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ABSTRACT

The impact of service quality of the contract food
service on customer satisfaction and intention of
continue use
— As a mediating effect of customer sentiment —

Ko So—Jeong

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant
Management

Graduate School of Business Administration

Hansung University

The contract food service has increased significantly due to its
various advantages, such as diversifying menus, maintaining a constant
quality of productivity, improving service quality, and reducing operating
expenses, labor costs, and facility costs when compared to direct
management. However, it became difficult to secure a management system
suitable for various types of food service, and the performance of major
food service companies declined as they faced structural problems due to
decreased number of users. As a result, an increase in low—profit orders
is anticipated due to severe competition, an increase in fixed costs, and a
deterioration in profitability due to a significant decline in the producer

population and a reduced market size. Food service companies must focus

_90_



on growing new markets to respond to these contract food service
changes and have different operating methods for the contract food
service. In addition, it is determined that workers can be faithful to their
work in a safe and stable manner in a workplace with good facilities to
generate profits through changed operations, promote morale, and reduce
workplace turnover among employees. Eventually, it will have a
significant impact on the future of the company. In this regard, this study
aims to examine the contract food service in terms of current trends in
the current social structure. Therefore, this study aims to verify the
impact of the contract food service's service quality on customer
satisfaction and intention to continue using the customer’s sentiment
response as a mediating effect. The study was conducted based on sample
data from a survey of consumers who currently use or have experience
using the contract food service, mainly in the Seoul metropolitan area,
and factor analysis and reliability analysis was carried out to ensure the
validity and reliability of the study. Empirical analysis of technical
statistics was performed using IBM SPSS Ver. 28.0 statistics package
program.  The results of the empirical analysis are summarized as
follows. Three items, including food quality, service quality, and food
service environment, were selected as the subfactors of the quality of the
contract food service.

First, a literature review of theories on the quality of contract food
service was conducted for factor analysis and multiple regression analysis.
The quality of the contract food service was divided into three
sub—factors, including food quality, service quality, and food service
environment, and each subfactor was verified whether each was
significant to the customer’s sentiment response. In other words, it is
required that the customer's sentiment response reflects factors that can

maximize the customer's satisfaction when using the contract food service
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quality until the customer uses the contract food service.

Second, a simple regression analysis was performed to verify the
influence  relationship ~ between customer sentiment response and
satisfaction. It is indicated that there were significant results between
customer sentiment response and customer satisfaction. It is concluded
that the results of the analysis show that customer sentiment has a
positive impact on customer satisfaction. It is because the goal of
contract food service is always to provide quality service to customers so
that the taste of food can always be provided consistently with balanced
nutrition and diet. Users will be satisfied when diverse menus are also
offered, and when they are satisfied, the number of customers using
contract food service will increase relatively. The food service in the past
was a cost—effective form of service. However, modern food service
focuses on food quality, and hygiene is more emphasized by customers’
preference for healthy ingredients, such as silver wellness and slow food.
In this sense, a competitive and differentiated food service operation will
be realized when users' needs are met in various ways.

Third, a multiple regression analysis was conducted on the impact of
the quality of contract food service on customer satisfaction. It is found
that users will be satisfied when the food service provides customers with
excellent quality food with balanced nutrition and a variety of menus at
all times; this satisfaction will increase the number of customers using the
contract food service. The previous pattern of consuming a delicious and
inexpensive meal has been changed to a more competitive and
differentiated form of food where food quality and clean hygiene are
emphasized due to changes in healthy well-being. A competitive and
differentiated contract food service can be realized when users' needs are
perceived in various ways in the future. Regarding customer trust in

using contract food service, doing the best from the customer's
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perspective can positively impact customer satisfaction from their point of
view to trust the service and a positive intention to continue using the
service.

Fourth, a simple regression analysis of significant effects between
customer satisfaction and intention to continue use was performed.

Fifth, whether the contract food service quality is presented on

customer satisfaction with customer sentiment response as a mediating
effect concluded that food quality, service quality, and food service
environment have positive relations in terms of effectiveness. It is
indicated that customer satisfaction becomes high, and they tend to use
the contract food service in terms of good taste and composition,
temperature, and fresh ingredients. The food service will have a positive
impact on the oral effects on other customers and the frequency of the
visit if food is served according to the meal plan, the employees have a
polite and bright attitude, prompt processing of any issues occur during
service, convenient meal serving, and providing the food service that can
be used continuously without any inconvenience. It is also verified that
the food service environment impacts an environment that can satisfy
customers with an interlayer that considers the ease of use of the
restaurant's inner space, a convenient atmosphere, and an appropriate
arrangement of amenities.
Therefore, various efforts must be made to establish utilization and
marketing plans for quality customer service using contract food service.
It will help the contract food service company secure a good competitive
advantage through differentiation from other companies and further
increase corporate profitability.

Lastly, this study aims to identify influencing factors by securing
objectivity in the quality of contract food service through various

approaches rather than simply deriving causal influencing factors and
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conduct various studies on the direction that suits customer needs and
direction in terms of contract food service companies, providing a
theoretical basis for research on the attributes of contract food service,
and providing a theoretical basis for the use of corporate marketing
strategies. It is expected to become a cornerstone of empirical research

and analysis.

[(Key words)
Contract food service quality, Customer sentiment response, Customer

satisfaction, Intention of continuous use

_94_



