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Abstract

The purpose of this study is to measure the priority items according to attributes and analyze the differences between
the importance and satisfaction rates through the IPA for the university service. The results in the study are as follow:
First, from the result of the factorial analysis, 5 factors are included First, the possibilities for development of universities,
universities” physical environment, Universities’ administrative (employee) services, majors’ educational services, and majors’
laboratory environment. Second, as the total average value for important attributes of the universities is 3.50 and the average
value of satisfaction is 2.91, there were significant differences (p<0.001). Third, in the analytical result of IPA, the Ist
quadrant includes faster developments than other universities, departments’ characterization, etc. The 2nd quadrant includes
the convenience to issue all kinds of certificates, kindness of administrative staffs, etc. The 3rd quadrant includes convenience
of the procedure to improve unsatisfactory services, development efforts to benchmark advanced universities, etc. Finally,
the 4th quadrant includes heavy investments in education and environment, efforts to reflect students’ demands, and needs,
etc. Even though the importance of research subjects related to university services for these attributes is high, they are not
fully satisfied, and there are plenty of dissatisfied students. Therefore, urgent supplementations to increase students’
satisfaction rates are important. Form the results of the study, it has been found that urgent efforts to improve satisfaction
rates of university students who major in catering cooking in the university services are essential and special plans to build
competitive systems which can provide high-quality services are also necessary.

Key words: university services, university education, catering cooking education, IPA

M =2 a9 R & FARY 3} 2L ANH BEIAo]
whe A Wikl kel ek ek A Aol HelSic

Sefubet 94 - 2] T Gshe WA T ARe ol HIABAL heke A Ustu sH= SASA ol
s7o] Aol Qick oiebAAke] SRl Austel 3R Al A thaol ofeh A 4 9l Ho| Holo] e}
WA AT AR QI TSP EIL e ek b, A SRS nAQ SAelA ATl T HES ATHA

' Corresponding author: Wang-Kyu Oh, Dept. of Food, Nutrition and Cookery, Keimyung College University, Daegu 704-703,
Korea. Tel: +82-53-589-7857, Fax: +82-53-589-7821, E-mail: ogam77@kmcu.ac.kr

- 967 -



968 Wzs) - 7

she 914 wistel S F49) AFX Aol LFHCkT
Atk 5 Behe At B4 S5, 109 9 ekum of @
Foz s U2 RS 2R B 23 AL
oF 3lthJin YH 2005). T3+ ©2juete] tjstxisteg Almn
@ 201349 70.7%(I-IE 2013)2 TEw-Lo] REIIE ],
Aol Aejo] uket ek ek 4 gl HsrEel] A
gatark. o)A AHL YL A& PeEAAE BQe
a4 4] 7]8)7 Hrks Ao FAAY 4 otk
a4 3t ek FUo] wEdt B4 BROE AHOh 5
2012 A7) ) 712 A, ARG 2 3 A
ol thpat Shate] EBAQ WES AT 93 A1
ST AL 9 OB, ) mRel Hobssle, A
A ofeige Zes AYA YL AT olgoleh
ofgle @A FustA 2 Aolck.
SHYES] 878 wstel HBolt ws A
ol BHEA - B4 ATA - 7o) B
A FYATA TE BASKR slost, AHAE Folef 2
7} s I (Park YS 1992), F3+7
30 ojetg RN - A - W A A
A WS FrE] A4 Bglel wEska gick.

A s i) Beada SR o
o e

&

S AFTLEZN FHYER stoF
x]—c:]o]._]_ T;H_]-/\]A—LQ. o]_e_tﬂ—o

_Q_:,L__ 531—0;3;\1

LA Y3 =L 7 1553!_ 2220 oot
go] 8 Eofx|iL Qlrt. 1311/} 71&9 dFolM = 712
el HRE +qstel Lgehd] BRT ojEAuA 44

of it BEE AT RE WAl

ool 1 ATOIAE BHY RH4lo] Aleigt dhate] fstol 4
SHe Al Fololnl, ofw AulAg Fash Az
19| iste] o= A= WSk QA 45 HluE
Ael= S =-TEST B4 (IPA: Importance-Performance Analysis)
e %}g—ob_x} ST} IPA B4 9 tAR} of
B 448 $as dleA ZAE 5, B8 Mol A &
3] %35—% 38 Folle ALE ol 8A 242 HIISHA
atol, 7t 49e] Aojn ZaEel AThE FAIo] u]IL - B
St 242 AP Hammit 5 1996). [PA 4] upo
7+8 4 9] Z 9 T (importance) 2} A 3 = (performance) & =75}
of 2249 ERAYol HAISHE, 1 $1Ao) whet o) Rt
o FREAYEE FAHS 7I€eE Yol 429
&l 2+ f-Al(keep up the good work) + <] (possible overkill)
- A2=9)(low priority) + F%(concentrate here) & 2 T A|5}o]
A g thByeon & No 2003).

B A7 BAL YA 98] FRES BEE £ A

Lo

AL Al AL, AL $HEH T
B AN A B AUAE AFT 5
= 99 Gl o4 - 2o0E dare e 2
4 2A% SYsly] 8 Yeke AASLA Tk

N(\
ol
%olv

o di U LIS

1. ZAF CHA

£ A7E AE - A7 GRS g 94 - 22 dE
S At o 2 stk Ao YAIg 4dA it (Koist
i, SHist), A7 =] YA 494 gjstuKstw)et =
ZFANEE AENS FRA FYed=E 94 - 28
F5t7t A= e WK E, DE), Yoish stE
=g
H ZAF= 20129 109 19(R)EE 5AF)7HA] & 5508
o] 4ES AL 3" AR giste] =] 4,
UA SEHT A&H R ggste 5 BT SHEHS Al
Qlatal, F 50452 {8 HAES Aok

AZATE A3t AEA 142 APt o] 242l vl

tlo of

AL vlgo 2 Ao, A" HdERLE ou AEX
A2 Bl 4 Bt Fo B 242 AXsqrt,

& 24 pgetel 9 - e BA LS 24
B Aol B 479 BAL AT F 24 IS o)
A ZE HEAE ATYENA IS F ok ot
oz Agse

1) A-Il=lx| ;I.A-I al XJ(I-I-I ngo|

2 Aol A dishAr|A $A& FE3517] Y8 B AY
ATHES stolen, HFHer 2 A7 53 A3t
&4 WS FE8h] 2 A &I AEwd F5
NAe AA, & A7 7P A0l e AAT== 4
E5to], thekain| 29} IAE AP ATE Mangold & Babakus
(1991), Cronin & Taylor(1992), Babakus & Boller(1992), Astin
A(1993), Lee YH(1994), Simpson & Siguaw(2000), Hwang HY
(2000), Kim & Hwang(2006), Um EJ(2001), Kim JY(2007) 5
o A5 EuR ste] WA Fs 108, gake] 87
(T2, ek AP LERD), AT WA 2LAEP)
9 HFASY B4 5 F 8EFS 224tk 4 W4
P50 djstel AL 57 AE(=H3 1¥A ghrh-s=¢
gy R S35k

N

) A2 24 2 A A=



Vol. 26, No. 4(2013)

o8 BES JAFo 2 SPSS Statistics 17 54 =2 13
LA & Aol g GaHARL 29 8ol
AELEE —i—ngz, S Thes) WIS 7o) TESA B
Aol wke} olasly] 2@ W2 Qo ZeksknA 1R A
o AASET 2T IPA 7|HE Beate] shauls &
He AA F2EY AT REES ko] BrlsiA:

=2 —TL°1]/\1 *57‘451 TaE E’J"E"ﬂ et 2871 S8

4=
=
o 94 AT ARl FHRE o Vairax 958
=

=
A 2 she] tuawma WEES ggoR ARsE
ANSHTE B R84 AT 2 adle] 1A B Fo
A e 380 2712 ehie ofoldl Heigen valuo)
1 ol 8912 57 &5, 84lo] d¥ste & 24t
Qe (3 7U6%ATh EEHTEES bl KMO gkt &
Hol] AR W4T Zho] ATBAT} EAoRE 718 2F
shz Baret 734 278 AAJsHch KMO 23717} 0920
o7 A%k 92 AR 0.7 TS5kl gtk E3H Bartlett
9% 4 A, fofskgol 00000] Hlo], Selgolze
AL ZIA S Dk web a2 Agol 49
shol, BE8%l0] AT 22E Wid 4 o, ek
M2 287) MRIEE S Bel0 HokR 4 AgE A
o 4 9iok 208 adlEAo] 0350 WA Fon, BF
A(communality) = & 24 @F7]£Q] 0480 Ho}. =3
£29 714 2909 1 YL 63.746%0]0], tfstal
229 W ) L b Sl £ 2
‘st FAHE DAL, AT g Aux, A A
A 879 57| a9lo= st 214 892
o= AAE FES AT WA IHAgol ekl wd
H umz FESS ol8ste] AF4 24 "‘/\lﬂ‘ﬂﬂ
S5 289 YA S12 060 oy 2 42

mlo 111>

r>~
ﬂ
O’J—: _4

L AL 7|Ee 2 g tWolf M 1992). £910] tigt
=42 J4~— AFHrst dut gho] 7184 0.60 o= i#ﬂ*
Ao yEh 7400 4l=/gdo] kil A= gl Table 1
< SALFY B9 | AFEH Aol
2. CHEtMH|A0f CHEE SR HEE 24
1) CHEtMH|A iRl Xto[oi 2l8t x0] AE
dietAu| & TR mef S gigh Batghe] Aol o

& A5 skl T A5 ANy on, EAATH Table

thebafu] o) T3t FRE-THEE 24 969

29} 2} ojstalEl 2ol ot A FasiAl AAST Y
FEo] izt 7 HER XA AT, 240 AEAA AR
(3.95), W@49] 7Zolof Hhd BN, AxAle] H4 A4
(3.81), A5HE A 2o 7L 93t =(3.80) 202
287) BgolA 387 ol4tel B& M4E BT 1Y B
Fo] Aol AR AT} 28] F2 wEIF (99 S B
o2H qEAEA 48 S5 BEERD £ Ao
2 Ut &, detaEls 40 oid Fase BEE
o] B} 27 EAeL Y-S UehiL Yok aHER
olg} 2L R5e] FRE-MHEEE Brle ATE PA 7]
Yol HeAA 2 778 247} olo] i3t ML =oja}
37} k.

2) CHEMH|A SR TR |IPA 24

PAGIAE $RE9l FYTOIL Bk olgele] 52
EEXE AYPEE YO0 2 H= 2319 FHEA oA 2 ¥
9] AXLE S Aol EASCE Martilla & James(l997)h

FAT BFho] QA o) visshe B 2k
AS BB ok 2B 2 AfoA e g
@ 24 aRrEel Fasitha ek gl 4] AF)
AL QAL Sl o] e Bk a0
of XZ3} YAL A4tk Teln 1 Fpo] e BAHY
o, fgtA Bl FaEA ol et F B 3.500] 0,
A% 5 wEwe] it BRI 2912 fofat Aolrt he
SFeHp<0.001). Fig. 12 s £45] thet 50 w9}
BHEES IPA AR =] AARE Aolth BP9 X&52 T8
o BRUCGS0)S XZ HFHOR AT, VS WHEE
o HHHUQINS FLAHe =z FEASHHT
7F Z7h8 &40 B2 Aajshd Table 33} 2}
ATAHEH (R 44 -5-A]; keep up the good work): &= 1, 4,
8,9, 10, 12, 19, 24, 25, 26, 279] o]o] &3}t o|& =&
A Bl A SAoA FasHA st Al AAE T
Eaha 97 o] ASAeE FL ATE §AH) Yo
go] dad Aot}
AMAFHEH (2] = 8]; possible overkill): 18, 22, 233120 2
ol js) MRS} A ek, e wee A
shojof sz ahmoleka B 4 itk olai Jolo] aet
FBL Fawo Hlg] BHEAF WL o] UFH A
2 AT Lot ek
AMAFHEH(A A <9]; low priority): 5, 6, 7, 11, 13, 14,
15, 16, 17, 20, 213} =0 2 Z=Q =9} k=1 ZHoj|A] At
o2 e HFge Yehomn FaE7 Be 440 o
A 9k glof e SHeA ATt ZHAA
2 % 9 A4 welt £ sl # 4 9o

Yo of
+'°

O

E fr o ol



970 AZE3] - LEZ - 295 A FIEEA

lott

Table 1. The factorial analysis and analytical results of reliability and validity

Factor 1 Factor 2 Factor 3 Factor 4 Factor 5

The . ..., Universities’ ., .,
Item possibilities of Umver;ltles administrative MaJor‘s Majors
development physwal (employee) educa}tlon 1al?oratory
i universities environment services services  environment
1. Faster development than other universities 0.589
2. Heavy investment in education and environment 0.771
3. Efforts to reflect students’ demand, and needs 0.718
4. Departments’ characterization 0.776
5. Convenience of the procedure to improve unsatisfactory services 0.761
6. Development efforts to benchmark advanced universities 0.726
7. Quick response to external change and reformation 0.768
8. Professors’ efforts for high-quality education 0.628
9. Willing students’ atmosphere 0.619
10. Good possibilities of development in the future 0.755
11. Good environment to take classes in lecture rooms 0.614
12. Existence of audio visual lecture rooms 0.640
13. All kinds of amenities (post offices, banks, etc.) 0.793
14. Convenience for commuting school by school buses of universities 0.729
15. Space that students can rest, beauty of club rooms 0.804
16. Student council rooms 0.774
17. University campuses 0.787
18. Convenience to issue all kinds of certificates 0.670
19. Convenience to use libraries 0.530
20. Convenience of good one-stop administrative services 0.714
21. Benefit of scholarship systems (amounts, the number of persons
who receive scholarship) 0622
22. Kindness of administrative staffs 0.722
23. Administrative staffs’ enough knowledge about their business 0.755
24. Appropriacy of teaching-learning methods 0.747
25. Professors’ passion about lectures 0.823
26. Diversity to select classes 0.686
27. Professors’ knowledge about majors 0.799
28. The newest facilities of laboratories 0.663
Characteristic value (Eigen value) 5.904 4.614 3.239 2913 1.179
The index of dispersion (%) 21.087 16.479 11.567 10.404 4.210
The accumulated index of dispersion (%) 21.087 37.565 49.132 59.536 63.746
Reliability coefficient (Cronbach's Alpha) 0.920 0.894 0.818 0.820 -

KMO: 0.920, Bartlett’s sphericity test: 7938.428(p=.000)
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Table 2. The analysis of the difference between importance and satisfaction (N=504)
Importance Satisfaction Response
Factor Item . p
M#SD  Rank  M#SD  Rank difference
1. Faster development than other universities 3.70£1.067 6 3.00+1.029 10 0.700  13.546 .000***
2. Heavy investment in education and environment ~ 3.67+1.103 7 2.81£1.089 18 0.863 14315 .000%**
3. Efforts to reflect students’ demand, and needs  3.51+1.133 13 2.73+£1.071 21 0.774 12.419 .000%**
4. Departments’ characterization 3.62+1.046 8 2.95+1.058 11 0.677 12290 .000***
5. Convenience of the procedure fo iMprove  339.1 147 59 269:1081 22 0700 11255 .000%%
o unsatisfactory services
The possibilities Devel - benchmark ad d
of development O Development efforts to bene Vel 3ape1085 18 27741022 19 0647 10582 000%k
in universities ~ UMIVersities
7. Quick response to external change and 3 yo 043 16 28241001 16 0641 11659 0007
reformation
8. Professors’ efforts for high-quality education  3.80+1.023 4 3.35+1.039 3 0.442 8.016 .000%**
9. Willing students’ atmosphere 3.51+1.053 12 2.94+0.995 12 0.571 11.255 .000%**
10. Good possibilities of development in the = 3 7.1 536 5 31301030 8 0575 11217 .000%**
future
11 Good environment to take classes in lecture 3 34,1 659 24 290:0957 15 0438 7.654 .000%**
rooms
12. Existence of audio visual lecture rooms  3.52+1.059 11 2.93+0.993 13 0.591 9.958 .000***
13 Atu kinds of amenities (post offices, banks, 3391 163 51 265:1115 24 0742 11583 .000%
Universities’ etc.)
physical - 14. Convenience for commuting school by school 3 )o,1 357 55 25501236 26 0738 11396 000w
environment buses of universities
13- Space that students can rest, beauty of club 3 36,1 51y 20 24641199 27 0899 13499 .000%*
16. Student council rooms 3.02+1.318 28 2.26+1.183 28 0.758  10.996 .000%**
17. University campuses 3.24+1.281 26 2.58+1.181 25 0.663 9.914 .000%**
18. Convenience to issue all kinds of certificates  3.35+0.888 23 3.13+0.829 7 0.216 5.408 .000%***
19. Convenience to use libraries 3.50+1.147 14 3.05+1.197 9 0.446 8.529 .000***
Universities” " g onen® of good one-stop administrative 3 15,095y 27 28140910 17 0325 7.634 .000%%
administrative 51 Benefit of scholarshi h
(employee) =1 SEnC O SC P Syl (aml‘l’“lms’hi © 3481200 15 266+1113 23 0819 13083 .000%**
services number of persons who receive scholarship)
22. Kindness of administrative staffs 3.3940.993 19 2.92+1.028 14 0.466 8.928 .000***
23 Administrative staffs” enough knowledge 3 13,0953 17 32040065 5 0226 4855 .000%
about their business
24. Appropriacy of teaching-learning methods  3.61+0.880 9 3.16£0.892 6 0452  10.727 .000%**
Ic\l/Iajor.s’ 25. Professors’ passion about lectures 3.91+0.929 2 3.52+0.962 2 0.393 9.514 .000%**
education
services 26. Diversity to select classes 3.61+0.969 10 3.21+0.976 4 0.401 8.566 .000%**
27. Professors’ knowledge about majors 3.95+0.956 1 3.68+0.972 1 0272 6.880 .000***
Majors’
laboratory ~ 28. The newest facilities of laboratories 3.81+1.202 3 2.75+1.222 20 1.065  14.817 .000%**
environment
Average 3.50 291
(M: Mean, SD: Standard deviation), *** p<001, Measurement scale: 1(Never)~S(Very much)
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Table 3. The IPA result of importance-satisfaction

Item by quadrant

Factor The 1st quadrant The 2nd quadrant The 3rd quadrant The 4th quadrant
(Sustainability) (Excessive efforts) (Low priority) (Centralized management)
Majors 28. The newest facilites of labo-
laboratory .
: ratories
environment

24. Appropriacy of teaching-
learning methods
Majors’  25. Professors’ passion about
education lectures
services 26, Diversity to select classes
27. Professors’ knowledge about
majors

19. Convenience to use libraries

Universities’

administrative 22. Kindness of administrative
(employee) staffs
services

18. Convenience to issue all 20. Convenience of good one-
kinds of certificates

stop administrative services

21. Benefit of scholarship systens
(amounts, the number of per-
sons who receive scholarship)

23. Administrative staffs’ enough
knowledge about their business

12. Existence of audio visual
lecture rooms

Universities’
physical
environmen

11. Good environment to take
classes in lecture rooms

13. All kinds of amenities (post
offices, banks, etc.)

14. Convenience for commuting
school by school buses of
universities

15. Space that students can rest,
beauty of club rooms

16. Student council rooms

17. University campuses

1. Faster development than other
universities

The 4. Departments’ characterization

possibilities of
development
in universities

8. Professors’ efforts for high-
quality education

9. Willing students’ atmosphere

10. Good possibilities of develop-
ment in the future

5. Convenience of the procedure 2. Heavy investment in education
to inprove unsatisfactory services  and environment

6. Development efforts to bench- 3. Efforts to reflect students’
mark advanced universities demand, and needs

7. Quick response to external
change and reformation
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