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(Abstract)

The purpose of this study is to identify how the service quality effects on
customer satisfaction and customer loyalty who are using Korean
restaurants. Accordingly, I intend to figure out which service factors that
can be incorporated into the operation of Korean restaurants. In addition, I
would like to present development plans such as improvement in sales of
Korean restaurants and providing necessary information for the successful

operation of stores. The temporal scope of this study was from December
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1, 2019 to January 10, 2020, and the spatial-personal scope was limited to
customers visiting Korean restaurants in Seoul and Gyeonggi-do (including
Incheon). Meanwhile, the results of this study through the hypothesis test
are as follows. In hypothesis (1), it was predicted that the quality of
service (food quality, employee service, physical environment) will have a
positive (+) effect on customer satisfaction. In other words, It is shown
that the higher the quality of the service, the higher the customer
satisfaction. Analyzing this by factor, food quality had the greatest
influence on customer satisfaction, followed by employee service and
physical environment. Therefore, I found that the service quality of Korean
restaurant is a major predictor having a positive effects on customer
satisfaction. Hypothesis (2) predicted that the quality of service (food
quality, employee service, physical environment) will have a positive (+)
effect on customer loyalty. As a result of verifying this, the customer’s
satisfaction increased as the quality of food and the service of the staff
were better, and the physical environment had a relatively small effect.
Therefore, it was found that the quality of food or the service of
employees, rather than the physical environment of the Korean restaurant,
is a major predictor of customer loyalty. Hypothesis (3) predicted that
customer satisfaction will have a positive (+) effect on customer loyalty.
As a result of verifying this, it is shown that the higher the customer

satisfaction, the higher the customer loyalty. In other words, I found that
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satisfaction of customer visiting Korean restaurants has a positive effect
on customer loyalty. Therefore, to meet their customer satisfaction, Korean
restaurants need to find a way to satisfy their customers by improving
their services and environment. In order to improve the satisfaction of
customers visiting Korean restaurant, managing the physical environment,
food quality, and staff service is necessary. In particular, it is important to
thoroughly manage food quality and staff service. In order for the Korean
restaurant to have a dominant position, different strategies such as
selection of ingredients considering local characteristics and development of
a menu for vegetarians are needed. In addition, they should try to develop
foods that go well with wine, traditional Korean foods that take advantage
of natural ingredients, and various healthy foods. They should improve
customer’s satisfaction by providing high—quality food and environment,
and friendly service of employee by each store. Through this study, I had
a strategy to increase customer satisfaction and loyalty. First, it is
necessary to compose a representative menu of Korean food that is cheap
but has good quality by understanding the consumer’s consumption
tendency. Next, systematic service training, development of menus using
eco—friendly materials, and improvement of the physical environment should
be continuously practiced. Also, in order for Korean restaurants to be
competitive, it 1is i1mportant to cope well with customers’ changing

consumption tendencies and accurately understand their consumption needs.
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The results of the above study are thought to contribute to the

establishment of new target markets and marketing strategies.
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