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ABSTRACT

The purposes of this study were to identify customer expectation, perception and satisfaction of
foodservice quality to analyze the influencing factors on foodservice quality and finally to provide basic
information for the improvement of foodservice quality, A survey of 4 factory foodservices was undertaken
and detailed information was collected from 675 respondents. Statistical data analysis was completed using
the SPSS package program for descriptive analysis, t-test and one-way ANOV A, Male had higher scores
than female in perceptions of foods and services, and the differences were statistically significant. As
analysis of expectation, perception and satisfaction result of age, expectation and perception were
statistically significant, and mostly expectation and perception increased according as age increased.
Expectation and perception showed statistical differences by marital status. Married people had higher
scores in expectation and perception of food and service than single. According to family type, respondents
living alone showed lower scores in expectation and perception of food and service than those living with
family or relatives. Conversely, living alone had high expectation on service, As analysis of work type,
office workers showed higher scores of service expectation, food and service perception than production
workers, As education level increased, food and service expectation and perception increased mostly. As
analysis of work post, food and service expectation and perception increased as work post raised.
Meanwhile, married people had higher scores in service quality of satisfaction than single. Result of the
study can be summarized as follows the analysis of expectation, perception and satisfaction of foodservice
quality, the Quadrant of food and service quality expectation and perception according to demographic
variables, Expectation, perception and satisfaction scores of foodservice attributes according to work type.
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The distribution of attributes with satisfyingly significant difference in grid.
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Table 1. The analysis of expectation, perception and satisfaction of foodservice quality according to demographic variables

‘ Expectation Perception Satisfaction"
Demographic Background Frequency Food Service Food Service Food Service
Gender Male 261 316£074" 3264069 276052 2814054 -039+065 -0.44+066
Female 414 310x074 3134070 268+051 2704051 -041%£070 -0431069
t-value 1.16 5180 3910 8.056™ 0.10 0.03
Age 20 years 43 301074 305+067 274088 2731064 -026x£061 -031+059
20~29 years 427 306+074 310+068 2651051 270£049 -041+071 -0401067
30~39 years 172 3244071 334%072 2821050 278+054 -042+064 -055+073
40~49 years 30 340+067 3481064 282+046 3.12+049 -043+054 -036+044
50 years 3 3231086 385+£031 282+037 3004096 -030%x067 -085+068
F-value 3221* 6.006™ 5510™ 5.089" 0.48 2.36
Marital status Single 484 306+073 3111067 2681050 272+049 -037£069 -0.39+065
Married 189 3271072 3356+072 280x055 280+058 -0471£064 -055+073
F-value 11.874" 17172 7.159" 3.794* 2.82 7.604™
Family type  Living alone 184 303+076 360+069 263+050 263+049 -040%£074 -0431+064
Living with family or relatives 486 316073 323+0.70 274%052 278+053 -041£065 -0441+069
F-value 3.595* 7475" 6.398" 11.346** 0.01 0.04
Working Production workers 390 307+0.78 3.10x072 265+053 268+052 -041%073 -041+069
department Office workers 264 3.18+068 3284065 280049 28314052 -0381+060 -0.45+065
other 20 3301054 347+057 278+050 2881045 -0521+060 -0584080
F-value 252 7548 7.150" 6.858"* 054 0.78
Education High school 457 307+£076 311071 2671£052 2691052 -039+071 -042+0.70
level College 81 322+076 3371064 2761058 2881056 -045+068 -0.481064
University or post graduate 136 3231063 320+064 2831041 2821047 -040%£054 -0464063
F-value 3.354% 3891 5.336™ 6.987 0.22 0.45
Experience of 1 year 95 3.15+068 3171063 278+052 275+052 -036+064 -043+065
meal 1~2 years 37 3124076 3161069 2671056 282+056 -045+£070 -0.34%+0.76
2~5 years 243 308+0.72 3141067 2684051 2734049 -040%068 -040+065
5 years 296 3141076 321+£074 2724051 273+054 -0421£068 -047+0.70
F-value 0.35 0.41 0.80 033 0.21 0.72
Status general employee 581 308+0.74 315070 269+051 27241051 -0394+069 -043+069
an administrative position 91 340+064 338+063 2891046 280+052 -0501+058 -047+059
F-value 6.807" 3913 5713 4824 0.94 0.16
Visiting twice per day 179 312075 3194068 273x050 276+051 -038+066 -0421+064
number of once per day 454 3131073 3.18+070 2721052 274+052 -041%£069 -044+069
cafeteria 2~3 times per week 28 3062073 3141074 2571056 2651062 -048+£053 048x067
nene 8 295077 3.12+061 2671060 285+033 -027%x061 025+072
F-value 0.26 0.07 0.82 0.54 0.27 0.29
A question of expectation and perception 5 measures for estimation.
1} Satistaction (gap) = Perception - Expectation
2) Mean+SD
3) *p{.05  *p(.01
8) 34
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Table 2. The Quadrants of food quality expectation/perception according to demographic variables

Demographic Background A. Focus here Bdori(:spg:;:tp C. Low priority D. Overdone
Gender Male 9.4*".1065*8 2 13.123.14*11.7 1
Female 9.10.1.56 8.2 31271113 14*.4*
Age 20 years 59.8.10".1* 14*6 3*7.11.12.43* 24*
20~29 years ‘ 9.10%1.54* 82 14*3*12.7.13* 6.11
30~39 years 10*6.1%4*5 9.2 18*12.11.7 314"
40~49 years 465110 98 2.14*12.7.11 313
50 years . 96.1%.13".10* 8.14* 11.74*2.12 53*
Marital status Single 9.10.1*5.84* 2 1453512711713 6"
Married 1*.10.65.4% 9.2* g4 12X 117 13%.3
Family type Living alone 9.105.6.1.4 8 214123713 1Al
Living with family or relatives 910154 28 3121371 6.14
Working Production workers 9*1.10" 5" 6* g2 14.3412* 7.1 4t
department Office workers 9*.10* 4* 5 6" 2.13* 126314417 1.8*
other g6 5%8"1.2.14 1*7 10*3*4* 12X 13"
Education High school 9" .10* 1*5* 6* g .2 32711713 14*4*
level Coliege 9" 10" 5% 6* 4* o 3T 12.3*
University or post graduate 410" 6% 5" 1* g".13 21211 14 83
Experience of 1 year 9.1.10586 2 3.14.12.7.11.13 4
meal 1~2 years 10.9.65 4214 83.7.13 1.11.12
2~5 years 9.105.14 28 12.3.14.13.7 6.11
5 years 10.8.6.4.1 9.2 3.13.12.7.11 514
Status general employee 8.10.1*5* 4* 28 14*3*12.7° 13" 6*11*
an administrative position 105 8.4*6* 9.2 12,135 11145 7" ™3
the saff 496" 5% 10.8.3* 1* 115712 14*2.13*
Visiting twice per day 910618 42 123141113 57
number of once per day 910156 82 3.12.7.11.13 414
cafeteria 2~3 times per week 9154210 8 13.1437.12.11 6
none 12.109.11.74 8 36.135.14.1 2
A question of expectation and perception 5 measures for estimation.
1) *p (.05
1. Taste of food 2. Appearance of food 3. Freshness of food 4. Temperature of food 5. Nutritional balance of food
6. Safety of food 7. Combination of main & side dishes 8. Proper cooking method 9. Appropriate portion size
10. Availability of seasonal food 11. Providing preferred menu 12. Providing dessert 13, Menu not soid out

14. Improvement of food quality
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Table 3. The Quadrants of service quality expectation/perception according to demographic variables

Demographic Background A. Focus here B&o}i(r?gpglrtee:jtp C. Low priority D. Overdone
Gender Male 1142198 3 13.7.10%.12.6.14* 5
Female 11.4.1.2810" 7 13.12.365 14* g
Age 20 years 11.89.1.7*4.10* 12.13.2.3* 6,514
20~29 years 114821109 7"133%.1256.14
30~38 years 1241198 3 T135%10"12.14 6
40~489 years 1.11.2449. 10*8* 7.135%6.14 312
50 years 1.10*.8".14.12 42 65739 1113
Marital status Single 11.4.8*2.1*9*10* 7*13.12*35*6.14*
Married 41.211.8*8* la 13.10*5*12* 6.14*
Family type Living alone 11.41.89.10 7 13.12.356.14
Living with family or relatives 4112189 7 10.13.12.5.6.14
Working Production workers 11.4".1*2*8.10 7 13*.12%.3* 5% 6* 14" 9
department Office workers 4 11.1*2*98 7 13*.10.5%6%.12* 14* 3*
other 11.2*.4*8.9* 1* 12 3*1347.5*10.14* 6*
Education High school 11.4.1*2.8.10* e 13*.12*.36.5% 14" 9
level College 11.94.2.1*3 8 10% 125,137 14* 6* 5
University or post graduate 41%298 1.7 5*.3.13".10* 12 6.14*
Experience of 1 year 11.48.1.9.10 7 12.13.3.5.6.14 2
meal 1~2 years 11.2.8.10.4.12 9 7.3.1356.14 1
2~5 years 1148219 7 13.12.3.6.5.14 10
5 years 4.11.1.289 7 13.10.125.6.14 3
Status general employee 11.4*1*2* 8*.8* 10* 7.13*3"12.5* 6" 14*
an administrative position 1*2* 4" 9% 11.13*.8* T*10%12.14% 5*3*6"
the saff g 4t 100111 9.5 731360 14t 2*12
Visiting twice per day 11.49.2.81 13 10.7.12.5.6.14 3
number of once per day 114.1.289 7 13.3.1256.14 10
cafeteria 2~3 times per week 41211310 7 8.12.1365.14 9
none 12.11.91 342 1356.14 1087
A question of expectation and perception 5 measures for estimation.
1) *p< 05
1. Cleanliness of tableware 2. Sanitized dining room 3. Hygiene of carts holding used trays

4. Hygiene of foodservice staff 5. Kindness of foodservice staff 6. Rapid distribution 7. importance of menu facilities
8. Importance of ventilation system at distribution 9. Air-conditioning & Heating system of dining room

10. Convenience of lay-out 11. lllumination of lighting at dining room 12. Quietness of dining room
13. Closeness of hand-wash placement  14. Dealing with complaints on meals
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Table 4. Expectation, perception and satisfaction scores of foodservice attributes according to work type

Expectation Perception Satisfaction”
Attributes Production Office  tvalue Production Office  tvalue Production Office  tvalue
workers workers workers workers workers workers
Fooa

1. Taste of food 322+096" 329102 -1.11 285+076 279+081 095 -034+096 -049+100 -186
2. Appearance of food 3014£08 3021084 -009 273x07t 2834073 -158 -027+£089 -019+084 110
3. Freshness of food 3011104  318+112 -195" 259+073 266+076 -121 -043+1.09 -051+£1.09 -095
4. Temperature of food 3121094 3224091 -135 267+079 292+082 -397" -044+107 -029+097 182
5. Nutritional balance of food 320%1.01 33510099 -182 2754076 287%£079 -1.96° -044+105 -047+£103 -046
6. Safety of food 3.18+1.16  340+1.17 -2.38° 2684083 287+083 -295° -049%+1.15 -052+1.16 -0.31
K goé?ge‘”z‘i's‘;ls‘” main 2964098 308+099 -151 2850078 257+079 -104 0454107 -051%1.12 -07
8. Proper cooking method 301084 3191084 -247 2784074 2761072 033 -023+098 -0421+094 -251*

9. Appropriate portion size 3090+081 324+092 -161 286083 325%077 -569* -021+106 -000%+015 -336*
10. Availability of seasonal food 321+1.03 331+£082 -123 2821089 304+078 -326* -037+1.12 -027%£103 115
11. Providing preterred menu 307£1.17  313%£099 -067 246+089 261+£080 -219* -059+126 -052+1.05 072
12. Providing dessert 302+126 308%100 -061 252+092 271+08!1 -276* -050%£1.35 -036+102 144
13. Menu not sold out 2014132 307+101 -165 2301092 2834088 -720* -060+147 -025%107 325
14. Improvement of food guality 3.04+£1.07 316%112 -1.31 2641080 2621083 035 -038+107 -052+115 -151
Service
1. Cleanliness of tableware 330+1.12  353+1.04 270 287+097 303£092 -214* -043%+114 -047+1.04 -048
2. Sanitized dining room 3174108 3534093 -456* 283+092 303%£083 -283 -033x1.14 -048+094 -173
3. Hygiene of carts holding
used trays
. Hygiene of foodservice staff 328+089 352+083 -362* 300+£071 315078 -257* -027+088 -0361+088 -122
. Kindness of foodservice staff 285+129 325115 -409* 231£091 269+099 -498° -054+129 -054+1.19 -006
. Rapid distribution 296+123 324+111 -305% 229+092 260+092 -428 -068+133 -062+127 057
. Importance of menu facilites 3.07+087 308+092 -0.14 274+085 285+091 -166 -032+106 -022+096 126
. Importance of ventilation
system at distribution
9. Air-conditioning & Heating
system ot dining room
10. Convenience of lay-out 3161088 321+094 -068 278+088 274+082 058 -037+1.14 -046+101 -1.06
11. lllumination of lighting
at dining room
12. Quietness of dining room 3044101 3194096 -1.98" 2674089 258084 125 -037+104 -059+121 -245°
13. Closeness of hand-wash
placement

14. Dealing with complaints
on meals

308+102 3271096 -240° 260+087 279+089 -279* -048+108 -046+105 025

W N O ;A

3212097 332+080 -157 283077 293%£079 -167 -036%+104 -036x111 -001

3254101  341£091 -212¢ 2721086 297082 -370* -052%1.18 -042+112 107

328+079 338£075 -1.70 307072 308+081 -008 -020+087 -029%092 -1.17

2981096 3141086 -345* 2704095 275088 -068 -0.18+1.10 -037x110 -217

287+134 317121 -302* 216+087 2444086 -397 -069+146 -073+135 -031

A question of expectation and perception 5 measures for estimation.
1) Satisfaction (gap) = Perception - Expectation 2) MeanxSD 3) *p (.05
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Table 5. The distribution of satistically different attributes in grid

Demographic background

Segment - -
Gender Age Marital status Working department Education level Status

Expectation
Production workers

Food” 164 11,14 8* 114,13 14*

Service? 5 5 1* 6% 1*3*.4* 5,6,*8,"9,10,*13*
Office workers

Food 1*14* 1* 134 1* 4

Service ™ 812" 4T
Total food 3*6*8
Total service 1*2* 3" 4* 5 6%,13*,14*
Perception
Production workers

Food 4 4 4 4 %3 4% 56 7,13

Service 5" 10%14* 35 7M 8N 10*  5410% 5% 10%12* 2* 5% 6% 9% 107125 14*
Office workers

Food 5% 14* 313" 14* 1*3%,14* 13" 646 78495 10 1114 3*14*

Service 54 9% 14F T 5579 12%,14* 1%5% 6*,7%,10%,13*, 14* 34748494135 14"
Total tood 4* 5% 6* 9% 10% 11*,12* 13*
Total service 15,273 4% 5% 6 9%, 14*
Satisfaction
Production workers

Food 1" 64 11%,124,13*

Service 10* 10 1*,10% 14" 10* 4*5* 104,13
Qffice workers

Food 4 4* 10t 4 o 4

Service g* 13*,14* 8" 9% 14*
Total food 8.9*13"
Total service 12%13*

A question of expectation and perception 5 measures for estimation.
1) Food attributes

1. Taste of food 2. Appearance of food 3. Freshness of food 4. Temperature of food 5. Nutritional balance of food
6. Safe of food 7. Combination of main & side dishes 8. Proper cooking method 9. Appropriate 1 portion size
10. Availability of seasonal food 11. Providing preferred menu 12. Providing dessert
13. Menu not sold out 14. Improvement of food quality
2) Service attributes
1. Cleantiness of tableware 2. Sanitized dining room 3. Hygiene of carts holding used trays
4. Hygiene of foodservice staff 5. Kindness of foodservice statf 6. Rapid distribution 7. Importance of menu facilities
8. Importance of ventilation system at distribution 9. Air-conditioning & Heating system of dining room
10. Convenience of lay-out  11. Hlumination of lighting at dining room 12, Quietness of dining room
13. Closeness of hand-wash placement 14. Dealing with compiaints on meals
3) o< 05
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