CHSIHQEAFRIS| SkaX] 13(2):138-156, 2007
Journal of the Korean Dietetic Association

34 U 99T JYINTERYN F2Y
D7 PEE0] YL UKE MHA BY 249 73

Identifying the Effect of Service Quality Aftributes on an Overall
Customer Satisfaction by the Foodservice Type and the Contract
Management Company(CMC) Scale

Moon - Kyung Park’

Research Institute of Food and Nutritional Science, Yonsei University

ABSTRACT

The purposes of this study were to a) measure the service quality attributes of foodservice type such as
school foodservice, hospital foodservice and business & industry(B&I) foodservice, managed by contract
management company(CMC), b) compare with service quality attributes by CMC scale, ¢) analyze overall
customer satisfaction(CS) by the foodservice type and the CMC scale, and d) identify the effect of service
quality attributes on an overall CS by the foodservice type and the CMC scale. The questionnaires were
handed out to 6,620 customers of 207 school, 38 hospital, and 86 B&I foodservices in 108 CMCs. The
statistical data analysis was completed using SPSS Win(ver 12.0) for descriptive analysis, t-test, reliability
analysis, and multiple linear regression analysis. From an analysis on service quality attributes, 'proper
arrangement of table and chair at hall distribution(3.53)', 'operation of nutrition education(3.50) were highly
perceived to student, 'correctable serving(4.08), 'serve at fixed distribution time(4.08)', 'kindness of serving
employee(4.04) were highly perceived to patient, 'employee's kindness(3.84)' were highly perceived to
customer of B&I. In comparison of service quality attributes by CMC scale, most scores of large
enterprise(LE) were significantly higher than small and medium sized enterprise(SME) in school foodservice,
hospital foodservice and B&I foodservice. Overall CS levels were 3.53 out of a maximum 5 on B&I, 3.46 on
school, and 3.44 on hospital and were evaluated differently CS score by CMC scale. Finally, regression
results for the effects of service quality attributes on overall CS by each of foodservice type were identified
significantly different service quality attributes by foodservice type such as school, hospital, B&I(p<.001) and
by CMC scale. For considering the goal of enterprise on profit-making through CS and the needs of customer
on CS at moment of truth(MOT), the findings should be applied to the CMC and the foodservice industry.
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Table 1, Demographic characteristics of respondent
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Table 13} Zth

Freq(%)
School B&lI
Sex Sex Sex
Male 663( 54.9) Male 178( 51.3) Male 226( 60.4)
Female 545( 45.1) Female 169( 48.7) Female 148( 39.6)
1208(100.0) 347(100.0) 374(100.0)
Type of School Age Age
Junior high 538( 46.6) Under 20 yr 12( 34) Under 20 yr 23( 6.1)
High 586( 50.7) 20-29 yr 60( 17.0) 2029 yr 159( 42.2)
College & Univ 31( 2.7) 30-39 yr 85( 24.1) 30-39 yr 121( 32.1)
40-49 yr 98( 27.8) 4049 yr 56( 14.9)
Over 50 yr 97( 27.6) Over 50 yr 13( 4.8)
1155(100.0) 352(100.0) 377(100.0)
Grade” Hospitalized period Education
First grade 458( 38.9) 1-7 days 104( 30.1) High school 84( 24.1)
Second grade 500( 42.4) 8-15 days 84( 24.3) College 24( 24.1)
Third grade 217( 18.4) 16-30 days 540 15.7) University 181( 51.8)
Fourth grade 2( 02) Over 31 days 103( 29.9)
Fifth grade I 01
Sixth grade 0
1178(100.0) 345(100.0) 350(100.0)
NZ) N2) NZ)
LE 208( 17.0) LE 216( 60.8) LE 189( 48.8)
SME 1018( 83.0) SME 139( 39.2) SME 198( 51.2)
1226(100.0) 355(100.0) 387(100.0)

1 . . . . . . . .
) College : junior, senior / University freshman, sophomore, junior, senior

Y LE : Large enterprise, SME : Small and medium enterprise
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Table 2, Service Quality attributes by CMC scale in school, hospital and B&I

Meant5D
nyp © o_f Service quality attributes Total” LE" SME" t-value
oodservice
Good taste : 3.52+1.01 3.67+0.90 3.4941.03 2.465*
Nutrition balance 3.49+0.94 3.5740.92 3.48+0.95 1.251
Proper portion size 3.30£1.16 3.50£1.16 3.26+1.16 2.738%*
Temperature of hot and cold meal at serving ] 3.39+1.05 3.53£098 3.36£1.06 2.125%
Cleanness of hall facility 3.37+1.06 3.46£1.07 3.35+1.05 1.341

School  Sanitation of utensil 3.21£1.12 3.34£1.13 3.19+1.11 1.732
Reasonable price 3.23£1.09 3.38£1.07 3.20£1.09 2.099%
Proper arrangement of table and chair at hall distribution 3.53+1.00 3.69+0.96 3.50£1.01 2.342%
Proper queueing time for serving 3.13+1.14 3274122 3.1141.12 1.754
Operation of nutrition education 3.50+1.13 3.56+1.11 3.49+1.14 0.803
Service recovery of unsatisfaction about meal 3.051.17 3.28+1.13 3.00£1.17 3.212%*
Good taste 3.43£1.05 3.60+0.98 315111 4.019***
Meal balanced nutrition value 3.5340.96 3.69+0.87 3.30+1.05 3.774%x*
Memu to help health recovery ' 3.45+1.03 3.64+0.85 3.15+1.21 4.120%**
Proper portion size 3.54£1.02 3.63+0.89 3.39+£1.19 1972
Temperature of hot and cold meal at serving 351111 3.63+0.10 3.34£1.25 2223%

Hospita Possibility of menu choice 2.89+1.32 3.04+1.32 2.65+1.31 2.653%*
Sanitation of utensil 3.64+1.00 3.70£0.93 3.56+1.10 1.236
Cleanness of serving employee's appearance and their clothes 3.90+0.94 3.92+0.87 3.87+1.04 0450
Kindness of serving employee 4.04+0.89 4.01+0.79 4.09+1.03 -0.711
Serving at fixed distribution time 4.08+0.96 4.09:0.82 4.06+1.15 0311
Correctable serving 4.08+0.93 4.05+0.82 4.13+1.07 -0.789
Immediate management of needs on meal 3.64+1.05 3.81+0.85 3.38+1.26 3.482%*
Good taste 3.4940.90 3.68+0.93 3.32+0.83 4.012%%%
Menu variety 3.2940.92 3.5140.98 3.09+£0.81 4.657*+*
Proper portion size 3.58+0.86 3.77+0.88 3.41+0.81 4.119%**
Temperature of hot and cold meal at serving 3.53+0.91 3.68+0.90 3.38+0.89 3.342%*
Possibility of menu choice 2.64+1.15 2.73£1.19 2.561.11 1.441
Cleanness of hall facility 3.58+0.88 3.78+0.94 3.38+0.78 4.632%+*
Sanitation of utensil 3.5740.84 3.79+0.82 3.3540.79 5.433%+*
Reasonable price 3.46+0.89 3.46+0.95 3.46+0.83 -0.025

B &1 Comfortable atmosphere 3.46+0.84 3.63+0.91 3.30+0.74 3.939%x+
Proper arrangement of table and chair 3.48+0.81 3.62+0.81 3.35£0.79 3.204%*
Proper location of distribution and refumn area 3.52+0.87 3.70+0.81 3.36+0.90 3.851%%+*
Pleasant environment air conditioning 3.3340.90 3.38£0.92 3.29+0.88 1.041
Employee's kindness 3.84:0.93 4.02+0.94 3.67£0.90 3.697+**
Speedy serving 3.55+0.87 3.73+0.90 3.37+0.80 4.220%%*
Appropriate location of foodservice 3.48+0.93 3.67+0.94 3.30+0.90 3,884+
Possibility of variable extra-services 3.05£1.01 3.22£1.12 2.89+1.05 3,018
Service recovery of unsatisfaction about meal 3.38+0.95 3.42£1.02 3.3540.89 0.714

D'5 point scale - 1; strongly disagree, 5; strongly agree
LE : Large enterprise, SME : Small and medium enterprise
*p<0.05, ¥*p<0.01, ***p<0.001
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Table 3. Reliability analysis of service quality attributes by foodservice type

fol(;?s):r\?iie Service quality attributes Corrir;)trer(ilaiﬁ(l)trll-total Cronbaz}:lse t(;dif item Cronbach's a

Good taste 0.702 0.880 0.894
Nutrition balance 0.652 0.883
Proper portion size 0.541 0.890
Temperature of hot and cold meal at serving 0.599 0.886
Cleanness of hall facility 0.716 0.879

School  Sanitation of utensil 0.714 0.879
Reasonable price 0.622 | 0.884
Proper arrangement of table and chair at hall distribution 0.622 0.884
Proper queueing time for serving 0.535 0.890
Operation of nutrition education 0.488 0.893
Service recovery of unsatisfaction about meal 0.670 0.881
Good taste 0.645 0.910 0.916
Meal balanced nutrition value 0.720 0.907
Menu to help health recovery 0.730 0.907
Proper portion size 0.597 0.912
Temperature of hot and cold meal at serving 0.549 0.914

Hospital Possibility of menu choice 0.507 0918
Sanitation of utensil 0.699 0.908
Cleanness of serving employee's appearance and their clothes 0.712 0.908
Kindness of serving employee 0.638 0.911
Serving at fixed distribution time 0.606 0912
Correctable serving 0.635 0911
Immediate management- of needs on meal 0.723 0.907
Good taste 0.565 0.907 0912
Menu variety 0.613 0.906
Proper portion size 0.583 0.907
Temperature of hot and cold meal at serving 0.573 0.907
Possibility of menu choice 0.464 0912
Cleanness of hall facility 0.648 0.905
Sanitation of utensil 0.690 0.904
Reasonable price 0.528 0.908

B &1 Comfortable atmosphere 0.719 0.903
Proper arrangement of table and chair 0.673 0.905
Proper location of distribution and return area 0.543 0.908
Pleasant environment air conditioning 0.643 0.905
Employee's kindness 0.602 0.906
Speedy serving 0.634 0.906
Appropriate location of foodservice 0.576 0.907
Possibility of variable extra-services 0.482 0.911

Service recovery of unsatisfaction about meal 0.549 0.908
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"5 point scale - 1; very unsatisfied, 5; very satisfied
LE : Large enterprise, SME : Small and medium enterprise
*** 5<0.001
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Figure 1, Overall customer satisfaction” by foodservice type and CMC scale
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Table 4. The effect of service quality attributes on satisfaction by CMC scale in school foodservice

149

Unstandardized

Standardized

. . . 2
Co. scale Service quality attributes coefficients B coefficicnts B t F R
Constant 0.547 5.588%*
Good taste 0.313 0.336 10.571%**
Proper portion size 0.061 0.076 2.917**
i R™=0.575
Temperature of hot and cold meal at serving 0.054 0.059 2,145%
Total 114.125%#+* Adiusted
Cleanness of hall facility 0.082 0.091 2.644%+ 2_]115'[6
R™=0.570
Sanitation of utensil 0.081 0.093 2.714%*
Proper queveing time for serving 0.084 0.103 3.983 %4
Service recovery of unsatisfaction about meal 0.147 0.179 6.079%++
Constant 0.781 3.275%* R%=0.610
LE  Good taste 0.447 0457 5.824%%% 226344+ Adjusted
2
Service recovery of unsatisfaction about meal 0.280 0.341 4.505%%* R'=0.583
Constant 0.479 4.436%%*
Good taste 0.298 0.322 0.238#*
Proper portion size 0.065 0.081 2.834%*
) R*=0.577
Temperature of hot and cold meal at serving 0.054 0.059 1.975*%
SME 93 678%%* ,
Sanitation of utensil 0.088 0.100 2.691% Adjusted
R=0.571
Reasonable price 0.065 0.073 2.377*
Proper queueing time for serving 0.093 0.111 3,947+
Service recovery of unsatisfaction about meal 0.132 0.159 4.990%**
* p<0.05, ** p<0.01, *** p<0.001
LE : Large enterprise, SME : Small and medium enterprise
gr1gel &9 FU FALY FHSS SN & ThLOR AN fE o] U B 2
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Table 5, The effect of service quality attributes on satisfaction by CMC scale in hospital foodservice

OIX[= MBiAx B8 &89 7%

. . . Unstandardized ~ Standardized 3
Co. scale Service quality attributes coefficients B coefficients [ t F R
Constant 0.336 2.048*
Good taste 0.237 0.288 5.520%%*
Menu. to help health recovery 0.273 0.320 5.4894+
o R™=0.651
Sanitation of utensil 0.140 0.164 3.155%*
Total 49.168*** .
Kindness of serving employee 0.152 0.159 2.832%* l‘i‘zdlgsgg‘;
Serving at fixed distribution time 0.104 0116 2.139% '
Correctable serving 0.131 0.140 2.629%*
Immediate management of needs on meal 0.110 0.132 2.594*
Constant 0.180 0.751
Good taste 0.239 0.325 4.654%+* R*=0.589
QxR KRR
LE  Menu to help health recovery 0.223 0.252 3.139 22.016 Adjusted
Kindness of serving employee 0.200 0217 2.386%% R’=0.562
Cortectable serving 0.231 0.256 3.560%+*
Constant 0.380 1.722
Good taste 0.282 0312 3.862%%* R*=0.754
*% Rdok
SME  Menu to help health recovery 0.238 0.287 3.302 30.327 Adjusted
Sanitation of utensil 0.156 0.173 2.318*% R’=0.729
Serving at fixed distribution time -0.172 -0.196 -2.338*

* p<0.05, ** p<0.01, *** p<0.001
LE : Large enterprise, SME : Small and medium enterprise
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Table 6, The effect of service quality attributes on satisfaction by CMC scale in B&! foodservice
. o Unstandardized  Standardized 2
Co. scale Service quality attributes coefficients B cosfficients B t F R
Constant 0.610 3.474%%
Good taste 0.199 0.235 47895+ R%=0.547
i Pkt LEZd
Total  Menu variety 0.157 0.191 3.519 22.929 Adjusted
Comfortable atmosphere 0.113 0.125 2.118* R’=0.523
Service recovery of unsatisfaction about meal 0.153 0.192 3.995%%*
Constant 0.665 2.854%*
Good taste 0.133 0.157 2407*
Menu variety 0.210 0.261 3.580%#*
R’=0.683
Reasonable price 0.106 0.131 2.083*
LE 19.250%*+* .
Comfortable atmosphere 0.165 0.192 2.362% I‘;‘?SS;Z‘;
Proper arrangement of table and chair -0.196 -0.207 -2.502* .
Possibility of variable extra-services 0.128 0.184 2,900+
Service recovery of unsatisfaction about meal 0.146 0.191 2.809**
- L3
Constant 0.713 2.362 R™=03%
SME  Good taste 0.208 0.250 3.126%* 5,901 %+ Adjusted
2
0.159 0.199 2608* R=0329

Service recovery of unsatisfaction about meal

* p<0.05, ** p<0.01, *** p<0.001
LE : Large enterprise, SME : Small and medium enterprise
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