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ABSTRACT

The purposes of this exploratory study were to a) verify the first image about foodservice and the desire to eat,
b) identify detail attributes on the ‘food taste’ and ‘menu variety’, the most important problem of the foodservice,
c) rank for improvement of the identified detail attributes, and d) applicate from customer feedback to foodservice
operation in the B&I(business & industry) foodservice. For the more reliable result, customer opinion was collected
by qualitative research methodology, such as open-ended questionnaire and in-depth interview. The result was
followed as : the firstly, the operation circumstance through in-depth interview was total 6,700 meal number a day
and 3 types of meal was served. The secondly, the average usage a week was the 7.4 times(B foodservice(B1F))
and the 1.8 times(A foodservice(3F)), respectively. Using the reasons and advantages of foodservice were ‘broad
extent’, ‘menu type’, ‘shifting convenience’ and etc on B foodservice(B1F) and ‘menu type’, ‘clean space’ and etc
on A foodservice(3F), but the disadvantages of both foodservice were ‘complication on peak time’, ‘the decline of
food taste’, and ‘the absence of menu variety’. ‘The decline of food taste’ and ‘the absence of menu variety’ were
pointed out the problem asked immediate improvement. The thirdly, it was examined that the first images about
foodservice were ‘menu type’ and ‘foodservice environment’ on A foodservice(3F) and ‘foodservice environment
(atmosphere)’ on B foodservice(B1F). The last result, the detail attributes about food taste were ranked respectively
‘a salt taste’, ‘balance of 5 taste at a meal’, ‘taste of food characteristic’ and the unsatisfaction attributes about menu

variety were ranked respectively ‘serving frequently a same menu’, ‘the absence of various taste’, ‘using frequently
a same cooking preparation’.

Key Words : contract foodservice management company, B&I foodservice, service quality, attribute, food tast, menu
variety
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