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Abstract

The objectives of this study were to analyze customer satisfaction by operational characteristics
in business & industry foodservice operated by contracted foodservice management company. The
instruments were developed by reviewing literatures on customer satisfaction and by intervewing
with managers, employers and customers. A total of 1000 questionnaires were hand delivered at
the ten contracted foodservice operations by designated coordinaters. A total of 833 questionnaires
were usable; resulting in an 83.3% response rate. Statistical data analysis was completed using the

SAS 6.04 for description, T-test, ANOVA.

Overall customer satisfaction score for office building foodservice was significantly higher than
those for manufacturing company foodservice. As for the type of management contracts, overall

customer satisfaction score for management fee contracts was significantly higher than those for
profit and loss contracts. With regard to payment method, overall customer satisfaction score for
meal card was higher than those for POS system. Concerning the categories of service, overall
custorner satisfaction for combo-tray service was higher than those for cafeteria-tray service and
partially self-service. As for types of menus, the score of overall customer satisfaction was not
significantly different between cafeteria menu and double choice menu.
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