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Abstract

The Effect of the Physical Environment of Korean Restaurants

on Customer Satisfaction and Revisit

Cho Seong Min

Department of Tourism and Food service management Industry
Graduate School of Cultural Tourism Welfare, Gyeongju University

Supervised by Professor Lee, Yeon-Jung

This study noted how the physical environmental characteristics of
Korean restaurants affect customer satisfaction and revisit, and
analyzed the impact of Korean restaurant’s physical environmental
factors (especially menu quality factors, environmental factors,
convenience, attractiveness, cleanliness, safety factors) on customer

satisfaction and revisit.

Through this, by suggesting a plan for the specialization of the
physical environment of Korean restaurants, it was intended to give
greater satisfaction to customers using Korean restaurants and to

increase the revisit rate.

To this end, this study first reviewed the theoretical background

through previous studies, constructed a research model, and
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established a research hypothesis. In order to verify the designed
research model and research hypothesis, before this survey, the
difficulty and understanding of vocabulary were identified with a total
of 100 people including 30 food court employees at the National
Assembly building (university graduates), 40 university students from
Gyeongsan area, and 30 university students from Gyeongju area. A
preliminary survey was conducted to ensure the reliability and validity

of the questionnaire.

This survey was conducted for a month from May 1 to 30, 2020,
through interviewers, as a self-administered questionnaire survey
method, in which respondents directly fill out Korean restaurants. A
total of 330 copies of the questionnaire were distributed, but 310
copies (93.9%) were recovered, and a total of 301 copies (91.2%) of
the questionnaires were used for the analysis of this survey,
excluding nine questionnaires of insincere answers. A frequency
analysis was conducted to determine the demographic characteristics
of the sample, and the internal consistency between the
multi-measured items of the theoretical variable was then analyzed by
the cronbach’s a coefficient to assess the reliability and validity of
the measurements. Next, the measurement feasibility of the
compositional concepts was examined through exploratory factor
analysis, and regression analysis was conducted to analyze the
research hypothesis. Summarizing the results of the study based on

the empirical findings of this study is as follows.

The physical environment of a Korean restaurant can be classified
into a total of seven factors. Items such as taste of food, quantity of
food, freshness of ingredients, variety of menu, and temperature of

food were grouped together as 'menu quality (factor 1)’ / atmosphere,
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harmony with the surrounding environment, service table provided,
facilities for infants and children, and satisfactory dining space were
grouped together as 'environmental factors (factor 2)’. Items such as
location, parking facilities, efficiency of movement, and comfort of a
Korean restaurant were grouped together as ’convenience factors
(factor 3)' / the harmony between interior and exterior, facilities,
design, interior color and menu composition, and appearance items
such as attractiveness were grouped together as ’attraction factor
(factor 4)'. The items such as indoor cleanliness, air comfort,
temperature and humidity, provision of sanitary products, and
cleanliness of toilets were grouped together as ’cleanliness factors
(factor 5)’ / the attitudes of the employees, the kindness of the
employees, the appearance of the employees, the appearance of the
waiting facilities, Items such as convenience and order response were
grouped together as ’service quality (factor 6)’ / items such as
provision of emergency supplies, safe meal guidance, provision of
safety facilities, information on emergency facilities, and provision of
indoor and outdoor fire extinguishers were grouped together as a

'safety factor’. (Factor 7)’.

And the customer satisfaction factor is @ Overall satisfaction with
meals at Western restaurants, Japanese restaurants, Chinese
restaurants, etc. @ Providing good value for money 3 The meal at a
Korean restaurant is wise @ Providing value for the amount paid ®
Satisfaction with human service is the highest factor stock was
shown.

Also, the revisit intention factors showed the highest factor loading
in the order of @O Positively recommend the Korean restaurant you

used to others @ Have intentions to visit again @ Use it often in the
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future @ Recommend it to others & Even if there is a similar
restaurant, use the restaurant you have used before ® Consider

Korean food first when using a restaurant.

A summary of the hypothesis verification results of this study is

as follows.

First, the study hypothesis 1 that the physical environment
characteristics of Korean restaurants will have a significant positive
impact on customer satisfaction showed that the service quality factor
was the most influential item among the physical environment
characteristics, followed by attractiveness factor, menu quality factor,
and safety factor. Therefore, it can be seen that the higher the
perception of the quality of service, attractiveness, menu quality, and
safety factors among the -characteristics of Korean restaurants on
customer satisfaction, the more they affect customer satisfaction.
Therefore, Hypothesis 1 was adopted, saying, "The eco—friendly
service quality characteristics of university Korean restaurants will
have a significant positive effect on Korean restaurant customer

satisfaction.”

Second, the study hypothesis 2 that the physical environmental
characteristics of Korean restaurants will have a significant positive
impact on revisit intentions showed that quality of service was the
most influential item among physical environmental characteristics,
followed by safety, menu quality, and environmental factors.
Therefore, the higher the perception of the quality of service, safety,
menu quality, and environmental factors among the physical

environmental characteristics of Korean restaurants, the more impact
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they have on their intention to revisit. In particular, the higher the
quality of service for factors such as kindness of employees,
quickness of order response, convenience of air facilities, attitude of
employees, and appearance of employees in the physical environment
of Korean restaurants, the higher the expectation of revisit intention.
Therefore, Hypothesis 2 was adopted, saying, "The physical
environment characteristics of Korean restaurants will have a

significant positive effect on the intention to revisit.”

Third, after verifying the study theory 3, that customer satisfaction
at Korean restaurants will have a significant positive impact on
revisit intentions, it showed a 95% confidence level to 48.9%
explanation on the linearity of the regression. Therefore, this
regression can be seen as statistically significant. The significance of
t to determine the significance of the independent variable showed
that the B coefficient value of customer satisfaction at Korean
restaurants was 0.700 on the revisit intention. Therefore, the better
the customer satisfaction of Korean restaurants, the more willing they
are to visit again. Consequently, Hypothesis 3 was adopted that ’the
customer satisfaction of a restaurant would have a significant positive

effect on the revisit intention’.

Therefore, the implications of this study are summarized as

follows.

First, this study empirically analyzed the impact relationship
between the physical environment of Korean restaurants and customer
satisfaction and revisit intention, further organizing the basis of

research on the physical environmental factors of Korean restaurants,
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customer satisfaction, and revisit intention.

Second, based on the existing extensive and diverse prior research
on Korean food and Korean restaurants, this study is characterized by
a more subdivided and specialized study by attempting a new

approach to the physical environment of Korean restaurants.

Third, in order to increase customer satisfaction due to the
physical environment of a Korean restaurant and revisit the Korean
restaurant, 'service quality factors’ such as prompt response to orders
through employee training and convenient waiting facilities, guide
maps and safety facilities, fire extinguishers and emergency supplies
'Safety factors’ such as food taste, quantity of food, freshness of
ingredients, food temperature, menu diversity, 'menu quality factors’,
facilities for infants and toddlers, creation of surrounding environment,
production of satisfactory dining space. It can be said that it is

necessary to strategically utilize 'environmental factors’.

Fourth, providing a high-quality physical environment in Korean
restaurants will increase customer satisfaction and revisit rate of

Korean restaurants, as well as create profits and improve the image

of Korean restaurants.

Fifth, expansion of the physical environment factors of Korean
restaurants will contribute to customer satisfaction along with the
image enhancement effect of Korean restaurants, secure fixed sales

through repeat visits, and increase sales through new customers.

This study was conducted through literature research and empirical

analysis to analyze the physical environment of Korean restaurants
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and the impact of each factor on customer satisfaction and revisit of

Korean restaurants, but it has several limitations.

First, it is judged that it would be unreasonable to generalize the
results of this study to all types of Korean restaurants because the
sample subjects of this study are very limited. Therefore, it is
necessary to study the topic of the menu in detail, the type of

service, and the amount.

Second, the generalization of the physical environmental factors of
Korean restaurants to seven types may be unreasonable to reflect
both complex, diverse, and ever—changing tastes of customers, and it
1S necessary to study a wider range of physical environmental factors

in the future.

Third, the university’s physical environmental factors should be
further subdivided to study the impact of Korean restaurants’
satisfaction and customer revisit by subdivision, and various and
systematic studies should be conducted using other variables not

covered in the study.

Finally, various and systematic studies will need to be conducted
on how the future changes in service methods and table location in
stores and sanitary equipment can affect future customer satisfaction

under the current Coronavirus Infections-19 (COVID-19).
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