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ABSTRACT

The Effect of Open Kitchen Environment Hygiene Factors on Brand
Value and Customer Satisfaction of Hotel Buffet Restaurants

Oh, Kyung—In

Major in Food Service Management
Dept. of Hotel, Tourism and Restaurant
Management

Graduate School of Business
Administration

Hansung University

Modern people no longer regard food as a mean to simply appease
hunger but have advanced to show interest in delicious and healthy food.
Food is now seen as a specialized area and “food is the product of social
structure developed in the most wide—range and friendly state, also
acting as a prism absorbing and releasing diverse cultural phenomena.”
Among this trend, hotel buffet restaurants have become the key element
in supplying food, beverage and dessert as much as one likes along with
the provision of dining place, and at this point of time where kitchen
environment hygiene is becoming exposed due to open kitchens, the
kitchen environment hygiene factors perceived by customers is emerging
as an important task in improving brand value and customer satisfaction.
There has been many studies on the job satisfaction and job performance

according to kitchen environment hygiene factors of cooks working in
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hotel buffet restaurants. However, there is not much study on kitchen
environment hygiene factors in the perspective of customers in this era
in which the structure of hotel buffet restaurants is changing to open
kitchens. Now new plans and differentiated competitiveness are required
by hotels in order to satisfy the wants of customers and improve brand
value, in the situation where the wants of customers that visit hotel
buffet restaurants are changing from hour to hour. In order to achieve
the goal of this study the open kitchen environment hygiene factors and
brand value of hotel buffet restaurants were investigated. The various
theories of preceding researchers, and the relationship between related
variables were obtained. Then, the research model regarding the
relationship between related variables was suggested and the research
hypothesis was derived accordingly. The collected survey data was
analysed utilizing SPSS 18.0 statistical package program and in order to
improve the wvalidity of survey, 322 questionnaires out of 350
questionnaires were selected focusing on the customers that utilize the
hotel buffet restaurants. Frequency analysis and descriptive statistic
analysis were carried out in relation to the demographics, and factor
analysis and reliability analysis were carried out in relation to the open
kitchen environment hygiene factors and brand value of hotel buffet
restaurants. In order to verify the hypothesis of study, multiple
regression analysis was carried out, and as the result of correlation
analysis in investigating the correlation between research concepts, it was
shown that the selected attribute factors show a meaningful relationship
with the dependent variables — brand value and customer satisfaction.
Among the kitchen environment factors, cooking hygiene and storage
hygiene factors showed a relatively higher effect on brand value, and as
shown in the study hypothesis, the 3 factors — food hygiene, cooking

hygiene, and storage hygiene were identified to show a meaningful effect.
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As the result of regression analysis to investigate the relationship
between the open kitchen environment hygiene factors of hotels and
customer satisfaction, it was identified that food hygiene, facility &
apparatus hygiene, cooking hygiene and storage hygiene show a
meaningful effect.

As the result of regression analysis to investigate the relationship
between brand value and customer satisfaction, it was shown that the
higher the brand value was, the level of customer satisfaction became
higher.

This study is meaningful in the aspect that it derived systematized
factors in order to investigate the effect of open kitchen environment
hygiene factors of hotel buffet restaurants in creating a differentiated
brand value and improving customer satisfaction, and also as an empirical
study for wverification ranging from the brand value of customers to
customer satisfaction.

Among the environment hygiene factors of open kitchens, facility &
apparatus hygiene was shown to act as the most important factor, and as
the purpose of utilizing hotel buffet restaurant there were diverse
purposes such as various meetings and events. Also, instant cooking was
of high proportion, which led to kitchens becoming opened and
environment hygiene factors of open Kkitchens advancing to play an
important role. Especially, factors such as the cleanness of self—service
bar, hygiene of grill, ventilation facility and food display objects can be
said to be the most important factors perceived by customers. This study
carries out an integrative research that investigates the effect of hotel
kitchen environment hygiene factors on brand value and customer
satisfaction — an area in which there has not been much previous
research. Through this study, the importance of open kitchen environment

hygiene factors of hotel buffet restaurant in affecting brand value and its
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specific influence relationship with customer relationship is investigated.
The implication that open kitchen environment hygiene factors can
strengthen brand value and improve customer satisfaction is suggested.
Therefore, this study will provide useful information in improving open
kitchen environment hygiene and increasing both brand value and
customer satisfaction. However, there is difficulty in generalization due to
the limitation of sample collecting process since the survey was carried
out targeting customers of hotel buffet restaurants in Seoul and Gyonggi
Province only. In the study of influence relationship regarding the effect
of open kitchen environment hygiene factors on brand value, the grade
and district of hotels were not additionally distinguished and taken into
account, and the fact that the kitchen environment hygiene factors were
derived based on previous studies which led to the survey being made up
of limited variables can be seen as limitations. In future studies, these
limitations need to be sufficiently revised in order to achieve a more

complete study.

[Key words] hotel buffet restaurants, open kitchen, environment hygiene

factors, brand value, customer satisfaction
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