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Abstract

The purpose of this study is to propose effective services to increase the positive waiting experience of
customers when waiting for restaurants. With the development of SNS and the easing of social distancing
caused by COVID-19, consumers' patterns of restaurant use have changed. As a result, waiting service
applications that allow restaurant waiting and table reservations have grown, especially in their 20s. The
atmospheric phenomenon is a common consumption experience that occurs every day in modern life, and
has a great influence on the restaurant service experience. Therefore, through previous studies and in-depth
interviews, it is intended to analyze consumers' restaurant use and waiting experience of domestic standby
service applications, and to understand users' needs. The study found that the standby service application
lacked elements of unfairness, certainty, explanation, standby unit, value of service, and standby stage based
on the principle of wait time for David Maister. Based on this, five services for managing the experience
of waiting time were presented. This study can be considered as a means to increase service customer
satisfaction.
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[Fig. 3] Restaurant Waiting Service Application Function Affinity Diagram
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A Study on the Strategy of Waiting Service for Restaurant Customers
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