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ABSTRACT

Impact of Sushi Omakase Restaurant Selection Attributes on
Customer Satisfaction and Behavioral Intention
—With the mediating effect of Customer Satisfaction—

Yoo Dong—min

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant

Management

Graduate School of Business Administration

Hansung University

The size of the restaurant industry has surpassed 100 trillion won,
surpassing the market size of 99 trillion won before the outbreak of the
coronavirus disease (COVID-19), but this is due to the increase in
restaurant menu prices, and the polarization of the restaurant market is
deepening (Chosun Biz, 2024). The restaurant industry can be seen as a
consumer trend that best reflects the current era. However, the market
changes very quickly and the needs of consumers are also very diverse,
making it difficult to understand consumer behavior (Choi Ho-joong,
2019). The factors that influence customers when choosing a restaurant
have been an important research topic for a long time, but research

related to the concept of a sushi omakase restaurant is relatively lacking.
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Therefore, this study verified the influence of sushi omakase restaurant
selection attributes on customer satisfaction and behavioral intention,
targeting customers who have experience with sushi omakase restaurants,
and verified customer satisfaction as a mediating effect, and composed the
sub—factors of sushi omakase restaurants of atmosphere, food quality,
personal service, and reputation. In addition, a survey was conducted
with people who have experienced sushi omakase restaurants, and out of
a total of 500 self-administered questionnaires using mobile
questionnaires, 13 questionnaires with insincere responses or missing
information were excluded, and the final sample data of 487
questionnaires were used for empirical research using the statistical
program IBM SPSS 27.0 Ver. to verify the research hypotheses.

As for the academic implications, first, the selection attributes of sushi
omakase restaurants and customer satisfaction and behavioral intention
were reestablished and the influence relationship and correlation were
analyzed and verified. The sub—factors of the selection attributes were
composed of atmosphere, food quality, personal service, and reputation. It
is academically significant to analyze and derive the results of the
mediating effects of customer satisfaction, behavioral intention, and
customer satisfaction of consumers who have used sushi omakase
restaurants.

Practical implications First, in the relationship between the attributes
of sushi omakase restaurant selection and customer satisfaction and
behavioral intention, human service was rejected. Since customers come to
sushi omakase restaurants to enjoy their meal time by paying a lot of
money, we would like to present practical implications that can increase
customer satisfaction and behavioral intention by responding with body
language, such as eye contact, behavior, and positive response, among

nonverbal communication, rather than an appropriate service mind.
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Second, the research results showed that customer satisfaction has a
very significant positive effect on behavioral intention. This is thought to
be a proportional relationship in which, as customer satisfaction of sushi
omakase restaurants increases, behavioral intention, that is, intention to
revisit, intention to reuse, and intention to recommend, also increases. In
addition, the importance of identifying marketing factors that can increase
behavioral intention by understanding the value of sushi omakase that
customers think of is presented as a practical implication.

Third, the mediating effect of customer satisfaction among the
sub—factors of sushi omakase restaurant selection attributes, such as
atmosphere, food quality, personal service, reputation, and behavioral
intention, was found to be partially mediated by atmosphere and
reputation, but partially mediated by food quality and personal service.
This is the result of frequency analysis of the expenditure amount per
person in the frequency analysis by usage pattern characteristics, 180
people (37.0%) spent 100,000 won or more to 150,000 won, 69 people
(14.2%) spent 150,000 won to 200,000 won, and 80 people (16.4%)
spent 200,000 won or more. The total number of consumers paying
100,000 won or more was 329 (67.2%). They naturally trust the food
quality of sushi omakase restaurants, that is, taste, seasonal ingredients,
and chef's skills, and the personal service is also the best service for my
meal time. It is not much different from the past when people visited
hotels to enjoy the service as it is, rather than the taste and service, but
the atmosphere and reputation showed a partial mediating effect of
customer satisfaction between the atmosphere, reputation, and behavioral
intention. It is not meaningless to show a partial mediating effect, but the
restaurant is luxurious both internally and externally, so that customers
can enjoy sushi omakase. They pay more attention to the flow of traffic,

lighting, tables, etc. from the customer's perspective, and reputation is not
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built overnight, but Japanese sushi. If you treat your customers with the
same level of care as artisans do about food quality, they will be satisfied
during the reservation process and before they visit, and this will lead to
their intention to act. In this regard, I would like to present practical
implications on what can be expected to stimulate customers' desires and

lead to their intention to act.

[(Key words) Sushi omakase, restaurant, selection attribute, customer

satisfaction, behavioral intention
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