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ABSTRACT

Effect of Service Quality of Hotel Buffet Restaurants
and the Motivation of Use on Consumer Satisfaction

and Recommendation Intention

Suh, Dong—Jin

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 clarify the relationship between
the motivation of customers at hotel buffet restaurants and the service
quality with consumer satisfaction and recommendation intention to
contribute to the improvement of services at the restaurants and to
provide the fundamental resources for the restaurant managers and
marketers to establish efficient strategic plans.

The substantial analysis for this purpose of study used the Statistics
Package SPSS 18.0.

As a result of the analysis, first, the reliability and validity of the concept
of study were very high, and the factors of service quality based on the

results of exploratory factor analysis consisted of five concepts: tangibility,

-7 -



reliability, responsibility, certainty, and consensuality. The factors of motivation to
dine out were food, service, friendship, convenience, and environment, while
consumer satisfaction and recommendation intention consisted of one factor
easy.

Second, as a result of examining the hypothesis, all factors of service quality
(tangibility, reliability, responsibility, certainty, and consensuality) had significant
influences on consumer satisfactions, and reliability showed the highest value.

Third, consumer satisfaction with hotel buffet restaurants had a significant
influence on the recommendation intention and the results showed that the
hypothesis that the motivation to use would control the relationship between
the service quality of hotel buffet restaurants and consumer satisfaction, had a
partial control.

Fourth, as a result of frequency analysis to identify the samples' demographic
characteristics, there were more women than men and most of them were in the
30s and 40s. Also, married people were the main group of customers at buffet
restaurants, and these customers had less than 4,000,000 KRW average monthly
income.

Fifth, in the verification of hypothesis, service quality had a
significant impact on consumer satisfaction, and consumer satisfaction
was controlling the motivation to use.

Finally, this study was significant because it established the concept of
hotel buffet restaurants and comprehensively analyzed consumer
satisfaction and recommendation intention in relation to the service
quality of hotel buffet restaurants and the consumers' motivation to

use.

[Key words] Hotel Buffet Restaurants, Service Quality, Motivation of Use

Customer Satisfaction, Recommendation Intention
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