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Abstract of Master’s Thesis of Academic Year 2018

Pre-dining Mindset Design for Improving Satisfaction of

Customer Dining Experience

Category: Design

Summary

Through cooking, the chef creates a philosophy that you believe, respect for the
culture of the land that raised you. Meanwhile, the eater always asks for new cui-
sine, cuisine to be impressed. Among them, there is a gap in the way of thinking
about ”creation” between the chef and the eater. Due to the gap, the restaurants
are lack of capabilities to meet the expected value of the customer. In order to
solve it, there are many restaurants that succeeded in appreciating sensibility by
devising ingredients, recipes, drinks, services, interior, and atmosphere creation,
and using the senses of eating hands. Meanwhile, instead of improving the dishes
themselves, it is necessary to draw out high dimensional desires such as 'under-
standing of culture over food’, 'willingness to communicate with people through
food’, '’knowing the worldview you have not known before’ There are also hands to
satisfy it. In this research, we will propose to design a mindset of eating persons
at the pre-dining stage and to create a dining experience that can satisfy the high
dimensional desire of eating hand. From now on, it seems that it will become a

basis for utilization not only in dining but also in various entertainment areas.

Keywords:

Dining Experience, Pre-dining, Mindset, Expectation Management, Customer

Satisfaction
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Table 2: Means and standard deviations for customers’ expectations and experiences of food and
beverages, service quality and ambience

Attributes Expectations Experiences  Gap  t-value
Mean SD Mean SD
Food and beverages
Vi Presentation of the food 459 074 413 076 046 9.75*
V2 Combination of food on the plate 466 086 430 085 036 623
V3 Gamishing 465 092 433 089 032 535+
V4 Colour of food 456 099 427 102 029 453+
Vs Colour of beverages 474 094 428 093 046 7.40%
Vo Smell or odour of food 4.68 .01 422 .02 -046 6.99%
V7 Smell or odour of beverages 466 105 429 095 037 536%
vV Taste of food 481 099 439 .00 -0.42 7.03*
Vo Taste of beverages 4.73 .03 438 096 -0.35 550%
V10 Texture of the food 4.64 0,97 414 0.95 050 8.09*
V11 Temperature of food 4.59 .00 426 094 033 497
V12 Temperature of beverages 463 099 423 09 040 6.47*
VI3 Vanety of menu items 474 091 424 086 050 915
Vi4  Value-for-money 485 079 437 071 048 122*
VI3 Ovenll quality of food and 473 078 429 074 044 115*
beverages
Service
V16  Friendliness and politeness of staff 443 072 428 072 -0.15 3.6l
V17T Anentiveness of staff 4.76 082 419 0.86 057 9.87*
VI8  Staff greeting customers 480 097 419 .05 -0.61  9.06*
V19  Efficient service 4.63 097 4.10 1.01 .53 B.10*
V20  Management presence 466 09 39 096 070 11.7*
V21 Suaffhave food and beverage 462 093 402 090 060 106*
knowledge
V22  Sympathetic handling of complaints 477 083 405 091 072 124*
V23 Ovenll quality of service 452 095 400 089 052 933+
Ambience
V24  Anractiveness of exterior 454 062 409 071 045 11.6*
appearance
V25 Auractiveness of interior décor 448 087 402 089 046 7.77*
V26  Subdued lighting 462 101 410 L4 052 T34
V27  Comfortable temperamre 456 097 409 099 047 7.59%
V28  Desirable level of noise 4.53 Lo0 402 095 -0.51 7.33+
V29  Rational music 452 099 403 .01 -0.49 7.13*
V30  Pleasant odours 342 101 29 097 046 6.87*
V3l Spatial layout and functionality 368 093 308 093 060 825
V32  Effective signs, symbols and 460 084 414 087 046 B.S53*
artefacts
Vi3 Ovenll quality of ambience 460 099 398 094 062 11.1*
Experience
V34  Ovenllsatisfaction with the dining 451 081 403 073 -048 153¢*
experience
Overall mean for 34 attributes 4.57 4.10 -0.47

V: Factor attribute; * t-test (2 tailed Significance.) p< 0.05; SD Standard dcwatmn p<0.05.

8
2.2: Means and Standard Diviations for Customer’s Expectations and Experiences
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(@)@ (e)®)(®) Reviewed July 2B, 2018
Excellent experience with a variety of interesting plates
If you're looking for a filling, large American-style meal service, you will definitely leave
Cnlgin K unsatisfied. However, if youre open to interesting culinary adventures and can appreciate the
[z w16 experience of the service, location, and stafl, you won't be disappointed
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The tempera is good, not surprising. The service is rude. There is no signs for no photos, and other
people are taking it as well. Then suddenly, the guy touch your shoulder says no photo. Also, the chief
completely ignored us as setting at the far end of the table. Not worth for 200 USD per person.
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Citrus
‘Snack pineapple with citrus’

Edamame
‘Edamame, squid broth and summer flowers’

Banana Pie

“'Banana and miso crisp’

Maitake SR :
~‘Smoked and braised maitake mushroom’
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