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ABSTRACT

The effect of Japanese restaurant dinescape on
emotional response
—Mediating effect of relationship quality—

Kim, Young—Kyo
Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant

Management

Graduate School of Business Administration

Hansung University

This study was conducted to examine the relationship between the
positive emotional response of customers and the mediating effect of the
relationship quality with customers on the physical and social
environment of the Dinescape of Japanese restaurants, cleanliness,
aesthetics, spatiality, and hospitality, and to derive a differentiation
strategy for the sustainability of Japanese restaurants, and to suggest
implications for systematic and efficient operation and implementation.
The subjects of the survey for the study were customers who visited
Japanese restaurants at least once within 3 months in Seoul and the
metropolitan area, and a total of 265 copies were derived as a valid
sample for the final empirical analysis, and the final analysis was

conducted.
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The empirical analysis of this study was conducted using the SPSS
25.0 statistical package program to identify the usage patterns and
demographic characteristics of customers, and the factor analysis results
showed that the Dinescape had high factor loadings and reliability in the
order of aesthetics, spatiality, hospitality, and cleanliness, and was
extracted as 4 factors, and both emotional response and relationship
quality showed high reliability of 0.8 or higher. In addition, as a result
of correlation analysis to identify correlations between measurement items,
the correlation coefficients between all variables were 0.4 or higher,
showing significant results.

Based on the hypothesis verification results according to the purpose
of this study, the following practical implications were presented.

First, as a result of the relationship analysis between the dining
landscape of Japanese restaurants and emotional responses, it was verified
that spatiality, hospitality, cleanliness, and aesthetics had a significant
positive (+) effect on emotional responses in that order. This means that
customers using Japanese restaurants feel satisfied with the seating, table
space arrangement, convenience of movement, and auxiliary facilities, and
unlike other industries, they show emotional responses of satisfaction and
happiness in the environment of the store where there is a lot of
interaction between customers and employees due to the nature of
Japanese restaurants, such as the kindness, polite behavior, and prompt
customer—oriented service and hospitality of employees. Therefore,
managers of Japanese restaurants need to provide regular employee
training so that employees can develop expertise in customer service. In
addition, Japanese restaurant customers should make efforts to ensure that
customers who visit with the intention of spending a lot of money and
receiving corresponding treatment will have positive feelings and visit

again.
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Second, the results of the relationship analysis of the influence of
Dinescape and relationship quality verified that the order of hospitality,
cleanliness, and space had a significant positive effect on relationship
quality, but aesthetics had no significant effect. This means that
customers feel that the restaurant keeps its promises to customers and
manages customers well considering their interests through the kindness
and polite behavior of the staff felt through face—to—face service, and the
service and hospitality that promptly considers customers, and they feel
comfortable and value the restaurant they visit highly. This relationship
quality with customers is most affected by the relationship with the staff,
and it was found that the cleanliness of the facilities and furniture
provided by the restaurant, as well as the space arrangement between
seats and tables, had a positive effect on relationship quality. However,
the aesthetics of the restaurant's exterior (signboard, exterior), interior,
sculpture, lighting, etc. did not affect relationship quality, which shows
that current customers are more influenced by things that are directly
related to them. Therefore, Japanese restaurant managers should focus on
small details to manage customer quality so that customers can perceive
that the overall facilities are important, but they can also perceive that
the restaurant provides something special just for them.

Third, relationship quality was verified to have a significant positive
(+) effect on emotional response. This means that customers who feel
that the restaurant keeps promises to customers well, manages customers
well considering their interests, and feels comfortable and values the
restaurant they visit more highly are more satisfied and happy, which
leads to positive emotions. Therefore, employees should pay attention to
the work environment so that they can reduce stress during work and
transfer positive emotions to customers.

Fourth, the results of verifying the mediating effect of relationship
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quality between the dining landscape and emotional response of Japanese
restaurants showed that relationship quality partially mediates cleanliness,
aesthetics, spatiality, hospitality, and emotional response. This is the result
of the relationship quality that builds long—term mutual relationships by
the degree of expectation and need satisfaction perceived at the intangible
service provision contact point, which is the emotional response that is
the experiential and subjective positive feeling from the experience of
providing the service, including the physical environment that includes the
staff service for providing service in a Japanese restaurant. Therefore,
Japanese restaurant managers should strive for customer management and
employee education so that they can meet the expectations and needs of
visiting customers and build mutual relationships so that they can develop
into continuous loyal customers.

In addition, as an academic implication of the research results of this
study, first, unlike other industries, there are many customer contact
interactions and the importance of hospitality that forms intimacy through
contact with customers and gives good feelings of comfort is high, but
there are few cases of studying hospitality targeting Japanese restaurants.
Therefore, a study on customer emotional responses by adding hospitality,
a component of dinescape, to physical service, staff service, and deriving
a significant influence relationship, verifying that hospitality is a necessary
element for the characteristics of Japanese food, is academically
significant.

Second, current restaurant customers have a strong tendency to pursue
enjoyment and atmosphere through experience. The study of customer
emotional responses by adding customer service to the aesthetics,
spatiality, and cleanliness of the Japanese restaurant dinescape and
deriving positive and significant results has academic significance in that it

verifies that customer service, which interacts with customers, plays a role
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in providing positive emotions to customers.

Third, the study of emotional responses through relationship quality
with customers by adding customer service to the dinescape of a Japanese
restaurant, which is a new study conducted in Japanese restaurants, has
academic significance. Based on the results of this study, Japanese
restaurant managers should recognize that what customers prioritize the
most is customer service, which is the interaction between employees and
customers, and prepare measures for employee management before

customer management.

[(Key words] Japanese restaurant, dinescape, emotional response,

relationship quality
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