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ABSTRACT

A Survey of Service Quality Evaluation and Satisfaction
about Dining Space & Food-Coordination

in the Foodservice Industry

Kim, Hyun Jin
Dept. of Food and Nutrition Science

The Graduate School

Sungshin Women's University

Since modern foodservice industry is situated in keen competition,
new strategies are required for preparing competition power and
distinguishing service from the others. At this point, it has been
brought that producing proper dining space and pursuing esthetics
dimension are required in foodservice industry.

Therefore this research has been proceeded to regard producing
dining space & food-coordination as one of the service quality
factors by using statistical analysis on a hypothesis and a real model.
New service quality factors were provided as a result of analyzing
and investigating the characters of customers, customer's perceiving

and affecting power on the services by a designed questionnaire. This
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research has been proceeded to evaluate the qualities of services and
to analyze the effects on the customer's satisfaction. Each of the 577
respondents who experienced in utilizing both catering and
foodservice organization in the area of Seoul or KyonggiDo, were

analyzed by using SAS version 9.1.

1. Service quality measure items and analysis factors of dining space

& food-coordination

1) Twenty-one measuring items were provided. It was verified that
all probabilities between the expectation and the performance in
service quality of dining space & food-coordination by a T-test &
ANOVA. It was also investigated if there is probable differences of
importance and expectation degrees between the Catering and the
foodservice organization [it was turned out that there is probable
differences (p<0.001)].

This research shows that the customer's degree of expectation is
higher than that of performance and the catering customers expect
more and attach greater importance to the dining space &
food-coordination in both than foodservice organization customers do.
2) It was condensed to 6 significant items from provided 21
measuring items in the result of analyzing by (EFA: exploratory
factor analysis). Those 6 significant common factors were named for
harmony, cleanliness, convenience, space, menu, aesthetics of factor

after confidence was verified using Cronbach's alpha coefficient.
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2. Probability verification of demographic characteristics and actual
utilization conditions according to the performance factor of the

service quality.

1) It was verified by T-test and ANOVA if perceived and evaluated
performance of service quality in dining space & food-coordination
showed significant differences on the demographic characteristics of
the respondents.

In the result, it showed that there are significant differences In
menu factor and cleanliness factor on the catering, in space factor on
the foodservice organization according to age; in harmony factor on
catering, in space factor and convenience factor on foodservice
organization according to the married or unmarried status; In
aesthetics factor on the catering according to the family form;
aesthetics factor, menu factor and cleanliness factor on the catering,
in space factor, convenience factor, harmony factor and menu factor
on foodservice organization according to education level-space; in
harmony factor, in convenience factor, aesthetics factor and
cleanliness factor on the catering, in space factor, menu factor and
cleanliness factor on the foodservice organization according to the
job.

Factors revealing significant differences showed higher satisfaction
about the service quality of the dining space production and the
food-coordination in the respondent group of 'Below 20 years old',
'married', 'family form of Parents+couple', 'Graduate school'(more

educated), 'Housewife' on catering and of 'teacher' on foodservice
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organization.

2) It was verified by T-test and ANOVA if perceived and evaluated
performance of the services quality in the dining space &
food-coordination showed significant differences on actual utilization
conditions of the foodservice industry.

(1) In the result, it showed that there are significant differences in

space factor and convenience factor on the catering, in menu factor
on the foodservice organization according to meaning of the
foodservice industry; in harmony factor on the catering, in space
factor, convenience factor, harmony factor, menu factor and
cleanliness factor on the foodservice organization according to the
operation company; in menu factor, harmony factor, aesthetics factor
and cleanliness factor on the foodservice organization according to
utilization importance; aesthetics factor, menu factor and cleanliness
factor on the catering, only in space factor on the catering according
to the necessity of the dining space & food-coordination.
It shows that respondents who answered highly satisfied on those
significant factors tend to regard the meaning of the foodservice
industry as 'Food industry including eating-out industry', to utilize
more often 'moncommercial foodservice' of the operation company, to
attach great importance to 'Taste' as an utilization factor and to need
dining space & food-coordination.

(2) In the second result, it showed that there are significant
differences in aesthetics factor, harmony factor and cleanliness factor
according to the type of catering; in every factors according to both

catering services offer company and price per 1 person; In space

_|V_
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factor, convenience factor, harmony factor and aesthetics factor
according to the service offer cost; in only menu factor according to
the attendance count; in space factor, harmony factor, aesthetics
factor and cleanliness factor according to the catering service time;
in convenience factor, harmony factor and aesthetics factor according
to the catering style.

It shows that respondents who answered highly satisfied on those
significant factors utilized the catering type 'launching party' in
utilization actual conditions of the catering, more often 'Hotel', more
than' in offer company and place, 'more than 2 hours' in Service offer
time, 'over 80000won in Service price and the other style than 'buffet
style'.

(3) In ANOVA analysis on the actual utilization conditions of the
foodservice organization, it shows that respondents who utilized
'Direct management', 'Commission management' were less satisfied on
each aesthetics factor, on menu factor and cleanliness factor in type
of foodservice organization, but they were more satisfied on 'Because

is convenient' in utilization reason.

3. Comparison of the method of the Evaluating service quality dining

space & food-coordination

To research how effective the service quality is on the general
satisfaction, regression analysis and comparison was taken by using
SERVQUAL(service quality=expectation-performance)and SERVPERF

(service quality=performance) in evaluating the service quality factor
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according to the general satisfaction.

As a result of SERVQUAL assessment, it shows that exert negative
(-)effect on general satisfaction is indicated in convenience factor on
the catering and in harmony factor on the foodservice organization,
which means satisfaction does‘t get to expectation in those factors.
On the other hand it also shows that exert affirmative (+) effect on
general satisfaction is indicated in aesthetics factor on the catering.
As a result of SERVPERF assessment, it shows that exert
affirmative (+)effect on general satisfaction is indicated space factor
and menu factor on the catering and in space factor, harmony factor,
menu factor, cleanliness factor on the foodservice organization.
Regarding the peculiarity of the Regression analysis, conclusion can
not be confirmed generally that the only factors showed significant
value are effective. So it should be concluded that all factors
showing insignificant value are effective.

The result was found that SERVPERF is the proper assessment as
the method of evaluating services quality of dining space &
food-coordination in foodservice industry because SERVPERF's
R-square, which indicates the degree of a proper analysis, is higher

than SERVQUAL's.
4. Correlation analysis and regression analysis among the factors of
service quality, customer satisfaction, re-purchase intention and

recommendation intention

It was verified that both influence and Interrelationship of service

_V|_
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quality factor, customer satisfaction factor, re—purchase intention
factor, recommendation intention factor according to the dining space
& food-coordination in foodservice industry as the result of
regression analysis and correlation analysis (p<0.001).

In the result, it showed that perceived service—quality relating
producing dining space & food-coordination is a significant effect on
the customer’s satisfaction in space factor and menu factor on the
catering, in space factor, harmony factor, menu factor and cleanliness
factor on the foodservice industry. Also it showed that the
service—quality 1s significant effect on re-purchase intention In
convenience factor and menu factor on the catering, in space factor
and menu factor on the foodservice industry and on recommendation
intention in convenience factor and menu factor on catering, in space
factor, convenience factor and menu factor on the foodservice
industry.

Regarding peculiarity of the Regression analysis, conclusion can not
be confirmed generally that the only factors showed significant value
are effective. So it should be concluded that all factors showing
insignificant value are effective.

As the abstract, it could be concluded that customers have intention
to repurchase and recommend to surrounding as more willingly as
satisfied with service quality of dining space & food-coordination.
Therefore this survey can provide one of the useful marketing
operation in the foodservice industry in order to raise competition

power and to improve food service for the customer’s satisfaction.
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