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3 ATH(Green, 1994).
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A7 69 21.3
347 19 59
el 26 8.0
A 747 24 74
787 4 12
AL3| F}SHA 41 127
A5 Al 69 21.3
71 et 35 108
20uke) W) 63 21.0
207307k 99 306
a9 &= 307407+ 83 256
407509+ 42 130
50wkl o] 32 99
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g 2 ¢kt 18 56
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Azl Begdo] dFHEA.
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(Chi-Square)

(£ 4 - 4) dgFHL 1873 Aqu=Fd 59
A= 2 g B4 A3
. A A ol
h's a ©
1%, At AF AF 2.90 64 .880 .812
873 EAE AL AT 2.89 .62 886 .762
- AR AR okl 2 #HY AT 2.89 .60 .883 746
S exE ] 2 7B A wd 289 .61 90  .887 .705 1363 492'2 492-2
A Fe A3 Aye= A 2.40 1.06 .883  .677
el AEA AAME 2 AF AA] FA 2.91 .62 .888 .666
Ao A% TR 7149 2.40 1.15 .893  .665
2 3t 4.20 77 .889 .795
=29 B 4.20 .76 890 .792
g e 4.21 7 899 706 g7 570 562
}Ef =29 A% 4.20 .70 o 899 .661 7 3 28
vl o] v 4.15 .81 .900 .620
S2o] AXE 4.26 76 900 572
A 24 4.09 1.02 877 721
A7 (A FA4)e H2A4 412 1.01 .881 .687
ou A T AR 4.05  1.07 w0 877 684 150 538 616
L2 Awrde 144 4.16 99 882 656 7 0 08
A7 F wd A AAA 3.99 1.06 885 596
AR} Ao AR 4.10 1.03 884 593
R EE 390 65 59 718
FAAIA (25, oAb e HeEd 3.85 .67 .867 .685
AR gzre) AR 3.85 64 7 859 667 {49 408 658
j;ji & A2 Ao B 3.94 75 & 860 .663 9 1 89
AR Al HelA 3.95 .67 .870 579
A, A7 kg o] Hel A 3.99 57 867 571
A FAA 2 2 B 3.65 .80 723 .881
zo A AEA 3.66 80 9 779 801 1-033 3'63 6922
= unny e AT 375 .90 789 677
KMO(Kaiser-Meyer-Olkin - Measure of Sampling Adequacy) .945 bartltt 473 645?25 6 T 0.000
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The Effects of the Environmental-Friendly Service
Quality of the University Foodservice on Customer

Satisfaction and Loyalty

Kim, Oh-Seop

Department of Tourism
The Graduate School
Gyeongju University

Supervised by Prof. Lee Yeon-Jung

(Abstract)

The purpose of this study was to analyze the effects of the
environmental-friendly features of the university foodservice on
customer satisfaction and loyalty. To be more specific, this study
analyzed the influences of such environmental-friendly factors of
the university foodservice as pro-environmental elements, food
quality, hygienic elements and service ones over customer
satisfaction and loyalty. Then, this study aimed to encourage the
environmental-friendly meal service policies and suggest the
reform measures thereof in an effort to help the wuniversity
students improve their health through the improved food services
at their university.

For this purpose, preceding studies were reviewed, and
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thereupon, a research model was constructed, while some
research hypotheses were set up. In order to test the designed
research model and the hypotheses, university students were
sampled randomly to be subject to a self-administered
questionnaire survey for the period from May 1 to May 30, 2019.
The data collected thus were processed for frequency analysis to
analyze subjects” demographic variables. On the other hand, the
data were also processed to test the reliability and validity of the
question items through analysis of Cronbach’s Alpha coefficients
to check the internal consistence among the various measurement
items. Furthermore, through the exploratory factor analysis, the
validity of the component concepts was examined, while the
regression analysis was conducted to test the hypotheses. The
results of this study can be summarized as follows:

As a result of the factor analysis for the
environmental-friendly service quality, the factors were divided
into 5 groups of factors. The group 1 consisted of ’“such
environmental-friendly elements’: organic farming, less use of the
pesticides, supply of the environmental-friendly agricultural and
fisheries products, supply of the fresh vegetables and fruits,
reduction of the food wastes and others, maintenance of a proper
indoor temperature, indication of the environmental-friendly
marks or country of origin, contribution to customers’
improvement of health. The group 2 may well be ’quality
elements of the foods’: tasting of seasoning, tastes of foods,

temperature of foods, diversity of the menu, freshness of foods.
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etc. The group 3 may well be called "hygienic elements’ in
overall terms: cleanliness of hydration stand, cleanliness of
dishes, spoons and others, comfort of the dining space, overall
state of hygienics, cleanliness of the place where dishwares are
collected, cleanliness of the cafeteria, etc. The group 4 may well
involve the dining facilities: illumination, ventilation, convenience
of cooling and heating, comfortable tables and desks, comfortable
dining space, convenient hand-washing facilities, overall facility
convenience, etc. The group 5 may well involve the service
factors: workers’ appearances and attire, their kindness,
information service regarding the menu, etc.

Among the various customer satisfaction factors, the highest
factor loading was the overall satisfaction, followed by
satisfaction with the food distribution service, satisfaction with
food quality and menu, satisfaction with the atmosphere of the
foodservice, satisfaction with the meal service prices, and
workers” attitudes and services in their order. On the other
hand, the highest factor loading of customer loyalty was
recommendation of the foodservice to others, followed by positive
mentioning about the foodservice, hope for continuous food
services at the foodservice, revisit to the foodservice and
mentioning about the advantages of the foodservice in their
order.

The results of testing hypotheses can be summed up as
follows:

First, as a result of testing the hypothesis 1 that the
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environmental-friendly food service would affect customer
satisfaction positively, it was found that the subjects were
satisfied with the environmental-friendly elements, quality of
foods and convenience elements. In particular, customer
satisfaction was affected much positively by foodservice workers’
efforts to help improve customers’ health as well as the use of
organic farm products, less sterilized foods,
environmental-friendly agriculture and fishery products,
indication of such environmental-friendly elements. Hence, the
hypothesis 1 that “the environmental-friendly service of the
university foodservice would affect customers’ satisfaction
positively” was adopted, although partially.

V4

Secondly, as a result of testing the hypothesis 2 that “the
environmental-friendly service of the university foodservice would
affect customers’ loyalty positively”, it was found that such
factors of the environmental-friendly services as quality of foods
and convenience factors would affect customers” loyalty. In
particular, if the suppliers provide the organic-farming products,
less-sterilized foods, environmental-friendly agricultural and
fisheries products and the foodservice makes efforts to reduce the
food wastes, and if the environmental-friendly food materials are
supplied with the proper indication of the origins of foods, the
customers would be more likely to use the foodservice or

V4

recommend it to others. Hence, the hypothesis 2 that “the
quality of the environmental-friendly services would affect

customers’ loyalty to the foodservice positively was adopted,
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although partially.

Thirdly, as a result of testing the hypothesis that customer
satisfaction would affect customer loyalty positively, it was fond
that customers’ satisfaction would affect their loyalty. Namely,
the higher the customers were satisfied, the stronger their
loyalty was. Hence, the hypothesis 3 that “customers satisfaction
would affect their loyalty” was adopted.

The implications of this study can be summarized as follows:

First, since this study empirically analyzed the correlation
between university foodservice's environmental-friendly service
quality and customer satisfaction and loyalty, it would well help
to systemize the correlations between university foodservice's
environmental-friendly service factors and customer satisfaction
and loyalty.

Secondly, unlike the preceding vast and diversified studies on
university foodservice service quality, this study adopted a new
approach or the environmental-friendly school meal service
quality, it would well be an extensive and specialized research,
being differentiated from the preceding studies.

Thirdly, this study suggested multi-faceted strategies to help
enhance customer satisfaction and loyalty: organic farming
products, less sterilized foods, use of the environmental-friendly
agricultural and fisheries products, supply of the fresh vegetables
and fruits, reduction of the food wastes, proper indoor
temperature, indication of the environmental-friendly food

materials and their origins, contribution to customers’
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improvement of health, etc.

Fourthly, if the university foodservice should supply the
environmental-friendly foods to student customers, their customer
satisfaction and loyalty would be enhanced, while their health
and dietary life would be improved.

Fifthly, the environmental-friendly food materials would help
to enhance the school image, conduce to citizens” health, creation
of the customers and increase of sales.

Lastly, although this study examined the factors of the
environmental-friendly service quality for the university students and
thereby, analyzed the factors affecting their satisfaction and loyalty by
means of literature review and empirical analysis, it has been limited in
the following terms.

First, since the sample of this study was a group of the university
students, its results may not well be generalized for the school meal
services. Hence, the future studies are deemed obliged to expand the
sample into elementary, middle and high school students.

Secondly, since this study limited the environmental-friendly service
quality of the university foodservice into 5 categories, it is deemed
necessary for the future studies to use more diversified service quality
factors to generalize their results effectively.

Third, it is deemed necessary to diversify the environmental-friendly
service quality factors to systematically analyze the correlations between
customer satisfaction and loyalty as well as analyze their effects by using

a larger pool of variables.
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