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Identification of foodservice operation evaluation model’s criteria items
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Abstract

The foodservice industry is changing more and more from on-site foodservice management to contract
foodservice management. However there are differences according to the level of management and operation of
contract foodservice management company (CFMC). The necessity of cettification on CFMC is increasing to
enable fair discrimination of CFMC among most clients that want to contract with CFMC. This study was
performed to identify the foodservice operation evaluation model’s criteria items for certifying CFMC. The
analysis research methods included literature review, content analysis, individual interview, Delphi technique, and
brain storming. First, the following infrastructure items were prepared in the contractor’s viewpoint: procurement,
transparency of operation, menu development and operation system, nutrition service system, professional
employee education, sanitation andsafety management system, customer satisfaction system, facility system,
management information system (MIS), business and economics. Second, the evaluation criteria required by the
contractor on the client’s view point was similar to school foodservice, hospitalfoodservice, and business
andindustry foodservice except extraordinary items of field. Third, evaluation criteria and detail categories and
items were identified such as financial focus, customer focus, process focus, human focus, and renewal and
development by grafting on intellectual capital evalvation methodology for CFMC.

Key words : contract foodservice management company (CFMC), intellectual capital, school foodservice, hospital
foodservice, business and industry foodservice
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STEP 1. Comparison with foodservice system models by operation type

l

STEP 1I. Screening the evaluation criteria on the
contractor’s viewpoint : Contractor’s

l

infrastructure

STEP III. Screening the evaluation criteria on the
client’s viewpoint : Requirements for
Contractor

Grafted in Skandia’s Navigator

STEP IV. Finalization of evaluation criteria for contract foodservice management company

Fig 1. Research framework
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Fig 3. Comparison Spears’ model with foodservice system model by foodservice operation type
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Table 1. Contract foodservice management companies’ infrastructure

Category

Ttem

Procurement

Distribution infrastructure(integrate distribution system), Food processing center, Cold

chain system, Daily purchase and storage system

Transparency of operation Open-management

Menu development and operation system

Systematic menu development process, Multi CK system, Professional culinary
academy of institution, Taskforce team for menu development

Nutrition service system

Nutrition information service, Health management program development

Professional employee education

Domestic and international professional foodservice education course, Self-improvement
education & training program

CCP management, Microbiology analysis, Foodservice sanitation monitoring, Sanitation
Sanitation & safety management system education, Operation of sanitation management team, Introduction of HACCP,

Receiving system

Customer satisfaction system

Service improvement system(CS, service education), Operation of CS center, Customer
service recovery system, Professional service educator

Facility system

Layout of kitchen and hall, Maintenance and repair of utilities, Support of consulting
for foodservice, Support of display

Management Information System(MIS)

Foodservice duty computer system, Accounting, Foodservice information system,
Foodservice operation system based on Web and POS, Ordering and receiving system

Business and Economics .
efficiency

Cost-effectiveness on present system, Reinforcement of professionalization and
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Category Item
Management Company’s scale, organization on school foodservice, Experience of contract foodservice management
circumstance company, stockholders’ equity to total assets on invested capital
CEO’s opinion management vision about shool foodservice, student’s health first, honesty, sincerity and confidence

Foodservie operation plan

Change rate of foodservice in recent 2 years, field trip, presentation result on operation plan

Foodservice operation
plan and ability

menu item cost, food cost ratio and validity, quality of menu and foodservice, resonable profitability
rate, human resource management, foodservice and distribution method, foodservice operation for
faculty and staff, minimization of student’s study(ex. noise), purchasing method of food, freshness
maintenance, menu

School Sanitation and safety
management

countermeasure of sanitation and safety, sanitation and safety management, prevention disaster

Facility investment and
maintenance plan

Management for energy and facilities, investment and maintenance on facilities and utilities,
delinquency in payment of donation

Countermeasure of

Treatment and plan of food waste and wastewater

environment
Free meal benefit  Plan on free meal benefit for needy person
Administration Communication channel or performance method about something order, grantee about prevention of accident
Etc. Difference about operation, school communitee’s matter, nutrition education plan

Operation experience and
organization system

Province about foodservice industry, professional human resource, operation experience of similar foodservice,
confronted ability from on-site management to contract management, menu operation ability

Competitive power

Professional, operation ability(operation system), support system, ability of food procurement and
distribution, foodservice management ability of head office

Menu composition

Diversity of menu composition, Diversity of event and special meal, superiority of menu quality

Sanitation and safety
management

Sanitation treatment application, sanitation facility, clearness on employee and kitchen, sanitation and
safety management

Facility investment and
Business and maintenance plan

Investment scale for facility, improvement plan of kitchen equipment, facility appropriateness

industry Propriety of meal Propriety of cost construction, cost effectiveness to changing from on-site management to contract
: sales cost management
Human resource and Arrangement with professional human resource and adequate human number, employee education
education program
Servi plan about distribution method and hall service, communication channel with customer, service
ervice . :
condition, efficiency of layout
Ability in menu operation, ability in human resource operation, Service and customer satisfaction,
Field study sanitation and safety management, environment, propriety of meal sales cost, kindness education, office

and kitchen condition

Company scale and
experience

Established year, sales size, employee number, diversity of foodservice operation type, meal number a
day, operation experience, financial condition, contract foodservice store number of over 500 bed, start
year on hospital foodservice operation

Confidency

Experience with receiving a prize, interational certification

Operation ability

skill on purchasing, client evaluation, structure of organization system and labor cost, competitive power on
service, diversity of foodservice operation, food supply and demand flow, welfare participation, ability on
customer complain, distribution center operation, recognition and approval about purchasing and sale

Retain system

Feedback system, computer system for foodservice management, systematic purchase system, application
with menu development system

Hospita] Menu development

and operation

Menu retain of over 1000 menu receipe, menu operation about children preference, application of season
food, continuous menu development, event meal operation for children, superiority of menu composition

Sanitation and safety

Sanitation and safety management system(facility and monitoring system), sanitation and safety

management education program
Price and cost e
gement Recommend sales cost, ability of cost management, cleamess about cost
Human resource and Systematic education and training system, employee education manual, employee welfare system,
education education academy(service, culinary), education program operation on duty/field

Client evaluation

customer satisfaction, open business system

Italic : Special items in relevant foodservice operation type

@z Bers) A A208 2300 - 252 -
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Table 3. Evaluation criteria for contract foodservice management company
Category Ttem
Return on total assets

Profitabilit
ohtablity Return on sales

Activity Total assets turnover
Growth rate of sales

Growth .

Financial focus T Growth rate of net income
Flexibility current ratio
. Debt rati

Stability ot 1aflo ,
Interest coverage ratio

etc Capital
Marketshare

Market ability Meal number a day

Client number
New contract client number
Growth rate of new contract client number
Customer focus client and customer Client satisfaction
satisfaction Customer satisfaction
Mean recontract term
Client maintenance =~ Mean contract term
Recontract ratio a year
Client profitability Mean sales per client

Client security

Business and Infrastructure” surpport for foodservice operation
. . 1 N . . N
operation infra” Infrastructure” application for foodservice operation
Process focus system Company history

Certification property ISO, HACCP retainment
Quality management TQM, CQI, 60, SCM enforcement
Education program operation
Education team or educator
Average education cost per employee
Average education time per employee
Meal number per total employee
Meal number per total career employee
Human resource Meal number per total dietitian

Meal number per total cook

Meal number per total foodservice preparation employee
Employee satisfaction ~Employee satisfaction
Employee turnover ratio
Average job tenure

Research and Development cost(menu development, product improvement, event
development, sanitation system, catering)

Growth rate of R & D cost(%)

Employee ability

Human focus

Employee maintenance

Research and

Development Menu development team retainment
Renewal and T :
Sanitation team retainment
Development  ¢ormation Communication channel with customer
technology PC application
New business/ Cost for foodservice store development of new operation type

Market development Extra business number except institution foodservice
YProcurement & distribution system, Menu operation system, Sanitation management system, Education and training system
for human resource, Information and computer system, Facility and equipment support system, Customer satisfaction
operation system, Evaluation analysis of Foodservice operation
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