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ABSTRACT

A Study the Evaluation of Service Quality for

Internationalization of Traditional Korean Food

Kim Cheol Ho

Advisor: Prof. Lee, Myung-Yul, Ph. D.
Department of Food and Drug,

Graduate School of Chosun University

This study was carried out with intent to positively respond to changing
environment based on problem consciousness for improving irregular service
quality systems of traditional Korean style restaurants, and develope and
propose assessment items for a balanced service quality management of rational
and future-oriented traditional Korean style restaurants. The result 1is
summarized as follows. First, the all existing food service quality fields such as
the flavor of food, menu materials, originality and specialty of menu that are
now being taken care of, in terms of maintenance and strengthening, were
positively judged, continuing to have to maintain and strengthen them. Second,
in terms of sustenance and maintenance, continuous observation and
management are needed to remove cases such as a correct publication and
stamp of receipts and a collection of unfair charges. Third, for items that need
gradual and phased improvement, improvement in service for internationalization

is needed in soft items such as diversification of international credit cards,

= Vil -



quality of containers use, open through comfortable space creation of kitchen,
restriction on the use of disposable items, and improvement in international
conversation through development of employees’ communication ability that
meet the global era. Fourth, division into non-smoking sections or the status of
waste disposal, and the variety of side dishes were very restrictively pointed
out for focused improvement in supplementation or urgently required items, but
a general estimation was positively made. Overall, the importance of evaluation
items was higher than the application for the service quality evaluation of
traditional Korean food, and was somewhat low for the application proportionate
to the importance. But because the proportion was formed in four—point bracket,
it is very positive as an evaluation item for the internationalization of traditional
Korean food, and items are suitable. Consequently, In four-quarters of menu,
price, restaurant, kitchen, environment, facilities, human service, business
management, toilet, institutional factor, location and size that had been in
common evaluated in the field of the existing food service, the supplementation
by maintenance and strengthening and gradual improvement can more improve
the service quality of traditional Korean food, as well as become established as

the quality for internationalization.
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1990 199 2000 2005
245,376 343,192 412,166 417,033
120,315 173,3%6 208,740 230,050
49.0% 49.5% 50.0% 55.22%
6,093 9,030 12,058 12,936
2.5% 2.7% 2.9% 31%
19958 20,504 21,481 16,800
8.1% 6.0% 5.2% 4.0%
17,846 21745 24,807 21,666
8.0% 6.3% 6.0% 5.2%
81,164 118,506 145808 135576
324% 3A.5% 35.1% 32.5%

Hed3](2006). T2 . 6.
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WHEE H7E 4 JIEE A THT4). 2001 Zagat Survey of American’s Top
Reataurants: U= 447059 ZAl6] & 1279302 H71s)] ERdvH(73).

44, 74 FEAE A9, P
=

=
KeN
=
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(15) ETBe] =4

ETB(The English Tourist Boards)(75)+ 4= A|WAF #H7]5-=A] ETB7}

TFelE HI7FA9] A2 National Grading Classification Schemel & €5+

el glvt o] 3toAl AAlskeE FTEEFAE Fostazt ohe SES
]

o
Aulsh AFHE A8 AVAAS wiEd BAPEE BrheAwel gyon

o

o

2 FgH7HGrading &
Classﬁmatlon)—% 2%F 7 PR AN gl WA AAHAFIlE gesh A]deke
Hrlsle A ZA HA A7) wE Listed, One Crown, Two Crown, Three
Crown, Four Crown, Five Crown2 2 65323 Fi38kal, AlA - AH] 2 F3g 7}
= "4 ue} Approved, Commended, Highly Commended, Deluxe$] 4%
2 oEEA Ut B Ao E Ae AdE fERke diste 3 EE ®
1994 A A8k Tt
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3 17. WRALS5 ONLINE %3 7}7]&

H e H7r8 A s
1. &4 &2 o - J e Woem &)
(food sources) - Ao FhEgE A A HEHAY, BEeE T AR 5
Aol e +A4Y A, £l A B odlg PAge] glo] & 5
E T AAEA oK
o FAEY Y5 B BeE Y HAE AT 2AE AY, &Y, & 5
2. =4 HH 2, AqHa 2o o
I()fr(;igction) c Al AlFH A & 224 (food not re-served) 5
Ags 2EAY AF A% 3
A HAlel dig A £1 FA 1
T AxE A g A J2E Bo B/ 2
A9 2o W A A& 5
3. AL ARSA =& e 2 94 59 5
B4 e AR 1
=4 A& B8 Ay A2 94 A9 4 5
AAT §U-2EA 2T HAE J=E ARgo] ZMEd FE% 2 3
719 A A 7]
-5 HE W Ry A4 8 AJH 3
- 2] MUl AH] NSF 3+ o9 #AH3 &7] 2
- - NS T1eF 8719 ool =t (air drying), A 2 A7 WY 3
4. #n
- 9] MulA EE(single service articles)®] A& 2 FHFo A=A 2
AT A FESA @22 1Y 299 A4 9 S Y Ax 2
- 15A NCAC 18A, 1700 w& A 4" slolAe] = 27t 5
E, 879 X9 =y
-OE A48 EREA @olor & 5
5 1Al - gAY A AE 24 2 e AH 4
= — L = - = - -
,\Véo AR E3le AR, Sgd HFE 9 S HEd, R 9
ZRAE, vF, 5, =900 F
6. a7 AT A B AP ALY A R 5
%ﬂ c2d7]E 2 2YV|E Yol T AHolW Ala"le]l AA3 {2, 9 5
AAAD WA B Hd 52 doF
7 ojerE cFE EE sk 28 oAF 4
= o - 48 ol HAH ATE 2E FE| /Y A= 2
- E 24 Hole A4 B HAF HE AY 1
8 mbe, ¥ 3 | - A[Fe AN AR 2
% - E H 1
9 %4 ¢ - 283 2P FH o 1
3H7] -8 AE 2 S 1
s B A nd 9 g2 A% 5
10. 71&}k -5 AEY HE 2 Az HZE 1
-2l g Ade Hu 9 By 1

A& http//www.wral-tv.com/new/wral/Sinvestigates
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¥ 18. Zagat Survey #7}7|&

H Ve H7H &
L% 114 o] % A" (serving)
2k, -da < 7l (open)
AL I = (credit card) A&
- 0-9 YW1 K(poor to fair)
521 (Food) - 10-15 E.-&(fair to good)
ZF2](Decoration) - 16-19 £3(good to very good)
0] 2 (Service) - 20-25 o} E&(very good to excellent)
- 26-30 €9 3 (extracordinary to perfection)
- $150]5} 1
- $16-$30 M
7H2 (Cost)
- $31-@50 E
- $51¢14 VE

At: 1 Zargat Survey(2001). 2001 America’s Top Restaurants, Published and
Distributed by Zagat Survey, LLC4 Columbus circle, New York. p.7. A 74.
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(16) Qualmark System<®] &2

Qualmark System(76)2 wadW=9] 38 FHFAAE 98] @3 (NZTB: New
Zealand Tourism Board)# Abs2F #3(NZAA: New Zealand AuAssociation)”}
G2 HEAbg Y] AT Mul =S V|EE FaL ol Aot E Feet, #
FAZAA 2EY AAEE dEetEd o] ARE AFstEs 5428 19930
HEo] AAlstal o) T EFRALd Festaiz g 5
A3l A7) A AL o (77)D), Qualmarkr] ~de] BE 39 o] ulEi=
EE gl sstofof s o] 5 HFEO R Alolol Tt

QualmarkA] =®lo] FogFomar] =
22E AAE = ded dAERT)
v AE &F el 7hsshal 800,000%F 23} o

2h4 QualmarkAl =812 4% X &5 (brand promotion)ol 4] 7

il mh

EF FAAE HFRANZIBE A9 dE R FEFEL $AA Qualmark A
Eo AA wAI"EA Aol vleo]Hu o] (database)d] TR HEHA
o]# 8t Qualmark AlA~®EL 7|3 A

e AAsh=d ol o g

H[ 0] A2

Aokt

-~

1) A sk Sem BREE A4 S E 429 54 Leveld] 54 44 24 Key

“K'&, 7Ithsh= AR Recommend®] “R”E el 0589 deE Frhgich gt AU AaRE

Startel’dd] SHE FiL e AL AVIH QE/ANDY AuaHtEs Fopo dh=vl 3Start

|4 AStart Level #H4 60/01“4 ATFE dojof s, AStart o2 8026013 HTFE Qolof

37h H3 olg SwalA Ralwl AR welok sfvl, T AR EdfelA R Ao Tl B
Fe AzgaA B 59 S5 H90e sde) S4AT B GRele] AFeUA HAeed)
MS(HALFE, AAS 153, FAU W) B2 1Y, Y bl AA 18], 494 1519 e
3 28 13)e By} v ddo] Badio)

2) Qualmark Al228l& 17571 Hﬂ(S‘car)i TASE Y, *HA42%Y Qualmark Al4geY 2SS 2E
Kk FHALTH 878 Hojil FE hhkkEFS FEY Qualmark 87 HE hokkkES FEY AT
ARz AT Sokokododk H 319 °7d§ 2351 ol& AFTHE YERAAL 9l
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(1) Gronroos® H7lE ¢l
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¥
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[
olr
ok
=
30,
rir
>
=

o olulxe] Fqe FA Ho MR Aol o MulaFdo] Hrh Ak
Zoltt.

71 == A~ BN P 4 i R R N A 7} g = A ]2
—> o s 3
(Expected service) A2~ E4 (Perceived service)
AEAQ vAY 71 ol m A
SF(Fa, B
5, 7tA4A) / \
TGk AqH) 2~ 2] 2~
(AE, AMS, F+A) i ¥

A& C. Gronroos, "A Service Quality Model and Its Marketing Implications”,
European Joural of Marketing, Vol.18, 1984, p.40.

1% 1. Gronroos?] Av|2~FE4d Hyl =g

(2) PZB 24

Parasurman, Zeithaml®t Berry(PZB)e] ¢1743& AHRWH AMH]x {3 &+
o] =

Aglel Aol MulAFEAE Hrbsh=d
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ket AuaE W] Ao An[Ad JhHE 7)vieke] Rpolm K Skt

£y APE Ei 5L 2/ FEog FAYE Hr) VS WLt G

FAT Muls FE 24482 107HA & 7H4] Ade =z ¢F&Eshaltt.

SERVQUAL =& =

1+ &7 (tangible), 4127 (reliability), -& %4 (responsiveness), &417d (assurance),

7H3 (empathy)®] 57§ Ateg FA4=o] vk o/ A 227 #3de= 4%

SERVQUAL A&-Al+= 3 ®A B2 a4 7|thxE& obFa lal, olojx T8
o] 7VEAE ALSIaLA}; sk AbgEOl Al HFAQl 59 AulA Zde] A

o
-1 1l o
TREE HNR Fo] ofoxa Al WA HEe SAT Muls FEARFH A

A goFitt. PZB(82)= AMulzmdel High aH|AEe] Hrhs Ao Au[RbEe] Y
theb A zpe] Aolz AAdviar FAsl e 250 ofv] AAE BvE Sl= Mulx
w20 AAadl 107kA Aol f7ste] SERVQUALCl2= =g 7hdskaitt
SLIE= ]
te %

ol MUlAFA LS Hrbshed ol gk AMulAFEd

=
—

ol
[

= e
A}%éb,\ﬁr. a5 MulaFdE ool ek Muls eI Az YT

A2 318 Gape) B4 et
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Gaplll A o1
7 & 2} o) 0] A & A Aol A
P |
BAM R A s
Gapll | A
M| A2
7l o g

A9 94

A& @ A Parasurman, V.A. Zeithaml, and L. L. Berry, Delivering Quality Service, N.Y.
Free Press, 1990, p.50.
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t} )
= A}, oled HAE Folo] AAE Mu[2FEA L ol
A4 (ideal quality) 258 &3 4 $l& &2 (unacceptable quality)7FA| theFgh
Zloltt,

(3) Cronin®} Taylor =¥
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X 21, AulaF Ao iF 223 Ao

=4 54 =7 MUl el e 224 A9
SERVQUAL (Performance-Expectation)
7}5¥ SERVQUAL Importancex(Performance-Expectation)
SERVPERF Performance
7}&¥ SERVPERF Importamcex (Performance)
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A5 Stevens et al.(1995), DINESERV: A tool for measuring service quality in restaurants, Comell
Hotel and Restaurant Administration Quarterly, p. 50.
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