 = - 1= - 9
gasgor Aeet FBE 2 ok, JAAYe] hE BEEo] FA,
wapd, Abeld aad] GeFe AR W) AFste], QA GEA A

GAAT 0] 2BlARE WG kA old chk HAES olgs) SRS
HRES FEM] HUA B YU OR Auze] B 5771 WS
chFALh olgA WA Robd AALEW o F U Y 5oz
Q13 Avlo] B3t §7E WHAIE Aol FA oleAAL Urk
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FAloll 7Hg HF eJFellA BEstA HE A7ro]l HA Wobmal, &
Fo8 QAES W HAEse] Yy HFor JgFe wrop HAFARI
wotollA RAE SR g ATA A Hdozr WHIEIG(HES,
2018; 714, 2009).

£79], AH|A ARQlo R BREE oAbyl aAstal Sl vl HA
7Vt glom, fEuEl FRAL aAtE ArQloR A
Aoz 2hsetal Qlrt, o]gEr FHo= Fol eutete] 34

Bl sfjelel g, olE Fote =7t BE ZHAE F ©, Eolil F
F FES A AT T AY AR, £ Fol Ath(An|E,
2013; o]&g-9Azl, 2011).
ola]Jolgt gofo] Hol= 1960dT] ml=to|Al, 1970 Zof ARofA, Zt
Z AE WA olopr|7h e2uie]r] Alstgdet 19794 f-juEtel Al

g Fo|E]oollA] dio] FoEot 7|& AU Fote] ol ZAEHA

g, AZuA A A Polgte o] E foj7p g4 HFGE™ AR H9)
T, fEvEte] o= HAERFE AGo] AESH] ARSI, 1980 tHE-E
A2 QS EA Leix7] AFstAnh = didols 844, AY, 249§
o oJulE 7HAH, FAHZ o2 AMEE<oH
Aot HIFEC] S7IEHA Ao R A 2 ,
QA BiEol ti7|o] Folg s 1179 94*4?3013}—5_— ddS g
=t ShAIRE, oA E AR QAPAE AR ol Agolt

o2 Edvte HdETE SAPHAENE HdeR 9EL e A
oltt. 212 e] el Al SAHE AtoloAE w2 7] ZpolE Kol
25t “BEER O4E FoR 71 Qof|, HhelA o]
AES T AR 2Rl ofopr] gtth(o]dol, 2020: &4+, 2013).
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o & HEotgor, od HAEFoA AHALES] WujA S-S HFHoR
Adgstal = Aot (G-l %, 2015).



AB|A Fdolgh AH|AS] S4Adof digt ANEAQl AH|ARY] AW w
o=z Ao WE & oy, IATE(CS ; Customer Satisfaction)2 AH|AFS
o] AlF Erv AMHIAE AH| AH Ay 4H], AHAY AlFE 4H] o]Fof H
3} == Aol Hetz yErd T34, 20195 o g ®-olfAl, 2012).

AH| A F-o Rt A7 Q1AL AB|AE o8k o8 o] Hdh=
71 ol og dxjet EdX]of tisl B7tE L, olof wE 7|d a2 L
o] Aot HGgh airEcle] ks Wot A4o] "Hui & 4 ok &
S| Al F= EPAQ WHolAe T et Fgol mEt H=d S 7F
A glovy, 1ol Azisial L7l AAFAI)S HEeF E917], AHA
o da} 52 AME tE Hue} zolE Yetal =72
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Aede o] watety R (CHENG QIANWEN, o]&#l-o]f-4, 2012).
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AME A AH A A2y, O a7 Apolo] AezrgS o A= vh
5 X

S FEchs A2 Yot, it} ARgo] FAlof| o]Folx ZHEEw, Alet
2171 3l T4 AL ou|gth(Sasser & Wyckoff, 1978). AH| A7} AJZtE]

o QAR AEls Be] Ade] BrbE @ 9AdaEe] AT gt o
Auloh Azulge] Zge] Botold BARE] LT 5 9, LHAE
%

ANA ArE oA E HZo] 7Hsd Aolrk(older, 2020; HAE-E, 2010).
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e APH, HAHoR P, FHY 5 Gl o] ohim, Lulzte] s
T gaEe] Qs FF FUH ikt Folt(:g

d o
A AA =
=, 2018; o]AlE, 2013).
e Ay HEd, Agviel Mulio] Ad i £ 1459
A

FR, FABOR BRI AFY ALEGT Pol 2L SFo| 13AY
o Relo] 25 BT G AAEE IALCT Solom, ALESE Ba

2ol 20 AR, 71eH AHA o Hol2 AHAZ 1A
daEete ongtia Ho) shgrh(egl%, 20181 ZGA, 2016).

AEl a0l shte] Ao sulge] wEoL, Au|sel F1AE ZTjAl7]
W, ZA7F AR 4 Qe FEAd AL T Aulsgt wei] x23 A7

ARAETE AES N 4 9

rr

715:—011—5— kA=) LHPrOM $°§ <91 T3l troly HAER ] Q7| on
F2E o|21 At sHAUE FHZoE tir|d E "o £ F9l 90X
=7t = 9 2E dmrt 2dst e oielttold HAEFo] <lr|rt
A2t soluval glom, Tt Ayt viwd 33, ot A3 o
&g drol Editstyl, EMo] 9l mlittoly HAEFo] AL &Ko
oy, AU JohEIE, 2019; fH-gokAlZdF 2014)

A HAEFe 7|EA 7ol Al &84 FFS st AU o
3l P92 Hloluh AZFch AR of7] 7hx] thekg 87| ¥heale B
Sotal AH|zEY] AEAQl 5o A7 ghE & gt SF MH|AE Ay &
5o AMu|A FaR Ha W3t s5ila, ARSAH-REHH g0 HEE 914
Srgellas g4t 3oz QAR glom, T oujyt M¥xk FE QL
thH@@%, 2018; Yok, 2015)

MUl A ZR- o] e EAA AlETE g AH|A ZAAZE YA Q=
IG5 EAo] Q7)o AH|A= A& Wste] AES Hrkst olsfist= A
= "ol 2o 1AL 9l ZkAE FQ19] V|EFo g Holz| k= YA
AAE 7H, MulA9] FAS Hrtslr] wj&o|ot



Auzgt Ao e 47, B4 5 RgA, MR, 484, b
] 52 7, ool gl Eol FAZ o¥m Briets] olhck Aulx

A
=40 B7he 2AS0] =l Bkl o5ty ol FojAA glom,
=

20 R Age] Feo] Getd S5 FeE AT o, 5
)

2 gH ol AHIAE A7) et 2RE s BE, dZjo] Hlo]

E : :

Egfo|lHQl AR} tolid7zl, Avnp ARVIAHE SFo] Qe (A, 2017;

41, 2012). AHIEQ2018), ©]59l(2011)-2 FHolst 4HAe] 845 &

ZA1717] Sl AE= Skl aHAE 7] &4 Y FH, S5 55

UZAA, e Held dase Mde=z i AR

Azt &+ Al F2o] &S] iz AlFe] Sl obd &H[AE
= 71 digt 7ig-& olsfstoiof Hral sttt

oA 72 A= AHlA FES RIS (2018), AeohldF(2014)0] A

a

4
=
N

Fo} Aee A 1AL WET FEole TAaI
olele Emalw slojsld Qe ulckn Helsidnt. 919}
2 =4 oldol [& 2

o Aulz Ee] A

°] 5 E(2016)

d2EFS WA 529 AW, sted Aus %
2GA2015) | HlolE AuAE nAA AFsHe dAEFS oJugitt
1 el




| goH2015)

A HaEge 78 5
g ofei7ba) choreh WSS Holrh ARt A
o 7bA ChpE 87 whga

29l GBo v} WE F

2
-0,
N
N,

lo
)

A
%

(e}

Aok

(2014)

o] A}+(2013)

o]fA4(2013)

A64(2012)

o]&-21(2011)

2 avzre] S5 SFA717] Ash AES &5t

HA7E 2 ST AY Fol, 878 5% A

B o

19054

Aulzgt Aulzse] 1ge 47, 54

S
i)

2, 284, 7hAd S5 7HAH, ol dlol FE F

AN

200 A oy B olhe.
Aulz 3ol Fjdo] Hrkd o)Al a0l 7171 Q1]
SAEQ010) | o AAE HEo] Fael e BASEe] Hasbsstn,

2HAEA 22 oluAz2 o] 7h

Sasser& Wyckoff,
(1978)

Mul e ABlA AlgzE, T2a 4 Abole] JeahgE

£ Mg S BEeHe AL Fakul, A4ta A1gol

SAl0] ololA ZgEm, Aey] 42 FP 2L o
H] gt

D)
il
o
ol
re
-
i
o
o>
o
i
re

AT AT

_11_



=
goh= o9 7Ex9] Aol AAELL JUeh(RFeste s, 2019; o]FA-°]H
2, 2014).

PZB(1985)°] oJsf A¢tst SERVQUAL 2@S 179 w7 FH-S vt
S gsto] Aol Ztistal Qe AMH|A FEO] pEuh, A2 AH|A FEo
FEite] Zolg 7]Eo g st AA H AEAFES BAacle AR,
%—é AIA, 59, 94, AT JAAE, X84, 1A olg] 181 &

S 1071 HEAHCHENG QIANWEN, 2019; €4, 2014).
PZB(1988)‘: HHeA goliAs g o® 5719 koA 2270 d=om
A7t al, SERVQUAL 232 At Feh. o]AS &-8sto] 470 AFd(2
q, MlEta, JAEFEH, Azl AMuls FH diste] S 2ies

+ Atgoll ARFRAN 7HE dFgel e Haer ety 344G
gule]) akde] dxte] Witz UebdtH(CHENG QIANWEN, 2019).

SERVQUAL R4 7Itjet Ao digt Mula Fd2 A=/dy wd
Btd el ZAAFe] Fahaoln HeESAH =AE F YEL 7
izoletal & & 4 Sk AujAo] FH2 TO50] He wroA o] Akt
A AZbsk, AFEE Arfstar, AH|Ao] F-o dis] SAY diole At
gt A2t2 ol-&stH Argste Aol il By = TSt tHCHENG
QIANWEN, 2019; o], 2018).

DINESERV O] #3F-2 AH|AFHof tigh 7|9 2971 £ o= =3
A, ol2jt =52 SERVQUALS} mizt7ix|g gl vhaA4d, A=, &
A4 a8 s e s fPdor, oAl TR EREATER S 9,
2019 ;7-&, 2018).

&, Zeithaml, Berry & Prasuramant AH|A EA0] tfgh 1 A4E0] HIt2,

107149 F40] 7lEdor 24 Jas A, 10714 71Ed5e] A

oo 4

oSL'

:?L_'(

ret
o
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SHZAQ o] ofUt} gt Aof AME 41, AFAH WS o8k, &5t
of 9ot Zo] 4= Reliability), 573 (Empathy), -#37J(Tangibles), -&
d(Responsiveness), 2417 (Assurance) ©]
fle 2 sAstalh(zigts], 2018).

AMB|AT Fofl Holz] ¢k FFAQl A
2o gt AFAERE AA| ABAE A7) o]
HIAE TS 4 Q& dish mle] o 4 glon,

AL AUD ek 2L AHAE AFEHE A

1o

A|m

s o

o M Y

N m>~ —_

£ = [

w85 o R
5 o

= %0,

olr FLI-III lo

el )
>

) R

10 =

o
>
2
N
2
ok
ol
rr
X
=
)
=
L
_0|L
HH
X
-
(N
=
=)
)
l-'EJ
I
ke
e
o,
)

ool 2, 2019; A 5, 2013).

SERVQUAL2 AMH|A0] et 3o MW=
HE A-sttet 1tdsiy, A ]
B2 A7kl oJste] AdEA ol

A7 (Measuring Time)Tt Q14122
=

Ha e o 7HA S A
Ea

H
ot
ol
=4
kl

, 7HAAQ A
i, ol gt EARA 4

gxlo] gkt shA|E SERVQUALS =
A4, AHAEE 2 Foll st

o] tidjA] Parasuramana &4 Atdo] A

=
Ao dutyw A3Fs}A AH| AL FEG A

o
1_4

=

= F7F ok o] HigAetrtal Wt EE, 2018: A2, 2013).

978 (Tangibles)olet MH|~ F7IHE 9t g4 DAE ordt(H]&
, 2018). oF&HE MHIAE AES] $ste TS ou] 5, AH|2o] of

dakel dA4¥ AFAS Estal ok ATA A4S AT V=S
getstAl A st A" ARt qtell AR|AE #3ste As TR

4, 2018).

ol jn

N

AR AT fH Aol Bed AM T3 A W Aus 2
2o e}, Aula age ousiu(@ul4d, 2019) Aula B2 Ax



Zeithaml, V. A.,. & Berry, L. L., 1988).
2.1.2.2 A1=1%d (Reliability)

A4 Reliability)oleh, AHIAS sl A7 opgola Asts) S5t
AL olulaln| (S, 2018), EH A iy Hopo] 9ol Bl
AE D 710] gt BAA A (rusnols] SNS AT 4714 B

A7 O, P, FHES T Aue] e Ao sty wS

g2 ofal glom(arag, 2013), Aot Be & Sl oF&E A

>
o st

>
_0|L
rr
2,
H—1
il o

o i
—r‘
—'\1
a
jay
=
Zi

epgel AASE ol EE ok BT B,
et . 2018). T3 AlgEr At zFAle] 7]
7

S
=

N T
olo
ol
o,
_-)
ot
offl
0
P
o,
i)
rlr
ne
go
o
u
ro
rO
1o
o
19
J;ﬂ
=)
o
filo
o
el
o
El

N K

i
ol
Y
N
)
rr
o,
=
=
R
e
y1=)
ilfel
1=
N
R
A
Rl
s
Ol
ok
2
o,
E)
of
=
r
s
A

e TEE R /%‘J% P& E ”Eﬂﬂ’rﬂ AR E, 2013).
el

a9, 2012, 7A59) Re} B At S AN okl A
e F550] oAt We & 9k 2 1
Fotol Bee 9T /1% fAske S oJu] Grka olop] k(@]

A, 2019).
2.1.2.3 ¥ (responsiveness)

mheA Eees o)7g

HH-3-A o] 2k (responsiveness <
25 AFsty 14S T2 oz E ou|goi(dt

Srsje], A A4 A

k]

N
N
N
N
o,
Kl



oji mhE AH]A

A4, 2018).

e n KT T & ! e W o W Y S| = A Y
ol o m o% T TR T . T o = R
Ol | N ,El._ - o o — = M_m N O N
E_,._ o] __01_ D R D E ‘._,_AI,._ m ﬂ_A| R UVW ~ ﬂ.ﬂ ‘Ol
=3 o X ® Aro T B Mo & U ) = o oF . o
o R =4 T X T 3o 3 w X TR
] o ™ I - NN = 0_1_ m_vﬂ
al = Uy Uy CoRS = e o
3 N Al o o T~ H oy & o X
L - d —_ [ N lo ﬂ_mo_M_. —~ =
A ~ T % oo~ o E | X N o S
< o) B 4 =7 M 2 X X TS L
= rq < . X Mo e [ Qi —_

- N X = = = < 95 i HT o = N =
Ho . o X SRE X & B do ° T
" Bl o X S I~ oy 5 Hogr BOW
iy T H o = do Y 3 a ™ X o— R _
| o) T i 7 ol W N N
— =K ™ 2 R ISy ~ | o g TR o 7T IO
T . P E o - - Mo — m o = _ML N
T o e ZFX =R R W m XA m g
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o o ©Q Lr AT < J wFE H SN Hu ol o T T
o TR X of %O = B =0 o X LW R W
Mo /W oo <k o) off B Ho o N AT b T X
T ooom = o M ™ N n_5 R . M2 T ey

ol ol A T = T xR oo E ol T T T
(1 TTIS CIIN VNS <] A R IR R e (N W m N B

_15_

tHSHAN SHUWEN, 2020)



2.1.2.5 ¥4/ (Empathy)

A Empathy)olet AHl2 ABAEe] TASA 2 el Ty
24, IR de A5 AAH AR B, ABF JNLE, FLE

ot A=Al wiHE ofmlstH, TAH(HEA, 20185 oA, 2011).
ol wg 7|t Mu|A7t, Adem LA AZbd AMH|A Bt g,

Mulaes ZdinlEe s QIAEC] ETEos vehtal, Hit

X
o,
1>
i

il 214 3
o] A= 7Y 2Ae DA FORE oo al YERUH, AH|AEA
o] o] FAHlor LA, oA AH|ATF Hi= AL ou|etal, Z|Hiet A
HjAaet Adsta 71 A7t A&7 AR ZE A9, ZgREoR ooz
M, BEE} =2 AHIAR ool 4 Qlika AA] shlon, Eh of7]A,
Au| & B4 A Ztolst ATA] FHIE OE Hk FEO JHE ou|stH,
Au| o] ExAolal ZRtA]] njgA, 94 &2 =g digt aHAE
o] WS oJm|eth(A]-8-=, 2018; X[¥A], 2013)

FE5 (20199 A Aol 37/ (Empathy)olst 171 7Y
el gk gjAte] S oty nAo] Yshs AIHE 2GSk AL 9
oot oA FHlE HAS s}

oA AHls Ede] FAaQ
Aplze] #de g0l B WIS et A
15:2H2018) Zrote, A+g ek, Ao Fdel s S8
o L\_—"‘_ 1
<) U:HO;”JE /\C-)]jq-o:" EH—(;)__ Z]Z-}'—% O]_g_-a—]_cq /\]__g__a_]_% Zvio] %i
BdE 2e 24




DINESERV ] F3}2 Au|AFAe] tigh 7|22 2974

ey | o

442 (2018) N, BAAY, #3494, A4 dE el

S92 (2018) A, BA, K94, STA, SAA Ha 4o
Aulz E s 2o wa AR AEs B

o401 4 %

(2014)

A9 BAY, A WP os Haste] 23, 3%
9w} 5719 Au29l SERVQUALS] AH]~ Q%o
QoA ofe] 749 @aRe] ANHL

AElz ABASe] DASAA e et PR,
TAS de AAS AAH AR Ty, ARG o4}

aE, HAITEolT A4 wiHE o

He(2014)

i)

PZB(1985)°] 2]5] A|etet SERVQUAL =&
o] A APE Foto] ZIgd AZ4= HH]*QJ
MH| A9 =FTEO] ZtolE 7|2 HIE o2, AA]

4> l-J
HN
ST

M| A o Holz] ofe 74 A SRS

g4 (2013
§/2(2013) _—
SERVQUAL AMH|A9] et Fof nAwSg =3
712 95(2013) ] =
stal, 7HA1A el AEE A
Aulagmd Azbolzt ARAQ FANE thE HE B2
2714(2013) o] YHE Qulstr, Au|xe] SAH A HREAQl ulF
A, 94 H2 "HEAel digt anAee] dds o]
PZB(1988)& WHZZ QQlEAE oz 5719 ¢
CHENG (1988) i fe 2hedel
A 2270 FEo= AFAEAL, SERVQUAL 23S A
QIANWEN(2019)

a0 AYALE T

Hog Ao A4

_17_



2.1.3 Mu|s FH] APAT

219519 21(2019)9F 4 (2017)9] AL QJAlate] thEA Au)A
4o diet 224 ZojE Ved 4, 7Isd 4, 294 49 oA

A= BRE,

2k 5E2 21(2019)2} A=A u|of-£01 %1 (2010)2 A H|AFH| Hsto] o
9 2Pl g9l AFArES] web theFotAl AAE L o, AFAH AT
52 55}¢], Parasuraman et al.(1988)2 3 A(tangibles), A=A

(reliability), ¥F8-7d(responsiveness), €41/ (assurance), 5% (empathy)e] 5
N A3 2 2Hele] 227 FFow TG,

2+2.512.91(2019)eF #-8-ZH1-HF(2015)=
of diste] &4, wlw, FAxel omlx], £9171, M4, Ao FH1} 7HA
=9 679 aglog Hasty dAfsiglon,

ol

P 2Ee] LB

-

At2512.91(2019)2t #Fe](2014)= A AET AHAFd o] 7974,
AZ A, SHAA] HAAAME A, A, PR A _gLo]o] AAME A BHo|
A B IFS A Wote] A7 oL 2 AR AT DAV

ZATo| g n|z|A] &= Aog e

2252 91(2019)7 27 (2017)] AFolA HAEZ AH|AEFEA
ATpEgt ofyel wgof tigh BrHE of2E Hyhd F4 f£EoR Hoet
ot S, A4 2 HE 5, dAEFY] E2H a7 BVt AH|A 5
FPAQ 821E BT Aoty HAEY AH|AEHS ntofgitt

F&71(2019)9F QF2F(2014)9] =W A Aol APAF 1FZS
ol thFet Aujastdeld BEAoR ARGET §lo] E Ae] XA
Mu|A Z2HE 24T 5 I BPor ATALEA 2dF d4Ed 4
WEA0 324 BPS Aot o Qe 4eagEde dF, AR
4, =2 7A=Y, 284 FEL did A2 O, FRgHE, Al
aglos FA=EY, Axte] digt F42 /94, d7ARE HAAGEHE)2
Fa=e] gk 9 BP9 EAoAE AHAEHe] &4 AR, JoF

4
8§53, AVELR 5 solF G WA HE FREsE By, 1 P



= 5ol

of metd FAEE

=4

T3

A2

94 A

o

M| g Aol A

o

.

Ll (2011)

J

A
]

=3
=

A8 71(2012)

al

N

e

5t

2xol o

=4

=
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77

1

(2020)7F @EHZH2017) AFE HiEgo R 9
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s BAze} ojnlx, E9l7), My, @ale FA A4
2015
52 649 foloz R
el iEs AusEAe] 94, A4, A4,
BFSl014) | WEANIZ, BRA, WA adle] TAWE, AL
SHoA o @RS HAETte] Bate] AT
Aulzsgdel Bed 948, AsA8EY, AnkE
QFEF(2014) A2 B stold 9P W Pk Anuss gt
3
AH| 2 E e AR A0 43 Sl tebd 74
4e171(2012) L &4Eo] thefstul, 2300 B Aol g BT
ol
94 MEIAE 0§ HASo] Aula FAe| wat
oA [ o ¥4 AZstn, 95 Aod 290 LAY 34
(2011) 29l o|u]X g B3] A5l AolgF Aol &
o 3%
Hesgulofelzl | AuAEDe] Watel sh9l el 49le AAS
(2010) wket chestAl AlAE 9L

Tz ANATE ZAOE AT AT

2.2 2=
2.2.1 AARE=<] JHE

IAHEE (Customer Satisfaction)?] Aol= T 7Hx2 I A vk st
At disf] ZAZRE F= Ao, thE 3 7= AN HARE F=
o}, Mz 1ATEo =2 AH[Y| gtk Ader By WA= A=,

w. e
)
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Mdst mQlch ZIA} 9Fo] =Alo] ezt Aoz Hsl WA 19704d
o O]_ A o] F Aol thsA AFxet T o

z2 g
4 o= 4 HgeH, ASHOE FB WD oot 1A UEE
__'%_

40‘

AE
s 5o Au| ol el el b, AR Qe sleiget vlaste] ) ol
1Al QS LA He wEe] Hwolw, Hwolw, HHE ekt

(o172}, 2017).
=]

durzog AL 7Y &2 JiQle] iRt Ast 9 goS dAg =
7 gi7te AESH Y B AvEsHE EL AW, ZHE ou] gt 1
ARFE(CS 3 Customer Satisfaction)o]gt AH|Z7E MH]A 2 Ajels HH
skl A Fde she W, A olFel Al He AE AH ®eketal

FAsH & & o AoHCEAA, 20195 olFH, oA, 2012).
AEel tisto] o] Apde] ZHAl= Z]Hiek ?’-UH %, ]%Oﬂ et A2

ot
o

VAL AE T2 A2 s Aot AL 7d oFoR FF AAF
ot v A A, eSS =Y 4 A, O AR ZE= AHLe] gig
WE7F won, AoErh 2&E 4 Aokl sigith &, 1A BE2 AlE E
+ AHl2o] g AR A=W oo Aol ¥, B v A
I gl AH|A9 AFujgo] Fom oLy}t TS oA &S Zo|thH}
o1xte, 2018; EE=,2011).

TARES] BAE ATE AejstorRy AzE gl A stelAe] w
ot ATANES nAGRE Heshe HeTANA K AR upL et

o oS EAH ATE SHEow, S4 ATTAZ W
A]
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T TS, MRk whE AR glg o= SAdste] 4
T35
Al7]q o St o A AR RS MG
(2009) _
e L AYALE FHoR AFAR A
2.3 A&F oo
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ABSTRACT

Restaurant Quality of service Customer Satisfaction
and for continuous Utilization(use) impact on
—With the effect of adjusting
the consumption valuet—

Choi, Jae—Young.

Major in Food Service Management
Department of Hotel, Tourism and
Restaurant management

Graduate School of business
Administration

Hansung University

Human dietary life is the most basic of culture, and views on
dietary life are gradually changing as society develops. In this category of
dietary life, it can be largely divided into internal eating and eating out.
The boundary between eating out and eating out is blurring due to the
eating out culture and delivery culture, The influence of eating out is still

expressed in a broad sense. The restaurant industry is a representative
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industry that satisfies the basic needs of humans among various service
industries. Currently, the domestic food service industry in Korea is
influenced by the national economic development of the country, and
thus increases the individual income per capita, the increase of individual
leisure time, the advancement of women to society, the increase in the
number of dual —income households, and the changed values to enjoy a
better life. It has developed variously and rapidly in advance due to
various factors such as economy and culture. The time spent living
outside and outside the home gradually increased, Influenced by the
development and settlement of dining out culture and leisure culture, it
changed from traditional food culture to western—style dietary pattern
with a focus on convenience food.

With the rapid growth of the food service industry, the food service
trend is also rapidly changing, and consumers are recognized as placing
importance on the quality of products and services against price.

Therefore, in this study, by examining and evaluating the definition
of the service quality of the restaurant and the constituent factors of the
service quality, we identify which factors are important to customers who
use the service. It is aimed at providing higher satisfaction service quality
to customers by companies and workers, and after using the restaurant
centering on customers who use the restaurant, the effect of the
evaluation of the service quality that the customer directly felt on the
customer satisfaction and the intention to use it was investigated. I set
the purpose of the study.

In order to achieve the purpose of the study, literature and empirical
studies were conducted, and in the literature study, a theoretical concept
based on literature studies and previous studies on service quality,
customer satisfaction, and continuous use intention to form the basic

framework of the study. Was defined.
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As for the empirical survey method, an empirical survey was conducted
based on literature studies, and in the empirical survey, as of October
2020, it was limited to restaurant customers in Seoul and Gyeonggi area,
and the survey was conducted. For statistical processing of collected
questionnaire data, data were analyzed using SPSS version 23.0, and
verified using regression analysis, factor analysis, reliability analysis,
frequency analysis, multiple regression analysis, and simple regression
analysis.

This study investigated the relationship between restaurant service

quality, customer satisfaction, and continued use intention, and the
moderating effect of continued use intention, and empirically identified the
causal relationship between variables.
To this end, It consisted of Empathy, Reliability, Tangibles,
Responsiveness, and Assurance, and customer satisfaction, continuous use
intention, and consumption value consisted of a single variable and the
study was conducted.

In this study, directions were presented by dividing them into
academic and practical aspects.

First, looking at the previous studies, there were many and various
studies on customer satisfaction and continuous use intention of service
quality, but few studies on the effect of restaurant service quality on
customer satisfaction and continuous use intention.

Second, the moderating effect of consumption value was verified, and
it is considered to be meaningful to verify the moderating effect that
consumption value has an important influence in the influence
relationship of each variable.

Third, Throughout the quality of service, the staff during their stay at
the restaurant had a great influence on having a change in the emotions

of customers. In addition, quality affects the customer's interest in
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emotional changes such as comfort, location, and interest, and service
quality will secure a competitive advantage and provide a differentiated
marketing strategy.

Fourth, high service quality and good image can be said to be factors
that can have a great influence not only on customer satisfaction but also
on the intention of continuous Utilization(use).

Finally, with the effect of adjusting for the perceived value of
restaurant service quality, the purchased menu makes you feel worthy of
your time and effort. Customers are satisfied with their customers
through quality of service, which affects their intention to continue using
them.

The results of the above study can be summarized as that customer
satisfaction according to the quality of restaurant service has an overall
impact on continued use intention and consumption value.

Customers who have experienced restaurant services centered on Seoul
and Gyeonggi Province have a higher quality and special value and
meaning for restaurant service quality, satisfying customers and continuing
to influence their usage intentions. Accordingly, let's find ways to
maintain and improve the quality of food, taste, and facilities, and find

ways to increase customer satisfaction through improvement and efforts.

[Keywords] Service quality, customer satisfaction, reservation intention,

consumption value, restaurant
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