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=, AR A MRl Fd gk A= FHE B2 AHlx V]Yge
BRA H 2AAEY dAFelAME adE wrgsHa vk wekerekrt
(Parasuraman) ‘&< AB|2& w4 A9 #HAsIY] v 2ol Aol stal
o} 14)

AH, AR|A ERAE wASo] Hutelv)o] AEe EAWT U oj¥i =
A, Az FAe] A7k AA Muz Adate] s Lol JhA|= 7]viek ¥
Wik & AA Hu, AR, FH Hrbes Az Ao w o] FojAE A

lid
)
o
)
E

Fol A (Lewis)

o
ll
o3
o
o
3
o
fo
X
=
by
lid
)
o
3
i
it
X
=
D
)
ki
=
o

e gAES F& AHE Axp o] Mu]a FALS ALEx F418 A e}
Au=o] SfE B4l uhel Aejdvt. F F= ne] AA4d Auja(g)
St 7l AnlalohE A Ha 9l

2. ANl F49 TAAA

14) A, Parasuraman, V. A. Zeithaml, and L. L Berry(1988). "A
Comunication and Control P Rocess in the Delivery of Service

Quality”, Journal of Marketing, Vol.52, pp. 12-40.
150 R. C. Lewis and H. Booms,(1983). "The Marketing of Service Quality”,

InEmerging  Perspectives on  Sevice  Marketing, eds., Berry, L.

Shostack, G., and Vpah, G., AMA, Chicago. p.99-1-7.
16) C. Gronroos(1978). vice-Oriented  Approach to  Marketing of

Services”, Eurpean journal of marketing, Vol. 12, NO. 8, pp.588-601.
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A, AMuAaEAD ho 3399 339 E¥H L Lehtinen(1991)9] -9}
Karmarker(1993)2] ol A Zro} B 4= 9t}
AR, o AvA2Ed AARQ WS Parasuraman(1985)5 <9 -9}
Johnston(1990)-5 ¢ A7 )tk
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e AT A e
" Gronroos(1983) Vewd, VeEE
22
Berry et al.(1985) 2354, 3AFE
B4 4, AEFEEE, 71deqAD
Lehtinen & Lehtinen(1991) s e e w4
3314 =4
Karmarker(1993) AREE, AEd, grAETEE
Parasuraman(1985) 224, 384, e, 204, 3744
He, Alvl, 34/ =S, 748, dle, 34
Johnston et al.(1990) oA, HES], dAAE, 92 A4, )
udE T4, W2, w44, 74, A3, &g
=29 A, AMulze] A B9171, 7HE, #
Schroeder L N
(1955) o ued, fA, %4 e, 219
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oo whaf HEtFEleH(Parasuraman et al, 1985) %<2 23352 (Outcome
quality), ¥ 5 2(Gronroos, 1983)% 7]&4 % & (Technical quality), =& %l
(Lehtinen and Lehtinen, 1982)% < &4 % Z(Physical quality)e] &3 319
c}.

(2) 714 e 3A x4

g4} eH(Parasuraman et al, 1985)%<2 70| AU AE of¥ AR =7}
e Al AFdAs of®A A¥s=EvtE dEde Aol HAEA
(Process Quality), L3 F2(Gronroos, 1983)+= TwA - A7ke] A&
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3. M T4 HrRY
1) SERVQUAL =¥

==

Az 49 24 % P 2

T-E1(1998)9 )3l AatE A H)

=232 A

SERVQUAL2 "= PZBA
Tz Aul27]ele] e 7]

5
i

g

& A = (multiple-item scale)©]

L)

i
3 97 HEFeE Y F4

274 (assurance ; A), ¥ (tangibles

ot PZBATE 2 iHEA ] A
LT AQks AlE| A (reliability ; R),

(emphathy ; E), W34 (responsiveness ; R)& tiE3= 2271 &
F91e 7F 399 9% R A= o} RATER

E4A96] 7 e A7} A 54

L =

kv ==
EXE]TT

A =91 SERVQUALe] /e = At}

<3£2-3> SERVQUAL®| 571¢] #+AAd] tig 49

AR

o
oy

sl

A # A3 (Reliability)

i

o

e |
Ach

.

s

3 A (Tangibles)

T
&

424 ((Responsiveness)

A=

d & 4] (Assurance)

(Empathy)

373

=

ATE A
AH(gap)st €

17) A. Parasuraman, V. A. Zeithmal and L. L. Berry(1988). "Communication and Control
Process in the Delivery of Service Quality”, Journal of Marketing, Vol.52, p.35-48
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2) SERVPERF %} EP =3

Cronin & Taylori= AW|2E2L gixo] o M3ty i, & FAH oo
h= ARl AMlaEA=AdEs dAA ofdiA ARty AR
(performance only scale/SERVPERF)E 7|@sla o5 49 T2 o]&3)
vl wee Aavte] EA Wi o)A SERVPERFY O 759 Aol AW
(weighted SERVPERF)& 383194, A#AdEed S84 35S #3ste 7}
TH Ao SAE FPsATH

ol 52 A *&%?&ﬁlf@% o}oﬂ SERVPERW} SERVQUALoﬂ Hl%ﬂ

[e]

KeR
o] WAt =
o= veRyETHIR
Teas(1993)= SERVPERFE &3 ul’de] #3k44<
ZIHAE 24 W A A B AT Al7)Eh
F TARES Bl 8] Teast= SERQUALS =4 diiol
A AH7E o) AE 234w 7| A FA Gl &
al

WA ). ole st W ﬂth,%% B3zl 98l Teast™ EP(evaluated
perfmance) =38 -& A A3} .19
3) I-P Analysis® 9

Martilla®} James(1977)+ T8-S 42 Aoy An| 27 Ay 4L
A= FLo HAE dte] F 2 %(importance) ¥ W (performance)E 4

FAel B4 918 vARelA
R S EA e

A7F o] B A OWOW AE
Mo 7|& AFo|A ¥

N

r>4 r
(2 =
R

)
e

O

|

18) J. J. Cronin and S. Takylor(1994), "SERVPERE Versus SERQUAL;
ReconcilingPerformance-BasedandPerceptionMinus-Expectations Measurement
of Service Quality”, Journal of Marketing, Vol. 58, p. 125-131

19) R. K. Teas(1993), "Expectations, Performance of a Model of Perceived
Quality”, Journal of Marketing, Vol. 57, p.18-19

_23_



[kl

=

=
e
it
o
hit
o)
>
-
>
iy
b
re
4
i
i)
(ld
e
>
5=
£
et

}
X9
rir
o2
o
s
X9

RUAL)

e FE2 FEolut AHlaA
ArkE Zelth & IPAE ©] &4

P &49) Fam olf Foli ddx
=

% ABE

o
Ao )thel dke] o)s) F= A
ZE A 9ty o] & Hel= 4
|82 2227t oA oz Z £49 HiEgl T8
Aloll vl a4 8= 3 717] R o] v} 20)
IPAE oh&d mde] Jidad 728 7HAaL vk o8 d IPARE ] 574
TRES} W o] S vl b ghol ofste] 47FA| o] v ojabA
< s o Aok IPAE [29 2-2]3 o] HUla 4o FRE
(importance) ¢} W S (performance)E 748l o] 229 TAXAe| #F A8, 1

Aol whe} o] B Foof g} 2y

N

(0T L=
(o3

oft

d

od rlo

IPAYE SRS 7Foz Yol 484 e zH2t “gs - HA - 3
o - ‘AEA'E FEAE=Y, “HF(concentrate here) Woll EA|H HrlEHA S
FTREE EAN Adgo] & HA @ AoR FF A HEdide] Frh

‘A (keep up the good work) Hel]l TAHE HI7EAHE S 57 =i 23
Tx vwd F olRolXa g AoE AL FA5 b= Aol ntgAsivt
= AL 9n)dit}. ‘A (possible overskil) Wel] TAEH HrlEAe H2 FQ
ShA & @58 3rol ) AdqH FHolnE AAS Fol A Aol w T
A v AL gudit}. ‘AL (low priority) &£ FRE9 WSl BE
wro AfEol ALA A A e SAEd ot o]k 4RHE FElA HE
A= Aoz s olof B S A wAT 7 A ok S IPA )
Efas A ¥ ofior a4 o= sfds)or & AMES A sk
&% AEE AFsiy, HFT ol &3 FESo] A Aol dnt

200 E. A, Hammitt(1996), "Going bheyond importantance performance analysis to
analyze the  observance-imfluence of park impack and  recreation
administration”,14(1), pp.45-62.

21) J. ], Martilla(1997). "Importance Analysis’, Jounal of Marketing,

41(1), pp.l13-17.
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EQ5(1)

A% A
(Concentrate here) (Keep up the Good work)
AT (M) AsE (1)
44 a}e)
(Low Priority) (Possible Overkill)
ELQT (M)

[2&] 2-3] IPA wWEE 2

A+& @ Martilla and James(1977), importance Analysis, Jounal of Marketing,
41(1) 2 137172 BEu& A2 A 24

A 3 A aA (53 PFoiete] AA

1. =9 YA Aux F23 A #HA

Zd R Mula Ede e Az4d FANdoRA BEel fARg
Awkzlo] BrhE b HANE, aARkEe] side] Tl BYA genpgl o=z
AWl AR, 58 oo AuAZA NEE U AE V) Fo R 3
A2k M) zaeke] BAAEE Y AAR TE AuAaEde] Ede HE
2 owbEo] s} o o] BH sttt

gy H SRS AloloflAlE MulAEA 1 wEe AT dWAs @
WS A Belg deleleEd Fosta vk o9 #Hdte ;AR
| Bt A, mAMES =4 Ay S

& Ayl 71de) AA FE(global leveD# #AE = el s A0
o

o AAES BEA Au|A e AUl TQdel thek dA wERn 323 o
T Atk

4, FAE TS 89l webA] FElEE A Folth F, Au|aFEde
A7k e & el A (attributed-based) 3l FAHHIZ=Z e A d F-of A
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AA A o= ﬁé*é%ﬂr T3 *W] % ol Azp2 of| el et
1 le) ‘l_

20 P& 7 (post-purchase affect) S 24 ZAZA wrgo A

AR aax=z FAFY ok oy e gAAQd W

aspect)<- Alzko] A abgol weba] o oA AskA WEFEA gon, AvAY
_]

2
< Aoz 7|}, mela] ARSI AuAEEe T g el
B AvrAel A S EAEA FAINE iR AA % Aole glvhal &
F ATt

A, Mul~EFL aAgEe F Jide FEAHAoz EA3E 7Y
(expectation) 7| <AZTIH ZHzF opE Jjdow Rt ol A
o] 7] E of &7 (predictions standard)©. 2 Aol HAthH Au|AZ A3} 317
g e Jdoer g2

Az FHL a7 Aula )di(desired service)?t HA AW 7))

(adequate service)® TAH HFAHQ F90 UdlE A Y] 2(expected
service)9l wWHH, ATy BubEo o= A v A(predicted service)#E @

713 Xz} A n] A(perceived service)® H7FE Az AAFC} o]g gk
Az & o, a4 ¥ SR Jodd A FEstE 457 e d53 7]

o] mE Ay BYA HE A nAe FA Bekg =4 Aolv}h, iy
A} o) AV E-(Zeithaml) 53 2 FAEL AulA T A9 Ao wpzy Hihz
&) AdiE 2 Aue e AA A o Z=gelolo] 917

witel - Muja ZjtEks Aar EEA

© &8 Aotk wEkA] FAE ARl FA4e] Jidel mEHE Vg Ade A
A b Bk V) g e mA W idelst & 4 ol
e AHAaFAS 17 BE o] &she FART wEkA] o] B
2 dAE & ALY el E Fx vk F AL FASE =7 1A
HES vdshE AAE dEoldats HAAe] AL FE AA Ao, A
wEsl Aula RS w2 A (disconfirmation)ol]l &3] SAH 2
Tl gl 2AEe FElER FE
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== (situational level)©l

4]
(global level)ol 4]

KeN
=

T Ak

fsiz
=

g

=2

I

B e
=

-

[ ohe

1o
T

=7

A

N
<

-
1.

Ao MMdor F857

oA ¥

7

al

o
ﬁo

=

%

B

<2 H

=
=

& a7

R

i

<

N~
A}

o

gl

ojy

=
==

s

7

Az vz E49 1

[e]
e &+

wep od A}

R EDES

o}
gan

g BEdi7F H= =

s
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ol
<

g 3

Aako] A8 ¥ 2= (conceptual antecedents)E

1 A}

=]

=
==

23) P. G. Pateron and L. W. Johnson(1993), Disconfirmation of Expectation and the Gap

: An Integrated Paradigm, Journal of Consumer Satisfaction,

Model of service Quality

Satisfaction, and Comlaining Behavior, Vol.6, pp.90-99
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[Z®2-4] A2t MR 2F2 3 a7 vkso] 3
A5 1 Zeithaml, V. A. and M. J. Bitner(1996), Service Marketing, Mcgraw-hill Co.
inc, p.123& EUlZ A=} 24

<F2-4> AE)ze AT AR A nu
7N ¥ s Ml F4 LA E
e el AFE Al
|l Ikl AFaekt @R | 3 avA) e 49w
g ERE . O
e | PR AAEE AR e AT | = AEHE ),
7
bl A UL Adshs Aus | AR dA Fe ARA A
: o A3 EE A5, F 9 Aulag 4n w4
5.
AA AR | AT BA AHE A7
AAA o} | almA Asdeln AwAel ¥ | ERANG ARE way F
9l A 87 e A9l w4
AAATY | Y FFAFAY, w5 A3 A .

Zm ¢ Kotler(2000), Marketing Management @ The Millennium Edition,,
Prentice-Hall, Inc. 72 A3 .
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L. Frey and R. Daly(1989), "Linking Service Quality, Costomer

A. Woodside,

24)

Vol.9,

Journal of Health Care Marketing,

Satisfaction and Behavioral Intention”,

5-17.
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u g AFAAGEA, A 2dlin FE5E AT TRl Y-S
SRS A=

2. 79+

Dube - Renaghan - Miller(1994)¢] ¢1-33)= H2EH A AH| 29
E4E ol &sllA o] Al 1 A4S Al W skl o 1A ¥
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The Effects of Service Quality on Customer
Satisfaction and behavioral intentions at Hotel

Buffet Restaurants

-With cases of buffet restaurants at Special First Class hotels-

Park Jong-hwa

Department of Hotel & Food Management

The Graduate School, Gyeongju University

(Supervised by Professor Lee, Yeon Jung)

(Abstract)

This study was carried out in the following manners: Chapter 1 is
the introduction raising questions and covering the goals, methods,
and scope of the study.

Chapter 2 provides the theoretical background. After discussing the
concepts, kinds, roles, and characteristics of hotel buffet restaurants
and their overviews, it made a consideration of the concepts,
dimensions, and evaluation models of service quality. Then the

effects of customer satisfaction and intention for revisit were
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examined, followed by a review of the related previous study.
Chapter 3 consists of investigation and design. The theoretical
considerations  were used to identify  satisfaction factors
systematically. Items and scales were also developed to use as the
variables of each concept. For empirical analysis, diverse
investigation methods were discussed in their systems along with
the goals, sampling method, and investigation time. The chapter was
wrapped up with a description of specific methods of data analysis.
Chapter 4 provides the analysis results and discussions. The general
characteristics of the sample were examined, and the individual
variables were tested for reliability and wvalidity. The difference
among the expectation and satisfaction variables was t-tested, while
the satisfaction factors were tested with factor analysis. And
multiple regression analysis was conducted to investigate the impacts
on satisfaction, intention for revisit, and word of mouth effects.
Before testing the hypotheses, the sample’s demographic
characteristics were reviewed along with the general characteristics
of the clients at hotel buffet restaurants.

The findings were as follows; the biggest number of the respondents
said their favorite menu was the ’Japanese ones.” They also used
the service ’‘once’ a month to hold an event(birthdays or

anniversaries). Their information source was 'recommendations from
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their acquaintances,” and they usually stayed there for ‘one or two
hours.’

The immportance of service quality of hotel buffet restaurants was
examined. The highest items include ‘freshness of foods,” ’taste,’
'hygiene of materials,” ’'kindness of the employees,” 'accuracy of
reservations,” ’'hygiene of the buffet vessels,” and ’'quality of the
menu.” The items in the lower ranks were ’'business hours,’
'exterior of the building,” and 'convenience of transportation.’

As for the performance ranks representing the satisfaction level of
food service, the respondents were generally satisfied with the
"accuracy of reservations,” 'appearances of the employees,” 'kindness
of the employees,” and "hygiene of materials.” Their satisfaction level
was relatively low in 'differentiation from other buffet restaurants,’
‘convenience of transportation,” and "healthy menus.’

The results of importance and performance evaluation of the menus
at hotel buffet restaurants revealed that the subjects believed the
important items included ’'fruit dressing,” ’‘sushi,’ ‘raw fish,” and

!/

'western vegetables.” Their awareness level of importance was low
with the item of ’‘gruel dishes,” ’‘cream soup’ and ’'instant grill
dishes.’

Their performance(satisfaction) was high with ’'fried rice,’ 'western

vegetables,” ’'grilled fish’ and ’'sweet and sour pork’ and relatively
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low with ’instant Chinese foods,” ‘japchae,” and ’olive oil and
vinegar dressing.’

A paired-sample ‘t-test’” was conducted over the means of
importance and performance(satisfaction) in service quality. As a
result, there was difference between importance and performance
with the former(average 3.93) greater than the latter(average 3.44).
Another paired-sample ’'t-test’ was conducted over the means of
importance and performance in the menu. The results indicated that
importance(3.64) was higher than performance(3.63) with no big gap
between.

The difference analysis results for service quality as the clients
perceived showed that there was statistically significant difference in
all 29 items. The results for the menu revealed that 20 items led to
significant difference.

The results were then used to make an IPA graph, whose patterns
were the same as the empirical analysis result.

!/

The independent variables of ‘buffet foods,” ‘’appearance,” ’and
‘customers’ according to service quality were examined for their
impacts on satisfaction, intention for revisit, and word of mouth
effects. As a result, Hypothesis 1, 2, and 3 were supported.

Dealing with the impacts of satisfaction on intention for revisit,

Hypothesis 4 had the F value of 150.426 and F significance of .000
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at 99% reliability level. The explanatory power of regression
equation was .355 or 35.5%. Thus the more satisfied the customers
were, the more they were willing to revisit.

Dealing with the impacts of satisfaction on word of mouth effects,
Hypothesis 5 had the F value of 143.348 and F significance of .000
at 99% reliability level. The explanatory power of regression
equation was .343 or 34.3%. Thus the more satisfied the customers
were, the more word of mouth effects there were.

Dealing with the impacts of intention for revisit on word of mouth
effects, Hypothesis 6 had the F value of 216585 and F significance
of 000 at 99% reliability level. The explanatory power of regression
equation was .441 or 44.19. Thus the more intention for revisit the
customers had, the more word of mouth effects there were.

Chapter 5 makes the conclusion section, offering a summary of
research findings, suggesting ideas about customer management and
marketing, and covering the limitations and implications of the study

alo
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