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Abstract

Institutional foodservice is a type of meal provided to workers in industry and affects the health and psychological well-
being of workers and productivity. Thus, research on customer satisfaction with institutional foodservice is important. In
addition to food industry and food culture developments, the requirements of institutional foodservice customers are
diversifying due to COVID-19. Therefore, the purpose of this study was to identify factors that affect customer satisfaction
with institutional foodservice using a user-based approach. In this study, the quality of institutional foodservice was defined
using customer satisfaction or dissatisfaction, and by using in-depth interview and open coding (a qualitative research
method), we derived qualities of institutional foodservice from the user’s perspective and compared these with those of
previous studies. This study is meaningful as the quality of institutional foodservice was analyzed using a user-based
approach, in-depth interview, and open coding and compares results with those of previous studies.
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<Table 1> Overview of Research Participants

Interviewee Age Gender Industry Duty
1 37 Female Finance institution Office worker
2 26 Female Manufacturing Office worker
3 43 Female Manufacturing Profession
4 54 Male Public office Office worker
5 39 Male Manufacturing Profession
6 53 Male Distribution/Service Service worker
7 55 Male Manufacturing Executive
8 27 Male Manufacturing Profession
9 53 Female Manufacturing Profession
10 39 Male Finance institution Office worker
11 39 Female Public office Office worker
12 46 Male Manufacturing Office worker

<Table 2> Interview guide

Contents

Question

‘Why use institutional foodservice?’

About the experience of using institutional foodservice

‘When were you satisfied with institutional foodservice?’

‘When were you dissatisfied with institutional foodservice?’

‘What factors would you like to provide to improve institutional foodservice quality?’

After asking the above questions, an interview will be conducted.

Additional questions may arise depending on participant responses.

Experience .
time to restaurant

institutional food service usage period, frequency of use (week, day), usage time, meal payment, price,

Demographic characteristics

gender, age, marital status, educational level, monthly income, industry type, duty type




Quality factor

Nutritionally balanced menu
Harmonious menu composition
New menu

Seasonal menu

Favorite menu

Various types of menu

Menu selectable

Taste of food

Salinity of food

Food temperature

No menu change

Food quantity adjustable
Special meals and events
Friendly staff

Satisfaction survey and reflection of opinions
Close to the restaurant

Short waiting time

Cheap meal prices

Fresh ingredients

Good quality ingredients
Indication of origin of ingredients
Hand sanitizer setting

Staff's clean clothes

Clean tableware

Clean table

Clean tableware return

Hand washing place

Distance between seats

Table divider

Heating and cooling

e N S e S e

Sub-category Category

Menu

Meal

Taste

Service
responsiveness

Service

User convenience

Food ingredients

Hygiene

Facility

<Figure 1> Quality of Institutional foodservice derived from in-depth interview & open coding
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