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Abstract

This study identified the importance and performance perceptions of funeral foodservice service quality toward funeral foodservice
employees, chief mourners/the bereaved and funeral visitors. Data were collected using self-administered questionnaires from 102
funeral foodservice employees, 71 chief mourners/the bereaved and 293 funeral visitors. According to the result of the survey, ‘hygienic
food production process’ was recognized as the most important attribute while ‘neat appearance of food’ had the least performance. By
comparing the importance of service quality attributes between three subject groups, it can be identified funeral foodservice employees
had the highest recognition while funeral visitors had the lowest (p<0.001). Furthermore, funeral foodservice employees had a
significantly high performance level compared to chief mourners/the bereaved in all 19 service quality attributes (p<0.001). The IPA
result toward funeral foodservice employees indicated the following attributes that required improvements: ‘reasonable menu price” and

‘kindness of helpers’.

Another IPA result from chief mourners/the bereaved recognized ‘reasonable menu price’ as a service priority.

Overall, implications for funeral foodservice managers regarding service quality improvement are discussed.
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Characteristics Frequency(%)
Gender Male 54( 52.9)
Female 48( 47.1)
Age(year)" 44.48+9.16
Funeral sales/management department affiliated to hospital 40( 39.2)
Hospital affiliated foundation or corporate 5( 49
Affiliation Hospital nutrition department 1( 1.0)
Contracted/rental foodservice company 49( 48.0)
Others 7( 6.8)
Manager(office manager, department head and etc) 29( 28.4)
Funeral rights instructor(consultant) 7( 6.9)
Clerical worker 13( 12.7)
. Nutritionist 3( 29)
Position
Chef 11( 10.8)
Cook 3( 3.0
Kitchen porter 23( 22.5)
Others 13( 12.7)
Total 102(100.0)
" Mean+SD
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Table 2, Demographic characteristics of chief mourners/bereaved and funeral visitors
Characteristics Frequency(%) Characteristics Frequency(%)
Male 22( 30.6) Male 108( 37.2)
Gender Female 50( 69.4) Gender Female 182( 62.8)
Age(year)" 48.08+12.31 Age(year)" 39.00+11.98
Seoul 51( 71.8) Having funeral Yes 266( 97.4)
. Gyeonggi 12( 16.9) meal or not No 7( 2.6)
Residence
Incheon 7C 9.9) Seoul 214( 73.8)
Chief Others. : 1( 1.4) Residence Gyeonggi 46( 15.9)
mourner No religion 12( 16.7) Funeral Incheon 20( 6.9)
/ Christian 33( 45.8) .. Others 10( 3.4)
the  Religion  Catholic 18( 250) T , Yes 93( 32.9)
bereaved Buddhism 7C 9.7) Experience of -y of using funeral’  2011.08:0.98
chief mourner
Others 2( 2.8) No 190( 67.1)
Below high school 6( 8.6) 2009 = 17( 6.2)
Academic Col.lege. 7¢10.0) Recent visit year 2010 27( 9.6)
Background University 21(30.0) to funeral 2011 139( 49.6)
Graduate school 33( 47.1) ’
Others 3(43) 2012 97( 34.6)
Total 72(100.0) Total 290(100.0)
" Mean+SD
Table 3, Comparison between importance and performance of funeral foodservice employee
Mean+SD
Attributes Importancel) Performance” Gap3) t-value
Food taste is good 4.68+0.49 4.72+0.55 -0.04+0.68 -0.601
Takes accurate measurement with quantity of ordered food 4.7240.57 4.7240.55 0.00+0.50 0.000
Uses fresh ingredients 4.78+0.44 4.66+0.50 0.12+0.44 2.774"
Price of the menu is reasonable 4.49+0.62 4.2240.92 0.27+0.75 3554
Able to choose various kinds of menu 3.77+0.87 3.87+0.95 -0.09+0.77 -1.195
Time required for menu order to mortuary delivery is fast 4.3540.66 4.26+0.77 0.09+0.54 1.687
Provide menus that are preservable in mortuary 4.44+40.63 4.38+0.75 0.07+0.59 1.061
Able to preserve food at mortuary in optimum temperature 4.71+0.50 4.57+0.75 0.14+0.66 2,014
Private kitchens of reception rooms at mortuary are hygienically managed 4.78+0.41 4.66+0.61 0.124+0.46 2636
Process of food production is hygienic 4.87+0.34 4.78+0.41 0.08+0.37 2.179°
Central kitchen of funeral hall foodservice is hygienically supervised 4.88+0.33 4.76+0.45 0.12+0.41 2.758"
Manager in funeral hall foodservice is kind 4.62+0.64 4.49+0.75 0.12+0.60 2.032°
Manager in funeral hall foodservice frequently supervises mortuary 4.42+0.79 4.31+0.87 0.11+0.54 2,077
Helpers are kind” 4.51+0.70 436+0.78 0.15+0.58 2.464"
Expense of helpers is resonable” 4.19+0.81 4.14+0.89 0.05+0.70 0.728
Provides various tableware” 3.75+1.04 3.80+£1.19 -0.05+0.82 -0.514
Calculation of order statement is accurate 4.784+0.44 4.82+0.41 -0.04+0.36 -1.157
Provides guide service for memorial ceremony procedure 4.29+0.75 4.33+0.76 -0.04+0.56 -0.729
Conducts customer satisfaction survey 4.03+0.91 4.08+0.99 -0.05+0.75 -0.685

" Likert 5 point scale: 1-Not important at all / 5-Very important

? Likert 5 point scale: 1-Strongly disagree / 5-Strongly agree

& Gap = Importance - Performance
K Helpers from funeral service company excluded
2 Disposable supplies excluded

sk

9<0.001,

“p<0.01, p<0.05
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Table 4, Comparison between importance and performance of chief mourners and the bereaved

Mean+SD

Attributes Importancel) Performance” Gap3) t-value
Food taste is good 3.97+0.72 3.43+0.84  0.54+1.06 4.135
Takes accurate measurement with quantity of ordered food 3.88+0.75 3.37+0.80 0.51£0.99  4.194
Uses fresh ingredients 4.30+0.72 347+0.79  0.83+1.00  6.761°
Price of the menu is reasonable 4.09+0.83 297+0.82  1.I3£1.19 75727
Able to choose various kinds of menu 3.59+0.85 3.0240.85  0.57£1.04 43497
Time required for menu order to mortuary delivery is fast 4.16+0.71 3.5540.80 0.6140.92  5.442™
Provide menus that are preservable in mortuary 3.98+0.89 3.52+1.00 0.46+1.05  3.498 "
Able to preserve food at mortuary in optimum temperature 4.29+0.71 3.5340.89 0.7740.87  7.283""
Private kitchens of reception rooms at mortuary are hygienically managed 4.37+0.77 3.51+0.74 0.85+0.85 8264
Process of food production is hygienic 4.44+0.73 3.48+0.71  0.96+090 8599
Central kitchen of funeral hall foodservice is hygienically supervised 4.34+0.77 3.47+0.80 0.87+0.88  8.136
Manager in funeral hall foodservice is kind 4.130.77 3442090  0.69£1.10 5199
Manager in funeral hall foodservice frequently supervises mortuary 3.87+0.65 3.15+0.91 0.7241.04  5.630
Helpers are kind” 4.08+0.67 3.57+0.87  0.51£1.02  4.0237"
Expense of helpers is resonable” 3.95+0.78 320+0.83  0.75+1.16  5.059""
Provides various tableware” 3.49+0.85 2.89£0.87  0.60£0.93  5.190""
Calculation of order statement is accurate 4.41+0.74 3.68+0.92 0.74£0.92  6.560
Provides guide service for memorial ceremony procedure 3.91+0.87 3.41+0.79 0.50+0.89  4.490™"
Conducts customer satisfaction survey 3.4841.02 2.58+1.07 0.89+1.42  5.082""

" Likert 5 point scale: 1-Not important at all / 5-Very important

? Likert 5 point scale: 1-Strongly disagree / 5-Strongly agree
3 Gap = Importance - Performance

K Helpers from funeral service company excluded

R Disposable supplies excluded

"p<0.001, “p<0.01, ‘p<0.05
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Table 5, Importance of foodservice quality attribute by funeral visitors

Mean+SD

Attributes Total”’ Male” Female”
Food taste is good 3.66+0.74 3.50+0.79 3.75+0.69
Takes accurate measurement with quantity of ordered food 3.42+0.79 3.20+0.74 3.54+0.80
Uses fresh ingredients 4.08+0.74 3.91+0.81 4.18+0.69
Price of the menu is reasonable 3.69+0.92 3.40+1.05 3.86+0.80
Able to choose various kinds of menu 3.23+0.93 2.94+0.95 3.39+0.89
Time required for menu order to mortuary delivery is fast 3.80+.809 3.60+0.76 3.91+0.81
Provide menus that are preservable in mortuary 3.79+0.81 3.53+0.76 3.93+0.83
Able to preserve food at mortuary in optimum temperature 4.13+0.72 3.96+0.67 4.23+0.73
Private kitchens of reception rooms at mortuary are hygienically managed 4.34+0.72 4.25+0.75 4.38+0.70
Process of food production is hygienic 4.39+0.75 4.27+0.75 4.45+0.75
Central kitchen of funeral hall foodservice is hygienically supervised 4.28+0.80 4.21+0.81 4.32+0.79
Manager in funeral hall foodservice is kind 3.9340.79 3.93+0.73 3.92+0.83
Manager in funeral hall foodservice frequently supervises mortuary 3.734£0.84 3.56+0.83 3.83+0.83
Helpers are kind" 3.85+0.77 3.80+0.71 3.87+0.81
Expense of helpers is resonable” 3.77+0.78 3.61+0.85 3.87+0.73
Provides various tableware” 3.13+0.88 2.99+0.89 3.20+0.88
Calculation of order statement is accurate 4.02+0.91 3.74+1.08 4.16+0.76
Provides guide service for memorial ceremony procedure 3.59+0.87 3.36+0.96 3.72+0.79
Conducts customer satisfaction survey 3.23+0.97 3.05+1.03 3.33+0.92
D Helpers from funeral service company excluded
? Disposable supplies excluded
» Likert 5 point scale: 1-Not important at all / 5-Very important
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Table 6, Performance of foodservice quality attribute by funeral visitors

Mean+SD
Attributes Total” Male” Female”

Food taste is good 3.41+0.74 3.27+0.74 3.49+0.73
Appearance of food is neat 3.59+0.71 3.52+0.74 3.63+0.69
Food is fresh 3.30+0.74 3.22+0.73 3.35+0.75
Food amount is moderate 3.3840.71 3.20£0.75 3.48+0.66
Serves hot menu as hot, cold menu as cold 3.43+0.81 3.40+0.79 3.44+0.82
Temperature of drinks are controled by storage at separate refrigerator 3.42+0.78 3.39+0.73 3.45+0.81
Serves new menu for a funeral meal 2.44+0.86 2.31+0.81 2.51+0.88
Reception rooms are comfortable 3.344+0.85 3.22+0.87 3.40+0.79
Has private kitchen at reception rooms 3.384+0.83 3.28+0.80 3.444+0.85
Helpers are kind" 3.27+0.74 3.260.72 3.28+0.76
Helpers' uniforms are clean" 3.36+0.70 3.39+0.71 3.34+0.69
Uses less disposable supplies 2.37+1.02 2.19+0.93 2.47+1.06
" Helpers from funeral service company or relatives excluded
? Likert 5point scale: 1-Not important at all/ 5-Very important
Table 7. Importance of service quality attributes on funeral foodservice by subjects

Mean+SD

Foodservice Chief mourner/  Funeral
Attributes 052317) employee the bereaved visitor F-value
(N=63) (N=71) (N=293)

Food taste is good 3.924080  4.68£0.49°  3.97+0.72°  3.66£0.74° 47384
Takes accurate measurement with quantity of ordered food 3.76+£0.91 4.72+0.57° 3.88+0.75" 3.42+0.79° 96524
Uses fresh ingredients 426+0.74  4.78+0.44°  43040.72°  4.08+0.74° 247317
Price of the menu is reasonable 3.92+0.91 4.49+0.62° 4.09+0.83" 3.69+0.92° 28193
Able to choose various kinds of menu 3394093  3.77+0.87°  3.59+0.85"  3.23£0.93° 172617
Time required for menu order to mortuary delivery is fast 3.97+0.80 4.35+0.66" 4.16+0.71° 3.80+.809° 18604
Provide menus that are preservable in mortuary 3.95+0.83  4.44+0.63°  3.9840.89"  3.79+0.81° 20852
Able to preserve food at mortuary in optimum temperature 4.28+0.72 4.71+0.50° 4.29+0.71° 4.13+0.72° 19130
Private kitchens of reception rooms at mortuary are hygienically managed  4.44+0.70 4.78+0.41° 4.37+0.77° 434+072° 16758
Process of food production is hygienic 450£0.71  4.87+034"  444+0.73° 439075 15122
Central kitchen of funeral hall foodservice is hygienically supervised — 4.41+0.76 4.88+0.33" 4.34+0.77° 4.28+0.80° 20730
Manager in funeral hall foodservice is kind 4115081  4.6240.64"  4.13+0.77° 3932079 29269
Manager in funeral hall foodservice frequently supervises mortuary  3.90+0.85 4.42+0.79" 3.87+0.65° 3.73+0.84° 28287
Helpers are kind" 4.03+0.79  4.51+0.70°  4.0840.67°  3.85+0.77° 26338
Expense of helpers is resonable” 3.89+0.80  4.19+0.81°  3.95+0.78"  3.77+0.78° 10453
Provides various tableware” 3324095  3.75:1.04°  349+0.85°  3.13:0.88° 21683
Calculation of order statement is accurate 423+087 478044  44120.74°  4.02+091°  28818™
Provides guide service for memorial ceremony procedure 3.79+0.89 4.29+0.75" 3.91+0.87° 3.59+0.87° 24710
Conducts customer satisfaction survey 3444102 4.03+091°  3.48+1.02°  323+0.97° 24469

b Helpers from funeral service company excluded

& Disposable supplies excluded

Likert 5 point scale: 1-Not important at all / 5-Very important
™. Duncan multiple comparison

" p<0.001
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Table 8, Performance of service quality attributes on funeral foodservice by subjects
Mean+SD
Foodservice  Chief mourner/
Attributes (1:11“2312) employee the bereaved t-value
(N=63) (N=69)
Food taste is good 4.00+0.92 4.59+0.56 3.46:0.85 9.041""
Takes accurate measurement with quantity of ordered food 4.08+0.99 4.86+0.40 3.38+0.82 13329
Uses fresh ingredients 4.08+0.91 4.71+0.49 3.49+0.80 106817
Price of the menu is reasonable 357111 4.18+1.03 3.00+0.85 7.004”"
Able to choose various kinds of menu 3534107 4.06£1.00 3.03+0.87 6.279""
Time required for menu order to mortuary delivery is fast 3.8940.88 4.25+0.80 3.57+0.81 4891
Provide menus that are preservable in mortuary 3.98+0.99 4.46+0.72 3.54+1.00 59517
Able to preserve food at mortuary in optimum temperature 4.01+£0.99 4.51+0.84 3.554+0.90 6.300""
Private kitchens of reception rooms at mortuary are hygienically managed  4.11+0.91 4.75+0.60 3.54+0.76 10239
Process of food production is hygienic 4.16+0.89 4.87+0.34 3.50+0.72 14.109™
Central kitchen of funeral hall foodservice is hygienically supervised 4.12+0.94 4.82+0.43 3.49+0.82 11.864""
Manager in funeral hall foodservice is kind 4.05+0.98 4.68+0.56 3.46+0.92 9.289™"
Manager in funeral hall foodservice frequently supervises mortuary 3.82+1.09 4.51+0.78 3.18+0.93 8.843""
Helpers are kind" 4.01+0.92 4.44+0.76 3.59+0.88 5906
Expense of helpers is resonable” 3.72+0.98 421+0.85 3.23+0.86 6.410""
Provides various tableware” 349£1.12 4124101 2.94+0.90 6.900""
Calculation of order statement is accurate 4.25+0.93 4.89+0.32 3.70+0.93 9.988""
Provides guide service for memorial ceremony procedure 3.9240.94 4.42+40.78 3.454+0.83 6.784""
Conducts customer satisfaction survey 3.40+1.31 4.24+0.95 2.61+1.10 9.011™"

D Helpers from funeral service company excluded
2 Disposable supplies excluded
Likert 5 point scale: 1-Not important at all / 5-Very important
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Fig 1. IPA matrix of service quality attributes between funeral foodservice employees and chief mourners
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