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Abstract

The purpose of this study was to evaluate the patients’ satisfaction with the quality of hospital foodservice
in Busan area. For the purpose, questionnaires were distributed to 271 hospitalized patients in 4 hospitals
(three hospitals for self-operated foodservice, one for contracted feodservice) within 130 beds. The average
scores were -0.99/5.00 for quality satisfaction of meal characteristics, —0.68/5.00 for service characteristics,
and -0.37/5.00 for nutrition characteristics. The items of low scores in quality satisfaction were treatment
of complaints, nutrition of meals, provision of nutritional information, the seasoning of the meals, selective
menu, and sanitation of the meals. At the expectation and perception grid, high expectation and high perception
items were cleanliness of employees’ clothes, cleanliness of dish, employees’ courtesy, exactness of meal time,
and sanitation of the meals. High expectation and low perception items were treatment of complaints and
nutrition. The patients with little appetite showed significantly (p<0.01) lower average scores in meal, service,
and nutrition characteristics than those with much appetite. The self-operated foodservice operation had
significantly (p<0.01) higher average scores in meal, service, and nutrition characteristics than those of the
contracted foodservice operation. The patients hoped to improve the taste of cooked rice and side dish, quantity
of the side dish, variety of menu, and sanitation of the meals.
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Table 1. Characteristics of subjects N (26}
Valualbes N (%)

Sex

Male 148 (54.6)

Female 123 (45.4)
Age (yrs)

20~29 60 (21.6)

3039 59 (21.2)

40~49 58 (20.9)

50 and over 101 (36.3)
Education level

Elementary school 43(16.2)

Middle school 57 (21.5)

High school 114 (43.0)

Over college 51(19.3)
Appetite

Little 35(12.7)

Average 153 (55.4)

Much 88 (31.9)
Pain

Severe 142 (50.9)

Regular 108 (38.7)

Slight 29 (10.4)
Grade of room

for one 26( 9.9

for two 30 (11.5)

for four 92 (35.1)

for many 114 (43.5)
Length of stay (days)

1~ 7 87(32.3)

8~15 60 (22.3)

16—30 67 (24.9)

over 31 55 (20.5)
Type of foodservice operation

Self operated 173 (63.9)

Contracted 98 (36.1)
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Table 2. Factor analysis of foodservice attributes
Fact
Variahles At o Coefficient
1 2 3
Meal characteristics
Taste 0.730 5527E 07 0.337
Appearance 0.748 0.223 0.337
Temperature 0.570 0.442 0.214
Seasoning 0.713 0.231 0.184 09175
Portion size 0.657 0.191 0.132 ’
Freshness 0.689 0.344 0.282
Variety of side dish 0.766 0.183 0.242
Nutrition 0.740 0.216 0.324
Sanitation 0655 0.374 0.278
Service characteristics
Cleanliness of dish 0.487 0.586 0.155
Exactness of meal time 0.199 0.796 5233E 02
Cleanliness of emploves clothes 0.246 0.802 0.193 0.8498
Courtesy of emplovess 0.130 0.866 6.145E 02
Treatment of complaints 0.338 0.510 0.429
Nutrition characteristics
Selective menu 0.219 T224E 02 0.810 07192
Provision of nutritional information 0.265 0.206 0.785 '
Eigen value 5.023 3.353 2.169 09087
Cumulative (%) 31.393 52.351 65.907 '
Table 3. Expectation, perception, and quality satisfaction of foodservice attributes {(Mean+3SD)

Variables Expectation Perception Quality satisfaction
Meal characteristics
Taste 3.97+0.86 3.05+0.90 0.92+1.25
Appearance 4.03+0.90 3.20+0.83 0.82+1.14
Temperature 4.09+0.81 3.09+0.93 0.99+1.21
Seasoning 4114081 298+0.91 1.13+1.17
Portion size 4.04+0.81 3.15+0.91 0.8911.15
Freshness 4331082 3.34+0.81 0.99+1.04
Variety of side dish 3.98+0.91 3.01+0.93 0.97+1.30
Nutrition 4.34+0.87 3.14+0.87 1.19+1.10
Sanitation 4.46+0.82 3A40+0.777 1.05+1.06
Sub mean 415066 3.0420.68 0.99+0.88
Service characteristics
Cleanliness of dish 4344072 3494076 0.85+0.95
Exactness of meal time 4151072 3.72+0.87 0.43+1.01
Cleanliness of employee clothes 417077 3.60x0.77 0.57£097
Courtesy of employees 4.20£074 3.70£0.84 049097
Treatment of complaints 4.19£0.81 3.03+£1.01 163£1.27
Sub mean 4.20+062 3.58+0.67 0.68+0.79
Nutrition characteristics
Selective menu 3.45+1.10 235091 1.11£1.36
Provision of nutritional information 3.98+£0.89 235090 1.15£1.12
Sub mean 3.71+0.88 2.35+0.80 1.37+1.16
Mean 4.12+061 3.15+0.60 0.9%+0.81
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Table 4. The degree of expectation, perception, and quality satisfaction by subjects characteristics (Mean£SD)

Expectation Perception Quality satisfaction
Meal Service  Nutrition — Mean Meal Service Nutrition Mean Meal Service Nutrition Mean

Sex

Male 411070 415061 370+0.890 399063 3.04=072  3.38x068 228076 2.89+0.50* 1.06+097 0.75=0.83 1.44+1.12 1.08+0.85
Female 4242059 4311062 3732090 410061 3282063 3.63x065 2402083 3.10£0.60° 0.97+0.79 067077 1332120 1.01+0.83

t value NS® 2.096" N3 N3 2.808™ 3032 NS 2.807™ N3 N3 N3 1.433
Age (yrs)

20~29 4264052 4224070 3504094 4044065 3194074 3532066 2182083 2972061 1.08+0.98 0680.38 141126 1.07£091
30~39 4.09+072 4.18+057 380083 4032062 3.07#060 3492067 2212075 2932052 1.01074 067075 1.59+0.98 1.082071
40~49 4304052 4.35+052 3742095 4122054 3062068 3402079  2.16+064*  2.86+0.50 1.23+0.92 0.91+0.90 1.58+1.18 1.21+£0.80
50 and over 4044071 4151054 3712086 3982065 3221069 3541061  2563:08F 5.12:062 0.83£0.87 060071 1.10+1.15 0.8310.82

F value NS NS NS NS NS NS 7124 NS NS NS 3.174" NS

Education level

Elementary school 4.29+051 4431045 3932081 4222047 3502063 375061  271:081°  3.3220.56° 0.7920.84 0674078 1224116 0.89+0.83
Middle school 415+0.62 4154056 365+0.85 4004056  3.23:0657 3.46:065  243:078 30420557 0.91+0.81 0.64+0.74 1234115 0.93+0.74
High school 4131071 4171069 359+0.92 4013060 3.08:064° 34520675 234:076°  2.94=057° 1.04+0.87 071+0.77 1.35+1.21 1.03+0.84
College and over 4102073 4153063 3561085 3951062 289:071° 3382075 1962074  27520.60° 1204098 075097 1.45+1.02 1.2020.84

F value NS NS NS NS 7.044™ NS 7597 8.143™ NS NS NS NS
Appetite
Little 45371052 4231068 3021076 42246053 2871077 3251072 205:075° 273063 148102°  09%:096° 1874116  1.48091°
Average 4124057 4194052 37510.86%° 4.0240.64  3.09+060° 3.44+060° 2331077  2.95+0.54* 1.04+0.82° 0732075  141+114%  1.06=0.79°
Much 4101068 4211058 35540.94° 3961052 3.38:071° 373:071° 250:084° 3190462 072:084 0471074 107:110°  0.77:080°
F value NS NS 6.354" NS 8.850™ 8.194™ 4034 2695 9.77%" 5.981™ 6.354" 9.077"
Pain
Severe 4151063 4131061 3694080 402:050 3.09:067 3.33:066° 233:081%° 2.92:0462° 1062081 0832075 135112 1.090.78
Regular 418070 A27+065 374+0.96  406+0.58  3.12+064° 3.61:062° 227:074°  2.09+0.49° 1.074093% 0632083  1.48=121 1.05+0.88
Good 408+068 4162050 374099 401057 351:079° 3.20:066° 272:103°  3.37:0.72° 057:099°  026x081°  1.09:1.12 0.67+087
F value NS NS NS NS 4,070 10921 3.485" 6.374™ 3930 513%™ NS ND
Mean 415+0.66 4202052 3714088  A03+0.62 3.15+068 340067 234080  2.09+0.50 101089 070080  1.37+1.16 1.03+0.34

UDifferent letters indicate significant differences among groups by Scheffe test.
NS not significant.
*p<0.05, *fp<0.01.



1160 P4 - F

9} Khan(6)¢] ¢4 al59 2 &o] SA14H )
2 Foa B sl A Jung(26)2] ATl x SR EL AL
o] Az Holo Zalhabal F 337% % &4 o g nhe
A3 =74 Raba gida Barshg 2n Lyu(l)e] a3
A 7] e gA1 8] shel] W3k kg e} fog e
= grja Bashe B odge) fAabeE Anhg ebllo

#2te] o} E Ak g FoldlA, FINEE A W
R—P‘-y} jT_E.O] /gzs]- ;}1}_40224 EE.O] ;}1}_40624 7:!
mgk ghabs 4010l o g el Aol BeolA| edgith =
g &4, Au| 2 8l opsAl e a%e] BE Azl
27} 2 APS el o oAl Aol BelA] o
ofth el A X e U3 AA HF Aee nEo] AT =)
Fo 42 2(p<00l) F2 AFE et SAEA A,
T%e] Au)Ek #FAr) S p00De2 T2 AR He
2 23, MB|aBA ¢l e o] ArlaA BEel 3
A7} arge] Ak Ao §o14(p<00) 22 & A
e od B d s %] AR A7) 5%
AV BEaql Fard foHp<005)02 B ApE
gk TANSE = AA g Aprt nFe] A7 sbs
“1094, B89l Ehale -1.054, Aelg @b 06748
o] "al zel= BolA| ghghrh. SAEA ¢l = aFe] A
Bl gk ghalrl 5o A (pOin) 22 L B2 vell A
B B4 A s 2Ee] AR At Fe] A% shxle
o FA (p<00D2E 22 F9E Bk Lyu(1)8] 23
dlq Ao <l o] A3k Ag, 24 abel g &
o) udghohar Rarshed o, wak ahgle] A e o)siA
g g s Rylvka B
w7} epyt

ol AHE o, JE

}u:uzrutrur

1

et
BB A, FENE, AT W8 So=
8 EE A4, TEAESL AR TERA 2
e 7 glom s S5 A 44

UEAte] 2HH EMof W2 7L, alE, R
£

Table 5ol F=12] 344 BAd w2 7|ux QA%
B FAnkEg o) e AS A A stk HASFe nE
xpolell A, Zlu|=of digk AA HaF A4 1404 4114, 291
A 3904, 4514 4053, ol 4044 elgl et Frel el
zpo] = BolA] ehghrh £A1 542 49)Alel A An| s Bl o
5L 1914l A iﬁ e R B N oA e R

= He|A| ghokrh alA el i3 HA Hd A 1814
2.85?&, 2514 3.01%;1, 4414 3174, theld 283 e 2 rlgl
A #ape] glA =zt b kg ow] 4914 Fhabe) ol <)
p<0.0D) #ho] & Bylvh thalde] 491 B oh §-41 54 (p<

& o~
AL

0013 Au| 284 (p<0.00)el M fFolde2 o AHeg
i), FARkSme Oak AR e Aee 194 1244,
2914 0904, 4914 0844, thald -118H e 2 1914
thelale] 2] (p<05)oE e ASE eyl 24 E
Aat o FEA A HASF o F4g) Aol 2
o] A ghgf ot Au|aEA M= 16143 el Ale] 2614
491 B} 524 (p<) 05) 2.2 e AE Jebylc)h Lim
DY dAfel = HASFe wE AelolA oz} F
ArkG . Thellz 2he]7t glal ot qlA & ol 4= thalAle]
1 Ro; g o2 Ui R e S vebyink o B 15y
a1, Sheatsley(27) % WA HYAMqB| 27} F& A4 24
Ab #21e] 69%7) S-ale] WS Foha Hrbssdoha Boars)
At

Q‘;}

]
=

30

H

717kl mE FpelelA Flvize A A
U3 FApe= 4034, 8~15% 41 #Ab= 4134, 16
dH T 2= 3254, 519 o e 2AkE 401
o2 16302 U Bl Zy ok by dghont &
A el Aol nelA wgprh N mE A FE A5l
1~742 3294 8~152dL 2344 16~3022 3074 31
o] 4HE 2874 0% 8~ 153 314 o4 U Bpe] Q1A
=7} 1795} 16~309 4% bt £ 5 (p<0.05)
= 2/ vhehdom, g4 B4 S 31 ol e s
7E -7 d #apee §o4(p<00) o2 W32 s
Eoﬂq _F;ﬂu]&’:E_L -]}ﬂ b z—] 7} 1~74 *0922&1, g~
1549 -1273, 16~30% -0.89%, 31 o] 42 -1.123 2=
Bt ot Fel A gl Aol HelA] edghont FAEA A
= 8~15°‘JJr 3 oAk ek X 1 ~74 7 16~30Y
A #HA R} ol Hp<Oih) 22 G IERE el
er. Maller 5-(20)2] d7-olA= Al dataE2 54
W) FAA el ZAshE P gleka B wshela, Cashsh Khan
(6)8] AolAE d7Izke] 2o AEF g4 bl
wolalvhy Bshdth Leest Lee(13)9] dFol4 % 34l
77ke] Rold4% FA3t el BE 2419 b3 RS
W Aoz bt 4] JABA) BEEE FHAY 5
Sl kel s ofof e A Abahsit
FHgeds) uhE Aol Az A Aot S
23974, HEEA e 4149 22 gl ¢
D50 7| UE 49 Hp0.05) 22 A ek
AE A e U BAEY SR A
A Wbt Foha Al B4 e 493G
o sl FAA=9] 71 5o A EA el sl @
fach gghoat w244l Afe]w BelA] ¢hghr)
S48 ESFAE el 17k sbalrt A o siaale) <
B Ak R o 2] A{(p<0. 01)02 %S s et
Ao AA g Az Ao = glo;ﬁlﬂﬁ]a—:)\]%
28148 2 S5 Bt ﬂ%%ﬁ 1 %421(p<0.01)—i =
<+ ArE vEbleh 54, AnaSAdlA HdgAe] He

2-1)"7], 1~

-1

pe wl rj\f_),

rﬁ rlr

{

i

o > 1z & gl g
e oF il 1% _P'
el
2
u:&
0
T

>
o.

P2l of B ot e e of
T



Table 5. The degree of expectation, perception, and quality satisfaction by environmental characteristics (Mezn+5D)
Expectation Perception Quality satisfaction
Meal Service  Nutrition Mean Meal Service Nutrition Mean Meal Service Nutrition Mean
Grade of room
for one 417+068 4261060 384084 411:063 302:052%Y 336:050°  217:061 285:037° 1112090 0801075  167:111 1242080
for two 4021053 4082068 3562071 3902051  314:059%  350:054% 231:073  5.0120.55% 0882071 04710.86° 1272085  0.801070°
for four 4204067 4221050  359:081 405059 335+061%  3.67x064° 2.54+0.82  3.17+0.58" 0.84=0.82 05540735 1.14+1.12 0842079
for many 4154069 4214063 3732094 4042062  3.02+0.76°  3.37:0.74° 2294076 2.88+0.63° 1.13+0.96 081+£0.82* 1514118 1.16+08%"
F value NS NS N3 NS 4213™ 3.748" NS 4556™ N3 3.147" NS 2.047"
Length of stay
1-~-7 4144067 4244057 368095 4032064 3.26+070° 357062 2444083  3.29+0.50* 087092 065+0.82 1.25+1.23 0.92+0.89
8~15 4281064 4271061 3.82:094 4131065 306£063%  3.3620.73 2141066 2.84:0.57° 120075  089+0.84 169+£1.01 1272077
16~30 4114067 4114065 3631074 397:058 325068 351067 244088 30720647 0.85089*  060+0.75 1.18+£1.09 0892080
31 and over 4114060 4224067 3732094 401+064 201046  3.49+0.66 225+065 2.87+0.50° 1.20+095° 0704079 1.49+1.23 1124085
F value NS NS NS NS 3.392™ NS NS 3.18" 3.034" NS NS NS
Type of foodservice operation
Self operated  4.11+0.74  423+#0.67 355096 397067 3.26+0.78 3.66+0.72 2392092 310088 0.850.99 0.55+0.88 1.16+1.30 0.85+0.94
contracted 424+048 4171052 4012063 4142051  2.95+0.37 3.21=0.46 2.26+0.49 2.810.35 1.29+0.56 0.95+0.55 175071 1.33+0.52
t value NS NS 4237 2178 3682™ 5593™ NS 3.93" 3.942™ 4.155" 4.085™ 4518™
Mean 4151066 4204062 3712088 4032063 315068 3.49:0.67 234080 2.98+0.59 1.01+0.89 0.70£0.80 1371116 1.03x084

UDifferent letters indicate significant differences among groups by Scheffe test.

NS not significant.
*p0.05, *Fp<0.01.



1162 94 .5

Table 6. The degree of wanted to improve by the patient

Characteristics MeantSD
Quantity of meals 276+1.50
Taste of cooked rice 4112160
Taste of side dish 5.00£1.15
Nutrition of the meal 3.89+1.62
Cooking method 2.44+1.50
Increase to the kind of side dish 3.21£1.38
Cleanliness of dish 311+1.18
Variety of menu 3944122
Sanitation of the meal 3.8920.95
Courtesy of employees 182121
Provision of nutritional information 2.48+1.24
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