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ABSTRACT

Effects of Japanese Restaurant™s Dining Space Design
on Emotional Responses, Customers Satisfaction

and Behavioral Intention

Kim, Eun Hee

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant Management
Graduate School of Business Administration

Hansung University

The purpose of this study was to investigate the effect on the relationship
between satisfaction and behavioral expression of space directed by the
customer and the customer's emotional response to customer perception targets
of restaurants to visit customers in a Japanese restaurant. In addition, we want
to provide suggestions for the management and strategy of efficient customer
managers and marketers to operate a restaurant with a Japanese restaurant on
the basis of the development of future results. Empirical research was
conducted for customers using Japanese restaurants in Seoul and the
metropolitan area to achieve the objectives of this research, SPSS Ver for the
report. 18.0 statistical package was used for analysis.

First, women were common in demographic characteristics compared to male,

30s and 40s showed the most. Education is the final showed that more than
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72.3% are college graduates as higher education level, occupation were office
workers and service industry has seen the largest number of distribution. The
distribution of the income distribution was similarly appears less than
¥500won.

Second, the general characteristics of the study sample had occupied the
respondents, more than half or have used more than once a Japanese restaurant
to visit at least one month per average paid price was shown to have over
30,000 82.3%, in particular to pay over $ 75, and it accounted for 31.6% of
the respondents also showed that there is a fairly high price to pay. In
addition, for the importance of directing expression space was more than
average, and [ think this is important as an expression space appeared directed
more than 80%, an important internal factors were considered, the overall mood
and hygiene / cleanliness, staff service order.

Third, customers using Japanese Restaurant analyzed the expression and
cognitive factors in space produced by the restaurant and as a result, the
perception of space directed expression was very high, with an average appears
(M = 3.50) or more. In particular, the cleanliness of the air flow way, comfort
chair, room type items such as the overall harmony of the colors were shown
a higher average. Interior and creativity of goods, on the other hand, the table
in beauty, beauty items such as cutlery was showing a relatively low average.

Fourth, factor analysis of the metrics, style director of the Japanese
restaurant space aesthetics, comfort, creativity, cleanliness, five factors such as
convenience, emotional reactions are derived two factors, such as positive and
negative feedback reactions. Customer satisfaction and behavioral intentions
were also each consist of a single dimension.

Fifth, the way space direction is a result of analyzing the effect relationship
on the emotional reaction, the amount of influence on the reaction equation
space direction is positive is creativity, cleanliness, aesthetics, appeared in the

comfort of the net, convenience was found not significant. In addition, the
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impact on this production type space between negative reaction appeared to
produce significant space on the expression of the factors factor affects only
the cleanliness of the restaurant, aesthetics, comfort, creativity, usability was
found not significant.

Sixth, the formula in effect relations on the space direction is customer
satisfaction magnitude of the equation space directing on the influence of
Japanese restaurants in the dependent variable, customer satisfaction, creativity,
cleanliness, comfort, appeared to aesthetics net, that convenience is not
significant as it appeared. In addition, expression space directing effect
relationship on the degree of this act the size of the impact of this equation
space direction in FIG dependent variable behavior is creativity, comfort,
cleanliness, it appeared to aesthetics net, convenience was found not significant.

Seventh, the relationship between the emotional response and customer
satisfaction. Emotional reaction of the positive reaction of the independent
variables to gave customers a significant impact on customer satisfaction, the
negative reaction was not as significant. In addition, the relationship between
the degree of emotional and behavioral reactions but positive reactions of the
emotional reaction of the independent variables to give customers a significant
impact on the behavior and negative response was found not significant.

Finally, the effect on the degree of satisfaction between the actions appeared

to affect significantly the positive (+).

[key words] Dining Space Design, emotional response, customer satisfaction,

Behavioral Intention
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