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o=z osto] 2xY¥e] LEe| TA|GtL, ZAlY] w2 4zt oulE Hojglith
(Martilla, John A. 1977). [2® 2-3]3} Zro] defjmoA] AAH 4EH] F
7hd Bxe] whet I &40 on|rt RojEH(FHEE, 2017).
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AFED FAE D
=2 54E W2 UEL 2 E8T 2 UER
(concentrate here) (keep up the good work)
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Q
= A £AGAHED FYWED
I Fan FegiEn B2 38T, 2 UEL
4 (low priority) (possible overkill )
# el = i
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2.2.3 AHP &4

2.2.3.1 AHP 24 714

Thomas Satty(1980)7} 7H&3t AHPZ]® (Analytic Hierarchy Process; 7
4 AR AAEAR Y AFTFZ(Hierarchy)E 45k Sle 84

Apolo] AtiHlmel ofg Wk EA WY AY, A4 L Ape xH
sh7] gIat Aze skl elAEd WHEolth & AHP: the oighe] tiat
cd WIS B9 oAERAY WO @ AAelthralsl, A%,
2015). AHPE o]29] W, Ehy, 249 A B WgHolehs 54
o= o} oliAgRolA e S8Ho] ArHeIFA, 2007). 19709 Zxt
Saatyell S8l AWE A% BAA oEAMML BIE AW BA
gotel AFH ARSE PAS PRI L, ESYAS FFHot A
Al aa7k WGT, oEge] RS EAY 4 b WHelthaA
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AL A 2 TS TSI sk o] A2 AFEAHHEo|TH(H 3]
7], 70*73%, 2015). R FEAY =24 dB/AE 1
o

r{u
A
=
lo,
)



7}, A,

5]

hiE
[¢]

[e]

B}, A7) oAb

g3 glom, F&

53, Bam

3]

2%, nHAEA

ZH

0

g 2015). AHPE: A

o

—

Tod

ol
il

o]4 4, 2006). AHPY]

2F, 1998:

5

@)

15

=)

oltH

1ol ey

Ho

«r

the [® 2-13]7 Zoh

mo
T

2]
™

o
504

. wE ol

7t
AT
A5

oRt o
o o

ol

2 o) H
2-13] AHP 7]& A&

i1
ar

=
an

[

s

[¢

2517] )

=

el

A

SHAl S8

(equal importance)

[}

=
(strong importance)

0]

[6)
(moderate importance)

__i

o

N
juy

—_—

1jo

‘mo

chehy

=

=

=

=

=

2013). AHPoJ| A #&tH]

A

2]

=8k

o] 1,3,5,7,9%k

T
A1¥0] 7

o =
o

A5
A

=

9

o
gaoz o

=

]
_42_

Ediz =2 A4

=

=

Sk

o

3

3

A
hal

(very strong importance)
Agizlez § Fa(\9)
1,3,5,7,9¢]
_]

(extreme importance)

D HPR(2013)9]

2,4,6,8
=

=
=




ol e R4S 7]%o }01 Al 9;% 77te] axs Aol 71
A5 2480 o2 %—a}o% A9AZ 2N 27te] BH9laaTt THE Bt
Qo] tote] 4% AR Uehie A4 FAHCIAE Ay nad

4
(pairwise comparison matrix)g 2Hgdotal o] PHoJA  AFA]  HHHY
(eigenvalue method)& AR&SHo] A5 Z4zte] HFEntet 4418t H= Sk
o] AEHE AESt] AT A fXste gArEA S FHo] 24
T s Fe Zote] @AY ficte] A $A-HE UEdE A
AA S T B9 A=A (priority vector)E AtE

iy
AR, 7FS 8] (reciprocal comparison)®] JHo] Hasit, FAA S &
o -
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29 848 MR JEelEst bssjol sl 4iE Fa4e was & 4
AL Fagel Yur ATAE TuA TRAG AL Ao, At BuGt X
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A detel ther] ZeSA % uefsx] god o wi AA
BANEEE Had olgd 9 ALY 4 Utk F ABH Brrae
22 274 WAAE SE5Hs Wl KUY oAd AWoRA oy
Qo2 A FAlo] Agats] o] 1 =7 ==

ojth. wetA EANAE ApHo|HA H|wZH k= A
AHPO] W20 EA2 AA, 5L/ Unity)> W H
Al(unstructured  problems)& stHe] olafi7b 4% FAg HE(flexible

modeD)= AAIStt. 4], EF/(Complexity)2 E3 AE ai2st7] ¢

=t
(=, 2016). AR, A3 oA (Interdependence) &2 SHLe] A AR A
AR 4SS JooELS UE o o, APAML(linear thinking) & 115
sHA] ¢kt YA, AlSFZ(Hierachy structuring) 2 A|AHIC] AR QAES
Mg g DASE FEste] 449 dA A FHY 845 Hdskstr] 9
gt ZAAHQ1 AHF(natural tendency)®] ALE  RRFITE ohAA, 53
(Measurement)-> 79| AS5a 5745t7] floto] At AoxE HAst=
TS Aot AAA], AT (Consistency)S AT EE AAst=t] AHEH
sl Wittt =g duAds AR EuA, BT (Process
repetition)2 WHE2AQ1 I KoflA FAS] HoE thEeol ¥ olsiE ¥
AAA 4 ok AGA], T (Synthesis)2 ZHzZre] tietso] FA4140 A4
= Bt oA, wd ¥ g (Judgement and Consensus)= FOE &
ToFA] oA thefet w d
WeH(Tradeoff)> A|AHIOA AFE QA4S0 ARl A4S E JefotHA =
ol Fohs 7MY 2 didk= AH
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AR, AEEA-S IPARAE Fote] oL T2 S48 Hw-F71 31
o5t} % (Concentrate Here), A|&-52|(Keep up the good work), A <=
(Low priority), Y= x|F(Possible overkil)e] ThHZA QI SJAFAA-S AL
&5to] 42 Zhzte] digt AekA AARES AR

A, AHP(Analytic Hierarchy Process) +4-& Tl FlH#HAERS] A=
£ digt 7|2 8450 AYEA FAHARE AT

oA A, AHP(Analytic Hierarchy Process)@t IPA(Importance Performance
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4.492 0.164 0.184 0.230 0.070 0.481 0.219
4.061 0.020 0.023 0.198 0.168 0.239 0.395
4.000 0.000 0.000 0.250 0.250 0.250 0.250
4.378 0.126 0.141 0.381 0.111 0.279 0.228
4.414 0.138 0.155 0.636 0.190 0.122 0.052
4.340 0.113 0.127 0.473 0.110 0.158 0.259
4.046 0.015 0.017 0.356 0.124 0.194 0.326
4.210 0.070 0.079 0.076 0.288 0.153 0.483
4.352 0.117 0.132 0.430 0.053 0.144 0.373
4.487 0.162 0.183 0.260 0.529 0.055 0.157
4.155 0.052 0.058 0.394 0.223 0.287 0.096
4.155 0.052 0.058 0.331 0.188 0.241 0.241
4.264 0.088 0.099 0.431 0.058 0.152 0.360
4.121 0.040 0.045 0.391 0.138 0.195 0.276
4.415 0.138 0.155 0.594 0.175 0.056 0.175
4.000 0.000 0.000 0.286 0.286 0.286 0.143
4.418 0.139 0.157 0.068 0.586 0.209 0.137
4.192 0.064 0.072 0.684 0.046 0.140 0.130
4.429 0.143 0.161 0.284 0.046 0.049 0.621
4.014 0.005 0.005 0.305 0.056 0.305 0.333
4.198 0.066 0.074 0.549 0.074 0.129 0.248
4.486 0.162 0.182 0.589 0.249 0.101 0.061
4.046 0.015 0.017 0.491 0.166 0.156 0.186
4.264 0.088 0.099 0.110 0.220 0.579 0.092
4.309 0.103 0.116 0.092 0.158 0.475 0.275
4.413 0.138 0.155 0.592 0.049 0.119 0.240
4.000 0.000 0.000 0.300 0.100 0.300 0.300
4.295 0.098 0.111 0.158 0.100 0.100 0.642
4.445 0.148 0.167 0.489 0.075 0.286 0.150
4.039 0.013 0.015 0.419 0.092 0.419 0.070
4.207 0.069 0.078 0.331 0.131 0.300 0.238
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4.344 0.115 0.129 0.607 0.258 0.071 0.064
4.061 0.020 0.023 0.289 0.289 0.246 0.175
4.340 0.113 0.127 0.161 0.230 0.378 0.230
5.188 0.396 0.445 0.682 0.203 0.086 0.028
4.594 0.198 0.222 0.283 0.450 0.118 0.149
4.307 0.102 0.115 0.269 0.225 0.404 0.102
4.600 0.200 0.225 0.135 0.381 0.186 0.297
4.496 0.165 0.186 0.517 0.305 0.054 0.124
4.937 0.312 0.351 0.214 0.649 0.102 0.035
4.524 0.175 0.196 0.207 0.646 0.045 0.103
4.033 0.011 0.012 0.360 0.413 0.106 0.120
4.000 0.000 0.000 0.250 0.250 0.250 0.250
4.155 0.052 0.058 0.241 0.309 0.309 0.142
4.010 0.003 0.004 0.351 0.351 0.189 0.109
4,683 0.228 0.256 0.155 0.345 0.155 0.345
4.118 0.039 0.044 0.124 0.415 0.141 0.321
4.321 0.107 0.120 0.231 0.205 0.227 0.336
4.309 0.103 0.116 0.232 0.402 0.232 0.134
4,121 0.040 0.045 0.276 0.195 0.391 0.138
4.187 0.062 0.070 0.419 0.239 0.070 0.272
4.061 0.020 0.023 0.288 0.338 0.169 0.205
4.061 0.020 0.023 0.278 0.395 0.163 0.163
4.293 0.098 0.110 0.303 0.462 0.070 0.165
4.031 0.010 0.012 0.291 0.333 0.057 0.319
4.061 0.020 0.023 0.246 0.289 0.175 0.289
4.162 0.054 0.061 0.510 0.072 0.182 0.237
5.175 0.392 0.440 0.626 0.245 0.097 0.031
4.155 0.052 0.058 0.241 0.409 0.175 0.175
4.000 0.000 0.000 0.250 0.250 0.250 0.250
4.474 0.158 0.177 0.329 0.116 0.499 0.056
4.264 0.088 0.099 0.251 0.392 0.083 0.274
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5.515 0.505 0.567 0.417 0.120 0.352 0.111
4.061 0.020 0.023 0.169 0.288 0.338 0.205
4.000 0.000 0.000 0.250 0.250 0.250 0.250
4.316 0.105 0.119 0.586 0.215 0.129 0.070
4.309 0.103 0.116 0.305 0.061 0.106 0.528
4.010 0.003 0.004 0.351 0.109 0.189 0.351
4.853 0.284 0.319 0.040 0.085 0.230 0.645
4.515 0.172 0.193 0.065 0.179 0.037 0.719
5.448 0.483 0.542 0.462 0.091 0.126 0.322
4,501 0.167 0.188 0.227 0.058 0.101 0.615
4.043 0.014 0.016 0.078 0.200 0.200 0.522
4.006 0.002 0.002 0.136 0.128 0.128 0.608
4.430 0.143 0.161 0.194 0.070 0.171 0.564
4.155 0.052 0.058 0.309 0.142 0.241 0.309
4.155 0.052 0.058 0.127 0.162 0.223 0.487
4.249 0.083 0.093 0.251 0.114 0.114 0.520
4.522 0.174 0.195 0.221 0.116 0.126 0.537
4.486 0.162 0.182 0.287 0.145 0.239 0.329
4.510 0.170 0.191 0.355 0.201 0.200 0.244
4.155 0.052 0.058 0.331 0.188 0.241 0.241
4.421 0.140 0.158 0.369 0.162 0.092 0.377
4.215 0.072 0.081 0.307 0.175 0.135 0.383
4.233 0.078 0.087 0.110 0.088 0.253 0.550
4.162 0.054 0.061 0.091 0.067 0.117 0.725
4.033 0.011 0.012 0.151 0.132 0.132 0.585
4.736 0.245 0.276 0.056 0.077 0.184 0.683
4.021 0.007 0.008 0.467 0.052 0.058 0.424
4.7754 0.251 0.282 0.156 0.073 0.135 0.636
4.155 0.052 0.058 0.089 0.089 0.208 0.613
5.116 0.372 0.418 0.280 0.127 0.096 0.498
4.073 0.024 0.028 0.076 0.076 0.191 0.657
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4.348 0.116 0.130 0.193 0.304 0.322 0.181
4.000 0.000 0.000 0.250 0.250 0.250 0.250
4.006 0.002 0.002 0.067 0.317 0.317 0.300
4.922 0.307 0.345 0.641 0.242 0.079 0.038
4.328 0.109 0.123 0.073 0.124 0.241 0.563
4.081 0.027 0.030 0.087 0.284 0.428 0.200
4.591 0.197 0.222 0.053 0.130 0.250 0.567
4.069 0.023 0.026 0.408 0.078 0.097 0.417
6.954 0.985 1.106 0.176 0.153 0.474 0.197
4.607 0.202 0.227 0.047 0.254 0.112 0.586
4.155 0.052 0.058 0.142 0.241 0.309 0.309
4.155 0.052 0.058 0.241 0.175 0.175 0.409
4.496 0.165 0.186 0.364 0.151 0.089 0.396
4.186 0.062 0.069 0.209 0.299 0.239 0.253
4.000 0.000 0.000 0.100 0.300 0.300 0.300
4.000 0.000 0.000 0.100 0.300 0.300 0.300
5.122 0.374 0.420 0.155 0.255 0.195 0.394
4.155 0.052 0.058 0.142 0.309 0.309 0.241
4.061 0.020 0.023 0.395 0.163 0.278 0.163
4.033 0.011 0.012 0.074 0.321 0.321 0.284
4.515 0.172 0.193 0.317 0.339 0.092 0.253
4.061 0.020 0.023 0.330 0.200 0.330 0.140
4.115 0.038 0.043 0.523 0.263 0.099 0.116
4.683 0.228 0.256 0.155 0.345 0.155 0.345
4.155 0.052 0.058 0.409 0.175 0.175 0.241
4.954 0.318 0.357 0.047 0.234 0.597 0.121
4.647 0.216 0.242 0.092 0.224 0.648 0.035
4.264 0.088 0.099 0.350 0.123 0.235 0.292
4.000 0.000 0.000 0.250 0.250 0.250 0.250
5.920 0.640 0.719 0.310 0.223 0.193 0.274
4.155 0.052 0.058 0.096 0.169 0.368 0.368
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4.081 0.027 0.030 0.459 0.305 0.143 0.093
4.061 0.020 0.023 0.210 0.298 0.246 0.246
4.795 0.265 0.298 0.254 0.131 0.522 0.094
4.607 0.202 0.227 0.586 0.259 0.109 0.045
4.486 0.162 0.182 0.186 0.405 0.163 0.246
4,207 0.069 0.078 0.182 0.192 0.135 0.491
4,948 0.316 0.355 0.435 0.155 0.265 0.146
4,683 0.228 0.256 0.258 0.576 0.115 0.052
5.811 0.604 0.678 0.263 0.272 0.311 0.154
4.207 0.069 0.078 0.222 0.609 0.087 0.082
4118 0.039 0.044 0.394 0.295 0.205 0.106
4.496 0.165 0.186 0.462 0.185 0.081 0.272
4,595 0.198 0.223 0.405 0.316 0.113 0.166
4,249 0.083 0.093 0.286 0.210 0.286 0.217
4.486 0.162 0.182 0.287 0.329 0.239 0.145
4,000 0.000 0.000 0.250 0.250 0.250 0.250
4.347 0.116 0.130 0.230 0.217 0.437 0.116
4,773 0.258 0.289 0.354 0.302 0.221 0.123
4.234 0.078 0.088 0.093 0.213 0.098 0.596
4.155 0.052 0.058 0.169 0.096 0.368 0.368
4,340 0.113 0.127 0.197 0.360 0.360 0.084
4.121 0.040 0.045 0.195 0.276 0.391 0.138
4.298 0.099 0.112 0.603 0.075 0.245 0.078
4218 0.073 0.082 0.442 0.102 0.393 0.062
4.155 0.052 0.058 0.169 0.368 0.368 0.096
4.466 0.155 0.174 0.087 0.601 0.265 0.046
5.603 0.534 0.600 0.503 0.322 0.144 0.030
4.253 0.084 0.095 0.621 0.232 0.082 0.064
4,061 0.020 0.023 0.347 0.246 0.204 0.204
4,709 0.236 0.266 0.097 0.131 0.279 0.494
4.663 0.221 0.248 0.656 0.234 0.068 0.041
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&4 7|5t At
SAEA 0.370 0.361
WiFelE ol 2 74171 0.154 0.165
e 282 0.225 0.224
7tA 9 714 0.251 0.250
[ Total ] 1.000 1.000
[ HH2HA] ] 4.004 4.247
[ ddA4 ] 0.001 0.082
[ dedule ] 0.002 0.092
SHeI&Ae] B Fakx
oF91&4d Pl e Er Y o i oF91&4d Pl e R o
&4 ot 0.370 0.361 Qlefljo] & ARl 0.219 0.236
2419 AT 0.154 0.165 Eloj24 0.134 0.130
o] TRy 0.225 0.224 ljfgﬂféﬁjﬂ 0.177 0.172
A9 AR 0.251 0.250 ARl 2N 0.471 0.462
Total 1.000 1.000 Total 1.000 1.000
| 15 4.004 4.247 o 15 4.017 4.392
AR 4 0.001 0.082 AT A5 0.006 0.131
AyHgu & 0.002 0.092 AT H& 0.006 0.147
& ngw % 0.194 0.219 7 Eﬂ‘;ll%j 0.322 0.319
At Al o 0.251 0.232 e}l 714 0.288 0.276
ijwol 0.276 0.265 A RS A 0.240 0.232
99 7K
A A] A ol /m
S 314 0.279 0.283 SRl T3 0.151 0.172
Total 1.000 1.000 Total 1.000 1.000
A4 4.009 4.443 A4 4.019 4.459
RIRu RS 0.003 0.148 AT A5 0.006 0.153
A& 0.004 0.166 AT H& 0.007 0.172
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ABSTRACT

A study on the service quality of buffet restaurant
—~KANO model, IPA analysis, AHP analysis—

Kim Kyung-Ja

Major in Hospitality Management
Ph. D. of Business Administration
The Graduate School

Hansung University

We wused the IPA analysis for the evaluation of the selection
attributes to conduct a comparative sample T-test to examine the
difference between the importance and the satisfaction and the recognition
of each quality attribute. The AHP analysis The hierarchical comparison
matrix is constructed and the normalized priority vector is calculated for
each level of the hierarchy. The comparison between the IPA analysis and
the AHP analysis reveals the difference between the operator and the
customer in the important part, We derived strategic and practical
implications for the operational efficiency and management performance,
while the importance is high but the importance of the customer is low,
the importance of the operator is low but the importance of the
customer is high.

The attractive quality factors of competitive advantage through
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differentiation and customer impressions are diversity of menu in hotel
buffet restaurant, arrangement of table considering convenience of moving
in professional buffet restaurant, promotion of discount / coupon / sales
And analyzed the diversity of menus, discount / coupon, and sales
promotion in a general buffet restaurant, and suggested ways to maximize
customer satisfaction based on analyzed quality factors. We analyzed the
difference of importance between customer and operator through IPA
analysis of client — centered and operator — oriented AHP analysis. As a
result, operator 's importance is high, And chef's knowledge and skills.
Operator's importance is low. Customer's importance is high in hotel
buffet restaurant with diversity of menu, prompt service response, kind
and friendly employee, diversity of menu in professional buffet restaurant,
overall cleanliness, The overall value of good value, reasonable price,
dining experience, overall cleanliness in the buffet restaurant, prompt
service response, friendly and friendly employees, analyzed by customers,
but not important to operators Part of It was said to help operators to
minimize these differences. Based on the results of the study, the
theoretical implications, practical implications, limitations of this study,

and suggestions for future research were presented.

[Key word] Buffet restaurant, customer satisfaction coefficient,

Kano model, IPA analysis, AHP analysis
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