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A Multiple—Item Scale for Measuring Food Service Quality
— An Application of the Hierarchical Service Quality Approach —

Sang—Ho Kim!
Dept. of Hotel Culinary, Dackyeung College’

Abstract

This study was conducted to develop a multiple-item scale for measuring the food service quality in
the restaurant industry. For developing the scale, Kelly Repertory Grid Methods were conducted. Co-
llected data of food service quality were analyzed with the reliability analysis and the factor analysis
of SPSS 12.0 and the 3rd-order confirmatory factor analysis of LISREL 8.70. The food service quality
model of this study is conceptually based on the Brady and Cronin(2001)'s hierarchical approach to the
service quality model. The hierarchical model of the food service quality which comprises three con-
structs of the physical environment quality, the interaction quality and the food quality as a primary
dimension. The hierarchical approaches to the food service quality help overcome the limitations of the
SERVQUAL model for which some arguments have been made that it lacks a clear division between
the dimensions and its subsequent overdapping between them.
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{Table 1> Demographics of the sample

o ) Restaurant service type Freq. Percent
Characteristics Categories

Family Fast food Hotel ™ (%)

Gender Male 141 106 117 364 479
Female 132 139 125 396 52.1

Under 19 5 16 0 21 2.8

20~29 138 127 67 332 437

Age 30~39 99 66 78 243 32.0
40~49 25 29 70 124 16.3

50~59 5 7 26 38 5.0

60 or over 1 0 1 2 0.3

Less than high school 0 1 0 1 0.1

High school 24 29 23 76 10.0

Education Undergraduate college 63 60 25 148 19.5
College graduate 162 140 147 449 59.1

Graduate school 20 8 36 64 84

Others 4 7 11 22 29

Under 2,000,000 won 79 70 37 186 24.5

2,000,000 ~3,000,000 60 60 57 177 233

3,000,000 ~4,000,000 57 47 62 166 21.8

Monthly income 4,000,000 ~5,000,000 43 44 51 138 182
5,000,000~ 6,000,000 19 16 26 61 8.0

6,000,000~7,000,000 6 4 6 16 2.1

Over 7,000,000 won 9 4 3 16 2.1

Administrators 5 2 18 25 33

Professional workers 49 30 65 144 18.9

Official workers 51 40 30 121 159

Service workers 67 54 57 178 23.4

Occupation Salespersons 15 15 10 40 53
Technical workers 32 22 40 94 11.3

Students 37 51 6 94 124

Housewives 4 13 12 29 3.8

Others 12 16 4 33 44

Total 273 245 242 760 100.0

AP ¥ SHYORE 20thok 30 A7 wg SRS OB M49W(59.1%) 0.2 71 B
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{Table 2> Results of the reliability and factor analyses for the subdimensions

Factors Fact 1 Fact 2 Fact 3 Fact4 Fact5 Fact6 Fact7 Fact 8 Fact9 CronZach's
Heal 41 0.862 0214  0.156 0.084  0.154 0.158 0.134  0.112  0.065
Heal 42 0846  0.225 0.164  0.044  0.137 0.129 0.119 0.162  0.102
Heal 43 0.841 0.177  0.153 0.073 0.147 0.128 0.096  0.090  0.101 0.958
Heal 40 0837 0217  0.131 0.098 0.156 0.152 0.150  0.160  0.075
Heal 39 0759 0238 0.197 0.066  0.256 0.167 0.131 0.168 0.002
Att 16 0274  0.766  0.181 0.141 0.158 0.189 0.160  0.124  0.109
Att 17 0.217 0.766  0.179 0.188 0.194 0.125 0.159 0.145 0.116
Att 15 0.171 0.743 0.170  0.201 0.089 0.196 0.151 0.050  0.082 0.906
Att 18 0.259 0.731 0.175 0.172  0.201 0.088 0.155 0.187  0.149
Att 19 0316 0.714  0.193 0.153 0.202 0.111 0.198 0.105 0.110
Exp 1 0.147 0202  0.753 0.125 0.153 0.247 0.180  0.138 0.104
Exp 3 0.174  0.166  0.746  0.184  0.167 0.106 0.141 0.116 0278 0.930
Exp 2 0.283 0.238 0.723 0.120  0.125 0.239 0.199 0.165 0.096
Exp 4 0230 0215 0.683 0.205 0.192 0.235 0.063 0.118 0.120
Info 25 0.133 0.167  0.138 0.840  0.066 0.117 0.001 0229  0.015
Info 24 0.033 0.141 0.241 0.819  0.077 0.095 0.122 0.197  0.044
Info 28 0.015 0.295 0.067 0.609  0.242 0.073 0.137 —0.109 0410 0.872
Info 26 0.162 0.303 0.098 0.577  0.198 0.274 0318 —0.156  0.097
Menu 35 0.319 0272 0231 0.157  0.720 0.095 0.060  0.176  0.081
Menu 36 0.329 0274 0203 0.193 0.712 0.072 0.101 0.131 0.104 0.872
Menu 34 0.211 0.171 0.158 0.102 0.709 0.213 0.193 0.280  0.066
Res 13 0.275 0226 0252 0.102  0.071 0.709 0.218 0.084 0210
Res 14 0.311 0.233 0.292 0.163 0.124 0.692 0.146  0.147  0.l116 0.833
Res 12 0.178 0.174 0318 0239 0212 0.657  0.011 0.114  0.125
Cle 23 0.258 0.286  0.193 0.150  0.160 0.168 0.674  0.132  0.254
Cle 20 0.231 0.373 0284  0.174  0.150 0.102 0.644 0227  0.086 0.909
Cle 21 0276  0.365 0240  0.163 0.133 0.158 0.622 0.281 0.094
Food 31 0274  0.192 0214  0.155 0.246 0.124 0.217 0.696  0.169
Food 30 0.332 0.185 0.223 0.191 0.256 0.120 0.140  0.680 0.114 0.921
Food 32 0324 0282 0213 0.111 0.369 0.171 0.235 0529  0.117
Emp 9 0.153 0.215 0.371 0.141 0.115 0.219 0.142 0230  0.692 0913
Emp 10 0.175 0.249 0351 0.150  0.094 0.287 0.223 0.170  0.646
Eigenvalue 4989 4237 3444 2724 2461 2.231 2.017 2.010 1.515

Pct of variance 15591 13.523 10.761 8.512 7.690 6.973 6.304 6.280 4.736
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{Table 3> Results of the reliability and factor

analyses for the primary dimensions

Interac- Phy.sical Cron-

Factors Foqd tion O™ bach's
quality . ment

quality quality @

Heal 41 0.865 0244  0.141
Heal 42 0.862  0.251 0.124
Heal 40 0.853  0.241 0.164
Heal 39 0.829 0270 0.171
Heal 43 0.824 0235 0.104

Food 32 0565 0422 0350  0.950
Menu 35 0.544 0320  0.387
Menu 36 0537 0296 0402
Food 30 0521 0412  0.285
Food 31 0.485 0423 0.300
Menu 34 0.480 0362  0.332
Exp 1 0.233  0.763  0.232
Exp 3 0.211 0.758  0.249
Exp 2 0362  0.734  0.235
Exp 4 0.283  0.702  0.262

Emp 9 0.207  0.681 0320  0.930
Emp 10 0.229  0.673  0.359
Res 12 0.243  0.629  0.276
Res 14 0390  0.622 0.271
Res 13 0346  0.618 0.254
Att 17 0412 0206  0.701
Info 28 —0.012 0269  0.694
Att 15 0340  0.196  0.673
Att 18 0430 0210  0.665
Info 26 0.154  0.281 0.661
Att 16 0432 0222 0.657

Att 19 0511 0208 0630 7
Info 24 —0.033  0.38  0.628
Info 25 0.051 0.299  0.617
Cle 20 0414 0395 0.516
Cle 21 0420 0399  0.493
Cle 23 0.398 0410  0.469
Eigenvalue 7.549 6.579 6.170
Pct of variance 23.589  20.559 19.281

2 AHz F4 S4 =l disl 89 24s A
Ak At 97) 319 2 8%le] =EE o,



9 Mulz~ F4 248 Y3 o A= 237
A FEAEL 80.4%E YERSTEH 2) EoIXM Q0| B
{Table 3>o|X= 9|4 Mu]2x £29] 37) F2 Aol HAEH 2 A7 NEE 54 35S
AHAE Vo E 54 FEEY I B o of thdl A} Ad(unidimensionality)2 7353}
25 #dslr] 98] 291 B4 2= AASH 3 HZ=AA(scale refinement) AAE 335}
o} 291 F 3NE A QS FEHL 2 MYA FE FE B¥S =& %Y
W, e H2sA BAS ol SRtk AW Hel 90l BACFA)S AN
H TS 63.4%0], 53t wap A AR 1 891 A4S T of 7 dAEE g5
7h A U o] Qlo, dvkd o= g A 2 A HF FHE =F3] A3 GYAedEs
L& 7FoE o] FRES AT 4 Aok FrE] 918k oY 7HA] ARE o] 8sie,

{Table 4> Results of the confirmatory factor analysis

No. of Cron-  Correlation Standardized #-value SE Construct ~ Variance
scales  bach's « coefficients coefficients (CR) ' reliability  extracted
Exp 1 0.784 0.85* 0.28
Expertise Exp 2 0.888 0.810 0.90 30.12 0.19 0.889 0.729
Exp 3 0.751 0.81 25.86 0.34
INT
Emp 9 0.751 0.85* 0.28
_Q  Empathy 0.858 0.860 0.755
Emp 10 0.751 0.89 26.52 0.21
Res 13 0.738 0.85* 0.28
Responsiveness 0.849 0.848 0.736
Res 14 0.738 0.87 25.53 0.25
Info 24 0.741 0.87* 0.24
Infomativeness 0.851 0.850 0.739
Info 25 0.741 0.85 18.01 0.28
Att 16 0.834 0.88* 0.23
PHY Att 17 0.837 0.88 32.58 0.23
Attractiveness 0.927 0.926 0.760
Q Att 18 0.817 0.86 31.28 0.26
Att 19 0.830 0.87 32.12 0.24
Cle 20 0.758 0.86* 0.26
Cleanness 0.862 0.860 0.755
Cle 21 0.758 0.88 28.46 0.23
Food 30 0.764 0.83* 0.31
Food Food 31 0.884 0.803 0.85 26.73 0.28 0.883 0.716
Food 32 0.753 0.86 27.17 0.26
Menu 35 0.766 0.88* 0.23
Menu variety 0.868 0.886 0.765
FOD Menu 36 0.766 0.87 26.88 0.24
Q Heal 39 0.845 0.87* 0.24
Heal 40 0.898 0.92 37.14 0.15
Health-
. Heal 41 0.958 0917 0.94 39.07 0.11 0.958 0.821
orientedness
Heal 42 0.899 0.92 3723 0.15
Heal 43 0.850 0.87 33.05 0.24

* Fixed 1 for standardization
Conformance index number : ( xz):773.67, df=263, p-value=0.000, RMSEA=0.052, GFI=0.92, AGFI=0.90,
RMR=0.064, CFI=0.99, NFI=0.99, X2/dj%2.941<3.
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o]& 93t 7)1ZF S F GFI: >0.90, AGFL: >0.90, RMR:  AlFx9] 7% gulze) =
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<Fig. 1> Structural model of the FOODSEVQUAL by the 3rd-Order CFA.
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