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Abstract

259

The purpose of this research is to provide practical implications for the management of the contracted
foodservice business by developing a key performance indicator(referred to herein as a KP.L) which
is to measure the performance of management of contracted foodservice business in Korea. For this
study, a KPI is developed in different perspectives by conducting the delphi-3round test with industry
professionals who have more than 8 year job experience at contracted foodservice business located in
Korea. The KPI that was developed as a result of this research will be able to help contracted foodservice
business in Korea to set a concrete direction to focus on in preparing for the future economic environment,
and to utilize the KPI in indicating an area on which they must concentrate their capital. In addition,
the KPI will help contracted foodservice business executives to cleady evaluate current and future value
of existing contracted foodservice business, thus providing accurate standards in M&A. However, this
research has a limitation in proving directions of KPI despite its own meaning because there was no

actual proof of relationship between contracted foodservice business of strategies in Korea.

Key words : contracted foodservice business, KPI(Key Performance Indicator), balanced scorecard,
financial perspective, client perspective, intemal process perspective, leaming and growth

perspective.
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{Table 1> Present status of the main contracted foodservice companies

Total sale Number of branch
Compan Total sal '07 total
pany 04 05 06 o SHE o 05 06
increasing rate sales goal
3,700 4,100 4300 4,400
S Everland . : : 3.5 : 500 320
amsung Bveria (5,000)  (5460)  (5650) (5,700)
OurHome 3,500 3,550 4200 17.2 4,700 580 700
Handai Foodsystem 2,200 2,700 2,900 74 3,100 320 347
1,481 1,677 1,986
Shi Food . ’ : 256 400 410
insegac Foo Q.631) (2354  (2,956)
O Foodsvat 2,020 2,000 1,550 0 1,500 550 400
oodsystem .
4 (5572)  (6,183)  (6,200) (6,700)
Hanwha resort 1,000 1,150 1310 13.9 1,500 218 230
Arakor 901 1,000 1,200 20.0 1,400 360 350
ECMD 890 1,030 1,147 114 1332 300 400

Remark: (
Source: Food distribution yearbook, 2007.

) Company total sale.
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Source: Kaplan and Norton (1996).
<Fig. 1> Kaplan and Norton BSC model.
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Source: Kaplan and Norton (1996).

<Fig. 2> Kaplan and Norton adjustment
model.
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{Table 2> Proposed perspective KPI by precedent studies

Perspective KPI 1 234567891011121314151617 1819
Cost ratio 0 o) ) o] ¢}
Execution rate of the budget ) 0
Inspection of efficient execution O 0
Financial Frequency case of accident loss or decrement rate o] 0
Sales goal achievement rate 0
Loss or profit rate 0 0 0
ROA(Return On Assets) 0
Rate of a contract term ¢}
CSI(Customer Satisfaction Index) 0 ) ) (oJNe) o]
Leftover food ratio 00O o]
Frequency nutriment consultation O 0] 00O O O
Frequency development of educated communication o0 o] o]
Customer
Frequency educational operation (o)Ne) 0 0
Management index of nutritional education o] o0 0
Frequency event plan per year 0] O O
Frequency customer complaint or decrement o 0 ) 0
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{Table 2> Continued

Perspective KPI 1234567 910111213 141516 17 18 19

)

Frequency handling customer complaint or decrement O O

Service quality index 0]

HACCP system 0]
Equipment rate of level up foodservice 0] 0]

Good food supplies rate o] o]

o O O O

Customer Improvement rate of foodservice environment 0] @)

Using standard recipe 0

O O O O O O O O|*®
o O (@]

Frequency development of new menu
Rate to participate
Frequency foodservice information 0]

Service differentiation O

Productivity indicator of labor o0
Evaluation index of a purchasing management system o0
Decrement rate of demanding forecasting error o]
Frequency development of standard office process
Make out office planing or health control progress schedule o
Frequency benchmarking application 0]
Internal L .
Office computerization ratio
process
Evaluation index of health safety )
Operation indicator o0

Caloric intake satisfaction index

O O O O O O O O O O O

Evaluation index of nutrition management system

Frequency food poisoning @)

O O O O O O

Frequency employee safety concern o}

Training level & cycle time 0
ESI(Employee Satisfaction Index)
Evaluation index of human resource system 0

Frequency official suggestion per employee

O O O O O
@]

Learning Empowerment ratio
and Frequency customer feedback to menu management system o]
growth  Foodservice information index 00 o) 0
Frequency development of new menu
Staff retention rate 0

Average time of continuous service per staff

O O O O O O

Average number of the applicant for a position

Source : 1) Johnson, B.C. and Chambers, M.J. 2000, 2) The American School Food Service Association, 1995, 3) Yoon. J.,
and Messersmith, A.M. 2002, 4) Kwak, D. K. and Jang, H. J., 2003, 5) Ministry of Education & Human Resources Development,
2004, Fundamentals in the improvement of School Foodservice, 6) Ministry of Education & Human Resources Development,
2002, Health control guide book in the School Foodservice, 7) Ministry of Education & Human Resources Development, 2004,
School Foodservice guide, 8) Kim, Y. J., 2004, 9) Kim, S. H., 2001, 10) Daegu Dalsung elementary school, 2000, 11) Seoul
District Office of Education, 2004, Basic policy for making budget, 12) Seoul District Office of Education, 2004. School
Foodservice operation guide book, 13) Song, J. Y., 2003, 14) Yang, Y. S. and Cha, J. A., 2001, 15) Jo, Y. Y., 2001, 16) Chu,
Y. J, 2003, 17) Han, K. S., 1997, 18) Han K. S. and Lee, S. Y., Seo, K. M., 2002, 19) Hyun, J. Y., 2002.
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{Table 3> Priority level of KPIs for the contracted foodservice business from four different perspectives

(The findings in 2nd round of Delphi survey)

Respective KPI Average Standard Average Priority Test
deviation ranking ranking statistics
Profit goal achievement rate 6.65 058714 17.75 1 N=20
Sales g(?al achievement rate 6.55 0.68633 16.98 2 Kendall W=0.388
. . Cost ratio 6.35 192696 1520 3 .
Financial chi-square=155.165
Loss or profit rate 6.10 091191 1535 4 deg. of free=20
Sale or profit improvement degree 575 125132 1343 5 Sig=0.000%+*
Rate of a contract term 5.65 098809 13.33 6
Amount of new orders received 555 139454 12.63 7
Goal achievement rate of cost ratio 545 1.19097 12.03 8
ROA(Return On Assets) 535 134849 1148 9
Sales bond withdrawal rate 535 1.22582 11.73 9
Good branch rate 525 1.11803 11.58 11
Insolvent operation rate 520 150787 10.83 12 N=20
Customer increasing rate 515 1.22582 10.85 13 Kendall W=0.388
Financial Increases rate of average unit price 5.00 1.02598 9.73 14 chi-square=155.165

New business sales weight
Investment cost

Execution rate of the budget
Liability rate

Efficient execution rate of sales management cost
Frequency case of accident loss or decrement rate 4.00

Inspection of efficient execution

475 1.06992 845 15
4.65 126803 &.10 16
425 144641 725 17
425 171295  7.18 17
42 154238  6.40 19
1.58944  6.25 20
3.65 1.00000 453 21

deg. of free=20
Sig.=0.000***
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{Table 3> Continued
Respective KPI Average Star.1d;.3rd Aver.age Pr101.1ty T.esF
deviation ranking ranking statistics

CSI(Customer Satisfaction Index) 6.50 0.88852 2548 1

Retableer rate 6.40 0.68056 25.38 2

Frequency customer complaint or decrement 570  1.12858 21.43 3

Service quality index 5.60 094032 2035 4

Hygienic confidence 545 1.27630 19.68 5

Service differentiation 540 1.14248 19.58 6

Safety and healthy kitchen management 535 1.18210 20.13 7

Frequency cancellation of a contract 5.10 1.25237 16.77 8

Term of keeping up a contract 510 1.61897 16.88 8

Customer satisfaction maintenance rate 5.10 1.48324 17.68 8

Rate to participate 5.05 1.31689 17.63 11

Clean foodservice management 5.05 1.23438 17.20 11

Frequency handling customer complaint or decrement 4.85 1.18210 16.10 13 N=20

Leftover food ratio 455 143178 13.35 14 Kendall W=0.382
Customer Good food supplies rate 4.55 135627 1295 14 chi-square=213.729

Improvement rate of foodservice environment 450 127733 1298 16  deg of free=28

Using standard recipe 440 156945 1230 17 Sig.=0.000%**

Frequency event plan per year 435 142441 1233 18

Equipment rate of level up foodservice 435 149649 11.73 18

Frequency development of new menu 435 146089 12.25 18

Frequency operating event 430 1.52523 1145 21

Frequency or weight of main dish 430 192217 1193 21

Execution ratio of nutritionist arrangement 420 1.85245 11.85 23

Foodservice style 420 1.76516 11.10 23

Rate to participate in an event 420 157614 10.63 23

Frequency foodservice information 4.10 148324 993 26

Management index of nutritional education 395 1.53811  8.32 27

HACCP system 395 1.63755 840 27

First and last management index 395 1.66938  9.28 27

Decrement rate of demanding forecasting error 6.00 1.25656 16.00 1

Evaluation index of health safety 590 0.71818 15.63 2

Frequency food poisoning 5.85 1.22582 1550 3

Evaluation index of purchasing management system 5.80 0.95145 14.60 4

Improvement rate of poor branch 570 1.17429 1513 5

Productivity indicator of labor 5.65 1.08942 1430 6

Office computerization ratio 5.65 0.87509 14.58 6 N=20
Internal Operation indicator 5.55 094451 13.68 8  Kendall W=0.382
process Frequency employee safety concern 535 1.53125 13.18 9  chi-square=213.729

Rate of using the stock 510 1.07115 11.53 10 deg. of free.=28

Make out office planing or health control progress schedule 5.05 1.09904 11.13 11 Sig.=0.000%**

Average cost ratio per customer 495 1.73129 11.33 12

Rate of using strategy food supplies 490 125237 1033 13

Degree of rise efficiency of labor 4.85 138697 1043 14

Sales bond withdrawal rate 485 1.66307 1035 14

Frequency development of standard office process  4.80 1.19649  9.73 16

Rate of making food by standard recipe 455 114593  8.18 17
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{Table 3> Continued

Respective KPI Average Star.1d;.3rd Aver.age Pr101.1ty T.esF
deviation ranking ranking statistics
Inspection point by administrative machinery 455 1.66938  9.05 17 N=20
Internal Relationship of different department 450 150438 857 19  Kendall W=0.297
process Educational operation index 440 153554 8.10 20  chi-square124.872
Frequency benchmarking application 430 145458  7.15 21 deg. of free=21
Caloric intake satisfaction index 375 1.20852 458 22 Sig.=0.000%**
Training level & cycle time 5.75 0.85070 16.15 1
ESI(Employee Satisfaction Index) 575 0.96655 16.75 1
Employee loyalty 540 1.31389 15.28 3
Evaluation index of human resource system 520 1.15166 13.93 4
Customer company evaluation 5.15 1.42441 13.58 5
Frequency customer feedback to menu management system 5.00  1.12390  12.98 6
Empowerment ratio 4.95 1.09904 11.88 7
Frequency recipe improvement per year 490 1.11921 11.85 8
Staff retention rate 485 149649 11.65 9 N=20
Learning Orgamzatlf)n system . 4 4.85 130888 11.33 9 Kendall W=0.176
Average time of continuous service per staff 4.80 1.54238 11.38 11 .
and o chi-square 73.725
growth Labor satisfaction 4.80 1.28145 11.10 11 deg. of free=21
Frequency official suggestion per employee 470 1.08094 10.93 13 Sig=0.000%%*
Frequency acquisition of related certificate 4.65 122582 9.75 14
Index of staff qualitative level 4.65 142441 1048 14
Business history 4.65 156525 10.13 14
Nutritionist job change rate 455 131689  9.75 17
Foodservice information index 445 123438  9.25 18
Frequency development of new menu 445 146808  9.70 18
Average number of the applicant for a position 435 156525  8.63 20
Frequency participate event outside the company 425 148235 820 21
Job rotation 420 154238 838 22
EAA FoFF : p<0.05, p<0.01, p<0.001> ZHz} * #* xxxZ FAG}
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{Table 4> Priority level of KPIs for the contracted foodservice business from four different perspectives

(The findings in 3nd round of Delphi survey)

. Standard ~ Average  Priority Test
Respective Kl Average deviation ranking  ranking statistics
. N=20
Profit goal achievement rate 6.60 0.50262 3.13 1
. Kendall W=0.407
Financial Sales goal achievement rate 6.50 0.51299 2.98 2 chi-square=24 415
Cost ratio 6.00 0.64889 2.17 3 de qof free.:3
Sale or profit improvement degree 5.70 0.65695 1.73 4 Sii.:O. 000 -
. . N=20
CSI(Customer Satisfaction Index) 6.60 0.59824 3.08 1
Kendall W=0.267
Customer Retableer rate 6.20 1.47256 2.78 2 chi-square=16.014
Hygienic confidence 6.10 0.71818 2.38 3 degq of free.=3
Service quality index 5.80 0.69585 1.78 4 Sig=0.001%+*
Frequency food poisoning 6.40 0.82078 3.73 1 N=20
Internal Evaluation index of health safety 6.30 0.73270 3.50 2 Kendall W=0.200
Focess Decrement rate of demanding forecasting error ~ 5.85 1.26803 2.90 3 chi-square=16.014
P Improvement rate of poor branch 5.55 0.75915 2.38 4 deg. of free=4
Rate of using strategy food supplies 5.40 1.39170 2.50 5 Sig.=0.003**
Training level & cycle time 5.90 1.02084 3.70 1 N=20
Learning ESI(Employee Satisfaction Index) 5.70 1.30182 3.25 2 Kendall W=0.177
and Employee loyalty 5.65 0.87509 3.15 3 chi-square=14.149
growth  Customer company evaluation 5.35 1.08942 2.50 4 deg. of free.=4
Staff retention rate 5.05 1.31689 2.40 5 Sig.=0.007**

A folTE -
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