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<E 4-8> ATEATH EAe] mE AN 2ED Fol
EEREES =

T #3949 | Ay | owsd | sy | 3 o
M |SD| M |[SD| M |SD| M |SD| M |SD| M | SD
R 335 | 790 | 340 | 700 | 342 | 6% | 341 | 707 | 315 | 736 | 334 | 591
<k o4 338 | 630 | 334 | 625|339 | 619 | 346 | 616 | 329 | 641 | 337 | 505
t-value(p) 337(699) | -798(425) | -.393(694) | .603(547) | ~1.738(.083) | .416(679)
20th 337 | 801 | 333 | 701 | 338 | 681 | 342*| 733 | 301°| 774 | 329 | 57
e 30¢H 333 | 678 | 342 | 637 | 337 | 666 | 336" | 648 | 325" | 652 | 33 | HM4
400 ©1%F 343 | 769 | 339 | 721 | 353 | 646 | 363 | 612 | 339" | 646 | 347 | 569
F-value(p) ALA(661) | 582(560) | 1.453(235) | 3.870°(.022) | 7.7097°(.001) | 2.147(.118)
Zo|3} 3407|812 | 334" | 602 |3.35™| 534 | 3.21% | 566 | 269 | 794 | 318" | 469
297 sk =9 | 318" | 633 | 326" | 597 | 324" | 619 | 327" | 657 | 323" | 636 | 324" | 522
fj 434 gt ¢ | 3517 | 760 | 352° | 771 [356| 703 | 363 | 678 | 327" | 694 | 349" | 5%
o e R 358" | 594 | 347" | 565 | 369° | 619 | 359" | 608 | 331"| 810 | 352 | 58
F-value(p) 6.399"(.000) | 4.2627(.006) | 8.220"(.000) | 9.452"(.000) | 6.905™(.000) | 7.370°"(.000)
AR 358" | 661 | 349% | 700 |353"| 682 |356™| 667 |317"| 727 | 345" | 534
AR 3187|788 | 327™ | 642 | 323" | 700 | 332" | 730 |3.15%| 648 | 3.23™ | 602
dvil/ 9 =) 334" | 508 | 367 | 563 |361°| 553 |366™| 582 |346™| 573 | 355™ | 439
49 A3 357" | 997 | 349% | 934 | 371" | 469 | 375 | 392 | 377 | A07 | 366° | 577
IR 346" | 179 |3.33%| 492 |350°°| 426 |358| 359 |3.40%| 526 | 345" | 34
34 336° | 776 | 322" | 627 | 322 | 560 | 311%| 650 | 290" | 867 | 315" | 516
7]ef 288" | 730 | 3007 | 566 |3417"| 682 | 313" | 408 |322"| 790 | 312" | 547
F-value(p) 4.8027(.000) | 3.720"(.001) | 4.032"(.001) | 4.6637(.000) | 3.994”(.001) | 4.696"(.000)
1009H) o]at | 334 | 7| 325 | 615 | 334 | 634 | 323" | 641 | 301 | 789 | 322 | 513
101-200%H9) ©o]3t | 327 | 764 | 334 | 721 | 338 | 615 | 3407 | 685 | 320 | 697 | 332 | 587
Elj; 201-300%+] ©]3t | 339 | 665 | 347 | 612 | 340 | 683 |343"| 634 | 322 | 633 | 338 | 505
: 3015k o4k | 351 | 812 | 340 | 736 | 354 | 762 | 3647 | 727 | 332 | 779 | 347 | 643
F-value(p) 1.466(.223) | 1445(229) | 1.102(.349) | 3.604°(.014) | 1.909(.128) | 2.075(.103)
3 336 | 736 | 338 | 674 | 341 | 668 | 343 | 676 | 320 | 706 | 335 | 562

"p<.05, "p<01 Duncan : a<b<c

- 61
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o (p<.0D), AL elM doid e A4 devs 43 B, F5
uoshAle] Ag- BlanA SHA YEbd oA Apol S Bl

of olol AW, ¥t &5 W= FAHLR Fon|gt Aolvt
EFLbA] 94 2k TH(p>.05).

<& 4-10> AEASA 5S4 wE @A E Ao

eA s A
e A dE | AR &Y | ZAE e | aE &

M SD M SD M SD M SD M SD
w4 332 | 724 | 278 | 882 | 299 | 75 | 278 | &5 | 297 | 6%
e o] 330 | 968 | 283 | 782 | 283 | &b | 283 | 813 | 296 | SA

t-value(p) -.219(.827) 552(581) -1.264(.207) 598(.550) .059(.953)
204 328 | 45 | 275 | &6 | 306" | 8B | 266 | &5 | 294 | 619
.- 304 321 | 667 | 276 | 802 | 284" | 692 | 28 | 7771 | 293 | 589
40t o] 349 | 509 | 299 | 8719 | 307 | 7% | 288 | 993 | 310 | 657

F-value(p) 2.993(.051) 2.061(.129) 3.851°(.022) 2.221(.110) 2.058(.129)
anZFols} 310" | 691 | 243 | 602 | 298 | 644 | 251" | 677 | 276" | 467

294 gk =9 | 321° | 621 | 283 | 4 | 274 6% | 272P | 719 | 288 | 5%
S |49A Ot £¢f| 350° | 699 | 286 | 928 | 317" | 833 | 297 | 935 | 313 | 6%
ikl o) 330 | 636 | 277 | 952 | 305 | 768 | 272 | 1073 | 296™ | 757

F-value(p) 5.997"(.001) 2.534(.067) 82857(000) | 3.8907°(009) | 5.3757(.001)

S|l 341%™ | 612 | 2630 | 745 | 301° | 821 | 270 | 905 | 294 | 573

A7 320" | 733 | 294™ | 961 | 285 | 772 | 28 | 82 | 296" | 717

T/ A=) 354 | 589 | 300 | 912 | 309" | 772 | 283" | 826 | 312" | 663

49 A3 36%° | 584 | 33% | 516 | 364 | 234 | 379 | 166 | 362 | 318
T8 308 | 289 | 246" | 629 | 275" | 674 | 308 | 492 | 284" | 463

sHA) 319" | 618 | 253" | 64 | 279" | 738 | 235 | 610 | 272 | 503

7]Ek 303 | 861 | 284 | 741 | 283 | 516 | 297 | &1 | 2937 | 512

F-value(p) 3.4427(003) | 3.9827°(001) | 3.0297(007) | 6.0687(000) | 4.1397(.000)

1007+ olak | 321 | 656 | 259 | 679 | 28 | 708 | 254 | 635 | 280 | 507
101-2007+¢ o8k | 326 | 720 | 279 | 900 | 30l | 852 | 289 | .l | 299 | 678

éj; 201-3007H¢) ©ola} | 336 | 635 | 291 | 787 | 286 | 78 | 28 | 772 | 300 | 608
: 301%Hd o] | 342 | 651 | 276 | 962 | 310 | 732 | 270 | 1003 | 300 | 633
F-value(p) 1.440(.231) 1.890(.131) 1.893(.130) 2.586(.053) 1.402(.242)

A 331 | 672 | 280 | 847 | 295 | 774 | 280 | 846 | 296 | 634

p<.05, “p<01 Duncan : a<b
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A Aol
T
M SD M SD
A4 320 759 322 751
<k 94 318 612 327 641
t-value(p) 160(.873) -703(482)
20h 327 72 328 749
. 30¢H 313 704 320 72
400 o3 323 687 326 656
F-value(p) 1.454(.235) A47(.640)
nEo| 5} 332 59 332 763
) 234 e 4 3.05° 651 315 615
ff 44 gt £ 333 780 332 797
o ekl o) 3.20° 679 323 732
F-value(p) 4.289"(.005) 1667(.174)
3|49 325 672 335" 640
AEA 312 81 3.08° 6%
)/ ¢} ) 322 667 3.30° 849
49 A3 361 732 379 anm
‘ 5 321 531 3.42% 875
34y 321 509 310° 592
7e} 284 846 318 796
F-value(p) 1.8459(.089) 3592°(.002)
1007F¢] o3} 323 626 325 661
101-2002H91 o] 8} 321 723 327 7
Efg; 201-300%H] ©]%} 325 720 329 646
o 3018k o] 301 72 306 755
F-value(p) 1.706(.165) 1.705(.166)
3 319 709 324 74
“p<.01 Duncan : a<b
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ABSTRACT

The Effect of Service Qualities in Foodservice Industry on

Satisfaction, Relational Benefits and Revisit Intention of

Eating—out Customers

Kim Sung Suk

Major in Food Service Management

Dept. of Hoter, Tourism and Restaurant
Management

Graduate School of Business Administration

Hansung University

This study aimed at inquiring into how the service qualities Iin
foodservice industry affects custoner satisfaction and revisit intention,
and communicating the effect of customer satisfaction with service of
customer and restaurant for the impact relation with relational benefits
and revisit intention. The results were summarized as follows.

First, the effect of foodservice qualities(tangibility, reliability,
reactivity, certainty, empathy) on customer satisfaction showed that the
reliability, reactivity and certainty have a significant positive effect on
the customer satisfaction(p<.05).

Second, the effect of customer satisfaction on revisit intention
showed that the customer satisfaction as an independent variable has a

significant positive effect on the revisit intention(p<.01), and if the
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customer satisfaction gets higher, the revisit intention is on the
increase of .745, which the improvement in customer satisfaction is an
important factor for the improvement in revisit intention.

Third, to inquire into how the customer satisfaction, which affects
the revisit intention, is moderated by a psychological benefit, the
moderating regression analysis showed that interaction variables of the
customer satisfaction and psychological benefit, social benefit, economic
benefit and customization benefit were not significant(p>.05), and each
sub-factor of relational benefits, psychological benefit, social benefit,
economic benefit and customization benefit doesn’t moderate the
customer satisfaction and revisit intention.

On the whole, the service qualities in foodservice industry had a
significant effect on the customer satisfaction and revisit intention in
the reliability, reactivity and certainty, which the usefulness was
proven. In other words, the observance of appointed time like food
serving, the confidence, which can believe and rely on, and the rapid
reaction, which really makes much of customers, as well as the
certainty, which is willing to always give stability to them and answer
any inquiries, is closely connected with the customer satisfaction, and
as they receive an impression on employees’ service by these

behaviors, their satisfaction and revisit are made.
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