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ABSTRACT

At present, health care industries throughout the world are struggling with the challenges to set up financial structures
as cost-effective ways and means of satisfying customer needs for health care services. Many hospitals consign foodser-
vice management to foodservice companies for the purpose of efficiency. The companies taking charge of hospital food-
service are also striving to gain an advantage over keen competitions. This study applied Quality Function Deployment
(QFD) to one hospital (which will be shown as "A hospital s below) managed by a contract foodservice company for
the purpose of strategy planning to provide sustainable competitive advantage. First of all, this study scanned internal and
external environment of A hospital s by means of a Quality Measurement Tool and a fieldwork study. With the result of
environment scanning, this study elicited 20 strategies through SWOT analysis, which were categorized by 4 perspectives
such as financial, customer, internal process, learning and growth perspectives. Finally, the priorities of 20 strategies were
extracted from QFD methodology. According to the results obtained by applying QFD to A hospital ’s foodservice, the
strategies which A hospital ) foodservice was obliged to introduce and implement were : the specialization of Children’s
hospital foodservice, scientific foodservice management through the standardization of foodservice operations, the main-
tenance of sanitary quality through sanitary system, the remodeling of facilities, the introduction of new equipment, the
prompt and accurate response to customer needs, the development of appropriate patient menus, the provision of compe-
titively priced meals for patient selection, the development of a demand forecast model by considering the characteristics
of a children’s hospital, improvement of productivity and the reduction of labor costs through the employment of experien-
ced employees based on their seniority. (Korean J Community Nutrition 8(5) : 744 ~754, 2003)

KEY WORDS : strategic planning - quality function deployment (QFD) - hospital foodservice - contract foodservice
management - SWOT analysis
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WHAT
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Fig. 1. QFD model,
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Table 1. Characteristics of FA hospitaly

Contract-managed hospital in Seoul, Kyong-gi, Inchon™

Content FA hospitaly
Mean = SD Range
Permitted beds (no.) 250 4758 £ 2843 100 — 1,250
Operating beds (no.) 154 4406 = 2829 50 - 1175
Operating beds rate (%) 61 Q21+t 168 50 -110.3
No. of meals per day
General diet 378 7115+ 450.8 75 - 1,800
Therapeutic diet” 114 233.9 + 2311 6 -~ 1,080
Meal price (Won per meal)
General diet 6,600 55759 + 9724 3.800 - 7,400
Therapeutic diet” 7.300 6,310.7 £ 1,167.6 3,800 — 8,400
1) quoted from the previous study (Kim 2002)
2) based on diabetic 1,800 kcal diet
Table 2. The operation of A hospital, foodservice
Content A hospital,” Contract-managed hosprSl in
Seoul, Inchon, Kyong-gi
All v 30 (100.0)
Range of contract management
Part 0( 0O
Foodservice v 19 ( 63.3)
Part of contract management
Foodservice + medical nutrition care i1 ( 36.7)
Patient meals v 2( 67
) Employee meals 0( 00
Type of contract-managed foodservice
Patient + employee meals 25 ( 83.3)
Others 3 (100
Method of choosing General bidding 8(27.6)
Contract management Limited bidding 6(20.7)
) Selected bidding v 8 ( 27.6)
Foodservice company .
Informal bidding 7 (240)
Department of supervising Dietetic department v 16 ( 61.7)
Contract management Patient apply department 2( 69
. General apply department 7 (241
Foodservice company
Others 5(17.2)

1) marked with v appropriate to FA hospital;
2) quoted from the previous study (Kim 2002), frequency (%)
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» Financial Customer Intemal process Leaming & Growth Evalugtion of foodservice
HOW " "
o perspectives perspecfives perspectives perspectives mcnagementz’
WHAT
A 3 C 2} E F G H | J K L M N (o] P Q R N T i it iii iv v vi vi
Functionat Core
categories concepts
Diet order
A AN A PN O {3.83 100.0 68.4 1000 1.00 3.83 24|
manual
Standard
Menu . =% O O O [e] @] O © 14.67 96.4 63.0 100.0 1.04 484 14
recipe
Menu planning &
i c O @ a8 © ©190 o ©O © A 483 882 78.6 100.0 113 5.48 4|
operation
Procurement & Procurement O e © O 0|0 O a o] o [433 980 92.8 1000 1.02 4.42 21
Storage Storage O O A A O A A A 1417 77.2 832 1000 1.30 540 7
Production &  Production o © e o © A O A & & © o) o 1500 96.2 79.1 1000 1.04 520 9|
distribution Distribution (@) OO0 © A a O o A A O A A 433 81.6 83.1 1000 1.23 531 8|
Appropriateness (@] @] [¢] (e} o 1367 737 647 1000 1.36 498 12|
Facilities
Examination o a © A O A [383 417 68.1 1000 2.40 9.19 1
Safety Fay O A o O A 1417 958 87.8 100.0 1.04 435 22
General
e A A © O A 1500 81.8 929 1000 1.22 611 2
sanitation
Personal
L O ] 4.83 93.1 92.4 1000 1.07 519 10
sanitation
food
. a o] O (] 4.83 87.5 85.2 1000 1.14 552 4
sanitation
Sonitation & Faciliies
& Py
safety sanitation O o O © 4.50 82.) 86.5 100.0 1.22 548 5
Equipment
- © O O 450 81.3 87.5 1000 1.23 554 3|
sanitation
Tableware
) o] 433 97.2 85.5 100.0 1.03 4.46 20
‘washing
Waste O 4.17 100.0 94.7 100.0 1.00 4.17 23
Sanitary
. A O A 14.67 100.0 95.4 100.0 1.00 4.67 18
education
Planning O O O O O Ol a 0O © O © O O O © [450 9587731000 1.04 470 14
Organization O O O a O o]0 O |4.83 100.0 81.7 100.0 1.00 4.83 15|
Leadership a @] ] (@] O A O |467 958 817 100.0 1.04 487 13|
Human resource o o o o
o
Management & management OO O O [450 958 85.0 100.0 1.04 470 16
evaluation .
Information
A A © ©]1]O0 © O © |383100.0 4623 1000 1.00 3.83 24|
management
Quaiity
@] ©10 & O O Ol © & © O 4501000751 100.0 1.00 450 19
management
finance & Cost (e} @] O O O O O |4.67 91.7 77.6 100.0 1.09 509 11
a1, O3, O 9 Total score 142.0 130.8 139.5 153.7]19.8 40.7 101.9 161.8[170.1 72.) 325.1 217.2 237.2 147.2 222.5 212.1{124.6 156.5 99.6 2859
Rank 12 14 13 10|20 19 16 8 7 18 1 5 3 11 4 [ 15 9 17 2

Fig. 2. QFD model for A hospitali foodservice.

1) A: Maintaining the financial advantage of A hospital foodservice due to the consignment of foodservice, B: Improving produc-
tivity through the infroduction of automatic equipment and processed food, C: Maintaining the optimal food costf through the orga-
nization of procurement and menu system, D: improving productivity and Reducing labor cost through the expertienced employes,
E: Maintaining high customer satisfaction, F: Improving customer reliability through the standardization of meal distribution. G: Impro-
ving customer acceptance by providing high qudlity medls, H: Leading the customer competitive advantage by operating selective
meals efficiently, I: Menu development proper to patient medals, J: Insuring substantiality of foodservice operation through personnel
management, K: Specialization of Childrens hospifal foodservice, L: Introduction of new equipment, M: Maintaining sanitary quality
through sanitary system, N: Effective wage control through the employee motivation, O: Remodeling facilities, P: Coping with custo-
mer needs promptly and accurately, Q: Maintaining current status as Childrens contract-managed hospital foodservice herald, R:
Development of demand forecast model by considering characteristics of Childrens hospital, S: Establishing image of the differentia-
ted hospital foodservice, T: Scientific foodservice management through the standardization of foodservice operation.

2) it Importance of each core concept, ii: Performance score of A hospital foodservice evaluated by Quality Measurement Tool, jii:
Average performance score of contract-managed hospital foodservice in Seoul, Inchon, Kyung-gi, iv: Target score (100 point), v:
Improvement ratio, vi: Raw weight (of customer needs), vii: Rank (of customer needs).
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(3) ¥4 3 A (Internal process perspectives)
W52 74 34 (Internal process perspectives : [) &
Tabie 3. SWOT matrix of TA hospital; foodservice

Strengths Weaknesses

S1 Various support to menu management W1 inappropriate temperature of meals

§2 Systematic work flow of procurement & W2 Distribution of meals inconsistently

storage
S3 Appropriateness of ingredient W3 Wrong forecast at no. of meals
$4 Systematic sanitation and safety W4 Insufficient equipment
management
S5 Supply of enough nutrition WS Insufficient operation of facilities
S6 High customer satisfaction W6 Lack of autonomy
S7 High employee satisfaction W7 Low selective meals rate of dinner
S8 Amelioration of financial structure W8 Low productivity
Opportunities Maxi-maxi (strength/opportunity) Mini-maxi (weakness/opportunity)
O1 Prosperous foodservice industry (F) $80203 Maintaining the financial F }’x3070hf31 Ampr$V|gg p;yodu?fivify
O2 increase in Conf(ocf-monoged benefit of A hOSpiTOl foodservice due to f?ung1 i ein fIO n:JC ITon (()j
hospital foodservice the consignment of foodservice autornatic equipment an

processed food

(C) W2W7010405 Improving customer
reliability through the standardization
of meal distribution

O3 Increase in contract management  (C) S604 Maintaining high customer
company satisfaction

O4 Customers’ favorable impression on
foodservice
O5 Lack of children’s hospital

06 Competent foodservice professionals
with ease

(1) $152835455030708 Menu (I W6020306 Specialization of
development proper to patient meals children’s hospital foodservice

(1) S706 Insuring substantiality of
foodservice operation
through personnel management
(L) S6010305 Maintaining current status (L) W30O3 Development of demand

O7 Automation of
foodservice equipment

(1 WIWAW507 Introduction of
new equipment

08 Advance in the technology of

rocessing food as Children’s contfract-managed forecast model by considering
P 9 hospital foodservice herald characteristics of Children’s hospital
Threats Maxi-mini (strength/threat) Mini-mini (weakness/threat)
T1 Many hospitals with modern facilities  (F) $152838875 Maintaining the optimal (F) W8T4 Improving productivity and
T2 Keen competition of food cost through the organization of reducing labor cost through the
healthcare service procurement and menu system experienced employees
T3 Various customer needs & high (C) 535517 Improving customer (C) W3IWT7T2T41517 Leading the customer
customer expectation acceptance by providing competitive advantage by operating
T4 Continuos increase in wages high quality meals selective medis efficiently

T5 Continuos rise in prices

) . . (1) 8476 Maintaining sanitary quality
T6 Intensive regulation of foodservice

through sanitary system () WAWST1T213 Remodeling facilities

sanitation
17 Increase in alternative meals besides (1) $7T4 Effective wage control through the (1) WIW2W6T3 Coping with custormer
hospital foodservice employee motivation needs promptly and accurately
(L) WIW2WA4AWST3T6T8 Scientific
18 Difficulties in observing various hospital (L) S6S7T1T2T318 Establishing image of the foodservice management through the
foodservice regulations differentiated hospital foodservice standardization of foodservice
operation

note) F: financial perspectives, C: customer perspectives, |- internal perspectives, L: learning and growth perspectives
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(4) st 9 A7 B8 (Learning and growth perspec-
tives)
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