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ABSTRACT

Study on importance and satisfaction when selecting
a side menu dish in a coffee shop

Kim, Ae-Young

Major in wine Sommelier - Foodstyle
Dept. of Cultural Industry

The Graduate School of cutural industry

Sungshin Women's University

Recently domestic coffee shop market enjoys a golden age with its
continually expansion. In this golden age, it is considered that the side
menu dishes will also be an important competitiveness as well as the
quality of coffee. Side menu dishes are dishes which are eaten together
main dishes, and they are usually generalized in fast food restaurants,
restaurants and coffee shops. Especially the side menu dishes of a coffee
shop are simple snack-type meals. A special side menu helps
establishing a coffee shop’s brand and raising its sales. Therefore, this
study was conducted for providing the base data required for the
development of coffee shop market in the future by arranging the
concept of side menu dish in a coffee shop and by empirically analyzing
the importance level and the satisfaction level at selecting a side menu

dish in a coffee shop.



Specific contents for achieving the purpose of this study are as follows.

First, this study aimed at making a systematic theoretical consideration
through reference study and analysis of precedent studies relevant to
composing concepts.

Second, it aimed at conducting an empirical study by analyzing
relevant features of importance and satisfaction when selecting a side
menu dish in a coffee shop.

Third, it aimed at verifying its hypothesis through an empirical
analysis. That 1s, this study tried to verify the importance difference of
side menu dishes in a coffee shop according to the respondents’
demographic features, each factor’'s satisfaction respondents of survey's
influence on the general satisfaction level, the difference between the
importance level and the satisfaction level of each side menu dish in a
coffee shop. In addition, to compare and analyze the importance level and
the satisfaction level at selecting a side menu dish in a coffee shop, the

IPA (Importance Performance Analysis) was used.

The empirical study conducted a survey through an online research
institute ‘Dooit Survey’ (www.dooit.co.kr) and to several coffee shops
located in a capital area of Seoul-city. This survey targeted some men
and women in their 20s who live in Seoul-city or neighboring cities of
Seoul, and made them respond to the survey in the format of
self-report. The survey period was from April 1st to 22nd, 2012, and the
survey collected 242 copies of valid samples. To identify the demographic
features of respondents, this study conducted a frequency analysis, and

determined whether the importance level and the satisfaction level of



each side menu dish in a coffee shop are internally consistent. To find
out the importance difference of side menu dishes according to
demographic features, the T-test and the variance analysis were
conducted.

Also, in order to analyze the effect relationship between satisfaction of
each factor and general satisfaction of side menu dishes in a coffee shop,
the investigator conducted a multiple regression analysis using 5
satisfaction factors, that 1is, the taste, the health, the packing and
appearance, the economic feasibility and the personal service as an
independent variable. And in order to examine the difference between
importance and satisfaction of each side menu dishes in a coffee shop,
the investigator conducted the mean separation and also conducted the
IPA analysis in order to compare and analyze both importance and
satisfaction level of each side menu dish.

Through a factorial analysis of collected data, the investigator
classified the importance level and the satisfaction level of each side
menu dish according to the 5 factors, that is the taste, the health, the
packing and appearance, the economic feasibility and the personal
service. The result verifying the hypothesis about importance and
satisfaction level of each side menu dish in a coffee shop targeting the

survey respondents of survey set by the study model.

First, when examining the result analyzing importance difference of
each side menu dish according to the gender, it was shown that women
put more emphasis on the economic feasibility than men. In the result of

verifying the importance difference of each side menu dish according to



age, it was found that there was a significant difference only in the
factors of health and economic feasibility. It was shown that there was
no significant difference in other factors (variables). As a result of
verifying the difference in importance of each side menu dish according
to the level of education, there was some significant difference only in
the factor of packing and appearance.

Second, the investigator conducted a multiple regression analysis in
order to analyze the effect relationship between satisfaction level of each
factor and general satisfaction level of side menu dishes. Among factors
of satisfaction level which have influences on general satisfaction level
as the dependent factor, it was shown that taste significantly influenced
on the general satisfaction level. Accordingly, the hypothesis considering
that satisfaction level on the taste had an influence on a customer’s
general satisfaction was partly adopted.

Third, the investigator conducted the mean separation in order to
verify the difference between the importance level and the satisfaction
level of each side menu dish in a coffee shop. As a result, the
importance level was higher than satisfaction level in the all categories
of the taste, the health, the packing and appearance, the economic
feasibility and personal service, creating difference. It was shown that it
would be necessary to take some efforts to set a reasonable price for
the most preferring side menu dish among many items. Accordingly, as
it was found that there was some difference in the importance level and
the satisfaction level through the process verifying the importance level
and the satisfaction level of each side menu dish in a coffee shop, the

hypothesis was adopted.



Fourth, to evaluate the respondents’ importance level before using a
side menu dish in a coffee shop and their satisfaction level after using
it, the investigator conducted th IPA which compared and analyzed each
factor’'s relative importance and achievement level at the same time.

The wvariables located in the aspect of Concentrate here were
considered importantly at selecting a side menu dish, but they were not
reached the customers’ expectation in terms of satisfaction level after
using a side menu dish. The variables arranged in the aspect of
Concentrate here were the reasonable price, the set menu dish's
reasonable price, the communication service company'’s alliance service,
the coupon ticket use and points accumulation, and the credit card’s
alliance service. Especially, the all variables under the category of
economic feasibility factor were arranged in Concentrate here. These
items will preferentially, intensively be managed and improved than the
other items. Therefore the owners/managers of coffee shop need to set
reasonable prices satisfying them and their customers.

The variables located in the aspect of Keep up the good work were
the items that showed very high satisfaction level according to the
importance level of each side dish at selecting a side menu dish. The
variables in this aspect were the taste of each side menu dish, its
harmony with coffee, the clean and neat packing, the clean appearance,
the employee’s knowledge about side menu dishes, the employee’s quick
treatment, the employee’s kindness, and the employee’s sincere
treatment. Particularly, several variables under the category of personal
service factor were arranged in the aspect of Keep up the good work.

From that, it can be known that the personal service factor is



importantly considered to the owners and the customers, and is really
kept up. This means that each coffee shop owner recognizes the
customers’ demands and fully accept the feedbacks from customers.
Concerning the personal service, this result means that current state
needs to be Kkept continually. This result is resulted from easier
recruitment of higher—quality employees thanks for that there appeared
many baster training programs supported by central and local
governments as well as programs provided by relevant, private
companies.

The variables located in the aspect of Low priority were the variables
that showed very low importance and satisfaction level. The variables
arranged in the aspect of Low priority were the nutritive value, the
friendly—environmental materials, the calory. Especially the all variables
belonged to the health category were arranged in the aspect of Low
priority. Because these variables were not considered importantly at
selecting a side menu dish, and each variable’s satisfaction level was
lower, it is judged that putting more efforts over current state are
unnecessary. The reason for such a judgement is considered because
most side menu dishes in coffee shops have high calories and much
sugar, so the satisfaction on using them is low. Current situation that
most side menu dishes in a coffee shop are continually sold even not
being helpful for the customer’s health at all is considered as that the
customers values the taste more importantly than the health, so the
importance level of health is seen as lower level. And this result may be
related to high rate of 20s where consider the importance level of health

factor is lower than other age groups.



The wvariables located in the aspect of Possible overkill are not
considered importantly at selecting a side menu dish, but their
satisfactions showed high. The variables arranged in the aspect of
Possible overkill were the variety of side menu dishes, the familiar taste,
the suitable packing unit, the clean and neat display, the employee'’s dish
recommendation. These variables’ feature is in that much effort are put
into the part not being considered importantly. As these variables show
higher satisfaction level than their importance level, so the owners of
coffee shops need to put current effort to the aspect of concentrate here,

another attribute.

Though the results of this study result have some implications to
provide the basic data required to the development of coffee shop
market, this study also has the following limitations.

First, as this study targets those who live in Seoul and neighboring
cities of capital, it is limited to generalize the result of this study.

Second, as the survey conducted for this study is limited to 242 copies
of valid samples, it is limited to generalize the result of this study.

Third, as some surveys were conducted through Internet, it is judged
that it is somewhat limited in the accuracy of responses. So it is
thought that on-site survey conducted in a coffee shop would be more
useful to achieve the purpose of this study.

Fourth, it is judged that expression of factor composition or measuring
items is not sufficient due to lack of data about side menu dishes sold
in a coffee shop. Therefore, it would be necessary to conduct several

in—-depth studies on selecting property of side menu dishes in a coffee



shop in the future.
As such limitations have study tasks requiring constant interest in the
future, it is thought that more meaningful implications would be

deducted if those limitations are supplemented.
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