L& 3 358 2014. 12. pp. 39-52

DINESERVE| Z1lH: AERae ZHGIE SR
The Consequence of DINESERV : Focusing on Moderating Effect of
Restaurant Types
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Abstract

The purpose of this study is to discover the relationships between service gquality, customer satisfaction,
customers’ behavioral intention and image of restaurant. The aims are to: (a) identify the number of
dimensions for service quality, (b) evaluate customers’ satisfaction, (c) exam the causal relationships
between customer satisfaction and behavioral intention and the image of restaurant, (d) test moderating
role of restaurant types. The empirical research was conducted using survey data and the survey was
conducted through questionnaire. University students (N=205) from the Busan area who have visited
restaurant participated in the survey. In order to verify the hypothesis, exploratory factor analysis,
reliability analysis, descriptive analysis were conducted and (multiregression analysis was utilized.

The results of this study reveal that the number of dimensions for service quality were identified as
empathy, tangibles and assurance. And customer satisfaction had a positive effect on customers’
behavioral intentions and the image of restaurant. But Moderating role of restaurant types on customer
satisfaction was not significant. The implications of this study are provided, and future research
directions are outlined.

Ml

SHAIFH O : DINESERV, MH|AZZA nHokx #zolT 0[0[X|

*
off
o
)
Eu)
£
=
=
2
[
o
o
B
o
=
~
>
—1>
it

39



LMk (38 35 # 2014)

T K
T =

#

¢

B

=

—
file)

)

ol

]_

S
=
[e)

b
o

I3

KeN
=

o

]

ur 5=

L

Al ze] B4 L o

L

fu

A

SRIGER

o

=}
‘CH

A
[e)

A& <

2=

A H]

o

JA7E v o

Adsh B A2 Alge] Aol o v
el A WEE Fo AsHow oA ofe

)

]

e
EE
i
o
iy

il

o]
o%

A

i

&

=
-

S A=

ST
™

of B4 wEe] A

7}A] 2

2~ =
=

AnbA oz A

ot

%

|

oj
oyt
u i
o))
HH

ul
S

e =Ew

5]

€]

E

o 3] <], 2006).

A

Al
2

Fef <]

°©

Q

o

Ao A Az A n]
o ol A= DINESERV HEE o]

2

=
EER

—_—

0

0

T
o

;é!

il

Fom TAHoR

S

z.e
M

el
o
E

A, DINESERV7} a7)uhZo] ux

A

Abv] W32}

KeX
=

371 9

bela Al

S

S

Y5 2ol 7

=1
=

=
=

s

7_1|-11:r

DINESERV AMH|AEZA 1}
McCleary and Weaver(1982)= &£%53 Au2Z2 A9

Atk A&, DINESERV 7} it

= ol 7}

1.

A2t A

i3

g 9

23y

]
&

ofof Fri A

o
o
Ho
"o

)
Jo
—_

0

X
Nr

!

o

488

Al o]

A

14

E % Parasuraman, Zeithaml and
9

o

pu

]_

5|

to] Knutson, Stevens and Patton 5] 19954 ol

e
o, mel iR

©

7

o

=

]

juiye)
a !

J

Z_]

}

SERVQUALS 7|2 o=

L
s
uls
=

7

o
To=

1

Berry(1988)¢] SERVQUAL
Z

DINESERV

T o
—_
o 1_1.._
=t
w
Oﬁ WT
or %
0 N
= o)
o NM
N
Mo R
w4
o
9 T
o-
of W
_ X
X5
N
w0
Yo T
)A
w1
Ho o
T
X o
< zr
o o
T R
oo >
=
HL E
™ @
& &
< A
- =~
o 7
= H
oE ﬂ|
w 8%
o 7
o A
T

o

A
4

]

23t

—_

il

]

o QoA oAl

she

40



DINESERV<= 7p Ab1ghe] AadhAls stow Ao @i bol= AababArt =2 A
olth. 1&g il o] HEE o] &3te] 2-3/9Y with ZAbste] 7 A Hghs vawstd A
aEde] 7 Ay WsiRels & 4 vl 2w o DINESERVE £4 d2Ed
YAtw stofm o] Zthstar QIAskE AMHIAFHAS AdA SHoA =& & 5 dves
HolA Fask 9uE Adoa & 5 AAH(Kim et al., 2009).

obgd Aujze] FHL NSRS EolFEts Adds o] gAE o Fo] o
T o)A g}, Parasuraman, Zeithaml and Berry(1988)& A Zt®l A v] 49 Edo] =S84
£ aARkSo]l Frtstm Au|aEFAo] Fujo s AAgtta stk A AEAS ARk
o A AFI Muj=e] F4 feAdArt uAnEe] S vAH, & FF
of Mulx FAE ATToEAN DRSS mopAHA o2 Q1% 7]E e ojgukx] 9}
Mz A4S Flste B35 7H4 &5 Jow, 14 vt A MR 23R m=s a1
A FAHES A & Ak oA Y MM AFEL a1 thete] nATERI A EH
g BAZE vk wEkA 2 A vsH S HESs =&Y

74 1. DINESERV & AR A(+)o] 43S n & Aotk
7HA1-1. AL ARkl A (H)e dFE v A Zot)
7HA1-2. A RS A (+)o] dFS mH Aot
7HA1-3. e aARESo A (+)e] dFS v Aot

AANSZ S AN G| AFoly MulAE T V] vAY dEedA YEive dEs
ARG Tl el ARS Sl =)= AlEA I el AZdE =dAel dsjA o] HUME
1.

st #Agolgr Ao & 4 v e mATkS2 Aujxte] AEl4d 77 (Psychological
process)®] #HZF AElEA A% Abej(Cognitive states), ¥ 7F(Evalution), A% Wk
(Emotional response), 1A4 Azt Az wkgo] Agd wd oigh dek(Satisfaction

judgement) ‘& Yl 7FA #ANA 2 HAo] Fo|Hrw Frh. nAR= i Jid BHE
oy A5 oS3 2ol Aol Oliver and Swan(1989)% wHEolgr “EAdXxw 7]
o Aol An A sl AbHA R ZHA A Q| o] Ao ZAgtste] HAH F
A9 A el eba sh9om, Tse and Wilton(1988)& AEo] that T o] de] 7] ojs}
T 5 AA AdHete] A xfo] o] wrE A whEow Aol gt o]HX B
SatEo Ao ek el s AHE Ay uANSe uAe FHA Gt U|E
o, Wkg-o gt & 4 Jvh. 5 AL VA D AFI AMu| =] AlFo] HA AHE
Fo 7ol o ® Fow WEHS w7/ "o AEHoZ uAntFHold ofwl 545 AE
ot} Aujze] g 5o}t LMt Ay o thE FrufAte] kA olal FdAojm H7EA <l
Hgog B 4 9lrh

Fso)e = pvdlso] tigh dFad o8 FaAHY, AT R4S AHSH] fsiA
At Aoz A7t 5 3 ‘jr UJrEVﬂ g o= AvAEo] ofW el diste] H=
5 A4 ¥ 5AS mYdsoE YEddE ide oA Adem o ¢ 9

(Boulding et al., 1993). AH]AdFoA FFd = Aol& =2 fAg I FA AW

41



LMk (38 35 # 2014)

T K
T =

#

)

23!

]
b
o
!

-

W
o}
ng

R

o

Ly
a

Aol A A o] v

AL e P A
e A el

=
=

Zo] ool 1 A
7

s

pai e

7

=

=

AA 1 JAE
Atk wEkA o

2~
T

F, 2008).

=
=

°

ba

A
oh(ut

=
—
}1

skar, th

=
=

Ao FARo A o

[eax

)

!

—

0
H
o)

e

N

7kl A9l
71iel 7HA

(¢}

fu

]

25Y A

L

1t} (Baloglu and McCleary, 1999).
I

Au) ol o g 317

Q1 2]
HHGronroos, 1984). 7142 o]w] X

-1 0

Q.

gl

5

A4, 2002).

bbol

[

shitel o),

S

1
.

at7lel vig- Fa

o ohet WFe mhegel FIE Ao FgomA 7]

o A4 =]

[e]

=
)= =RNe) =z
BES &

2 )

A

AurA oz Aulz A5 719 oA

+ glvh

oV

|

ol hef st

MH2= 71959 Anjs Aol Apis

HA = 7]

Sk

719l Mul=gE Mk

G
B
xr
o

o
=
o
H

A
el

R

=0
<

o

P
T

]

O
A
W

s
iof

)
—_

Fe olnAE Hiete] 7

o

oy

sske] sl

ATkl A, 1997).

TES v o E DINESERV7ZE 17y RkSof m|

00

MW.O

)l
<

3

al

e

A g3

[e)
=

A2 71

skl o 205F7F 3 H A

S

Al

Al
=2

A

ENE

J

=

T

1 SPSS19.0

[

_?4

[SR=1

=9

571 9

S

Mol Abg
oz 247719

=]

fLs

ARE AT A

[e]
=

.l

3

272l
Sk A

s}

H

7} 4. DINESERV 7}
_/':

of

ot
42



DINESERV2]

K0
__A_ﬁ

2.1 DINESERV

it

o))
L

Ho

gl

27 SERVQUALS E=

o]

L
L

a7 el QX% FIh(Anderson, 1998)0.2 2 Aol A

o] A

o

al.(1995)7}

tol 29749 W4

et
5

Stevens

o o

=N
[e]

FA T} Vincent et al.(2000)

A}-£-3]

21/

==
K3

°ol-&

=
=

DINESERV

B

—_
o

N

toH, 2= 5

49 Hw2 nwoso] A4

ol A ¢l

KIr
=
=i

22 1

o] W 4 9t} Olive and

"
Njo
2
ol
T
BN

)

el
;OO

yace)

O

R

Swan(1989) &=

FEEA,

she

il 2dsdtka A

9|

A EE 1 ZAATE A8l

E
=

A % 9

il 37)2]

3

2 9

ol
LHo

=
110!

270 WeE

R
.

o] & g}

Mol Ao AL wEow volE ¥

)

—_
o

0

X

AA HEbd A olgk= Sv=A

taem ZgA= 5

5|

o

A

3

MER T

o
ol

[

KA

-

BRIl A

2.4 olg|x]|

il

AR 15

s

o)
i

=

o

B

& 5 Y gdA Az 8 ANsE A

SF7F 1

+ T8

i

T oA =go] (A E, 2005). B AT

5)

o

tel 217

)

4708 WaEe A

pu
L

ol A

43



fE&smE (55 35 # 2014)

B oA A ool AT BASE 54 st As NEEAL AAstar 4
H EEE Aurd Jdo] 1009 (48.8%), o1 o] 1057 (51.2%) = YEtL Hlu A g &

A=
] SEe 209 v Wk 15%(7.3%), 30%HY m Rk 347 (16.6%), 40%F m Rk
(45.3%), 505+ "%k 369 (17.3%), 507k o] 279 (13.2%) & et 1gla
do i A5L 15099 mwk 10(4.9%), 1509 -250H) vl vk 377 (18%), 250-350
A ek 53%(25.9%), 350-450%F Wl WE 479 (22.9%), 450-550% Wl ¥k 309 (14.6%), 550
i o] 287 (13.7%) o2 LFERY T

rlo

2.1 DINESERV 2¢2&4 & AM2[d &4

B ATl e dd 57 ARl FE ]l TeA s A SHAE
o] T acleow W lo] 3 Jfe] alow Fo] ¥ om WHsal 3/ AMHl
wdacler <& 1> yEhd A o] 3d ajloer i FES9 2d4A4% T
HAAZE 56002 =A AAHAY. E vE eflew ERE F5E HAA T Hug
27192 S AAE o] ol lEdY. ol Ak ATl AlAsta s SA4F
TEol A% 9 WHHIAS R Jes Holer E3 E AT AHAES A5
A3} Cronbach’s a 9] #hol 474 828, 34 8214 # 4 7392 el B5F 6 o]dow
v A SHAl e mhebA 2 Aol AbE R HEE2 <E 1>l uEbd vRel 2ol

Adagdol ki & 5 9l

44



DINESERV2]

o]
[}
..m 0 — D
] 1 & @
=
o
—
O
2lg|g|s|g|lg|glelg|zle|lelgs| g 88|83
S|~ || a|lals|s|s|S|le|8| 8|8 || 6B |L|T
| I | | I : : : : : — m
h slg|8|2|R|82l1g9|5| 8|8 |3|8|lsg|l2|2|8|8
N S S = S S 0 o) &~ o~ o S S S S — N ©
o . | - | < SO B L B - . | S R
clelg|s g el 5 5/8|5/8/ 2|28 8
RS I S O I O - T =T =T =T =T =T =T I B =T B A T O e I
. . . . . I | | I I < —
o
o | o
w <t <t o 9e) o™ o™ <t o — Lo Te] <t — o o .m =
H.T_ ‘|1_ u_.>m0 nA,vO JM-O N_A_.lo umo nA,vO n_mo n_Alo umo nA,vO n_mo n_AlO ﬂ_NO uAvO n_mo s WAFL
e o NH < NR NH < B0 760 0 B0 80 =) &) £} ) ) m h
A | Ao | B | Fo | Ho | B | ok | ok [ oF | ok |k | ||| | @
]
R

il

<E 1> DINESERV.ol| of

9202 YEhY &

876, o7 A

884, Ajol-&o]

o]

1:‘1_]__

o]
gre

H &= EXoA Cronbach’s a9

ubsl o},

I 2>00A B

= <

45



EimE (35 35 8 2014)

#

x4
ju

dESelk, ololx|

=3} 3

8

—

ZH O
=

3
1]
S o < ©
S & & &
b M A 4
el
S
—
O
m | x| 0|l x| ng|leoe|lx|on| X
S ool e8|l F |||l s R
sles|=l&|&|a|a|lx|= X
_ , ) ) L s
o0
m
0 | 10 ~ | o | = )
s 12z | sl=2ls|8 12 x |9
7o S|l | a3|x || 3|3 |8 | xR
_ : ] ] ) | &
~
m |
w | o | o | © e
o~ — Io'e) — 8 2 — g { %
» » o~ — < < < < : :
2 ] . , : S | 6
©
)
— o [a] o~ — [aN] — .n|.ud
—“ 22 o
i RIX|XE ol T N N
JI R =8 =) MIrL m.._ 0 0 n_.nv
o o o = = a0
m

2> 1

ir
ar

<
DINESERV

3. 7Id A4F
3.1 7h4dd.

tol o= 2l 712

o

= A

3>l e whe} o] ZhAdle] R2 #%

el

o

[e)

-
3t

3 <

Ho

NI

A
=T

B

Z3te HEAFE B AuaEd

o B

B = 21
388 71

f

%
29 F el

KX
=

vebe Aae bl

S FE1-
= T i

o0

Bo

o

el

e

~
Ho

)l

o

B
]

o
Njo

bl

572 ey 181t 24 vEsgtew VIFg: £

e grol

7y
7V & gkol 1.320 &= 102t A e

46



1.320

1.161

1.192

d TAF

gl

Ho

A

57

861

.000
.000

839

325
.000

.000

.000
A
5.293
12.988

-.987
6.986

5138

76.071, p= .000

6.044
H &

675
rS o|& AHo|ch

S
S

EE3HAT

.388

H| B}

.268

168.677, p= .000

=

319
tehd uheh o] R2 %
455, F

5 (+)2)

205
.056
2:

¥Fox

DINESERV2]

278
.060

EFLA

.051

4>
8>oll Yl upel o] R2 S 4370,

675, R

-
Rid

.069
R=
Ay A

AL

730, R?= 533, 4% R%= 573, F
} <

NEEg A%
7 <

1.085
730

HEE A5

-.274
422

.261

<¥ 3> DINESERVZI 11Zjgtxo|| o|xX|= Znf

R=
2tx 2 oo X[of

A14

Holeh. whebA A o] g
al

7o
i

umo

0

o

12!
el

24

L

R

3.2 7td2.
3.3 74A8.

74d2

7hage

do wATs

3

(el

B

o)
oF

o

ol

47

sk whEkA Aol of

EH
2}

gl

A



.000

5.041

H]| B}

EimE (35 35 8 2014)
.208

EFA

#

x4
ju

HEE5 A

1.046

v FEEENTNRTHFDT R W T
L e T S R L

[} ol 0 ) —
s o mmamp gt ETIY saw ey
S o wos ) W L
TR oE of 2 o] No W = Bo ™ B
E_.__E ﬂ.%wrwmﬂowbﬂﬁlcgulﬂo Mﬂ@_%i%

> 5 S
N pE e wEegeuy dwwgw
n ﬂ_g%ﬂmxﬂ:%ﬂ pEESE

— = T = —_ o Lo
s " wo ° W > 5 oF &. % ) X=m s 7
o _ BoXMwmEdT T TH ww
& 0 B .Sﬁo]ﬂuo_a.&.‘_ﬂmdl PLzIQzT
m o, ,Ll‘DlE R OEU —
S JJJ 150 ™% A 100 B o) ® o T oW oo
LR 7T s sErmifav¥ mfoog®
o | B o @%Wariﬂﬁrﬂ%&q = M A £ o
R I -« e A L o
€| 5| = W T R RN R - L S
B X 30 i S LR 2 — w o T
BIT ® rotessiiaer THODE
N o W e Twnd S Mg HHo PN
s e K o2 _ F2 xd_ 8 yi <ifpd
Q o o W e e g B ¥ i
aE: 27Ty TRzEEE FEa ot
™ | = X e} .
S =ls ¢ R T A Ry = a AR
- To W T N o KMo Rx oy o of R
2l & TuemoseEle T o wma
<1 A = WgT s = B I
ol A N =® T EIZET P 2o F .
E AN ™ ‘M_W ,H_Ol S: O_ T O Jymo OME OE
G = Pl oo gEaedx bmde,y
- \4 W T om XM o Edo@&o ﬂﬁﬂa@s%
= o éﬂ%?%ﬁ%% fz,;ﬁ o ,u;ﬂl
: 1] ey P ® W e o o o %O o1
R TR
D e e T ol oS kT g Ex
a ﬂ%ﬂ%ﬁu@ﬂﬂ%ﬁ%d&o.mﬂ
v Sl RPT =Moo C W
i LN - (A I R
N~ B2 wﬂoé%%%w.rﬂzmﬂﬁﬁm
< Zog ™ T w ooy R - B
™ I I I TP B N N B <ol
SoEBTREATISENE O WE T M

o2 e

o] FA A o= DINESERVZE 1

<]

&

8l6= Uety 18Y =A YEsoH

grol 122502 108t} 27 et

=

4eA %

ato] 9|

o

=
2

°]-§

=

=

=7
L

7

<
A+ DINESERV

L
48



DINESERV2]

—_

o

. RR

i

B
;Q‘..#

B

A3 o] H7FA

A4 ol

Ho

il

A

M

)

al7
jan

o]
o

4

;oT
L

22|
mm

o

=

o

or

el
Na
Al

—_—

0

X
of
o]

o)
s

)

—

<

™
ey
A4r

o)

o

o)

=
B

o

w
)

il

o

T

B
O

X

dA s e g~

H7E vERLA
G t2A ERdh

Q

a

|

1

il

9
i

u] =]

of o
ol

=
=

)

-
Rl

24
75

1

R

Fol 8

°

, SAET 37HA
Aol o2 AT E A
A A, DINESERV7} i1

DINESERV ¢

}

k]
gl

o

BN

o A9 HulAZAoA 1

)l

ehs A3k gl kel A

al

X

o
B
‘_Lmo

‘.m‘o

ol
M

~o

=
o
o

ol
H

H)

o
el

ol
oF
ol

08 g

A9e) A4 2

A

—_—

0
G

A}

[}

=

-LL
__oo
-t

0

Bl

(o)

o

00

oo

i

M

0
_5 r
o
TR

i

97 DINESERV

=

49



o dolME BE4S PP A4S wEFE Uue A8 Bast Ao,

A, 2 9AQAE olgat RASS dAon i mEw} A 949
CEEEE RS i

AR, AR 2EAS ZAF QoM RHAEY Jsh ARz AT WaE F
A A 2EA Aol Auluolol shizul WAl FAH An| 2ol ske] Azt Anx EA
g Stk HdA @A AR Atk BF AT odd FAFEL med
DARE] FRAS QA A oR 24U 5 s Aw Age] YMok & Aow

[1] ¥H3l, &A8Q006), “ANARA] Au2ED S4 A% GEF A=, 99394
-, A 971, Al 3%, pp.7-26.
[2] ¥Fgah2008), “5® AW A AHLY Fare] @ Aol U WEEr} Y5

[3] 2@ (2004), “AHHMn]2mdo] oAl 8 v & o] v G, @l

[4]

=
o
El
o
o
=
o
rio,
>
>~
—|~
r‘«lD

[5] o) % A(1997), “nARSH YA AR ¥z 1 Folo] RRATT, 20AHAT,
Al 84, Al 1%, pp. 101-118.

O:

[6] Anderson, E. W.(1998), “Consumer Satisfaction and Word of Mouth,” Journal of
Service Research, Vol. 1, No. 1, pp. 5-17.

[7] Baloglu, S. and McCleary, K. W.(1999), “A Model of Destination Image Formation,”
Annals of Tourism Research, Vol. 26, No.4, pp. 868-897.

[8] Boulding, W., Staelin, R., Kalra, A. and Zeithaml, V.(1993), “A Dynamic Process
Model of Service Quality: From Expectations to Behavioral Intentions,” Journal of
Marketing Research, Vol. 30, No, 1, pp.7-27.

[9] Dowing, G. R.(1993), “Developing Your Company Image into Corporate Asset,” Long
Range Planning, Vol. 26, No. 15, pp.101-109.

[10] Garbarino, E. and Johnson, M. S.(1999), “The Different Role of Satisfaction, Trust,
and Commitment in Customer Relationship,” Journal of Marketing, Vol.63, No. 2, pp.
72.

[11] Gronroos, C.(1984), “A service Quality Model and Its Marketing Implications,”

European Journal of Marketing, Vol. 18, No. 4, pp.36-44.

50



DINESERV®S| ZIfHs: AlEREo| THEIE SAMOR

[12] Kim, W. G., Ng, C. N. and Kim, Y.(2009), “Influence of Institutional DINESERV on
Customer Satisfaction, Return Intention, and Word of Mouth,” International Journal
of Hospitality Management, Vol. 28, No. 12, pp. 10-17.

[13] McCleary, W. and Weaver, P. A.(1982), “Improving Employee Service Levels
through Identifying Sources of Customer Satisfaction,” International Journal of
Hospitality Management, Vol. 1, No. 2, pp.55-71.

[14] Oliver, R. L. and Swan, J. E.(1989), “Processing of the Satisfaction, Response in
Consumption: A Suggest Framework an Propositions,” Journal of Consumer
Satisfaction, Dissatisfaction and Complaining Behavior, Vol. 1, No. 2, pp. 21-35.

[15] Parasuraman, A.(1997), “Reflection on Gaining Comprtitive Advantage through
Customer Loyalty in the Commercial Airline Industry,” Journal of Travel Research,
Vol. 32, No. 2, pp. 16-24.

[16] Parasuraman, A., Zeithaml, V. A. and Berry, L. L.(1988), “SERVQUAL: A
Multiple-Item Scale for Measuring Consumer Perception of Service Quality,”
Journal of Marketing, Vol. 49, No. 3, pp. 41-50.

[17] Stevenes, P., Knutson, B. and Patton, M.(1995), “DINESERV: A Tool for Measuring
Service Quality in Restaurants,” Cornell Hotel and Restaurant Administration
Quarterly. Vol. 31, No. 4, pp. 56-60.

[18] Tse, D. K. and Wilton, P. C.(1988), “Model of Consumer Satisfaction Formation: An
Extension,” Journal of Marketing Research, Vol. 25, No. 5, pp. 204-212.

51



