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Relationship between satisfaction with foodservice and

customer loyalty of industry in Gyeongnam

Hyeon Ju Kim

Graduate School of Education
Pukyong National University

Abstract

The purpose of the present—study was to-—select five industrial catering
facilities to analyze and grasp the effects of foodservice satisfaction on
customer loyalty in order to provide the data necessary for improving
industrial contract” catering.- The survey was conducted from “July 20, 2012 to
August 31, 2012. Five businesses in the. Gyeongnam. region* that conducted
contract catering were selected and questionnaires were received from 300
office workers and production workers. All 300 questionnaires were used for
statistical analyses. The data were statistically processed using SPSS WIN 18.0
by conducting frequency analyses, t-test, one-way ANOVA, and Multiple
Regression analyses. The results of the present study are as follows:

1. The participants’ reliability coefficients for foodservice satisfaction with their
catering service was shown to be 0.97, and the reliability coefficient of
customer loyalty assessment- tools was shown to be 0.91,

2. The total average of the-assessment of satisfaction with the foodservice was
shown to be 3.51 points, and foodservice satisfaction with hygiene factors was
shown to be the highest. The results of foodservice satisfaction assessment
with regard to other areas were as follows: Those in their 40s or more
showed the highest total average. Those who had graduated only from high
school showed a higher total average than those who had graduated from
university or had had even further education. Office workers showed a
significantly higher total average than production workers (p<0.001). Production
workers showed significantly higher foodservice satisfaction than office workers
for menu, service, and environment factors (p<0.001) and also for hygiene
factors (p<0.01). Use periods of two years or longer but shorter than four
years showed the highest total average.

3. The total average customer loyalty was shown to be 3.46points, and
customer loyalty for repurchase intentions was shown to have the highest



score. The results of loyalty assessment with regard to specific areas were as
follows: Those in their 40s or older showed higher customer loyalty than those
in their 20s or 30s. Those who had graduated from university or who had had
more education showed a higher total average than those who had graduated
from high school or had less education. Production workers showed a
significantly higher total average than office workers (p<0.001). Repurchase
intentions were shown to be higher among production workers than among
office workers, and word-of-mouth intentions were shown to be significantly
higher among production workers than among office workers (p<0.01).
Intentions not to switch were shown to be significantly higher among
production workers than among office workers (p<0.001). Use periods of two
years or longer but shorter than four years showed the highest customer
loyalty.

4. As for the correlations between factors for foodservice satisfaction with
catering service .and customer loyalty, menu, service, hygiene, and
environmental factors showed significant positive (+)correlations with revisit
intensions, word-of-mouth intentions, and 'intentions not to switch. In particular,
revisit intensions (p<0.01) showed significantly. higher correlations with menu
factors compared other factors and word-of-mouth intentions, and intentions not
to switch (p<0.01) showed significantly higher correlations with service factors
compared to| other factors.

5. The factors for ‘foodservice satisfaction that had the largest effects on
repurchase intentions were hygiene and menus, in order of precedence. The
factors for foodservice satisfaction that had the largest effects on word of
mouth intentions were service, hygiene, and menus, 7in-order of precedence.
The factor for foodservice satisfaction that had the largest effects on intentions
not to switch was shown to-be menus: The factors for foodservice satisfaction
that had the largest effects on overall customer loyalty were hygiene, menus,
and service in order of precedence.

Through these results, it could be seen that customer loyalty should be
managed because foodservice satisfaction in industrial catering was connected
to customer loyalty. For customer loyalty for industrial contract catering,
continuous research and development in terms of menus, service, and hygiene
and the enhancement of using customers’ satisfaction through differentiation
from other businesses are important. Since menus have the largest effects on
customer loyalty, health-oriented menus in line with trends should be provided,
food materials in season should be used, and the development of manuals for
benchmarking and surveys of preferred menus is necessary.
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Table 1. Framework of survey instrument

. Number of Evaluation
Variable . .
Questionnaire Scale
Age 1
Educational level 1 Nominal
Characteristics
Jab type 1 Scale
Using duration 1
Food 8 Likert
Satisfacti 5 Point
atisfaction SeFied 9 Scale
with
Foodservice Sanitation 8
Environment 5
Repurchase intention . Likert
Customer . | ]
Word-mouth intention 2 5 Point
loyalty Scal
Non-switching intention g caie
Total 40

_13_
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Table 2. General characteristics of the subjects

Characteristics N(%)

20~29 75(25.0)
Age 30~39 159(53.0)

40< 66(22.0)
< High school 107(35.7)

Education level
University < 193(64.3)
White—collar workers 124(41.3)
Jab type

Blue-collar workers 176(58.7)

S 93(31.0)

Using duration 2= <4 71257
(y1s) 4= 128(42.7)

Non response 2(0.6)
Total Sub Total 300(100)

_16_
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Table 3. Reliability analysis of foodservice satisfaction

Alpha
Questionnaire if Item Cronbach-a
Deleted
Taste of food 0.88
Temperature of food 0.89
Appearance of food 0.88
Mo Provision nutrition of food 0.88 0.93
Quantity of food 0.88
Seasoned of food 0.90
Variety of food 0.92
Favorite menu 0.92
Provision of New Menu 0.93
Provision of seasonal and special food 0.93
Provision of menu and nutrition info 0.93
Fast and exact feeding time 0.93
Service Variety of event 0.92 0.92

Ease of suggestion about complaints and 0.92
improvements
Courteousness of ‘employees 0.92 0.97
Prompt process of complaints 0.92
Adoption*of feedback 0.92
Sanitation.of food 0.92
Cleanliness of restaurant 0.92
Cleanliness of silverware 0.92
Cleanliness of kitchen 0.92

Sanitation 0.95
Cleanliness of feeding 0.92
Cleanliness of withdrawal 0.92
Wearing hygienic gloves 0.92
Employee neatness 0.92
Utilization restaurant as lounge 0.88
Neatness of restaurant environment 0.86

Environment  Quiet of restaurant 0.85 0.97
Layout of table and chair 0.85
Layout of feeding and withdrawal 0.88
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Table 4. Reliability analysis of customer loyalty

Questionnaire Alpha if Item Deleted Cronbach-a
Repurchase intention 0.91
Word-of-mouth intention 0.85 0.91
Non-switching intention 0.94

_19_
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Table 5. Assessment of the foodservice satisfaction

Mean+SD
Taste of food 3.42:084"
Temperature of food 3.56+0.87
Appearance of food 3.55+0.87
Provision nutrition of food 3.56+0.87
Menu Quantity of food 3.60+0.93
Seasoned of food 3.30+0.96
Variety of food 3.37+0.80
Favorite menu 3.42+0.76
sub mean 3.47+0.70
Provision of New Menu 3.33+0.96
Provision of seasonal and special food 3.61+0.98
Provision of menu and nutrition info 3.53+0.96
Fast and exact feeding time 3.52+0.88
Variety of event 3.36+0.95
Service
Ease of suggestion about complaints and improvements 3.44+0.83
Courteousness of employees 3:61+0.81
Prompt process of complaints 3.54+0.84
Adoption of feedback 3.54+0.83
sub mean 3.50£0.70
Sanitation of food 3.62+0.84
Cleanliness of restaurant 3.6840.88
Cleanliness “of ‘silverware 3.64+0.87
Cleanliness~of kitchen 3.62+0.86
Sanitation Cleanliness of feeding 3.60+0.85
Cleanliness of withdrawal 3.54+0.84
Wearing hygienic gloves 3.75+0.88
Employee neatness 3.72+0.89
sub mean 3.65+0.71
Utilization restaurant as lounge 3.34+0.98
Neatness of restaurant environment 3.49+0.95
Quiet of restaurant 3.44+0.95
Environment
Layout of table and chair 3.47+0.87
Layout of feeding and withdrawal 3.52+0.87
sub mean 3.45+0.78
Mean 3.51+0.72

YScore scale: 1(very dissatisfied) ~5(very satisfied)
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Table 6. Foodservice satisfaction by age

20~29 30~39 40< F-value
Taste of food 343+082"Y  333:0.83%  3.64:0.83" 3.10°
Temperature of food 3.64+0.82 3.47+0.90 3.67+0.87 1.62
Appearance of food 3.60+0.84 3.50+0.93 3.62+0.87 0.60
Provision nutrition of food 3.55+0.81 3.50£0.89 3.73+0.89 1.57
Menu Quantity of food 3.61£0.93 3.53+0.95 3.74+0.88 117
Seasoned of food 3.21£0.95 3.25+0.97 3.50+0.93 1.96
Variety of food 3.43+0.87 3.28+0.78 3.52+0.77 2.34
Favorite menu 351+0.79"  3.30+0.71*  3.61+0.80" 447
sub mean 3.50+0.68 3.40+0.71 3.63+0.70 2.59
Provision of New Menu 3.19£1.05 3.31£0.94 3.55+0.86 2.57
Provision of seasonal and special
food 3.70+0.93 3.69+1.03 3.71+0.89 1.19
Provision of menu.and nutrition info 3.53+0.98* 340+0.93*  3.82+0.94° 452"
Fast and exact feeding time 3.65+0.86 3.42+0.85 3.62+0.94 2.45
Service Variety of event 3.19+1.02* 3.33£0.89* +3.64+0.94° 4.217
fsgeini’;rziifne;i;“ about complaints = 3 43.000 3402079 ' 3.56:084 0.86
Courteousness of employees 3.70£0.77 3.52+0.81 3.74+0.83 2.24
Prompt process of complaints 352+0.80®  3.45+0.85" | 3.760.84" 3.13°
Adoption of feedback 3.50£0.78 3.48+0.84 3.73+0.83 2.27
sub mean 348+0.68"  3.43+0.70" = 3.68+0.71" 3.10°
Sanitation of foo 3.63+0.90 3.55+0.80 3.79£0.85 1.93
Cleanliness of restaurant 3.64+0.85 3.60+0.86 3.91+0.94 2.92
Cleanliness of silverware 3.59+0.92 3.6+0.82 3.77£0.94 1.04
Cleanliness of kitchen 3.56+0.84 3.6£0.85 3:73+0.90 0.72
Sanitation  ¢jeanlinessof feeding 361082 3554085 3.7:0.88 0.68
Cleanliness of withdrawal 3.61£0.79 3.50£0.84 3.56+0.91 0.45
Wearing hygienic gloves 3.79£0.87 3.69+0.85 3.83+0.95 0.70
Employee neatness 3.76+0.85" 3.59+0.85"  3.97+0.99" 4.39"
sub mean 3.65+0.68 3.59+0.69 3.78+0.79 1.74
Utilization restaurant as lounge 3.25+1.01 3.30+0.96 3.53+0.98 1.70
Neatness of restaurant environment 3.55+0.95 3.40+0.94 3.65+0.95 177
Ervironment Quiet of restaurant 3.39+0.93" 3.34+0.95"  3.73+0.94" 4.07°
Layout of table and chair 3.49+0.84 3.38+0.90 3.65+0.83 2.36
Layout of feeding and withdrawal 3.52+0.83 3.46+0.86 3.65+0.95 1.12
sub mean 3.44£0.74 3.37£0.78 3.64+0.78 2.82
Mean 3.51+0.64 3.44+0.66 3.67+0.70 2.89

UMean+SD. Score scale: 1(very dissatisfied) ~5(very satisfied)

dDifferent letters on the same row indicate significant differences among groups
by Duncan’s multiple range test

“p<0.05
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Table 7. Foodservice satisfaction by education level

< High school < University t-value

Taste of food 3.49+0.78" 3.39£0.87 0.96

Temperature of food 3.52%0.83 3.58+0.90 0.49

Appearance of food 3.50£0.87 3.58+0.90 0.65

Provision nutrition of food 3.58+0.87 3.55+0.87 0.23

Menu Quantity of food 3.60+0.92 3.60+0.94 0.02

Seasoned of food 3.44+0.99 3.22+0.93 1.92

Variety of food 3.48+0.78 3.31+0.81 1.76

Favorite menu 3.47+0.72 3.39£0.78 0.80

sub mean 3.51+0,72 3.45+0.70 0.68

Provision of New Menu 3.43+0.95 3.27+0.96 1.34

Provision of seasonal and special food 3.54%0.90 3.65+1.02 0.89

Provision of menu and nutrition info 3.53£0.93 3.52+0.97 0.08

Fast and exact feeding time 3.44+0.90 3.56£0.86 1.19

Variety of event 3.34%£0.98 3:37£0.93 0.32

Service Ease. of suggestion about complaints 350086 3414081 0.80
and improvements

Courteousness of employees 3.62+0.78 3.61+0.82 0.05

Prompt process of complaints 3.53%£0.84 3.54+0.84 0.06

Adoption of feedback 3.54+0.83 3.53£0.83 0.08

sub mean 3.50+0.72 3.50+0.69 0.01

Sanitation of food 3.63+0.89 3.62+0.82 0.95

Cleanliness of restaurant 3.67+0.92 3.68+0.87 0.10

Cleanliness of silverware 3.64+0.89 3.64+0.86 0.01

Cleanliness. of kitchen 3:53+0:92 3.67+0.82 1.26

Sanitation Cleanliness of feeding 3:03+0.88 3.64+0.82 1.02

Cleanliness of withdrawal 3:47+0.85 3.59+0.84 1.16

Wearing hygienic gloves 3.67£0.87 3.79£0.88 1.08

Employee neatness 3.67+0.90 3.74+0.89 0.63

sub mean 3.60+0.75 3.67+0.69 0.79

Utilization restaurant as lounge 3.44+1.03 3.28+0.95 1.35

Neatness of restaurant environment 3.43+0.97 3.53£0.94 0.86

. Quiet of restaurant 3.44+0.96 3.44+0.95 0.03

Environment

Layout of table and chair 3.46+0.85 3.47+0.89 0.12

Layout of feeding and withdrawal 3.45+0.88 3.55+0.87 1.00

sub mean 3.60+0.75 3.67+0.69 0.79

Mean 3.50+0.71 3.45+0.70 0.09

UMean+SD. Score scale: 1(very dissatisfied)~5(very satisfied)
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Table 8. Foodservice satisfaction by job type

‘White-collar Blue-collar
t-value
workers workers
Taste of food 3.18+0.88" 3.60£0.76 4,40
Temperature of food 3.47+0.97 3.62+0.80 1.43
Appearance of food 3.33£0.83 3.70£0.90 3.64™
Provision nutrition of food 3.37+0.86 3.70£0.85 327"
Menu Quantity of food 3.44%1.01 3.71£0.86 2.39
Seasoned of food 3.90£0.92 3.58+0.88 6.49™"
Variety of food 3.18+0.89 3.50£0.71 3.48™
Favorite menu 3.242£0.84 35520.67 3.46™
sub mean 3.26%0.71 3.62£0.66 4,45
Provision of New Menu 3.01+0.93 3.56+0.91 5.08"
Provision of seasonal-and special food 3.44£1.06 3.73+0.90 242"
Provision of menu and nutrition info 3.31£1.01 3.68+0.89 341"
Fast and exact feeding time 3.44+0.84 3.57+0.90 1.26
Variety of event 3.120.89 353£0.95 3.80"
Service Ease. of suggestion about.complaints o 50 o N P
and improvements
Courteousness of employees 3.52+0.87 3.68+0.76 1.68
Prompt process of complaints 3.39+0.84 3.64+0.82 2.616™
Adoption of feedback 3.32+0.82 3.69£0.80 3.849™"
sub mean 3.31+0.70 3.63+0.67
Sanitation of food 3.49£0.81 3.72£0.85
Cleanliness of restaurant 3.49+0.90 3.81+0.85
Cleanliness of silverware 3.42+0.87 3.79+0.85
Cleanliness “of kitchen 3.44+0.81 3.74+0.87
Sanitation  Cleanliness of feeding 3.42+0.81 3.73+0.85
Cleanliness of withdrawal 3:33£0.83 3.69+0.82
Wearing hygienic gloves 3.60+0.94 3.85+0.82
Employee neatness 3.65+0.95 3.76+0.85
sub mean 3.48+0.72 3.76+0.69
Utilization restaurant as lounge 2.97+0.93 3.60+0.93
Neatness of restaurant environment 3.32+0.93 3.61+0.91
) Quiet of restaurant 3.21+1.00 3.60+0.89
Bovironment 1 vout of table and chair 3.21£0.90 3.65+0.81
Layout of feeding and withdrawal 3.36+0.90 3.63£0.85
sub mean 3.21+0.77 3.61+0.73
Mean 3.30£0.67 3.65£0.63

YMean=SD. Score scale: 1(very dissatisfied)~5(very satisfied)
“p<0.05, "p<0.01, "p<0.001
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Table 9. Foodservice satisfaction by using duration

< 2 2 <~ <4 4 < F-value

Taste of food 3.32+0.89" 3.55+0.80 3.43+0.82 1.49

Temperature of food 3.53+0.89 3.71+0.86 3.49+0.87 1.65

Appearance of food 3.55+0.88 3.62+0.89 3.51+0.91 0.40

Provision nutrition of food 3.54+0.79 3.70+0.90 3.51+0.90 1.26

Menu Quantity of food 3.46+0.94 3.74£0.85 3.61£0.97 1.89

Seasoned of food 3.28+0.91 3.44+0.98 3.24+0.97 1.09

Variety of food 3.3840.82 3.44+0.79 3.31£0.80 0.65

Favorite menu 3.38+0.81 3.52+0.66 3.40+0.79 0.85

sub mean 3.4340.69 3.59+0.67 3.44+0.73 141

Provision of New Menu 3.33+0.90 3.50+0.98 3.25+0.97 1.57

Provision of seasonal and_special food 3.60+0.95 3.77£0.97 3.52+1.00 1.48

Provision of menu-and nutrition info 3.60+0.89 3.51+0.91 3.50+1.03 0.34

Fast and exact feeding time 3.63+0.84 3.60+0.89 3.41+0.88 217

Variety of event 3.17+0.94 3.42+0.94 3.48+0.94 2.98

Service Ease of suggestion-about complaints and 3.3740:80 3.5740.86 3.4340.83 133
improvements

Courteousness of employees 3.65+0.72 3.62£0.78 3.59+0.89 0.15

Prompt process of complaints 3.49+0.76 3.57+0.83 3.55+0.89 0.21

Adoption of feedback 3.52+0.75 3.550.84 3.56+0.88 0.08

sub mean 3.49+0.64 3.57+0.68 3.48+0.76 0.43

Sanitation of food 3.63+0.80 3.61+0.83 3.62+0.88 0.19

Cleanliness of restaurant 3.67£0.89 3.69+0.78 3.69+0.95 0.01

Cleanliness of silverware 3.66+0.84 3.58+0.85 3:66+0.92 0.19

Cleanliness of, kitchen 3.61+0.75 3.70+0.90 3.58+0.91 0.49

Sanitation Cleanliness of feeding 3.58+0.80 3.74%0.86 3.53+0.87 1.50

Cleanliness of withdrawal 3.57+0.83 3.690.86 3.45+0.84 2.05

Wearing hygienic gloves 3.74+0.88 3.80£0.77 3.71£0.94 0.20

Employee neatness 3.69+0.85 3.68+0.83 3.75+0.96 0.21

sub mean 3.640.64 3.69+0.67 3.620.79 0.18

Utilization restaurant as lounge 3.40+0.93 3.34+0.97 3.30+1.02 0.24

Neatness of restaurant environment 3.55+0.90 3.550.87 3.43+1.02 0.55

Quiet of restaurant 3.44+0.90 3.47+0.88 3.44+1.03 0.02

FVIrONment - Layout of table and chair 3492085 3561082 3412093 074

Layout of feeding and withdrawal 3.5140.84 3.58+0.82 3.5040.94 0.28

sub mean 3.48+0.70 3.500.72 3.41£0.86 0.33

mean 3.5240.67 3.59+0.69 3.49+0.80 0.59

YMean=SD. Score scale: 1(very dissatisfied)~5(very satisfied)
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Table 10. Assessment of the customer loyalty

Total
I think I will used this cafeteria from now on. 3.64+0.86
Repurchase
intention When I plan to use a restaurant, I will consider 355:0.90
our cafeteria first.
sub mean 3.60+0.83
I think I will speak favorably about our cafeteria to people from 349091
other companies. e
Word-of-mouth
intention I will recommend this cafeteria to my colleagues. 3.95+0.94
sub mean 3.52+0.93
1 hen I i hi
I come. back early even when I go out in order to use-this 311111
cafeteria.
Non-switching
intention If time and money allow, I will use outside restaurants. 3494124
sub mean 3.27+1.18
mean 3.46=0.99
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Table 11. Customer loyalty by age

20~29 30~39 40< F-value

I think I will wused this

abl) a b
cafeteria from now on. 3.69£0.86 3.49+0.81*  3.90+0.90 5.69

R.epurc%lase When I plan to use a
intention  restaurant, I will consider 3.60+0.91 3.44+0.84  3.72+0.93 246
our cafeteria first.
sub mean 365+0.89)"  346+0.83*  3.81+0.94 423

I think I will speak favorably
about our cafeteria to people 3.46+0.87 3.44+0.91 3.62+0.95 88.00
Word-of- from other companies.

mouth
. . I will recommend this
intention cafeterigrty niBwhiEat s 3.52£0.94 3.47+0.92-.  3.75+0.97 2.14
sub mean 3.49+0.91 3.46£9.92  3.69+0.96 1.66
I'come back early even
when 1 go out in/order to 3.05+1.10° 3.30£1.00™, 2.71%+1.24° 713"
Non- use this' cafeteria.

switching | If time and money allow, I

. . d . 3.32%1.27 3.40£1.24  357%1.19 0.77
intention will use outside restaurants.

sub mean 3.19£1.19 3.351.12 © 3.14+1.22 1.33

mean 3.43£0.78 3.42+0.77  3.55+0.73 0.62

UMean+SD. Score scale: 1(not-at all) ~5(very much)

BDifferent letters on the ‘same row.indicate significant-differences among groups
by Duncan’s multiple range test

“p<0.05, *p<0.01
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Table 12. Customer loyalty by education level

< High school  University < F-value
%r(gkr;ilnioivvgirlll. used this cafeteria 3.55+0.87" 3.68+0.85 1.27
Repurchase
ntention ;Nv};i? io?llsigeiooﬁieczferteesrtizuramy 3465092  3.59+0.88 113
first.
sub mean 3.51+0.90 3.64+0.87 1.58

I think I will-"speak favorably
about our cafeteria to people 3.461£0.93 3.50+0.90 0.32
from _other companies.

Word-of-mouth

intention

I will recommend this cafeteria
to%ny/ colleag ¥ 3.45+0.99 3.59+0.91 1.23

sub mean 3.46x0.96 3.55£0.91 0.68

I come back ‘early even when I

go out.in order to use this 3.24+1.09 3.04+1.11 1.50
cafeteria.
Non-switching
intention ; 1
If time a.nd money. allow, I will 34941 94 3414124 0.10
use outside restaurants.
sub mean 3.33%¥1.17 3.23+1.18 0.75
mean 3.43+0.81 3.47+0.74 0.37

UMean+SD. Score scale: 1(not at all) ~5(very much)
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Table 13. Customer loyalty by job type

White-collar Blue-collar

F-value
workers workers
i think I will used this cafeteria 3.68+0.96" 3.60+0.78 0.79
rom now on.
Repurchase
intention When I glan to use a rgstagrant, I 3464102 3.60+0.80 192
will consider our cafeteria first.
sub mean 3.57+0.99 3.60+0.79 0.25
I think I will speak favorably
about our cafeteria to people from 3.26+0.91 3.64+0.88 3.63""
Word-of-  other companies.
mouth d this cafeteriallt
will recommen is cafeteria to o
intention my colleagues. 3.32+0.91 3.70+0.93 34T
sub mean 3.29+0.91 3.67+0.91 3.81"

I come back early even when I go 2 44+0 93 3574098 10,00

Non-switc | out in order to use this cafeteria;

hing X !
If 11 I 11
per® aid monCiglON 286+1.12  881+117 7.03"

intention use outside restaurants.

Sub-mean 2.65+1.03 3.69+1.08 11.03™

mean 3.16+0.71 3.66+0.73 570"

UMean+SD. Score scale: 1(not at all)~5(very—much)
“5<0.01, **p<0.001
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Table 14. Customer loyalty by using duration

<2 2 <~< /4 4 < F-value
L think I will used ‘this g 50, 0smn 363:082 3676090 0.3
cafeteria from now on.
Repurchase
ntent When I plan to use a
ftention restaurant, 1 will consider 3.49+089 354093  357+0.89 0.23
our cafeteria first.
sub mean 3.54+0.87 3.59+0.88 3.62+0.90 0.31
I think I will speak
favorably aboufeerT, 344+085 354096  3.50%0.93 0.28
cafeteria to people from
Word-of- other companies.
mouth
intention : .
1 will recommend this
catBenia’to my calincite 3.48+0.92 3.62+0.96 3.55+0.95 0.46
sub /mean 3.46+0.89 3.58+0.96 3.53+0.94 0.41
I come back early even
when I go out in order to 3.14£1.07 3.42+1.01 2.91+1.15 5.31
use this cafeteria.
Non-switching . If time and money: allow,
intention I will use outside 3.31+1.22° 3.74+1.18" 3.30x1.27° 3.50
restaurants.
sub mean 323F Ljlieg 358+110"  3.11x1.21° 5.90"
mean 3.40£0.75 3.58+0.82 3.42+0.73 1.44

DMean+SD. Score scale: 1(not at all)~5(very much)
®Different letters on the same row indicate significant differences among groups
by Duncan’s multiple range test

p<0.05
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Table 15. Correlation between food service satisfaction and
customer loyalty

) o ) Total
Menu Service Sanitation  Environment ) )
satisfaction

Repurchase

) ) 0.649™ 0.636™ 0.648™ 0.579™ 0.701™
mtention

Word-of-mouth

) ) 0.667" 0.699™ 0.652" 0.645™ 0.7317
mtention

Non-switching A

) ] 0.549™ 0.595 0.492™ 0.573" 0.597"
mntention

Tatal loyalty 0.726™ 0.757 0.697" 0.712™ 0.792™

“p<0.01
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Table 16. Satisfaction factor of food service to effect on

Repurchase intention

Content Unstandardization 3 standardized 8 t-value p—value
(constant) 0.045 2.332° 0.020
Menu 0.310 0.270 3.520™ 0.001
Service 0.374 0.315 1.831 0.068
Sanitation 0:359 0.304 4.330" 0.000
Environment -0.157 -0.144 -1.001 0.318

F=70.784 (p=0.0001)

R*10.483

"p<0.05, “p<0.01, *p<0.001
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Table 17. Satisfaction factor of foodservice to effect on

word-of-mouth intention

Content Unstandardization 3 standardized 8 t-value p-value
(constant) 0.159 0.839 0.402
Menu 0.242 0.204 2.748" 0.006
Service 0.605 0.492 2.985" 0.003
Sanitation 0.251 0:205 3.049™ 0.003
Environment =0.143 -0.127 -0.921 0.358

F=83.651 (p=0.0001)

R*10.526

“p<0.01
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Table 18. Satisfaction factor of food service to effect on

non-switching intention

Content Non-standardization 8 standardization B t-value p-value
(constant) 0.299 1.209 0.228
Menu 0.251 0.188 2.172° 0.031
Service 0.434 0.316 1.635 0.103
Sanitation 0.026 0.019 0.247 0.103
Environment 1.144 -0.114 0.699 0.485
F=42.485 (p=0.0001)
R*0.358
p<0.05
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Table 19. Satisfaction factor of food service to effect on
total customer loyalty

Content Non-standardization 8 standardization B t-value p-value
(constant) 0.303 2.029 0.043
Menu 0.260 0.249 3.694" 0.000
Service 0.456 0.199 3.280" 0.001
Sanitation 0.231 0.425 0.237 0.005
Environment -0.031 -0.031 0.699 0.808

F=119.527 (p=0.0001)

R*0.615
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