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FAZNA Eadint dad od 104 30204 2% 243027k &2 5
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o AT | A 2N, QB BANY A5 vz 24 sto] YR B
(@moph) | WA 952 74

Quieg Wels | £ FW ), DA A 24 Zotdelr] s}
Ae@e) | 7] 9B FEae, olld ANF, LR FAT ol §
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o R, AAE]s 24 glgoly]- PV
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4 FU HeE ot . A=) -
A=A E-d 4 H, dgimopr]- A4 o
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A A A4
2) AZtdE A2

ARAZI ] Bl sl 5 A4 Aze] ATH teT o] 4714
o] gk,

(1) =% 55 (Breakfast Buffet)

72 5 24 30| ol AX A Eaeie] PoHE A4 )P
A ozt FHu=z 7|24 Q A agjo] A73A vw, o, Algd, A 8
g, T2, W, 57, 4A a9, Ay so=2 FAEH] Utk
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(3) A% ®|=(Lunch Bufft)

o A HE A4S 249 7HA] gl qlol Ay HlE Hoh A7 st A
o] Flo|W 714 Tt Y FHET KA = o] EFo|RT fU ©
52 JAa 2Yo] AL vlRe 9 a7t a1 A AlFHh ATHA
Q1 QAo A AAE AIgto] YA AIZEHTE 1AIE A B2 EF
oty WiwEs MELA, =, Ade, B F Jgo] FHoIHA "W HS

4) 9y H#H(Dinner Buffet)

Dinner Buffeti= Aol o]Foj2H HA Hlmhtt FFet WEHAM B
ZAsith gL 2 QPR E AF8st 714 T3 o HA Lunch BuffethE
oF AZEARQL o771 Qlo] eRRIat &, 288 E5Y & Utk

2419 Yge ofeelz BH HHEARR] Fise] FEeld AT A
o Ag o] Fo] Wrh(dE3l, 2006, p.12).

Fr2s 5%, gad, 2ad, i, ga 508 17 AR} AF

g3 gl
3) 24 R e T8

(1) 2y H = (Standing Buffet)
Standing Buffet= 1217 dJAtellA wo] o|f]x]= H|=H JFei= ZIHY uiE
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(2) A" H = (Sitting Buffet)

B oA e S48 AFe) 2astd AN OHEIA 24 Holie]
A S W G AAE s Wl A Holi slels mag
HolE, MAsSH Zeks

Sitting Buffet oM<= 9 @A AE 219 545 ALHor A=
a4o2 g s}, B Folsh To| Carvingol RTHE 4]
gL 47 olA W7ol Utk ke AT

Ho

of

=
T

Flo

4 WAL T8

Finger =+ Fork HH= A HH=ZA Standing FH Sit Down =

} BgHoz 489 W AZHE @Y 2719 2450 AgEe ot

o] Fd =42 dish 2349 1, %‘ﬂoﬂ A%
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(1) 87 H=

e F57 oA 7P FAll drielA] e FE F4ol. 1S T A
2 Az 24 & # e 7IeE F3 SolA Ay stz & o Hghet o
Elojtt. HSo] AAst= 2E fz2d 5 ast A & o FA H
7 ot Agsitt. AASE AARE ZIHisHA] @4 7] wiEe] reet
A AR ZAY Yol glojk AAE & 4 Sle HwE Y AE 27
2 g4e EHddt. dwze & 7hud, det gAHE, A A8 A=, 3
71 A=A Fol AFditt

(2) 23 H

ol HAE S oE T &or 2AE HHof 84l sk AAtoln EA
o] B4 to] Holg A=e EHlIA A4S0l Alvd 58 A=E W
Hes 7 A ok st AEE ofFEAl FHAol ottt By Hiwe] F
Fe FHoHA X, Holg HHel vls| 5] Ao @ FolE TA,
A He Aol A4, 2005, pp.10-11).

Hrze RLEE, o dolM w2 7], siitE, vy dZe Soll BA H

WrE gota = dsi,
5) A= 7

71 dtell AmEZ Salad Buffet, Pastries Buffet, Steak Buffetso] <lth
Salad Buffetyx= AA7HE 2t HH2 S o g o8 7HA=2 AdEE
7Y% AT troket 3t FA A 52 A AZgttt. Pastries Buffet
= 5¥9] Coffee ShOpO]Ur Zﬂﬂr%‘joﬂ/ﬂ T2 YAt HE= Aolad
2825 AFEst= HHo|t}t, Steak Buffet= Tenderloin, T-Bone, Sirloin,
Pork Chop, Lamp chop, &A4A15 S7FE FAE=E 1715 ASst= of&7t
E 9t H=H=E 7raet Salad Bar®}t soup Coffee, HAHEE A A-55tH
Hste AHe|ZE ZEAPE AR FHA ZES) F= FlEelth Steak
Buffet= w2 dde s o8 ofe] FAfolA oof Al F=L Sl
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FAE 915 1A 7T o3t RS A psH Holck. 13 oo
g 7o) get 835 FEHAF|7] Y8 Ao a9g A 3t A7

s, o9 HMudaEde A2 A9 A7 9L NG A4, AL,
M2 5 Quality &2 v, A2, 4L AN 2% A 2, o
U2 2ol JHE BAS WS BFAee BN 22 5 A
ot 2e3 WH AAESFS ogsts RE RASHA AFY 4 Uk A
Ayt duE mEste #9490 B Auls, 59 FARY AHlA, B,
olulAgt e TP QA Aulx, dgw Fde] Axgo] §7]4-2g
Hog FAH] BEY AADA Aulze] ofgt w4 HHANN Lol
Hi grgel BgA AHAE A 13 diEdoR Wmsty 9l
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9] ot Aol e GFL T2 97] BhRoIHABE, 2000, pp.9-10).
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FojshA S190ek. web S Hu] e AEFS A HefE]
3t P 5L hES 32 A

491 &
FAHos 99sl Aee Fi WEHE shu gk

Holls zdso] U9 He 59 [lHE FAE oAl sfeloA 1
Ae QUSRI vlet A 42 Sr)HeR Adsks 5 HuHsE
o B A3He A D VYR W FAE ok ek AWHOR v
UE = Eg Fmale oF

Hzoltt. 187 wige] o9 Aes ¢ < = "WE 19
o FE 12ge]d miEe] F iz soju™ ZiEa & 9] 7 A
F oot o|AE H¥ AR AAHeRE @2 oS HESL
Ad B A9 viEe AT Fi 71s] el tiFEe] Su sHolA
e HAEgE 9oty ok 201349 89 AA A& A9 Elg 3dE
T2 2270 SEo A HH HAERFE Yok /len =



B 2-220BI A= A9 515 <

o9y 949 A 4 27 A
JdE JduAEsd S EARS 1904 =02
JHE SIFESH H2tA 2144 AU
IHE JESH P A ES 2104 A3 2
LEE A ESE () o] 27 o] 2004 BeAR
gttt 2d/dAsd 7te] Ae)A| 1744 Ha=
ZHl¥dcsH ZhA| = 2404 R
ZHod ZhA| = 2804] A2
HAZELH <At 3204 A=
oo E 0] &2 1804 o=k
ey dE=H LA = 2804] gEz
AletsE ER =R 3614 558
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At AL EAZE 2964 AAg=
LIsEoH Hho] 7 )= 2384] TAR
Ao A4S H of=jof 2144 TR
dme| e aod sl eo 2304 AFR
FoA QA IS 37 1074 TR
e sH ALE 2544 =A 28=
2 Een | AEZYOE 2404 AP
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JWH 2 ESE (7) o] 7} 2144 AlGkaE g
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L %ol Ad 2 25

D w2l 7id

Mire A A% AGelA et 4R FRE HET B2 ohle
DA A FES Boste FRF Skt Aok jul} st

dire SelEE olelds FEUA For], el PR EE AT
olzt gtk Wirel 719 etelole] minuteo] A HEIEIARL, Qe BakAe)

]
minuteo| A Q18 TE T =2 FHtH(Small), 2 Z=3(Small List)9]
=] Ak, T2 AFAls] 7155
olmlE Zra glom, Yepd=s HH oA bill of fare), LigofA
£ speisekarte, AH|IA = minuta, F=olAE AHEA}
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= WA, ojgeole] Hltix7te] BER Qs o|geolo]
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Eoel = 9ue A SAESVL wosAA ATEel ngsade
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ntElS sl7] ARt TR aall 7bR4t ot BelEe] Folshe @
27} theslw Ho] Hi7h Bejx Hx Folsls AL Wy WSolXA A
TLAE 75T B W0 SAXAL A Utk o2 SAAT A



£ 7124 Zlo] wliro] Azoleta Mgt
Al @A, AR EQR ool SAREI} measAld] s Ads 4

Fol e gAololA 1 YRS} xeHe 7
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+ Aolt(d5=, 2012, p.19).
v #iAlE, 23 FEelA AARE 2Hste e

= A
mlel Alze 15418 Zg2A0] J8Al ) A RPN Tl MHT
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gredl, 1960dthe] |

1
i
Ted] 715 sk Aol

=
HE @3k ZEAtet AlFE B AE7FEol osiA o]Fo 7] wiwel @
FARN SHY FEHERecipe)THAA HEFHoE WSt o Hlwo] H
oo A mAGY e & 7EA] Wo] BT AXEA IHHEHQl, 2004, p.
90).

g o= ARESte Wiwel AHoE AMA Aot dWtHor FEFSlY
FoE Uy EY o2 Zoh ARA uE2E AE (Webster) AR o A
‘e AARE AlTEe a2Ee] el AAls] 7155 & (a detailed list of
the foods served at a meal)=2 A& o]t 2AHE (Oxford) Ao A “H
e 93U AAERA AFEs FAEC] Tl GAlIS] 7157 E((a detailed
list of the dishes tl be served at a banquet or mea)=2 #e]=|o] U},
BA A= M AR Ee AP ox EolEo] Itk

—
Qi Aol “lyet nAo] 9] 4T My HEs ARl B 7t

ol
=L

Ae 24 AFste] nho] 4LRE FRoHd WAy ARE AFste] 1
AT 59 A ghe] AR AT bEsHe AUEFD T 5 Yk



g, 1990, p.121).

A oJn]9] Hlirs Hlwe WEAYD SAETY B9 ofy wuf,
3, BojEAS Zgehs ubAY T (Marketing Too)Z % 2]51ar %E}M@
7], 1998, p.18).

Wi wAe) e Al RE okse AFAA & shte] molth e
og WRe Solo] 4HASe] W ojux, L7, EAH s, datEE =
49 AQuAE o]AL BY AgRels AES Fujslels 1RSI 1
Aol vhg sldels 747} 9oy Jeeg 5849 did 2Rhos ui
Aol ghgel 712% AHdor WrpEsRTH Ado] AAE st
AT 5 A= ABT Aus D Bey] 3 AAsk AY o] 24
2 Qe Aldog olasolo rHelgAt, 2000, p.13).

Wi uleo] wetd 2Ee] pul, Am Pl Algme] za, AuA 7
A A% 5 ozl 714 Qo] Azpelel Ygo] 24w, ATHoR 4
297 At Age nAA Gt & Rt 76, s pa, A4 9
ele] W, B0 ., Agatd, A4 kB, AE ool o2
7

- PGl oA wliwe wuleh wEste] Sat 4
Z35lo] HroR A 1 o] wj$ FQsiH, QA BEFAL o]
o}
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(& 2-3) St B diel Hol

o A 3 9
_ HRE At B Zgzoeld, AEY olu|z], I
2 %H(1989)
2ol o hort
Ao wAH, P wEHE FUHAIAFT] 915t
2-83](1989) AgHe FAFES Fee AAde= 4%
ol
U71(1995) Hlrs WA SA =7 Bek obye} wmy, 3
7 5
o ES 2ot ohA" EFoldh

|4 G5del Mul~E uA A axt

=
lo 4
)
i
ofl

ZEB4(1995) Aoz AFstr] st AEe E53} 7HES AA
Aoz HAst EExo|rt
Judy L Miller(1992)
Jack E Miller(1992) ]

Mahmood A, Khan(1991)
Edward A, Kazarian(1989)

e Ag e qeld Y FFEA que
g

Bernard Davis & Sally Stone(1991)
Donard E, Lundberg(1989)
Judi Radice(1987)

Wi s ol

Robert A, Brymer(1987)
Anthony M, Rey & Ferdinand
Wieland(1985)

wis A Fas npE ol

Hrayr Bereroglu(1987)

e FEo AlFAolt.

Lothar A, Kreck(1984)

UisE ARG A4 Adsie diate] el
o
It ARYACIAY Tt

=)

Albin G, Seaberg(1991)
David V, Pavesic(1989)
Nancy Scanlon(1990)

Wyt HAEZO g}, ©@u), 18] PREFo|H
Vg Fae de) sAEETol,

s A (2003). T HAEG oA wlwAdEladle] wWit A, , AFoictu

A=, p.SollA ALE-

2) W 27



dl, QEaY W, £, W W, A4 Az G2 2R )
w, 8@ i, A, AR, dire] A1g ZRHE A, e,
2714 sy, AR, FEEAETC] hE BRE A JHE BRa

(E 2-H= "lw &7 7IE= Hehd zo|t,

x 2-4 W BER7 7|E

o
N
M

FN

F 7

2E vyre V124 em AAed vir(table d'hote

menu) Y% 22 Wir(a la carte menu)

Douglas C Keister | &% 9| +7(combination menw® Wil o]AE A
(1979) A5t F57F AleEHe AR, JA, A9s)d

a2l meH(F2], g2, 2, ATE

SibE & doks 71ES AAs,

rr

RE dwE A9 F(static menw)$ F71Z o2 vl

Jack K Lemoin = d¥(cycie menu), L& AL FEF AT

(1970) ZzA wel Wslsti= A% W (market menu)® F
Rt pw

A= 71Es A s

Anthony M Rey &
Ferdinand

Wicland(1985) | S e 2R VIS R sbae) 3

carte menu), &3¢ F(combination menwE% 7

¥ 9 1ES AAsArk

vy A2 22 wlir(table d'hore menu),
Wyr(a la carte menu), =3 Hwet
(combination table d'hote / a la carte menu)
e o odnk =3 aAuyrelk 7148wy R
ab71%= st o, A, AY, 1ga
(specialty menw)®} &2 7] EFSloll <3|

=3
T dves 7S AAE T

o o

e e
o

Jack D Ninemeier

(1990)

g

|
uE
=

S

!
SR T A N )

1

Atz 1g71(1995). TolRae 2, | A& aarEmAL, p. 21
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2. w2 54

W= 24T AFE Adot= E+o|™ (Lunder, 1979, p. 235) 4 g=tet 11
A 4] OAAES folsH] sh= ule %3t ulAE Sddoln dhad] &
A AlsE At AR 7E ol Ags ARIANY AEAQ BILRE
et AA| o]tk (]2}, 1990, p.163).

e Aol #jstyy okste AgR EF5Ee 170 & osid 4
UL Fjete s FXst= FE& ZE5olof jith R W82 1ol R4
ol olHe 75& HdiA AAEM o714 P Bast wwe ZHX7NE
T2 7le2 AF ARt 1A A ALstHal o= HE HAA 7 &by
o8 AFdE 4 glojof ghh= Zoltt

Drucker(1994)= Al=& =
A7 QoA =& AETITI ok AS=m APl oA HXRstEL

ZHE A wEES olnt HlFe] W8 A2 I AA9 W

> Mo
)
i
_O‘L
rlr
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%o,
S
=
Y

olt
o
rr o

ISR
of Fltks Ajgolslnths EHoR st ARARS] 1A §7E FEA]
B TAHQ o] Eojofgict
s AR ege] A wge] G mAth A s 43H
4 gReo 24 g ATHE ASRE 2ANARY BE 02 a4
So] AEY Fo] AEHE BAR/RGE HSHEC] G 29 A2
TS olg o] AL Fol A Aol Hofof gk, 07|14 Tahe
qenmo Eged Axsdold shtel gEA BES DA A
s%ﬂ—t— goz 749

E] %71%4% pege 7 o el SR A
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Z, 7 — o — A% — B - B4 — A9 A% —~ EA4" Zn
9] Feedback® = oJojx= d#o] WA= iy
tHESA1FH, 2007, pp.46-47).

Hwe 7P Sa%t ﬁ&“ﬂ Foltt ety 5 F wE 1 Aol F8% A
ojty, TS HAEZS Hlwel o FriEHa @ 4 ot Hive HAE
FolA | AFEel tieh AR A9 7t S319 Be&E& SIg v
8 RN, 149 E294, A4 g FUA717] ST 7Y AEE
ojmjettt. wiwe W&ol wet A=l Fu, A4, Aawy, 549 xd,
AMEAHH 59 ﬂ@, e et ﬂu Aol A e atet EZHZH 0@‘%—%

T

-

2ol o :lﬂi‘ji olefgt w7} wiire] EAel et A AsA Awof
of 5t0] Tejdt wrol ofaf AAEFe] 4ol HSAGL B 5 YA
e, 2012, pp.23-24).

424 HES
AFHIT - L[ > QA 31 7Y
Al A 2 [ &
7 BAEF(H A L) AH| R} &5
AldiA 9 AR A g4t
Ztm: o]k (1997). e, , Agr 71RAL p. 14
a9 2-2) "Wwe 9
e Hiwe HAERGS] T8 AT & 5 e, Hiwre 1249
A%, AAH HEE 7] gote] AT LRSI JHE Aoz
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et ZAoln(dd=, 2000, pp.22-2
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BEEEEERE

Zt&: Ninemeier, Jack D. (1987). Planning, and Control for Food and
Beverage Operationsy , AHMA, p.8.
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2) H= AEEH v A=

(D =l Age] 99
H A2 Agafel] A7t destoior & 7P Fast v iy
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2-6) "l A= Al AR

A48 549 el SH ug EH
AP 29 ERAN TN VG LA |22 87

A dAEEe] A | A @ el A | el oyt oy
el 271 S CE
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AR 799 Boly
ZelT 2 A 5
52

e 2 R 2L
ze] el 7%
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Willimn | A1 A9 84 npek-S I3t npAg ] &
Doerfler | Auje} At et A ZALE 53 Hlwis 23
(1978) | "7t oEA AHgE|ojoF st
Engen _ -
Pauli BT FH, FLeHH G4, 294 A, d¥8 4, FA9 P FH Y
auli
(1979) Z3h A5 AAE, A4t Hwe] 8o, F71AE
Michael n]412 =W (Gastronomic Aspects)-HA| Al x3te} WA Az AHE 5&
ichae B
Sl thorslA wlg AAA =H(Economic Aspects)-AGd 1219 fZof T
ma
(1980) A ARH ZW(Practcal)-Ae, 59, AH], AdY, ZYAE, Au|AFEH|
gt= Hlm 1y
ERol-g(
| EEirEA, e, welr)E, ARA, AEE, dojgds, gojEAE o
4R HE) o Az
= - =
(1981)
Jothar W. _ e
Stok o] & Artel ol date] SraetA|, £ 7HEd AR, adr)Tet
oy, | 1S AL Y, 99A an
Lothar A.
718 S, FAT fAel, FHLY 71, vixer Au], Al FA](occasion),
Kreck(198 =
3 Az 0] FF 7
IAZH-80F AQ JERW, QAT FAAE 2]l AHRAAAE a9l JAFH-
Jack D. | &4 99, HAEH UE 54, A4 71X
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B, Oliver(1985/= MATZo|et “FEA (A4 7t g 424

AA g o= ALx PFS FAETte| it B (Oliver, 1985,

Ol

3
, =gk oA 9 o= §rE a9l
Struman, 1986, p.92).

Cadotte & Turgeon &I} AER AH[ Ao gt v gbs, EWHE 48
ZArSto] HlwstlEH, 8 AAA HES F= T8 FHS 257MFE Uyl
A A 5EATHCadotte & Turgeon, 1998, pp.45-51).

Y AFolME AL (1999)7F v 4] A4 Ad Al 7B F85H, 1she

rol
>
=
[>
H,

Agre gAe] olet stgov], FuAALe THn ARG Ausd] g 14
o WE &4 Agmol gt A, 3, AW AUz, FE A, A& Ay

>
N

, AR AAAE, Hetgh ozt B9 wlR A, B¥ 58 AASHATHEEA
7, 2001, pp.291-305).

wet B Ao A= Dube et al.(1994), Swinyard & Struman, (1986), SEA]
4200De] A5 Ediz IATFo gclogx A0 oh 7H4, vlwo] thdd,
o] 4, A AT 29171 So= FEste] AFE IPskah
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AGE olwe AHAT} ojud AHAE AT wore u el o] g
A AL wlg WEo] WE oxE Uehis AoeA Aol Ay 9
w7h @9lz Uehfo] 1@ AuAE AsHe] ohat Asdom wEe

of o8 HsAolel &2 AHE ofmjgitt.

AH|ZPF W)= wET &

a3 wuse 2uAEe QTR el AHH 9

A 2 apAg e olo] 7R A AQl g o R HSITHH
p. 19). Tt Fornell(1992)e] oJstH AfH|A mpAH e E
2 Ed=E A 24 /A9 A dRe gd 59 344 uA" A
a

wo w7 F4E Auel A& wA §A9) wold Aeke ool A

FH, AMHOR AYER Rt g2 WM4Eo] glon F4Ms Eb A
WezA 2 WeET Agslel AyHca 2 5 glon] 2 gl 97
sfelH sl Zlo] WAWEY Folck, Lu|AFo] Lyt wME EL B
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Tl ME|A F2 AlF ] F o 9hEE ok siA 100% A T
2 1t Cronin and Taylor(1992)&= mjAEZE
AEFS e R WS AR Al A oxxhe] AHEAE Attt 4
v RS olle AE6] B2 AUEAT & 24 eH 55 A9
T} ok mEe] H l

HZ o2 Ry 24" WF/E
staH(elya], 2006, pp.35-36).

Hl= 7 gets] Aol maw, dutdog 7]dujEq e 65%7F AH|A7F &
of Al&siA wtEA o Fuishs Ha 1o _q]sﬂ FEHE Aor HE
oAt Z1de] FAAA oS FdetA7]7] 2]l

H| 27} UWﬂElO]‘/} AFe F41 557 oo A=t A
e olv] F Aot (John Tschohi, 2000, pp. 17-28).
Bitner= A% 941:-—01] et Aol 7 B dF= v

AHO] /BT Qe AHATE AR AN 2Rt AE[A Fo
ofs dF= = 4 AL, AR AHAQ A A A= He UE
5t 9ltH(Bitner, 1999, pp.69-82).

Oliver & Rechard®] =3} b= ol FFo] Ao diet Aol T
0 v e 38A JFEACE Jlem a7 grEo] AE ook
2742 FdFS A= A2 YEHHH(Oliver & Rechard, 1991, pp.
460-469).
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Arg 4o st wiFolA AEsts dAA A8 W e
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N AR QA GHE A6 BES B AT S
FOT 9FS Fol, hgelAe] 204 712 B3 s FaT JFL

LIRS xﬂﬂs& A
SAo] 271" 2 9le Aoz BTHEIAS], 1999, pp.49- 57)
FE2(0001)2] AT AR A% Lﬂow A Qo] AT Ak
Aeg 1A HRE §l5) ot w
5 572 Rogozy A4 &
s Adol7lel B Fasittn @ # otk witjm Erizst mAo] ojgsl
of b THg WY Aol J|elr] Ak 248 A4

O=E 2 st4 BIHEE Holw oloh Ze £AL uY seiw 7|
o8 AL A ol BRs7] Hi AoltHEED, 2001, p.3).

AR22005)e TW HAER oluA], ol o7 ﬁ&ew =S
WEROILe] HAE PN sDALEZ ojmAE 1A wET} AR
ool ke mATHL Wtk BA e BV, 249 gt A, W Lo}
S8 olgolel TAS 4T AN A A AL ookl 14 1
o] B 4 YES fEoti ofge 1A AW HEstel 1A LR &
T2 WA ATk SHEEHCEIEE, 2006, p.30AIYIE)
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ol Ao A" s, & A4S AAFYANA 54 7Hes
¢ FHE Foe w2 |
2:1‘_ }S} _/,\_ 01% H]—llﬂj

1993, p.198). & dAToME AFE(2000), °%5L(2002), A44=(2005), 4

A3 (2006), AABL(2008), ©]521(2011), ©]74¢1(2012)2] APALE Higro

2 39 HegaEsGe] virdy 8L dFt4, dREd, druAdzE 5
o] 3714 8%1& FAHOoR AFLE sk

ol)

D "R 4

sd HHYAEH] Qo] HF AL 1 TrEkof folgt IFS 1A
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Bz & Lpge wd 394 QU 14, 9% 1998 Sdos
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o] ATEE wRel Bt AztelA H gAle] EAw 74A, Al
A

j= |
k. AETHS P%

, T 3 5o HHrHol 7oz o] s}
(2002), FA4=(2005), A4 (2006), AAw=(2008), AAS(2010)9] ALE
EYE F 7EYS He 28x guE 13, e 2E’E 53o2 o)
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3) "l A

T 2AlE ol AZlel WRE wASor Aol AZehs o
F 5 =y SHClA Bk 4 glew, s ﬂ%wﬂ -%HH ﬂﬂ% b
AL et ALE: =7k AA=ER SE 3
RS A0l SsiA wlwrt wAEs o ‘}Oﬂ : ma;ug% 01%%
(2002), ©]&¥(2000), Ag€L201)9] A7E EH=Z T 62F= A5 1
24 o' E 1A, e 2¥HE SHCeR st 2AE 53 HE= Z4s)

o]
S

Bitner(1994), Ax1-¢-(200D)9 A+E Ed=z & Sede Ad T84 &
oE 1A, e 20 E SHeR St 2i7iE 5 ARE SASHI.

5 A& 9

Oliver(1996), % 1(2008) 19%201De A4E EHZE F 4232 A
& a9z grhe | ‘e 78 ’E 54807 slo] AL 54 HAL=R
=5s14et
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3. 2R 4 3 24 U9

D A&A9 4

2L EE o] olF(200, 715(2002), HAH2005), HA
(2006), FEL2006), ©1FW(2006), £FTH2008), AHL2008), AAL
(2010), AFAQOIDE] AFATE ATSIGT. olF HFOE shof 249
o, A9 2k, Wire] by F el BA4 Q952 He faEw

o 2ge v ol

HF ] qld 9 AAA 5T
TAe #EE 117 B3 o

o7 FASIYTh TS TGRS 9 Ak
&Bitner(1994), AZ-2-(2001), Oliver(1996), A1 (2008), 14-<2(2011)9]
AYPALE Fxoto] 1A T 55, 1A AHRL 47goz2 LA

ot.

_61_



(E3-2) A&A 14
2w =3 e A
AE£(2006), o]==(2006) _
Wrrg | D 1153
£Z37H2008)
" %F714(2002), 2144=(2005)
:ﬂ;' MREA | 494(2006), 784=(2008) 783
- 18 3.(2010)
o] =2(2002), ©]Z&=(2006) A=
g o ’ = I3 = 5}
Uﬂ‘l‘l‘—ﬂ—xﬂ Aﬂ@'%—l(2011) 51:! & 61_ ]
DA Hubbert & Bitner(1994) smgr
4 %19-(2001)
: q o
ey Oliver(1996), A n](2008) e
199-2(2011)

HE 9 3
AT FTAA 9 o] SAH qead 1373}
2) Ay
2 A= dHde H252 fol A ZIA] SPSS ver 18.0& ©]-&5to]
SASKREE, T4 LA e e 2
A, B AT EAH 54T o8 AHE wolels] g MERAS A
Astsicr
SA, 24950 Bl B4 gstel RARAL ANsigon, Aew
A%e golol WALTHS BAT 4 9l Cronbach’s Alphaghd AHgstsl
=4
A, R AT BAA Qo] e wpdelad, 17 W A o
To| Holg BAshs] dotel taZTF BARAS ANSHth, BAEY
ztol7t Q= Aol disii= AFFHS <! Duncan testE AAI5HIH.
wpge s AHao) WS slotel tEaARAL ANstant
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B QY 741@ a]le] disiA RI=EA-S AAS At 24-D &
A 71.3%(248%), B4 28.7%(100%) & Uehgon, of4 o]
go] 2 AL ﬂé?—; A HEE ol&sts 1AL Hlgo] FART o4
A5 E2d o ol dBelA= 31-4040171 44.3%(1548) = 7t
=7 vgkom, 41-5041 26.1%(91%), 21-30A1 17.5%(61%), 51-60A]
7.5%(26‘:5), 20A] olot 2.3%(8%), 614 ©4d 2.3%(89)<] «=S& Yetyltt
30019 B HAEG o]kt 2 A2 30tHE 20ty thE dFFof ]
off A2l gEo] 7Y W AZIR 11 o8&t thE AY¥SHEO =24 ¢
otk AEoH AL 7|50l 69.0%(240™), B]Eo] 31.0%(108)°] B2
Hol1 o, o thZFo] 50.3%(175%)2 /I =4 vehta
, Z 26.1%091%), W5t & 15.5%(54%), 1% 8.0%(28%)
zolglth. Ao 3AYo] 39.9%(139)E 7 =7 bt 94l
W, F2 28.4%099%), MEAA 10.3%(36%), 3FL/71Et 6.3%(22%),
YA 4.6%(16%8), S 4.0%(147)°] o2 Yefda it € A5
A 301-4009Hdo]l  353%(123W)=2 7P =A dEpda lleH,
201-3005H9  24.1%(84%), 401-5009t  16.7%(58%), 501-600%H
7.5%(267), 101-2007H9 6.9%(247), 1009Hm]qt 5.2%(18%), 6017+0]
A 43%(15%)9] o= el Ql9ltt

e
2
>
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Hir
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32,
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(B 4-1) AT FAsSHY EA N=348
= Y& () H]-&(%)

- A 100 28.7
k! 248 71.3
20A4] o]s} 8 2.3
21-30A] 61 17.5
- 31-40A] 154 443
41-50A] 91 26.1
51-60A] 26 7.5
614 o]A+ 8 2.3
— e 108 31.0
& 240 69.0
IE 28 8.0
s AEdE 91 26.1
4= 175 50.3
ey = 54 15.5
i 14 4.0
P 139 39.9
S5 22 6.3
A 5 99 28.4
e 16 4.6
A2~ 36 10.3
7 22 6.3
1009H¢ wgt 18 5.2
101-2009+H 24 6.9
201-300%H 84 24.1
ArE 301-4005+ 123 35.3
401-5007H 58 16.7
501-600%+ 26 7.5
6015Hl o4 15 4.3
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g R aEg oo disiA EAsk7] flote] Rl

Fom I A E 4-2¢ 2ot 39 Hy HAEFY o] R ME 7
znolol 333%(116W)E 7 =74 etz Qgon, sjolx wr
29.3%(102%), AF2 W 16.7%(588), JAFI7F 10.9%(38%), T A4
9.2%(32%9), 71et 0.6%(2%)°] o= Hetdt. od Hy HAEY e
QoA w37t 46.8%(1638)Z 71 A Yehton, 29]17]120.1%(709F),
B 12.1%(42%), 914 8.6%(30%), 7tA 7.8%(27%), AHA 3.7%(13%),
A 0.9%(3%)2] £oz2 vepdth, 59 B #HAaEyg JHE e X o
Ae A/7E50] 342%(119%8) & 7P B/ vehgton, el 29.9%(104
), o183 27.9%079), AEHA 6.9%(24%), TAY B=F 0.9%3%),
718 0.3(17%) 9] =o& Uyttt o9 H¥ HAER o8 A Foloh=
ol SR7F 33.0%1158) =2 7F =4 vehgen, AR 29.9%(104
W), MYEF 13.8%(48%), YAE 9.2%(329), W7 7.5%(26%), 7taF
6.6%(238)°] o=z veyth s F¥ JAER o Al Folsh=
A= FAol 37.6%(1319)= 7 =4 Hebeten, L4 34.2%(119
), 4] 13.8%(48%), T4 13.2%(46), 71E 1.1%(4%) 2] o= viebd
o 29 RuEEHAEY PRl AE Y 1-2807F 42.0%(146W) = 7H
=7 vepton, gF & 1-23] 22.4%(78%), 6704 1-23] 22.4%(78%), 4
| 18] mgk 9.5%(33%), 459 1-238] 3.2%(11%), 7IEk 0.6%(2%)9] 2
2 Ueygth. 29 7 AaEd QAR E WlwER7E 39.9%(139%)
2 7P A Ueited, 5419 Bt 32.8%(1149), 9% 10.3%(36%), 914
8.6%(30%), X1 4.3%(15%), 718t 4.0%(147)9] =202 Lrepyith

—

0
al

-
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(E 4-2) o9 HlogaEs; o] A 24 N=348
TR 115 (N) H|-&(%
o AAL 32 9.2
7tER Y 116 333
SEl Hl¥ 2t
59 H HrEF Ao A ot 58 16.7
o]%ix—]
o M2 ghg 102 29.3
A7} 38 10.9
71et 2 6
w4 42 12.1
] By 70 20.1
=9 E‘Jﬁl drE s 163 46.8
o 712 27 7.8
AE| A 13 3.7
oA 3 9
AR/ 119 34.2
~ o Qe 104 29.9
59 Ho HArEF AR 24 6.9
JE 5% o] 874 ¥ 97 27.9
TAY = 3 9
7]k 1 3
5= 115 33.0
ol o AR 104 29.9
<od ‘%’Jnﬂ HLrEH 70%% 23 6.6
ol A Fotatt vl ik 26 72
Azca 48 13.8
A E 32 9.2
s W e e “ o
OFA] 131 37.6
ol A Fotet vt 24 46 13.2
o Q] A] 119 34.2
71ek 4 1.1
A3 1-23] 11 32
= o st 1-23] 78 22.4
=] A E&r =
¥ Hd HAEH 3L 1-23] 146 42.0
oL g2 6714 1-23] 78 224
g 13] gt 33 9.5
7]ek 2 6
Z2|ur 15 4.3
_ ) o4 30 8.6
e Hy HAEY RS =] 139 39.9
A &4l ot L4 i
oJoF 36 10.3
W= 14 4.0
A 348 100.0
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A2 2 zA=TY 8594 H ARE 4%

o F4% ° 2go]
A SR, 89150 AHL ool 1.0 oL NEoR BAS A
Atk NSl AT AFS Slste]l WA dmge BAT 4+ gk

o ]940}?3\‘:} Ui, ”ﬂE
#HZ A Cronbach's Alphagto]
g agle] digh e 4% A 3719 gglow FEo| o,
FE=H 29159 ofelAge BF L0olFoldy, & FAMEE 52.812% 4]
2 Arelo] 52.812%¢ Aoz vyt 121 KMOZe] 0.907

= W = UERen, (?=2720.10284 SAHCE Fou|stA YRl
o] AgstAl FE5H e Ao= UEHH ZF 8919 4=

T A3 Z3 Cronbach's Alphaglo] 0.820-0.8482 A7l w2 Zlozg

et Qloleh webA olFo] BAGAL 7 aglel A&BFL Bl
BAg AN Aol e Wy, uEEd uk aAz P9y
o 293 B adle] EREAY a7 0.505h2 TAR v AL

Hw7g9, Hw7410, drsdod 22 E4lA ALl
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(E 4-3) oirmelacle] g ey 2 A 4%

a1/
. 291722 ofejdl | #4F | F# | Cronbach's
e o | vl | ey | % Hg | HE Alpha
4 | 24| 1A
A5 | 801 | 137 | .064
w43 | 735 | 016 | 151
w5 2A11 | 727 | .191 | .158
w2 | 724 | 253 | .189
3.931 | 19.653 | 19.653 .848
wl%7A6 | 598 | .151 | .129
w48 | 579 | .084 | .193
A4 | 570 | -.031 | .289
w47 | 537 | 088 | 273
wl=42 | 111 | 812 | .183
w244 | 018 | 788 | .229
ol%ZA1 | 181 | 782 | .131
3.396 | 16.981 | 36.635 835
w247 | 097 | 712 | .206
w2243 | 141 | 595 | .096
W=Z45 | 165 | 500 | .367
wwA2 | 144 | 131 | .810
vl%wA5 | 149 | 192 | .692
wlmwA4 | 215 | 234 | 676
3.236 | 16.178 | 52.812 .820
HRwA3 | 216 | 194 | .641
WwAl | 271 | 165 | 571
vlsuA6 | 282 | 248 | .563
KMO=.907, x?=2729.102***, df=190, p=.000

_68_



o
B &CL;]VH/'] ool At Bae Cronbach's
T uLE Alpha
TG4 791
BNt 762
IATE] .674 2.406 48.120 718
WA ES 640
LA =) .579

KMO=.779, x°=324.239*** df=10, p=.000

U RS Hitt A HE A 1719 ader FEo] HloH, &

8119 ool 2.40601%1, & FAMES 4812024 Q<0=A4 9]
Fo] 48.120%°1 Aoz vepgtt 133 KMOZEe] 0.7792 =7 utet
™, \*=324.23924 FAAC=E {ou|stA vl §lo] =

oA FEH S o2 Ueyth 8dle AR: HF

i
©

L < I D i)

AR
A o]F o] A= 2Rl Medda /&%ﬁ}cﬁ w4e YT ZolmH,

ge nAREOR sk

Ly -

O
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CE 4-5) AT oJzof ofFt ey W AHE A3

e/ .
23 2 g | opelmg | wamg | O
AR ol Alpha
AHFE o]r4 .802
AR o] 52 787
2.453 61.333 .790
AR o) 3 781
AR ol | 761

KMO=.778, x*=61.333***, df=6, p=.000

A2 ool tiet g HE At 1709 8le g FFo] Hglon,
H Q2lo] ofo]Agk 245301901, F FAHFES 61.333024 QR
Aol 61.333%%1 Aoz yEhgth 123l KMOZtel 0.782 &7
x’=61.33324 FAHOo=R fFonlstA yYehtal ¢lo] sfdEdt
1 @6}711 FEEo] Qe AeE uUsEyth 299 AF: HF A
Cronbach's Alphagte] 0.7900.2 A=FE7} Q= Zo2 Yehty
2hA] o] o] EAoA = QQl9 4AtaddS AtESte] £4S X3

ik
Qg AT o2 Fgstilct.

lo m{Nl
oo e

_rg
)

O
d

ﬂiﬂmlﬂ

o
At
7

o]

g 3o
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A 3 A A7EASE agle] G Holrd

1. o] e Aol
(E 4-6) AHo| o2 zfo] HA
T 72 N ot WAL t P
%2t 100 3.56 .54
e[ Ry 2.149* .032
o z} 248 3.41 .58
gt 100 3.89 .50
e .559 .576
o]z} 248 3.85 .56
F2t 100 3.67 49
| R 1.140 255
oIzt 248 3.60 .56
gt 100 3.66 49
LA ] = -.495 621
ozt 248 3.69 A7
pupriacs gt 100 3.46 .64
-112 911
ox o]z} 248 3.47 .55
* 1 p<05

Aol mE winye], DARE, ARE] deiA ZpolE £
Wt gdol Rt FAHCR  {ougt ZolE Hol= A

(t=2.149, p<0.05). EA7} 3.56, o127} 3.41= wlF/del digh <142 |
7b o =2 Ao e ISt sk, wiwEAd, wwuA, 14 :
AT omolAe e et SAHCZ Folugh ztolE Holal glA] ¢

At

i
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2. Aol TE AolEA

(B 4-T7) Ao o2 o]
T B2 N Pt | EEEA F p
204 o]t 8 3.67 48
21-30A] 61 3.41 54
31-40A] 154 3.39 .59
L [E s 41-504] 91 3.49 61 1.392 227
51-60A 26 3.59 .52
614 o]AF 8 3.75 40
SHA| 348 3.45 .58
204 ©]sta 8 3.39 .95
21-30A41b 61 3.83 .63
31-40Abc 154 3.79 54
HFE2 | 41-50Abe 91 3.94 42 3.510%* | .004
51-60A]bc 26 4.07 46
614 o] 8 4.18 .55
SHA| 348 3.86 .55
204 o]st 8 3.50 64
21-304] 61 3.57 .58
31-40A] 154 3.59 54
o] 4| 41-50A4) 91 3.63 54 1.594 .161
51-60A] 26 3.68 .38
614 o] 8 4.10 42
SHA| 348 3.62 54
204 o]st 8 3.67 .50
21-304] 61 3.63 48
31-40A] 154 3.65 46
I WEE | 41-504] 91 3.70 49 1.090 .366
51-60A] 26 3.76 51
614 o] 8 4.00 47
SHA| 348 3.68 48
204 o]st 8 3.40 .73
21-304] 61 3.33 .63
A 31-40A] 154 3.45 .56
. 41-50A4) 91 3.52 .56 1.596 .161
o= 51-604] 26 3.61 57
614 o]AF 8 3.75 .58
SHA| 348 3.47 .58
** 1 pcol Duncan test : a<b<{c
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Aol e wwwe, 1ATS, ATkl s ztelE 74
HlrEdoAant FAACE  fougt Zpo]lE Holy oz uEyt
(F=3.510, p<0.01). Duncan test 21}, 204 olstollA mlFEd digh <l
o ZFE Wi, 61A] olifollA wimEdel ik 1ol 7Y =2 A
ittt SRR wlRTA, WiRnA, 17 9= PR orodE A7
oet FAACE FoJngh ZpolE Ho|i QIx| gk

3. 2ZAR| HE Aol24
(HE 4-8) AgolFo wg Zol&A
T B N By | BeUz t p
0 108 3.41 57
77 _ =777 437
& 240 3.47 .58
nls 108 3.77 .61
w754 _ -2.039* 042
& 240 3.90 51
0= 108 3.56 .58
] 2 A _ -1.194 233
& 240 3.64 .52
u) 108 3.63 49
BLEL IR =S -1.173 242
& 240 3.70 A7
pupriacs nE 108 3.33 63 .
-2.920 .004
ol & 240 3.53 .55

* 1 p<05, **  p<lol

Agojfo] g wiwyy, IARE, AR L] disid 2polE E
A3, wFEdolA FAHCRE {ou|gt zo]g Hol= o= e
(t=-2.039, p<0.05), AFE oL FAHSRE Foumgh zol&
Ao g VERGTtHt=-2.920, p<0.01). B7-S HH, njEHTH= 7]5oA
At AR Qs o =2 A= yepua ek sHAT, =l
WA, 1A gEEA = AgojRo| et FAHCR {ou|gt Aol H

oA etk

SIS AW
o o 1x
2 o4 r & o

>,

=

ar o
H $

K
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4. SHo] HE HolnA

(E 4-9) st mtE Zjo]EA
T & N B | ZEWEA F p
k=3 28 3.62 41
AEHE 91 3.46 57
g = 175 3.39 .59 1.884 132
st & 54 3.54 61
A 348 3.45 .58
T Zab 28 3.85 61
AR Ea 91 3.74 62
Hwagd Zab 175 3.87 A48 3.445* 017
jstd &b 54 4.04 53
A 348 3.86 .55
1= 28 3.69 45
AEHE 91 3.63 .60
] 7 24| = 175 3.63 49 .790 .500
et & 54 3.52 62
Rl 348 3.62 .54
1= 28 3.80 .50
AEHE 91 3.67 48
7 s i 175 3.65 A7 .803 493
st & 54 3.71 A48
A 348 3.68 A48
1= 28 3.51 .60
AEHE 91 3.42 61
HEE = SIS 175 3.46 .58 421 738
et & 54 3.53 .52
A 348 3.47 .58
* 1 po5 Duncan test : a<b
stelof wE Hwdd, 2ATE, QAEolre] theljA ztolg 249 A
HFgddAgt SAHC=E  f{ougt ZolE Hols ASR  UEWT
(F=3.445, p<0.05). Duncan test 23, AEZolA il FEHo] gk Q14o]
7Hg A Ueetal, distd & ool A HiwEAe] digt QlAle]l Y =A
vetsith shARE, WiwA, wlwaA], 24 oS TR QoA ot

et AR Fou|et folE Holal A st

_74_



5. Zgle] TE Kol EA

(HE 4-10) Aol o-E Aol 24
T B N Bt EFHA} F p

SHAY 14 3.41 .39

SIAH 139 3.46 .55

TEY 22 3.64 46

. Z=x 99 3.42 64
RIS ;;;%4 16 360 43 .906 491

AH| A 36 3.40 57

7)€t 22 3.30 .70

A 348 3.45 .58

Ha 14 3.46 71

3|AHIb 139 3.85 .54

TE4b 22 4.05 54

U FHb 99 3.87 54
| e 2Fe1olb 16 105 53 2.627* 017

AMH) A Aab 36 3.73 .50

71 Etb 22 4.00 A7

A 348 3.86 .55

SHAY 14 3.42 46

SIAFA 139 3.64 .50

T 22 3.48 .56

N = 99 3.62 61
| 37 4| xﬁ;ﬁ 16 377 59 773 591

A A 36 3.60 .50

7| et 22 3.62 A48

A 348 3.62 .54

sHy 14 3.50 .40

SAr 139 3.71 49

T5Y 22 3.72 43

= FH 99 3.64 46
A T el 16 305 ol 1.881 .083

MH)| A 36 3.55 51

7| et 22 3.70 46

3 348 3.68 A48

sHy 14 3.17 .66

SAr 139 3.48 .63

T 22 3.40 .37

oo o e 99 3.44 .52
AL o= 23l 16 382 51 1.678 128

AMH A 36 3.46 .56

71 et 22 3.50 .59

51 348 3.47 .58
* 1 p<05 Duncan test : a<b
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2.627, p<0.05). Duncan test 2375 H
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GE 4-11> 9 250 G2 2ol w4

= & N g | BFHEA} F p
1009+ wwH| 18 3.46 48
101-2009r | 24 3.34 57
201-300TH | 84 3.41 58
4005+
iy | 30140024 | 123 3.47 61 04 o
401-5009+1 | 58 3.48 59
501-6007H | 26 3.58 46
6019+ o]AF 15 3.33 .55
37 348 3.45 58
1009+ TRt 18 3.55 75
101-2009H1 | 24 3.77 61
201-300ur | 84 3.86 60
501-600991 | 26 3.87 52
6017 oA 15 4.02 28
37 348 3.86 55
10011;%4 o 18 3.44 81
101-2005H 24 3.59 .59
201-3000H | 84 3.60 56
501-600%91 | 26 371 1
6017+ oA 15 3.34 67
A 348 3.62 54
1009H¢ o]t 18 3.64 45
101-2009H0 | 24 3.57 45
201-3009H 84 3.68 A7
501-5008H91 | 26 3.67 56
6019+ o]AF 15 3.72 .36
37 348 3.68 48
10011;%4 ok 18 3.25 59
101-2005H 24 3.25 .78
201-3009H | 84 3.41 55
501-6008F9 | 26 3.51 64
6017+ oA 15 3.65 54
A 348 3.47 .58
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A 44 Y AF
® Q7 59 uEaEge e acl] nAmET ARz of

et FFe vAETEE AScH] sl o3 AR (multiple  regression

[e]
analysis)= AAstRon ESls2 olfmtA, WRrsd, HRruAd, S5HS:
=
=

1. mFgaadat 2= TA

Hl: 3¢ HEH2EZAN HFda|lade JIATE [t H(+)2
F&= "E Aot

VA HIQL B9 e AAESO)A slel 29lo] naAvEe] wlE
IF = 98l o353 AEA (Multiple Regression Analysis)= A A|51oq
e AZHos AZSYL. T AT (E 4-1D9 ge BAARE o
gom o]F AmKEME R Squaregte] 0.427=2A4 3P o] drgEo] 42.7%
B Ueton, F=855360824 2Lyl Fougt Aoz ueyt. 33t
el 0.1014, VIFaLE 10.00]6t2 SH3WHpe] tasidde EAsHA] &
= Aoz yeyth 183 wlwaa el SolA wiw4(t=6.711, p<0.001
), WFEA(=8.572, p<0.00D)°] 1A=z F(H)e] FF& mAE A=

§

LER T SHAIRE HlirnAle AT Fde mAA] Hokal e Ao
Uebgth wrebs Z7HEHL-1, HI-2& A9Egioy, 7Hd Hi-3= 71453

o,
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(B 4-12) vlw@e]aclo] AR A= goF
oy | BES .
. H| Est A TR EAF
5 A4 R
=9 #e t p
LS EEQ S
2~ S quare -
B ) H e} 2k | VIF
2+
44 | 1169 | 162 7.235 .000
o | IR 273 | 041 | 330 6.711%** | .000 | .690 | 1.449
o 427
ST mlRER | 364 | 042 | 416 8.572*** | .000 | .707 | 1.414
R | 044 | 048 | .050 928 354 | 576 | 1.735

* 1 pd05, ** 1 pd01, *** 1 pd001

2. WlFE2 e AFE=ote] A

H2: 59 FEAESolH HiRaaagle 124 AFEEe] F(+)e
Qg mA ook,

H2Ql 2° Y| HAEGo|A vFrwe] aclo] YR oo mlZ]
= &9 ASS 9dl 53 AEA (Multiple Regression Analysis)= 4 A5}
of JFHe AFHoR HISHATE 1 Ad & 4-13)7} T2 BEAENE
dolom ol AmEm, R Squaregte] 0.3052A 3I]F|mPel Aol
SPE Ve on F=50.3702 24 3|HEFo] Fou|t A og Uty

1o}, VIFZES 10.00lst=2 SyW47re] o34 de &5t
A F= 7 HLE}‘*E} a3 R el FollA w1 (E=6.976,
p<0.001), ﬂﬂ FEA(t=3.198, p<0.01), #HFA(t=2.013, p<0.05)7} AF=
oo A+ FFS vAl= AR Ueylt. 55| vlwtAdo] HHHAE
ol u A AR 7MY & %S T e Ao=E U wEhA
744 H2-1, H2-2, H2-3& == gich,

(O8]
)
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o EZ3}
. ameEs A | BT
e — i ¢ D
W ZF Square )
B ) H| e} At VIF
ezt
W) | 993 | 216 4.603 000
A | A | 379 | 054 | 377 6.976*** | 000 | .690 | 1.449
305
A= | mw=a | 181 | 057 | 171 3.198** | .002| .707 | 1.414
WmA | 128 | 064 | 119 2013* | .045| 576 | 1.735

* 1 p<05, ** 1 pd01, *** : p<001

3. D AT=ET} AR T ote] T

3 59 HRAESe] O TARIL AVE o] F(HY 4%
2 2 Helxt,

7Hd H3Ql =9 Hj¥ BN ARESo] AR ok mAe
Al

Fo] HAES floll thE2l A4 (Multiple Regression Analysis)< AAISke] ¢
FAL A3HoR AFSUT I AW (E 4149 T2 BAEDE 49
om o]2 AwHEM R Squaregto] 0.3752A4 3|HRF] Arelo] 375%%
el ow, F=207.870024 3 HRo] folmgt Aoz et Zx}sh
A= 0.1014, VIFg2 10.00]5t= S0 W47te] g4 A %=

ZAoZ Vel 181 uARE(t=14.418, p<0.001)0] AHFEO Lo A(+)
o] JF2 nx]= Aog Uelt oA 7Hd H3E AHYE
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1 p<.05, **

*

w
Klo

4. 714 7

4-15y9} 2t

o (&

OF
&,

o

)

(& 4-15) 71AZ A 9ok

& - = Giil N ar il i ar
" B ® 63 ~ 3 " | ® 3
mE ol K
jo° f© T —
5o 5o oy o o |2 Y
frmce) —~ —~ + ~U|
T T B |z E R
~ = G TR ol
%0 %O M ﬂﬂ q_m,_ ,__Iom ._m.ow
5 5! &2 ofF oF o
oT o7 ) = = |3 |*
] 5 ~
ok ofF ,mw LH H M._ﬂ O
—_ —_ 0 ol ol o
> > _ mh oh ‘ﬂr_u_ ToA
N N D ~ o m° o
= = N 2 B T | ok
2 |2 | |FrfFefs
= =T = O |=r © N o | %
LTS G IS IR U S U S RS T
ST TRCY oy o | TR
w |mo O | on o | M = |9 X2 ol i L ol
c Xk |Fe R REE e L
e e B
= — | JE R | JE % |JE o JE 0
,Jw = ,,W =l o AN - l - 1|0 i 1|0
e ﬂ@oﬂ%ﬂ%ﬁm
N D B N A =
— — — ~N ~N ~N Y
T T T T T T H o
T — ~N
o
N e T T
N

_81_



ASH EE

A 1A a9 2ok D AAY

1. 479 Qo

= 59 H¥ HAEFS FA AL gEo] HokHl S Awl &
of. SR Aol S 4] A2 o= 4 BES A 3E, AW o
Z719ES] 94 A AE YA, AERZEH wfde] gA =
o] HHst o= B AdE F ok

olzfgt 917] AFelA T Hu HArEFo] o4 AdE Axs) Uty 9
A= Farge] Jego], Ao HuAE B8 FasHAN 7P SA4A] F
ojof g HEo| i Felo] M2 1A vrx gyt FHao] dgdolat 515
o} oo 2 A3E= & 17 3d HH HAEG o§ Al wiwgEet 14 gt
ko] A, vl T AR kol owet JFS H|A=rtE A5
o, E Ao AAE qos B gyt At

AR, ATFASTH B4 A, A%, Y, 2502 TR QT 24
S AN AW AA 29 71.3%0248%)7F AAAor  FASHA
28.7%(100%8) Bt /g9 Hlgo] =4 Hetgton, dAg5S BH 31~404
7t 44.3%(154%), 41~50M17F 26.1%01%)&o2 30~40tHe] Aol HH|
AAEF] F uAFIARE eyt 4E offolA 7]&0] 69.0%(240%)
o2 ulE 31.0%(108%) et Eoteh. 1 el ZF FEEE AHEH 5Ho
M diEo] 50.3%(175%), AEHE 26.1%091%), sk Eo] 15.5%(54
) o2 tiE ool 68%E Aot o] &2 T & Ho|i §)
Ak AAe AP0l 39.9%, FH28.4%(99)w=0lm A A

Qo] 35.3%(1239F), 201-3007H0] 24.1%(84)s=2 2 LiEh
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ABSTRACT

A Study on the Influences of Buffet Restaurant's Menu
Managing on Customer's Satisfaction and Revisit Intention

in Hotel

Kim, Hyun-Soo

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 identify the influence caused by
menu management factors of buffet restaurant on customer satisfaction by
targeting on those who had the experience of visiting first class hotel
buffet restaurant in addition to recognizing the influence of menu
management factors and customer satisfaction or revisit intention. It holds
the goal of applying the research results to provide base data needed for
menu management in first class hotel buffet restaurant as well as making
meaningful suggestion in establishing effective operation and marketing
measures for workers who are presently working in hotel buffet.
Therefore, an empirical survey was conducted to successfully achieve the
objectives. In case of deduction of properties and variables needed for

empirical analysis, survey questionnaire was constructed by focusing on
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precedent studies for deduction in order to supplement for the validity of
the information and SPSS 18.0 statistic package program was applied for
the analysis of the surveyed data.

The summary of the study results is as follows.

First, females visited the hotel buffet restaurant more frequently than
males, and the highest number of those who visited were those in their
30's and 40's with an undergraduate degree. They were mostly office
workers and  housewives with the average income of KRW
3,010,000~4,000,000 won. Female customers are classified as the most
important customers amongst various customer groups. It is because they
cause the most influence in viral marketing, the marketing method that is
considered as most important. At the moment, consuming subjects are
greatly inclining towards females. Therefore, a customized menu line
which considers the needs of female customers must be presented. In
other words, it refers to high quality menu which excels in both taste,
nutrition, and beauty effect.

Second, the main objective of users visiting the hotel buffet restaurant
was for family gatherings, and the restaurant was considered as the
selective standard for once or twice per 3 months, and restaurant
information was acquired through friends or family, Western cuisine and
meat were preferred, and types of menu were perceived as the conditions
which require improvement.

Third, significance difference was displayed in menu composition
according to the results of analysis on differences between general
characteristics. However, it was displayed that there was no significant
difference in the gender, menu quality, menu replacement, customer
satisfaction, and revisit intention.

Fourth, amongst the characteristics of users who visit the buffet

restaurant, significant difference was only displayed in menu quality
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amongst age, occupation, education level, and 3 menu management
factors and significant difference was not displayed in menu composition,
menu replacement, and customer satisfaction.

Fifth, as a result of conducting analysis on marriage status amongst the
characteristics of users in the buffet restaurant, more significant difference
was shown in those who were married than the unmarried when it came
to menu quality and revisit intention but not in menu composition, menu
replacement, and customer satisfaction.

Sixth, as a result of analyzing the difference in menu management,
customer satisfaction, and revisit intention according to monthly income,
significant difference was not shown in all variables and displayed that
there was no difference in the awareness.

Seventh, it was displayed that customer satisfaction in hotel buffet
restaurant caused significant influence on revisit intention.

It was displayed that customers experienced confidence after their visit
when  they experienced wvalues in the menu quality including
taste'types-degree of freshness as well as pleasure beyond the paid amount
and led onto revisit. customer satisfaction is not a choice that is now the
is essential

Lastly, since menu composition and menu quality of the hotel buffet
restaurant caused influence on customer satisfaction, suggestion was made
for a direction which can provide assistance to the management of hotel
buffet restaurant such as menu composition that can satisfy various age
groups, high quality menu, and the necessity of menu composition that is

distinguished from competing hotels.

[Key words] hotel buffet restaurant, menu composition, menu quality,

menu replacement, customer satisfaction, revisit intention
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