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Abstract

The purposes of this study are to analyze the gap between foodservice personnel and customers, to urge
foodservice providers to reconsider by identifying the problems in service delivery for customer satisfaction,
and to deduce the recognition for foodservice quality improvement. The results of this study can be
summarized as follows: the average perception score of personnel(3.78 out of 5) was higher than that of
customers(3.79). In particular, the customers' perception of 16 attributes, which included ‘overall lighting in
the restaurant’, ‘creativity of the food’, ‘freshness of the ingredients’ and so on, was significantly lower than
personnel's. Both service providers and customers perceived that 'meal quality’ was the highest and ‘table
setting' was the lowest among the 4 factors, but there was significant difference on 'interior space(p<.001)',
‘meal quality (p<.01)', 'convenience(p<.01)' between the two groups. As a results of the quadrant analysis, 'Q3.
dishes and bowls', 'Q6. cleanliness of the tables', 'Q12. display of the food', 'Q17. comfort of the interior
space’, 'Q18. room temperature’, 'Q23. overall lighting in the restaurant’, 'Q30. amangement of the fumiture
and accessaries' were categorized inte Quadrant A, all of which showed dissatisfaction of the customers due
to the personnel's lower perception. Therefore, service providers have to perceive the gap between the two
viewpoints and grant priority to these attributes to improve foodservice quality.

Key wonds: customer, personnel, perception, Italian restaurant, interior space, foodservice quality
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(Table 1> Demographic characteristics of the customers

Characteristics Frequency(%)

Male 69 (44.2)

Gender
Female 87 (55.8)
20~29 years 88 (56.4)
30~39 years 41 (26.3)

Age

40~49 years 16 (10.3)
Over 50 years 11 ( 6.9
High school 19 (12.2)
Education College 77 (49.4)
Over University 60 (38.5)
#2,010,000~3,000,000 47 (30.1)
Monthly Salary #3,010,000~4,000,000 48 (30.8)
Over 4,010,000 61 (39.1)
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{Table 2> Demographic charmcteristics of the personnel

Characteristics Frequency(%)
Male 88 (55.0)
Gender
Female 72 (45.0)
20~29 years 131 (81.9)
Age 30~39 years 23 (14.4)
over 40 years 6 (37
High school 57 (35.6)
Education College 77 {48.2)
Over University 26 (16.1)
Cook or Chef 84 (52.5)
Job title F&B 62 (38.8)
Management 14 ( 87)
Regular employee 101 (63.1
Employment status & Py ( ,)
Contract employee 59 (36.9)
c o th under 1 year 88(55.0)
arcer 1 the present '
~ 49(30.
restaurant(months) 2~5 year (306)
6~10 year 23(14.4)
under 1 year 159(36.9)
Career in the foodservice 35 v 78(48.7
field(months) year (“48.7)
6~10 year 23(14.4)
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{Table 3> Perception of foodservice quality variables

Variables Customer Personnel Gap:) Tovalue®
Perception Rank Perception Rank Perception)

Ql. Quality and appearance of napkins 3404084 26 332:001 26 008:086 10 598
Q2. Quality and appearance of tablecloths 3634070 20 3.46:046 22 017083 8 480
Q3. Dishes and bowls 3731065 17 381046 12 -008:079 14  -0.51
Q4. Appearance with dishes 4.16:083 3 3754048 14 041£096 4 667
Q5. Table centerpiece 343+0.85 24 3.65£0.55 16 -022+099 19 -1.70
Q6. Table cleanliness 3684077 19 3.85%0.72 9 -017£117 17 -171
Q7. Overall appearance of table setting 3514081 21 3358087 25 0.16£127 9 346
Q8. The design of the menu book 346£1.03 23 3558055 17 -0.09+1.17 15 -0.21
Q9. Taste of the food 4361076 1 439:051 4 003097 12 -0.83
Q10. Freshness of the ingredients 4358074 2 4694064 1 -034£101 21 4147
QI1. Variety of the menu 411111 4 4412066 2 -030£132 20 273
QI2. Display of the food 363+0.82 20 3.80:0.88 13 -0.17£120 17 -027
QI13. Amount of the food 3924094 10 3.54£1.09 18 038t142 5 317
Q14. Creativity of the food 4.00:0.98 8 4403067 3  -040£121 22 -405"
QI15. Food decoration 351£1.03 21 348:054 21 003117 13 071
Q16. Staff's serving attitude 3794099 14 3.83+1.08 10 -005£138 13 -046
Q17. Comfort of the interior space 348£1.00 22 4.09:054 6 -060+1.18 25 639"
QI8. Room temperature 3.69£0.89 18 3.85t054 9 -0.18+1.17 18  -1.91
Q19. Cleanliness of the room 404072 6 398:072 8  005£1.08 11 059
Q20. Carpet design of the floor 3484063 22 3.40£076 24 0.08:082 10 4317
Q21. Shape of the wallpaper 3745070 16 350055 20 024084 7 4927
Q22. Interior color of the restaurant 3.75£1.00 15 3.70£049 15 0.05+1.18 11 1.84
Q23. Overall lighting in the restaurant 3412118 25 3832052 10 -042+126 23  -4.05
Q24. Janitorial cleanliness of the restaurant 3912079 11 4324051 5 -041:098 24 461
Q25. Background music 384+1.30 12 4008062 7 -015£147 16  -1.31
Q26. Entrance space of the restaurant 4.03:093 7 3.44+075 23 0.79:112 1 889"
Q27. Interior items and decorations 3944120 9 3444058 17 049£129 3 - 4797
Q28. Overall appearance of the restaurant 4084090 5 3524049 19 056£1.02 2 535
Q29. The wall/ceiling decoration 383107 13 353050 19 030£1.18 6  3.507

Q30. Arrangement of the furniture and accessaries 3.48+1.07 22 3.82£046 11 -0.33+1.12 20 3.02°

1)Gap=Customer's perception-Personnel's perception "Mean+S.D.
?T—value ‘i‘t the resgl} of independent t-test between Customer's perception and Personnel
p<0.05, p<0.01, p<0.001
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Perception’ )

Variables 3 T-value”
Customer Personnet Gap
F1. Interior space 3.77£0.74 3.5740.35 0.200.81 3.58"
F2. Table styling 3.62+0.48 3.66+0.28 -0.0420.60 0.13
F3. Meal Quality 4.04+0.76 4.06£0.37 -0.02+0.87 3037
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"MeantSD. 2)Gap~Customerf; perception-Personnel's perception
9 T—value 1t the result of independent t-test between Customer's perception and Personnel

*p<0.01, "p<0.001
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