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ABSTRACT

The purposes of this study were to : (a) analyze waiting time, service rate, arrival rate, and
customer expectations/satisfaction in cafeteria business foodservices and (b) idendfy the dif-
ferences in those factors between foodservices by menu management systems. The samples were
two business foodservices operated by contract management in Seoul. The queue, laptime, service
rate, and arrival rate were measured at each foodservice by stopwatch observation. The menu type,
delivery system, number of meals served, service time, and turnover rate of each foodservice was
investigated. Questionnaires were developed to survey customer expectations and satisfaction.
Statistical data analysis was completed using the SAS package programs for descriptive analysis
and t-test. The mean waiting time of island type cafeteria system with separate set-menu was
shorter than that of the other. In both foodservices, arrival rates were not significantly different
from one another, but service rates were significantly high in cafeteria menu systems. The peak
time of the queue was found out at combination set menu line. The separate set menu line had
a higher service rate than the combination set menu line. The mean waiting time of the island-
type cafeteria line was shorter than that of the straight type. At the straight type cafeteria line,
both arrival rate and service rate were higher than those of island-type. The results of this study
suggested that a separate set-menu would be more desirable than a combination set-menu in
case of providing set menu with cafeteria menu. (Korean J Nutrition 31(8) : 1347~1354, 1998)
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Table 4. Comparison of the waiting time, service rate and arrival rate by the menu composition and the type of cafeteria

Type of set menu Type of cafetria line

Menu management system T value T value
& Y Combination Separate Straight Island
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Table 5. Comparison of the customer expectations and
satisfaction on the short waiting time between

two systems mean 7 std
ltem A B T value
Expectation” 3.7+1.30 41+1.05 -2.3156*
Satisfaction” ~ 2.6+1.12  29+1.13  -1.3787

*0<0.05
a) 1=very unexpected, 5= very expected
b) 1=very dissatisfied, 5=very satisfied
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