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The Effects of Service Quality and Relational
Benefits on Employee Satisfaction and Customer in

Large—scale Independent Restaurants.

Hyun, Kyung Ho

Major in Tourism Management
Graduate School of Business Administration

Pukyong National University

Abstract

Objectives of this: study i1s to examine -the effects of service
quality and relational benefits on customer satisfaction in large-scale

independent restaurants.

The data were collected from 200 customer of five large restaurants
and analyzed with SPSS 12.0. In order to identify factor structure of
service quality and relational benefits, the principle component factor

analysis with varimax rotation was performed.

The dimensions of service quality were responsiveness/reliability,
food quality, empathy, tangibility and assurance, while the

dimensions of relational benefits were customerization, economic



benefit, social benefit and psychological benefit.

The concept of customer satisfaction is divided in two; satisfaction

to employees and restaurant satisfaction.

The results of multiple regression analysis indicated that relational
benefits had a significant effect on satisfaction to employees, and
service quality had significant influence on restaurant satisfaction in

large independent restaurants.

The theoretical implications of these findings-were discussed.
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