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Abstract

An IPA model was used to evaluate customer service encounters at a large food court; also the gaps between importance
and performance from were also evaluated from both perspectives. The findings of this study will be applied in order to
improve service quality at various large food service operations. A total of 298 customers from a large shopping mall food
court completed the study questionnaire, asking them to evaluate the important and performance attributes of service. Seven
underlying dimensions were identified and labeled by factor analysis: factor 1 was "safety": factor 2 "time": factor 3
"atmosphere”: factor 4 "quality of food”": factor 5 "menu attributes™: factor 6 "comfort": and the last and seventh factor
was "comprehension". As a result of IPA analysis the overall mean scores between the importance attributes and performance
attributes showed significant differences by independent r-tests(p<0.001). Quadrant I was classified with unnecessary items
including interior design, proper lighting, suitable chairs, and proper room temperature. In quadrant II thirteen variables
showed high scores for both importance and performance, such as various menu choices, hygienic food, dishes, chairs, food
court, kitchen, and employees; proper ventilation, employee kindness, waiting time to order, and received food; automatic
system for ordering-serving. Quadrant Il included eight variables identified as low priority, including appearance of food,
nutrient content of food, proper portions, new menu, proper music, proper location of cashier, services for children and
efficiency of movement. In quadrant IV six variables were included as areas to focus management's efforts, such as food
taste, proper food temperature, use of safe food materials, maintenance of food quality, existence of preferred foods, and
proper food prices. These results suggest that food court customers have interests that are distinct from restaurant customers
and may need to be treated differently. It is anticipated that this data will be useful to the foodservice industry in order
to segment customer characteristics by different dinning behaviors.

Key words: food court customers, importance-performance, service encounter.
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Table 1. Demographic characteristics of respondents

(N=298)
Characteristics Frequency %
Gender Male 141 473
Female 157 527
<19 129 434
20~29 158 53.0
Age 30~39 9 3.0
40~49 1 0.3
Missing 1 0.3
Student 223 74.8
Office worker 35 11.7
Occupation Profession 16 54
House wife 3 1.0
Others 21 7.0
Highschool 102 342
University student 133 44.6
Education o
University graduate 54 18.1
Others 8 2.7
3 ~4/week 27 9.1
o 1 ~2/week 65 21.8
I;‘(’)’dvz;tto 1 ~2/month 13 379
1~2/6 month 49 16.5
1 ~2/year 43 14.5
Before 12 o'clock 9 3.0
12~14 o'clock(lunch time) 89 299
Visiting hours 14~17 o'clock 65 21.8
to food court 17~20 o'clock(dinner time) 111 372
20~22 o'clock 15 5.0
Missing 9 3.0
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Table 2. Factor structure and item-reliability of important factor for food court service encounters

Factor Factor loading  Eigen value Variance(%)  Cronbach’s «
Use of safe food materials 0.672 10.581 34.132 0.901
Existence of preferred food 0.594
Proper food price 0.649
Hygienic food 0.719
1. Safety factor Hygienic dishes 0.618
Hygienic chairs 0.518
Hygienic food court 0.525
Sanitation of kitchen 0.646
Employee hygiene 0.565
Employee kindness 0.541 2.091 6.745 0.776
Waiting time to order 0.751
2. Time factor Waiting time to receive food 0.700
Automatic system for
. . 0.558
ordering-serving
Interior design 0.509 1.838 5.930 0.716
Proper ventilation 0.664
3. Atmosphere factor
Proper room temperature 0.734
Service for children 0.555
Proper food temperature 0.573 1.439 4.641 0.653
. Nutrient content of food 0.550
4. Quality of food factor .
Proper portions 0.771
Maintenance of food quality 0.590
Food taste 0.353 1.299 4.190 0.700
. Appearance of food 0.539
5. Attribute of menu factor .
Various menu choices 0.628
New menu 0.735
Proper lighting 0.514 1.060 3418 0.586
Proper background music 0.647
6. Comfort factor
Suitable chairs 0.478
Proper location of cashier 0.669
. Efficiency of movement 0.735 1.007 3.249 0.768
7. Comprehension factor
Understand menu 0.661
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Table 3. Comparison of mean values between the importance and performance attributes of service encounters at a large

food court (N=298)

Variable Importance Performance Difference t-value p
Food taste 3.88+0.946 3.21+0.833 0.67 11.326 0.000%**
Appearance of food 3.62+0.840 3.29+0.733 0.33 5.664 0.000***
Proper food temperature 3.84+0.883 3.34+0.818 0.50 7.991 0.000%**
Use of safe food materials 4.01+0.887 3.33+0.846 0.68 10.046 0.000%**
Nutrient content of food 3.8240.917 3.30+0.835 0.52 7.444 0.000%**
Proper portions ' 3.79+0.885 3.28+0.818 0.51 7.547 0.000%**
Maintenance of food quality 3.84+0.896 3.28+0.827 0.56 8.705 0.000***
Various menu choices 3.95+0.936 3.64+0.902 0.31 4.851 0.000***
New menu 3.75+0.997 3.26+0.924 0.49 6.779 0.000%**
Existence of preferred food 3.90+0.944 3.35+0.899 0.55 8.465 0.000%**
Proper food prices 3.85+0.903 3.21+0.862 0.64 9.476 0.000%**
Hygienic food 3.97+0.920 3.39+0.756 0.58 8.672 0.000%**
Hygienic dish 3.93+0.948 3.39+0.805 0.54 7.794 0.000%**
Hygienic chairs 3.9240.919 3.44+0.877 048 6.512 0.000%**
Hygienic food court 3.94+0.946 3.42+0.851 0.52 7.970 0.000%**
Sanitation of kitchen 4.05+0.861 3.45+2.507 0.60 3.910 0.000%**
Employee hygiene 3.95+0.960 3.46+0.849 0.49 7.387 0.000%**
Interior design 3.75+0.936 3.51+0.887 0.24 3.558 0.000%***
Proper lighting 3.67+0.902 3.40+0.854 0.27 4484 0.000**+*
Proper background music 3.55£1.005 3.00+1.113 0.55 6.785 0.000%**
Suitable chairs 3.75+0.975 3.47+0.918 0.28 3.747 0.000***
Proper location of cashier 3.67+1.922 3.36+0.832 0.31 2.579 0.010
Proper ventilation 3.8740.917 4.04+1.578 —=0.17 0.249 0.803
Proper room temperature 3.82+0.882 3.49+0.874 0.33 4913 0.000%**
Services for children 3.40£1.062 3.03+0.902 0.37 4.778 0.000%**
Employee kindness 3.9240.951 3.46+0.894 0.46 6.630 0.000%***
Waiting time to order 3.85+0.952 3.49+0.924 0.36 5.148 0.000***
Waiting time to receive food 3.96+0.940 3.41:0:0.930 0.55 7.764 0.000%**
Automatic system for ordering-serving 3.91+0.929 3.38+0.952 0.53 7.937 0.000***
Efficiency of movement 3.75+0.905 3.22+0.887 0.53 8.364 0.000***
Understand menu 3.84+0.831 3.38+0.916 0.46 7.650 0.000***

Average 3.83+0.13 3.38+0.17 0.45 7.240 0.000%**

**+4p<0.001.
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1. Food taste

4. Use of safe food materials
7. Maintenance of food quality
10.
13.
16.
19.
22,
25.
28.
31.

Existence of preferred foods
Hygienic dishes

Kitchen hygiene

Proper lighting

Proper location of cashier
Services for children
Waiting time to receive food
Understand menu

olg 374

3.6

2. Appearance of food

5. Nutrient content food
8. Various menu choices
11.
14.
17.
20.
23.
26.
29.

o Mulz QI7HEH Fomst ddE 4

3.7 3.8 3.9

Proper food prices 12.
Hygienic chairs 15.
Employee hygiene 18.
Proper music 21.
Proper ventilation 24.
Employee kindness 27.

Automatic system for ordreing-serving 30.

M=3.38

Importance

e

41

40

3. Proper food temperature
6. Proper portions
9. New menu

Hygienic food

Hygienic food court
Interior design

Suitable chairs

Proper room temperature
Waiting time to order

Efficiency of movement

Fig. 1. Importance-performance analysis(IPA) matrix of service encounters at a large food court.
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