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gfolHAIE 7Z|Eo=m ZAstla, Upadhyay et al
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¥

(2007)2 7FEE 91t Fart £l dexet HRE S48 Y2E
ol =94 —'51}78‘ AeigAdeol] xdtste] Hrlstry. xRS At (2007)
o] AFo|AE A (private room)] FF& ZJte] SHAEZS 2

4 EAL Adgsida. g14(20158 dH2EFO ETF 4 ‘?i:rloﬂ*i
Aulg, ARG, FE44, "o, TS EHF FHHSE xEibote] A
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At
oty H= H EO]E]-(Kukar—Kmney-Xia & Monroe, 2007
darae] Ausd F 714 0 s B

o] 919 st RSl A psel, B e g Az 7

gro] AlES H7lohe 448 gAY e, 7Hol AlES wddhs FF
87t "Hohe A7 FRE olFtH(Sawyer, 1975). 1y A9
AAER AHEY F 714 2 7R Y she] ARG B/EE AFelM =

A0 Al HH 7hE 9 ﬂﬂ%-@@aﬂ %@-%wéﬁ SgEolL}
F1 9 gH g% Jd3 digle] AM] EdES mdstE JMIHIE &
FA7171 St EF 5o Re Aido]l FF WrgEofoF FaAtel An|At

Oliver & Swan(1989)& 7}Ao] ZAA =Ay Taste] 714 9 7}
A Ag£Ae] ST AR AEAST wE S8 AU

P4 52 mste] dystnh olET(Q01DE Hikwe] sy F
71214 ﬂ,&ii-gﬂﬂ ﬂﬂ,ggag_m npol gl o

HElE A aBppeld A AnriARRE 29E 4 e,
MEIE Sl AvdAe aHAPE diF AlEe FEiA AdRlFe=
bdel HA AlFel ditt Bee A HE AlEe] AyEl Adsolu 7t
A EARC] S84 2YE A Hue Aot A AFEe 7H4
o Adeolzte AARd Ao 2de FA9 7IEe] M fFe &
Hlojds aHAREo] AAl F2 AlETe AP, Jhdde] mE &
HlodE o2 HAEEE Yol fEgE Fe AE S skl "o
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2.1.42 2¢e] Aujx 4

AelA FA-9] =Ho dioto] Parasuraman, Zeithaml & Berry(1985)
=, AHAe] F-olgk 7ol AlFstr] oo iiZlo]l Z|diRt AfH]Aet
ARz e MB[AS] pFEoA AT 4 Qe ARo|E o] AfH|Zof o
§F 1Zo] Fitjet 2|7 Atelo] EYUX| FLet Wekolw 1 Zfolrt Ao
5 o 2 AHA FHo] AlFH ez Hridjop il sHATHAA
ZF, 2019). 1992¢ Cronin & Josephv= AH|A F4E E4 4
(physical environment quality), 228 &2 (interaction quality), Z
#4d(outcome quality) 2 25t 3712 2ol FxRYPS A|A|sH
ojglgt 32t FxHYPO FAQREL T H2EZY AHA EFHe
S3st=dl A8 glon, @2 dAfolAd AYe ®HEe fF 18n
Ay He o=z JAAMHIAE SA5aL ATh(E2, 2018).

o|e} FEIste] QAU ot AH|A HFo] @2 P4 YAEY
< AHAS] RAFA SHe M2 w9 SAst Stk Brady &
Cronin(2001),  QIFAHIAE= AH A A oA e A9 HE
(attitude), P (behaviors), 1l
S, 2018). oA7A HEZ=
o] z|Alat E Aolx
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_:1_1:1

k]

(tangible cue)Z Ao W, A FH QA (ambient factor), TARIQ
A~(design  factor), AFS]H Q4 (social factor)2 EFsS
H2012). Canny(2014)= HAEZA AAlst= &9t F54a3%F 2=
o] &¥& &FolH, HAEFZSY 7ls, 3, "R Ay, 1¥il xHol
olof EetHty At =4 2}740131' AgEds Brlstrl o
54 vdoEE AA ool AA &4 & A steAl oF, QlHEE
ojfzelo] AlZAHow wi=AQlz], YAEZo|A ARt Qe Aol &
g E7IE AEcheAl, £Ee "Rt E9VIE dAESEAE 2
=% ol&siith.  d3AAmAAee]H (20142 =2A fEeE 2
71, 571, 7], 4w, 79 dish, 33 dolobr(dW TRl W+
Aol mdA, FZEiA, 7R, AFHARRL 2, FARD, AR ds
F(AR”/EE, HolEAE, =49 d=0A, =1 2 AA, /AR
So® SIS st B4 €42 HrteIH(HAE, 2018)
Bitner(1992)+= &34 &HS ‘AH|AAFAO|Z(Servicescape) 2= &
ol Jfg3lsty ol FH a4, FIHA Hix|el 7154, BAW, 4 H
Z23E TY sifleaz J9F BEE B7FHA, Raajpoot(2002)-&  £]4]
Ageld 794 F2 e 54E& #Aste] TANGSERV'E 7HEsial =
Hog4a(Ee, 2k 5), HARIeAMA, A HiA] F), FEARLALA
&4, 98 Y AYsAY stedsEs AAdst] 734 FEE S
A5ttt Ryu & Jang(2008)2 ‘DINESCAPE BAH-S 7fdtste] A4 9]
g (QUeEle]oir 2], A2, #A71AEY B B/, HiFEe, 2o,
[ ST EU S = el = 2?—‘:— Z29, HolEAB X7l H AEH), Hjx], A4
AME|A(R Y] R, migAd) T ol 84F =94 & AEEAY] S
asz FAste] FH4S Brhoksih
B AL ME AYPATE Higer EeEly I 2 AES5HS H
7¥sb7] gk steldesw AU #9171, AdidEel, 9 AE
QR AAE YA T 47HA 94R FAHSHAH. olF AW EH7I
A, AMAReR A EAES Fv WEE] dHHoHARIH%
2%, 2k, HolEAY, &9 A=A 5 AAsH]
_ 30 -



w9719 AE AFE Bristal duidHzElele HHt A
BEol W7l A% AuivkdA, 7, 2971 e So Ao
A oede AE WUk F9 A9y ffdesre ddA
o 9 Aol Al|n], FaRske] H] Jreb o8 HA 3
Zhstar, Aoy o B WeRe B8 74 AEE
4 Aeas Wriste 294 SAEEde] T d=E

il

_I

|

Q.

=)
N
o

FUo
>,

o]
=

N,

1

Y
o,
olr
o
&
od

e AFHE AE 9 Au29 gtz AFHE FA(ZR9E,
2013)= Eohw, TP Autel v ho] FoAgo] o= AHxol AP
o= wujziel AH|AeY] TAA FHEOIA] = A

] der|FEolth. ol AE Ee AH[A ATl FHAL 7o)
O 7S AR ofAstEA AME 2ol %ﬂ@%lfzm%.

TE %?}E}(Xla Monroe & Cox, 2004) JAES AGoA TAEL 7]
zo] Aol FAGH AH|AE AYslw dutHoz IFPA FHI} @
Aol Agste |9 = Hlalste] ZQlo] A|lFHte AujXof digt 7H4 ¥
A4 ARE Hrtd(Jin'Line & Merkebu, 2016). 7F4e] FA44dL2 1}
Aol A&t 714, A AAl, T THAHA] ditt BN 22 o
&t gl o] wHEHtH(Heo & Lee, 20115 Homburg, Totzek &

Kramer, 2014). o]t AtgdEoloMr mixlrlzx]o]|z|ut E35] HAEH AFY
oAM=, o] HHst= As°l & EFEA &7 "ol A 7HH0]

a2 A == Oﬂ’%% s Fasital & 4 Adn (|4, 2019).
3t

A
7tA 9 7] Aol Hrtel weste] Wilson, Zeithaml, Bitner &
Gremler(2012)«=, 742 2AS5oA Fdo diet A9 22 9=
St ZAolnz wr|d i ISdiggt Fdstazr oF o] oYzt S



712¢l 1Al EAEstRE Tsie] e AEsHA AAor gty 5}
ok Al AEold Au|2o FARt FpAoluy Fixlo] gk AdE&
Aol MATo)A THA HiFsts bR (value for money)#Hs FEC

2 o 3 e =4 =FEnt FGrizlo] g=t(Sweeney et al, 1996
Gallarza & Gil Saura, 2006), AZtH 7Hx= otFet SHA EH5HA
TAAEe] Joerg, ol ke AZE ZEAIE o fe] 54 =
HARe 2= 7HX9] NE AAE Edste] Brishr] offgtiil Skt
(Sweeney & Soutar, 2001; Al-Sabbahy et al., 2004). wztA 714 2
7HE #ol7] SRt AN &F, & #Ed Eoly H &%, 595
]

Aeel spdele] ofnlE wrad sbAelt shx A&

T—— 1=

]|\ —
o
lo
k>
e
|m

4 9 W7k 1 oot acka sk

MM b de] A% olulsts spdule] mhd ofmz, AHAY

H Aeld wEge oushodgrbd 5, 2019) olEid M U

She ofml kiAol YT EF 1A Ao AH wEAS A

1ot @rjele AMEAS @ wgsty gonz olEd Aey Rz
J

o,

7b7b e Fasit s E

Holdul, 2002) 74 B 7RIS AlEskes 7lEol Hal Q7] diEeld
Uob7t BRE A= dibdoz B Aokl st Bl AR olde
F7op7] gl ez o]gHA Q7] wEoln(Hhg <, 2013)

2 dFolME, o #2 AWASLE HiEeR JH4 9 7pA ™%
4ol shel FAeAR HARIAE 2 FHW), AT JHE, wEeEd
g5, VHHl S M sheleaE AAdst FaE-TER B pAE
AE st sheles F A= B B Hilcyg, o
B, A" Hgol A WrtEe ARE SAskl, AAT HH2 34
A ARy AANA Esivh ¢ He AAeEe] 7HH A4RE Bt
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o E3 52 SNSof| AAlEe] e HAEY B AHH T
SHeF tofgt ofHlE YAt T Sote] M 2 7Y AHE X
Agstazr ot &5 BEE Hrlkoty, 7Hvle 71 Qo

oA AlFshke A9 A, wlwol A4, £9171 59 ANt 240
g nAo] FHAAA wE aF JrE wHd 4 s AR 7%
Sto] AaE Hrijtth o [® 2-5]9F [ 2-6] AEZ A

[ 2-5] 2EF HEsy A7 APATEH)

=49 24 Qo] MuAgd =774 24 7t 8 7HA]
=41 _

A1 =4 v 2 A AY Ad) e A A A A4 i%”é il 4 A2t
ot Zel| o A | o o8 A4 E9l H PSS B & ?ZJ 1]
| olg| S| A | AR B = | $4] 71 | = A 71| 2
o o) o o|o |o ¢} 0]5-¢1(2020)
o) o) o) o o|o o) FAFE(2020)
o) o|o |o o | o o | o o |o FEH(2020)
o} [¢) o} ¢} le) ¢} o | o A73A42019)
o) o |o o|lo |o o) ¢} 2 5%(2019)
o) olo|lo|o|]o|lo|o o|lo|o |o|o 22145(2018)
o) o o) o|o o o | o o] ¥£(2018)
o|o o o) o o 73+ (2018)
o} ¢} o} o|lo |o|o o | o =8 (2018)
o) o|lo | o o | o A2$-(2018)
o) o o|o |o O 2213 (2018)
o) o) oo |o o o |o o]&(2017)
o o o o o | o whEE (2017)
o o) o o | o o|lo |o A/94(2017)
o| o o) o| o| o o #9435](2017)
o o| o o © O O O] H#dl¥2016)
o ol o ol o AEF(2015)
0 o o| o o| o| o o F22(2015)
o) o| ol ol o| o ol ol o| o AE4(2015)

_33_

& o

I



O | AZF(2014)
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Hlogp
>R 1>
Ofedle
ot 1>
o%lo % |
ox 4
o Nk
o
Holo,
oo

ol o,

[

Q74

(@]
(@]

Kyung—ga Kim,
Kang—hwa chot
(2019)

Robin Di Pietro
(2017)

M.MujiyaUlkhaq
(2016)

Hung—Che Wu &
Zurinawati Mohi
(2015)

(015

Velj koMarinkovic
(2015)

Soocheong Jang

& ntHa
i

Sj eZnaGagicé
(2013)

HkeyMn
013

PhilemaOyewole
(2013)

PhilemmOyewole
(2012) o

Jooyeonkh
012

Kwun
(2012)

Hoke Min
(2011)

Kisarg Ryu
Q1D

Jooyeon Ha, Soo
Cheong Shawn)
Jang(2010)

Kisang Ryu and
HeesypHan
(2010)

Ussula-SigridBougour
e
@10




Woo Gon Kim

o o o o o (@] (@] (@] (2008)
Yinghualiu

O O O O O O O O O O 0
YoungNamkung

o o o o | o andSooCheong S
hawnJang(2008)
Kisang Ryu &

¢} ¢} o | o SooCheong Shaw

n) Jang 200B)
Young Namkung

° °l1° © Q0D

O |0 |0 |O 0|00l |j]ob|O0|]O|O|O|O|O 2 a+

O | 0O
FAYATE HOR A Ay

2.2.1 TIPA B4

2.2.1.1 IPA EA7|H

IPA(Importance—Performance  Analysis, $8L=-=L: E4) 7|H
=, &HIATE BT AFolu ME|AE o|gshr] Mo I AFFEolu A
A5 AEshk= d QoA omdt £42 FasH 971 U=AE Bt
Shul, ol Tolt olgnt ArErb WERY 428 BrGoRH L4
So JjHel Zamel WEEES EA6] @ BAstel AUz g
vt ATE wigem FYA} £9A7 AW A duom o4

PEE AT



T owEA daE ZEY & dvke FHE oHEES, 2019 ;5 Lai &
Hitchcock, 2015).

[PA BA7]H-e, Martilla®t James(1977)] oJ5te] =4 il
SA&E AhE Fakel UEL-4FEE Huste] 2 E
2 AMEAHH A, 2019). 71ge] BAZ & A WHEES A
S8rel ELE melste] Far diH BERrt W2 BLES
Adgtte =E24, $aret HEEE AR Bdstd FAR-TEL
FAMPANESAE AZstote] g1 4 qlokelsehAisty, 2010).
olg|gh olfE uiAd HopollA EF SlAte] AlEe| tiste] 1A whE
EE mofolr] fste] ZWA E8ET glom, ARslEZx], FAs, a1
PAst Hof SAAL Az 9 A digt HELE EAsty] Aste] 4
2] a5 QHFH PS8, 2014 ; ALE-FYol, 2014 : HAH-]
T, 2015).

FARCRE HAHEdA, WA Faxe UEE SHT o TIEEH(EF
AE)T NEH(TERD)E 7|IEC2 ot 2x¢e] TRE Ao, BA

A

9 2-13 2ol AN ARwe] Tzhd Rxe] et 1 &4 oujs}
5ol SITH(HE5, 2019).

ol A
I FH(MAHEH) AAFE( 1 AHEH)
93 38R, 22 WHELR 2 548E, 22 UEL
(possible overkill) (keep up the good work)
at
=
A =G A(MAHESH) AF IS (VAEH)
92 38, ¥ HELR 2 348, U2 =L
(low priority) (concentrate here)
A v
2 T8 = a

[ 2-1] IPA Matrix
*Zk&: Maritilla, John.A,(1977)¢] A2 7|Htog =z} 2|34
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(79 2-1)°] Wee Awuw, 4 [AEWHA-kep up the
good workle IACRHE Fdel Hesd Wrh An FAE 2 W
b BE e Hopa aHAEc] s Adsdel dsl FaskA A
Zstn glonz 7199 GAelAE o AdsAe] i $98 fHo]
g Austy AAL ALHA slok st ALY Holue

2, 2019; AA=, 2014).

=4, TAEHE}Y-possible overkil)2 FTLE+= =4 oy %
L7t B2 BRo=E AHAEE FasH AdsHA] v d9delx &+
skl W) oA FAE dojuil lual =& 4 UtHEFEZ, 2019; AA
T, 2014). oA AltE AHFS TAHEHAE]-possible  overkil )3 2
< Y FEe] FSstke HlmEAo|n Ay @2 kel oo jF
tHH G =, 2016).

A, MAREHEG =H-low priority)& 11750] AZteh= 4 &4
o] F8Eel WLl FAY BT W Folx F7HAQl A HiElA
AAd A7 B AR, 2019). AHAER Y A"EEA
tiste] FQskA AAsHAE 94ar low WEELE A EA UEA|
v Fiolth o] FEE FUIAbHe] FSQEZA|] otk He FEO=E H
o/ keo] EHads duRith(FER, 2019: A=, 2014). olH
G2 Al daide FdArdo] AljtE ofofF it

YA, NAFEH(FHS-concentrate here)2 1o g2HE ZEZO] &4
of it WIIEAZEAY =2 $8E, W2 WEE EolEXN FHMAH Eof
de Yulshs Aoz BAEE A HlEY HESES T Algtt 94lo]
o et Fofg FAT 4 Uty AH|AY AlFO] WEE P2 Sldt
of 7F HFAQJN FAZE Hojof & RFo|w At FExtgE oo

AnE 92 5 b RPEolE Sth@AA, 2019). AW old #
AE WAL AS 2AN el 2 olelgel A & AEE olvlap]

H1
r
=
)
Holl il
o

, 2019; °1ZH5L 2014).
= 712 AYoer Hrulstel O AdE mjlEglAR

J9do] 1A TWELEE oly] 5 LHHoz Extd|of

o
o,
X
ofN
ko
b
o
mlo

i
,
=
rg
Am
o,
N
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AT | PA 719 BEY BT AU wEE | o
(2016) AYE oz W FH o 7ho] T A AT e
Az |IPAS e dAEFE dEsy BAme |
(2018) A2 FHo= e

€905 [IPA BAL olgd tguie maEet Az | oL
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THS ngdd Jhole AL A HAER AL 1725
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2.2.2.1 AHP BA47|4
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(Consistency) 59 84F 7|2Y82 st ok o, AHP= <o}
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Hde fASH]  YalAe  ArSH| W (Reciprocal  Comparison), 524
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d, AFE 2 FH 5o JEEA ol2r7tx] AW AX, uAGAE
8, 23 Jrh HHY o4 viA T ohR EopolA AEAS 9
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o] &H 1§84 = UTHe]HA, 2006)
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=2 T MR

APE 232 99 Mg A58 sasl g9 &
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st} FAEE EEITHALL, 201, AHP EAZME B/l a45e
Fd adet ARA SFAAAER o] AZHSL, AZHAN 8k
So ot 4t MuE Bl] 8450 FREE EEY o, AHE 7}
FA(weighl ABH AYS Skl ot AHe Ange Avst: b
Sl b S 2R PHCILEFAE, 2016, AHPS WHE, ofel A
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LEVEL 2 L2 3..n 1,2 3..n 2,3..n
CEREE g o1 g ot 2 9 ¢ n
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i}

o{x

------------ &I'. 1
anl anQ a’nn
a“-ZLaﬁ =1/a”,a =0
B7EgZel distel, mAle] diglA o] BrlgEeR HlaE st
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@A 3. 2 KRS MEAE AR Tt Ale
(Priority vector)& 9Ju|ol=d] ol Q459 AdEH FaL il
T7b " g0 ele 152 W (Eigenvalue Method)d} i Z| A%}
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Z1 | 3290 41 5638+1.088 | 10 | 551741030 | 7 | 2204
(b) (.028)
A 3.278
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(3 2-22] Aei&gAdof tigh 58 %ot TS 71e] zjo] A% A¥HModern)
=z e
A &Ad St e & &= ¥y
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=4 5170
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THOAERE AQY ARY, F9 AU AR, WHEY BF
1 3
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‘HASH VA F9o Q47 SfdsteTt
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IPA HWEZA
AE5A SHT 884 TAE | UEL
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1549 gt 4 6.336 5.535 = | =2 1
=419 | 2.84Zd ol 5.732 5.449 3s | =2 2
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1.2de] AE= 6142 | 5638 | = | B 1
1—1%9’] [e) ) (o] (o]
que | 2H9e AEA 5638 | 5079 | @& | HZ 3
I 7]
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(3 2-25] AEisAdo]| it 59t TS 7He] zlo] HA AT Premium)
z9n =
A& | sheTEdea & & 3
MS+D o MS+D ol wm
o } 7.274
1820 bk A | 6591+.634 | 1 | 5976+.938 | 7 (000)
o o a1 ae -4.270
o0l | 28AZHoly | 6.244+.651 | 6 | 6.512+.517 | 1 (000)
=4 3371
(a) 3o theFd | 5969+.766 | 9 | 6.236+.771 | 3 <601)
4,47 24 5646+.859 | 13 | 6.118+.822 | 4 E%ggf
Jolo] Z1A 5.681
1799 A% | 6543+.676 | 2 |[5921+1.282 | 8 (000)
21 9] F -3.157
Aupe | 2A9 BEAY | 5992+.821 | 8 | 6244721 | 2| o)
£4 W -3.265
29]0] 4 748+, 992+,
) 3.9 8 5748+ .951 | 11 | 5.992+.696 | 6 (00D)
L. -3.069
4B AXNEA | 5276+ 981 | 14 | 5567+.822 | 11 (003)
JE 3.936
1.AYSTH 2] o] 6.071+£.768 | 7 | 5732+.930 | 10 (000)
o1 Al b 5.203
=87 | 244 B¢V 6.323+.689 | 5 | 588+1.014 | 9 (000)
3+ :
(c) 35Kt oKek] | 5832+.948 | 10 | 5.386+1.569 | 13 (Zf(?;
AXVASPY 6433+.685 | 3 | 6.024+913 | 5 (4(%6;
1A E/gTh | 5921+.887 | 12 | 5551+1.289 | 12 3.574
PeS e on . T (.000)
7143 9 | 2843 714 4606+1.544 | 16 | 5.221+1.704 | 15 220'112)7
7}A] -
@ | 3woEa s% | 4603+.99 | 15 | 4378+1.091 | 16 (35’0715)
47104 6347+.635 | 4 | 530341583 | 14 | 01
) T T (.000)
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Zen|y] A HAEFe] A& sheldasel] ot diexE
=A% ATolA 16719 AEEA sheldase] diRt zeud 4
JAET AHAY] FaLeh TSR Apolols ohgdt 22 o7t Qe
Aoz A ‘FA9 T A, Hde] JHEE, YHE] §2 8
ZoF SELRHT 0.5 oA ol & Aoz yehgon, ‘g4 Z9
olg’, miwel weid, AW AFY, A |2, A

AP AR, AdY
H| A0 A&A A 74 T2 ARt AuiclElel, AU 9971,
T A oEe, AA 9, WA, wiEd &% 52 F8E
7b SEELRHT 0.5 oste] Zolm F2 oz UEHt. 59, 7t4 3
7ol oigk shelAAR A F THHIY S8R F(M=6.347), WEL
ZEM=5.323) 7to] Gapol 1.0242 7P =9ta, Aol MU|AZZ 519
TAARAQl AU Qmet HAY FAL HM=5748), WFE g

’

A9 T s F ‘24 29 W’, ‘Uﬂ%ﬂ oOgd, Al AR
‘2o HMEAY, AEY &r, AMH|A AFA T2 FAZL=E {ou|tt
£2(p<0.05)°11 4 Uhy} FTALHT =2 Zo2 eyttt

Z}7Yo]l Ae9&A ool e ase] Ui 98 AWEY o3 Zrh
SA, Ao %é‘—% FAste osheles T A U A2 SRk
A 1R EB2A UEED, B4 Eelol"’e ERAA 1e9E AR
o ‘HlFo] oA REFEOA 395 AT H Yo AHlA F
S FHsk= otelY 84 T AdY MER'E FeEA, AEY
AL WEoA 2= Ueigen =24 e A4S oh
A2 F ANEAE L FaLoA 3=9E YEiEth I FeEe 7H4
2 ZEZo] iRt St 8s F AR spA0] Y WA UERa T
Zhe ‘WS gFo] AFdold RYl P4 e AER A Axfet
Aot AiH oz 7Y WA YT
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[ 2-26] melele) @AY daEF] Mol gt PA slEd
2 B4 AT Al ARl dPshs sPHeszE ede ww

2, FA EEeld’, HIwY v, Hde JHEE, FHAo HEAY
AU 2971, A Solm A2 AREdelE, EW AR, Hd

g0 aadt e, A3 ARwe] sjEel: sfgTdesRE A
zo] A&, WA, AR A, puiE 85 5ol sige] e
A4 AR et ST RLRE AuelEHel, o] Al ¢
w3, JMI o] aivt sigstct

B 2-26] b4 Yl AERO] A&l it IPA 2414 M (Premium)
Ae&7g e e K T8 | TEE PA M=~
AL | R | AR
15219 gt 4 6591 | 5976 | =& | == 1
%_*4? 284 EHo|d 6244 | 6512 | B | &S 1
FAET e 5969 | 6236 | & | w& | 1
4.9%) ¢ 5646 | 6.118 | ¥ | &2 2
LAY M 6543 | 5921 | &2 | &2 1
29
Au)s | 2499 A2 5992 | 6244 | =& | =& 1
FE 3799 g 5748 | 5992 | @e | =& 2
(®) R L Ea 5276 | 5567 | ¥g | @& 3
LAWSIE 2o 6.071 | 5732 | =& | ¥ 4
%;7; 244 2917 6.323 | 588 | B | =& 1
() 3ASAYTL oRes | 5882 | 533 | B | B 4
4414914 6433 | 6.024 | =2 | &2 1
LEARIAE/FE) | 5921 | 55651 | &2 | ¥ 4
7HA R 2453 714 4606 | 5.221 | wg | @ 3
7(}(:)] 3EMEL &5 4693 | 4378 | @& | @& 3
4.7141H] 6.347 | 5323 | ®2 | ¥ 4
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+qoo 2. Possible overkil 1, Keep up the gaod work
alg4e] st 4
@ a2.5% E9°|d
550 » a3."w2] oA
= ad. A A3
. . B BmH bLAe WAE
2 3" N5 b2. 219 HEA
. o = b3.AEe g
% o . Ei A A A1
g o L= <@ cLAIE 2]
E | E, 2 AU £517)
2 379 A% 2384
@ c4.41/3914
d1.8A (AR /g
o @ A4 712
* d3 s &5
d4.7HH]
“o Low priarity 4. Concentrate here
150 500 550 800 850 700
Importance. premium
[28 2-8] A4 HAEFZ] Farel TEE (Premium)
[ 2-27] @44 H2EZ] HelE/dof et IPA 4473 (Premium)
= OAREH [ AREH
al 419 %t
a2 24 Zeo]g
0 OFA]
a4 %‘:Q X]i}*é a3 1]ﬂ‘l'l‘—’] E]'o o
bl ZIQ,JQ AT
b3 Zl¢le] gm o o
b2 el H=
T aju] c2 Al E$17
A c4 914
HAE=
MAREH IVARZH
b4 HHH\_ Al A=A
d1 Eﬂxq(o]zlig/;q—) cl AuiclEl o]
SR c3 79 WY} 92
d2 A4 744 hAgH] s
a3 W= 5 a4 7
2.5.2 IPA 24 ZA7}] 54

2.5.2.1 AAZA HAEZO] [PA 4 A3} 54
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ABSTRACT

[PA/AHP methodology study of selection attributes
—focused on Korean-restaurant—

Lee, Dong—Sook
Major in Hospitality Management
Dept. of Business Administration

The Graduate School

Hansung University

The purpose of this study is to provide a logical basis on
management strategies based on [PA-AHP analysis. In this study,
Korean restaurants were categorized into three groups and selection
attributes into four categories : food quality, server’s service quality,
physical environment, and price-value. In each category of selection
attributes four elements were selected as the sub—categories. Based
on these categories a survey targeting customers and managers of
restaurants was conducted and it was based on a 7 point Likert scale
and a 9-point—scale pairwise comparison. The results of the analysis
can be summarized as follows :

First, result of the IPA analysis shows that casual Korean restaurants
need to set varied menus with prompt service and build a service

recovery system that can minimize the dissatisfaction of customers in

- 207 -



the situation of service failures. As for modern Korean restaurants, it
is shown that they need to thoroughly evaluate whether the services
they offer to customers are priced reasonably. For premium Korean
restaurants, where ‘interior design’, ‘surrounding scenery and outer
environment' are important to the customers it is shown that the
restaurants need to consider the ways to satisfy customers’ needs by
investing in those factors. Meanwhile, on the result of the AHP
analysis targeting managers of Korean restaurants it is identified that
the managers of all the types of restaurants have concentrated on
‘taste and quality of food” most. On the other hand the result shows
that they need to thoroughly examine whether existing facilities of
the restaurants are suitable to the taste of customers and the current
trends ; or whether their customers really feel comfortable when they
are provided with the services that the restaurants offer. Last,
according to the result of the IPA-AHP integrated analysis, it is
shown that the most inefficient management factors in casual Korean
restaurants are speed of service and ‘satisfaction—effectiveness ;
‘satisfaction—effectiveness’ is regarded as the most inefficiently
managed factor in modern Korean—restaurants. Furthermore, as for
premium Korean restaurants, ‘interior design’, ‘surrounding scenery
and outer environment and ‘reputation’ are selected as the factors
that should be urgently dealt with and ‘satisfaction—effectiveness as
the factor that should be carefully concerned. Accordingly, all the
types of restaurants should improve the speed of service, minimizing
the movements of customers and servers, and try to maximize
customers  satisfaction by constantly assessing the level of their
satisfaction by elements and providing services that match the
customers’ taste and standards.

[(Keywords] Korean restaurants, selection attributes, IPA analysis, AHP analysis
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