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Service Quality and Its Implications for Future Research,” Journal of
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21) U. Lehtinen and J.R.Lehinen, Service Quality, A Study of Quality Dimensions, Helsinki
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A THFEAF, | A17E, =33 1993, p.257.
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1990, p.25.
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A= @ C. Gronroos, “A Service Quality Model and its Marketing Implication”,
European Journal of Marketing, (Vol. 18, No.4, 1984), p.40.

% <ad 2-6>° uEhd upel o] AmjabEe] MujAa HE e u WA
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S B QoA Fad adle] frta s

26) Christiam Gronroos, “An Applied Service Marketing Theory,” European Journal of
Marketing, (Vol. 16, No.7, 1982), p.35

27) Christian Grnroos, op.cit., pp.39~40
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Abstract

A Study on the Influence of Quality of Food and Beverage
Service on Customers’ Satisfaction

By Cho, Young-gyun

Department of Tourism management
Graduate School of Business Administration
Jeju National University

To improve the quality of Hotel service, the quality of F&B service must be
premised. Although there has been lots of research for Hotel service F&B service
has not been raised a lot. The F&B service is only considered as a small part of
Hotel service.

According to those concerns, this research will be about to check the quality
levels of F&B service in the first class tourist Hotels in Jeju. The purpose of this
research 1s to present and obtain management strategies which need for
Hospitality business competitions.

Both theoretical and actual research are contained in this research The study of
service quality is based on PZB models A. Parasuraman, V.A Zeithjmal, L.L Berry
and also the service valuation model of C.Gronroos. It has been researched that
F&B service in Jeju through the service quality variation in PZB models and the
theoretical research.

The method of research: Surveys have been done by actual and potential
customers of the first class tourist Hotels in Jeju. 262 surveys out of 300 are
actual proofs for this research.

The method of analysis: The analysis has been made with 5 dimension of PZB
model which is type, reliability, response, persuasion and sympathy and 22 factors
which are related with PZB model Those factors have been primary elements by
analyzation and the reliability of variation is based on Cronbach’s a value.

Several factors can be narrowed by analysis results.

Firstly, The service quality is perceived depending on the purpose of F&B
service and facilities but there is not big difference within the groups.

Secondly, by census, there is huge difference according to people’s income, there
1s however small gap according to their age and resident.
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Thirdly. General customers’ satisfaction relies on the quality, value, satisfaction,
recommendation and reasonable price of F&B service and facilities
According to the comparison between customers’ satisfaction and F&B service
quality, tangible factors(p=0.295) mostly have an effect on the satisfaction.

On the other hand, there is much higher customers’ expectation of F&B service
quality than their actual satisfaction at the first class Hotels in Jeju and also the
surveys show that SERVQUAL points are minus figure which means the actual
service quality can not meet the customers’ expectation.

There are several factors according to this research.

First of all, The service quality is perceived by the purpose of the use of F&B
service and facilities. so, to improve customers’ satisfaction there has to be
grasped the purpose of the use of F&B service and facilities beforehand and has
to be prepared properly such as the education of Hotel employees, service
facilities etc.

Secondly, There must be effective management for V.I.P and regular customers

Finally, It has to be realized improving service quality makes increase
customers’ satisfaction and of course this customers’ satisfaction is closely related
with revenue in F&B department.
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