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Categorizing Quality Features of Franchisees:

In the case of Korean Food Service Industry

Sookeun Byun*
Eunseong Cho

Abstract

Food service is the major part of franchise business in Korea, accounting for 69.9% of
the brands in the market. As the food service industry becomes mature, many
franchisees have struggled to survive in the market. In general, consumers have higher
levels of expectation toward service quality of franchised outlets compared that of
(non—franchised) independent ones. They also tend to believe that franchisees deliver
standardized service at the uniform food price, regardless of their locations. Such beliefs
seem to be important reasons that consumers prefer franchised outlets to independent
ones. Nevertheless, few studies examined the impact of qualify features of franchisees
on customer satisfaction so far. To this end, this study examined the characteristics of
various quality features of franchisees in the food service industry, regarding their
relationship with customer satisfaction and dissatisfaction. The quality perception of
heavy-users was also compared with that of light-users in order to find insights for
developing differentiated marketing strategy for the two segments.

Customer satisfaction has been understood as a one-dimensional construct while there
are recent studies that insist two-dimensional nature of the construct. In this regard,
Kano et al. (1984) suggested to categorize quality features of a product or service into
five types, based on their relation to customer satisfaction and dissatisfaction: Must-be
quality, Attractive quality, One-dimensional quality, Indifferent quality, and Reverse
quality. According to the Kano model, customers are more dissatisfied when Must-be

quality(M) are not fulfilled, but their satisfaction does not arise above neutral no matter

* Assistant Professor, School of Business, Kwangwoon University
** Assistant Professor, School of Business, Kwangwoon University
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how fully the quality fulfilled. In comparison, customers are more satisfied with a full
provision of Attactive quality(A) but manage to accept its dysfunction. One-dimensional
quality(O) results in satisfaction when fulfilled and dissatisfaction when not fulfilled. For
Indifferent quality(I), its presence or absence influences neither customer satisfaction nor
dissatisfaction. Lastly, Reverse quality(R) refers to the features whose high degree of
achievement results in customer dissatisfaction rather than satisfaction.

Meanwhile, the basic guidelines of the Kano model have a limitation in that the
quality type of each feature is simply determined by calculating the mode statistics. In
order to overcome such limitation, the relative importance of each feature on customer
satisfaction (Better value; b) and dissatisfaction (Worse value; w) were calculated
following the formulas below (Timko, 1993). The Better value indicates how much
customer satisfaction is increased by providing the quality feature in question. In
contrast, the Worse value indicates how much customer dissatisfaction is decreased by

providing the quality feature.

Better = (A + O)/(A+O+M+])
Worse = (O+M)/(A+O+M~+T)*(-1)

An on-line survey was performed in order to understand the nature of quality
features of franchisees in the food service industry by applying the Kano Model. A total
of twenty quality features (refer to the Table 2) were identified as the result of
literature review in franchise business and a pre-test with fifty college students in
Seoul. The potential respondents of our main survey was limited to the customers who
have visited more than two restaurants/stores of the same franchise brand. Survey
invitation e-mails were sent out to the panels of a market research company and a total
of 257 responses were used for analysis.

Following the guidelines of Kano model, each of the twenty quality features was
classified into one of the five types based on customers’ responses to a set of
questions: “(1) how do you feel if the following quality feature is fulfilled in the
franchise restaurant that you visit,” and “(2) how do you feel if the following quality
feature is not fulfilled in the franchise restaurant that you visit.”

The analyses revealed that customers’ dissatisfaction with franchisees is commonly
associated with the poor level of cleanliness of the store (w=-0.872), kindness of the
staffs(w=-0.890), conveniences such as parking lot and restroom(w=-0.669), and expertise

of the staffs(w=-0.492). Such quality features were categorized as Must-be quality in
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this study. While standardization or uniformity across franchisees has been emphasized
in franchise business, this study found that consumers are interested only in uniformity
of price across franchisees(w=-0.608), but not interested in standardizations of menu
items, interior designs, customer service procedures, and food tastes. Customers appeared
to be more satisfied when the franchise brand has promotional events such as
giveaways(b=0.767), good accessibility(h=0.699), customer loyalty programs(b=0.659),
award winning history(b=0.641), and outlets in the overseas market(b=0.506). The results
are summarized in a matrix form in Table 1 . Better(b) and Worse(w) index indicate
relative importance of each quality feature on customer satisfaction and dissatisfaction,
respectively.

Meanwhile, there were differences in perceiving the quality features between light
users and heavy users of any specific franchise brand in the food service industry.
Expertise of the staffs was labeled as Must-be quality for heavy users but Indifferent
quality for light users. Light users seemed indifferent to overseas expansion of the
brand and offering new menu items on a regular basis, while heavy users appeared to
perceive them as Attractive quality. Such difference may come from their different

levels of involvement when they eat out. The results are shown in Table 2.

(Table 1) Categorized quality features of franchisees(n=257)

1 Attractive Quality One-dimensional Quality
Competitive food price Taste of food
Overseas expansion of the brand
Better Accessibility of the store
value Award winning history/accreditation
Loyalty program
05 Promotional events/giveaways
Indifferent Quality Must-be Quality
Standardization of menu items Uniformity of food price
Offering new menu items Conveniences such as
Speciality of the store restroom & parking lot)
Consistency of food taste Cleanliness of the store
Standardization of tableware/packages Expertise of the staffs
Standardization of interior design Kindness of the staffs
Standardization of customer service
procedure
The brand's web-site
0 0.5 Worse 1

value
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The findings of this study help practitioners understand the quality features they need

to focus on to strengthen the competitive power in the food service market. Above all,

removing the factors that cause customer dissatisfaction seems to be the most critical

for franchisees. To retain loyal customers of the franchise brand, it is also recommended

for franchisor to invest resources in the development of new menu items as well as

training programs for the staffs. Lastly, if resources allow, promotional events, loyalty

programs, overseas expansion, award-winning history can be considered as tools for

attracting more customers to the business.

(Table 2) Comparison between heavy users and light users

Light Users Heavy Users
Quality Features (n=156) (n=101)

Better Worse Better Worse

fSr;aricﬁz(ilez:ltmn of menu items across I 108 100 I 101 o0
Offering new menu items on a regular

basis I 378 -.321 A .600 -.390

Pl Speciality of the store I A84 -.137 I 439 -.092

gfrzzljt‘;:aci}ifsefgd taste 1| 150 | -346 | 1 | 207 | -478

Taste of food 0] 632 -.503 0O 535 -.693

o Ezfif::; of food price across M| 24 | -59 | M| 113 | -701

Competitive food price A 710 -.310 A 694 -.316

Award winning history/accreditation A 622 -.051 A 670 -.090

- Loyalty program A 658 -.368 A 660 -.390

Promotional events/giveaway A 182 -.135 A 743 -.168

The brand’'s web-site I 439 -.303 1 396 -.297

Overseas expansion of the brand I 474 -.019 A .554 -.050

Accessability of the store A 677 -.239 A 733 -.297

Standardization of tableware/packages I .098 -.030 I 157 -.157

P4 | Standardization of interior design I .088 -016 I 129 -035

E;E{Vljzlegfes such as restroom & M| 418 | -627 | O | 561 | -735

Cleanliness of the store M 308 -840 M .396 -921
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Light Users Heavy Users
Quality Features (n=156) (n=101)
Better Worse Better Worse
E;j:ed;iflezatlon of customer service I 201 o0l I 98] 393
PS5 Expertise of the staffs I 224 -.455 M .440 -.550
Kindness of the staffs M 365 -.769 M A85 -.871

" P1

: Product, P2: Price, P3: Promotion, P4: Place & Physical Evidence, P5: Process & People; A: Attractive

quality, M: Must-be quality, I: Indifferent quality, O: One-dimensional quality, R: Reverse quality

Key Words : food service franchise, quality features, Kano model, customer satisfaction,

standardization
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