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Altered Perception of Industrial Food Service Quality before and
after COVID-19: Focus on Customers in the Seoul - Gyeonggi area
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Abstract

This study compares and analyzes changes in users’ perceptions of industrial catering food service quality before and after
COVID-19. The survey enrolled 226 subjects at five industrial catering establishments in Seoul and Gyeonggi Province; a
total of 204 customers with complete data were included in the final analysis. Factor analysis was conducted to verify
convergence validity and construct reliability; results pertaining to ‘service and environmental hygiene’ and ‘quality of food’
were extracted. Among the general variables of food service quality, differences were obtained in the user’s perceptions of
food service qualities according to gender, education, and marital status. Our results revealed that women, low education,

and married people perceived significant differences in all attributes before and after COVID-19. Additionally, varied altered

perceptions were determined for service quality according to the occupations of the subjects. However, no differences were
obtained for pleasant dining environment in the ‘service and environmental hygiene factor’ and variety of desserts in the

‘food quality factor’.

Key Words : COVID-19, food service user, service quality, change of perception, comparison
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<Table 1> Foodservice quality attributes and references
References
Foodservice quality attributes

1 2 3 4 5 6 7 8 9 10
Appropriate ventilation system O O O O O
Kindness of service staff O O O O O O O O O O
Pleasant dinning environment O O @) O
Cleanliness of staff’s cloths O O O O O O O O
Expert service of staff O O O O
Convenience of serving and withdrawal lay-out O O O
Convenient lay-out of table and chairs O O O O
Expedited complaint handling O O O O O
Appropriate air-conditioning and heating system O O O O O O
Accuracy of meal time and appropriate serving O O O
Sanitation of serving and withdrawal area O O O O O
Conformity of menu and meal O O O O
Sanitation of kitchen and cutlery O O O O O O O O
Endeavor to understand for customers needs O O O O
Sanitized dinning room O O O O O O O O
Appropriate information of menu O O O O
Periodical changes of menu O O O
Adequate taste of food O O O O O O O O
Variety of menu O O O O O O
Availability of seasonal menu O O O O O
Quality of food O O O O
Variety of dessert O @) O O O
Appropriate quantity of food O O O O O O O
Proper temperature of food O O O O O O
Reasonable price of menu O O O
Satisfactory appearance of food O O O O

1) Kim & Kim (2001), 2) Cho (2006), 3) Kim & Cho (2007), 4) Hong (2008), 5) Yoo et al. (2010), 6) Nam et al. (2011), 7) Kim (2013), 8) Kim

& Lyu (2013), 9) Han & Chong (2015), 10) Oh (2019)
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<Table 2> General characteristics of subjects 2ol FUS 22419 Ay, = A71F A, 14 &
Variables Characteristics N % T etol] thigh =8, A1ge] HAEe} virel thak HE A
Gender Male 73 358 :o"‘ %:‘ 167H 801'%% Aéﬂ?i—g- 5 —8-?_]_ = 'l‘ﬂ;ﬁl?_]_ ’ﬂ.‘?_‘r
o Bl e of wial, S49] o, wirel Tk, AA 249 AT, S

Age 20-39 36 02 o] A, T29] tpd, AAg 52 &, AR 54 %,
>40 118 57.8 AGsk 714 9 ‘?l/;‘—lriﬁ% <29 93 5 10 dFoz

Educational High school or college 103 50.5 T73E A Yoo et al. 2010y HAskAL 71T 224,
attainment University or post graduate 101 49.5 AGH vl A, Y HAS teke w4 SAN 35
Occupation Office worker 44 21.6 < x4 B4 EFE alo=, vkt vy, 3%
Specialized job 46 22.5 sk 52 7Bl F, AES AR E, 4 E AlE b

Sales & Services 18 8.8 S ARA Y FES LA AFEEZAE HHEIN O, Kim &

Public official 40 19.6 Lyu (2013)9] AolliE F2) ARl& 5% 8918 52,

Others 56 275 A2, QA B0 S 4] @olom TAEITh <A

Marital status ~ Unmarried 73 358 Q0le vt 2u 9 T gl P&, AMH]x’ Q9L HFF
Maried Bl 62w oo An Al sk B QAN 5 ol 95,

Total 204 100.0 ‘,?,]}\g’ Jq_?_]_% .‘%_Z\_]' v?,]%g’ Z\_' o} "—]73 /\]7] 0]/@ Ztﬂ- ‘1’]/‘g,

<Table 3> Factor analysis of quality attributes for industrial foodservices

Factor Attributes Factor loading Cronbach’s o Variation (%) Vgnl'l;lil;fn(:/i)
Service & Environmental hygiene
Appropriate ventilation system 0.827
Kindness of service staff 0.785
Pleasant dinning environment 0.773
Cleanliness of staft’s cloths 0.768
Expert service of staff 0.722
Convenience of serving and withdrawal lay-out 0.721
Convenient lay-out of table and chairs 0.721
Expedited complaint handling 0.713
Appropriate air-conditioning and heating system 0.705 0.968 3732 3732
Accuracy of meal time and appropriate serving 0.694
Sanitation of serving and withdrawal area 0.678
Conformity of menu and meal 0.636
Sanitation of kitchen and cutlery 0.632
Endeavor to understand for customers needs 0.617
Sanitized dinning room 0.596
Appropriate information of menu 0.567
Quality of food
Periodical changes of menu 0.767
Adequate taste of food 0.744
Variety of menu 0.736
Availability of seasonal menu 0.695
Quality of food 0.692
Variety of dessert 0.680 0943 3020 67.72
Appropriate quantity of food 0.667
Proper temperature of food 0.666
Reasonable price of menu 0.665
Satisfactory appearance of food 0.602
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<Table 4> The differences of customer’s perception in foodservice qualities between before and after COVID-19 according to gender

Men (n=73) Woman (n=131)
Factor Attributes
Before After  t-value® p value Before After  t-value p value

Service & Environmental hygiene
Appropriate ventilation system 4.08+0.78" 4.29+0.75 -3.182 0.002 4.02+0.81 4.24+0.78 -4.204 0.000
Kindness of service staff 4.11+0.79 4.23+0.77 -2.242 0.028 4.23+0.71 4.43+£0.63 -3.706 0.000
Pleasant dinning environment 4.15+£0.78 4.27+0.79 -1.692 0.095 4.14+0.74 4.32+0.72 -3.395 0.001
Cleanliness of staff’s cloths 3.99+0.74 4.25+0.76 -3.950 0.000 4.18+0.69 4.39+0.61 -5.427 0.000
Expert service of staff 3.93+0.87 4.08£0.89 -3.574 0.001 4.08+0.79 4.25+0.76 -3.221 0.002
Convenience of serving and withdrawal lay-out 4.16+0.80 4.29+0.75 -2.242 0.028 4.17+0.81 4.34+0.76 -3.030 0.003
Convenient lay-out of table and chairs 4.11£0.77 4.32+0.74 -2.926 0.005 4.16£0.74 4.42+0.69 -4.830 0.000
Expedited complaint handling 3.96+0.89 4.11£0.88 -2.170 0.033 3.99+0.82 4.21+0.83 -3.333 0.001
Appropriate air-conditioning and heating system 423+0.76 4.34+0.77 -2.193 0.032 4.22+0.75 4.34+0.72 -2.672 0.009
Accuracy of meal time and appropriate serving 3.99£0.77 4.08+0.74 -1.409 0.163 4.07£0.71 4.31+0.68 -4.253 0.000
Sanitation of serving and withdrawal area 3.99+0.87 4.12+0.83 -1.856 0.068 4.14+0.73 4.38+0.65 -4.253 0.000
Conformity of menu and meal 4.04£0.81 4.16£0.80 -1.910 0.060 4.17£0.76 4.37+0.72 -3.679 0.000
Sanitation of kitchen and cutlery 3.80+0.77 4.23+0.77 -5.022 0.000 3.96£0.71 4.18+0.72 -3.435 0.001
Endeavor to understand for customers needs 3.9540.86 4.15+0.79 -2.926 0.005 4.03£0.85 4.27+0.73 -4.296 0.000
Sanitized dinning room 3.93+0.79 4.18+0.79 -3288 0.002 4.05+0.74 4.27+0.70 -3.867 0.000
Appropriate information of menu 4.05+0.78 4.22+0.75 -2.336 0.002 4.05+0.75 4.21+0.76 -3.153 0.002

Quality of food
Periodical changes of menu 3.88+0.88 4.14+£0.90 -3.059 0.003 4.02+0.82 4.24+0.77 -3.648 0.000
Adequate taste of food 3.96+0.77 4.16£0.80 -3.182 0.002 4.05+0.76 4.24+0.79 -3.540 0.001
Variety of menu 3.81+0.88 3.95+0.88 -1.856 0.068 3.95+0.87 4.18+0.86 -4.100 0.000
Availability of seasonal menu 4.01£0.79 4.14£0.82 -1.910 0.060 4.08+£0.73 4.28+0.72 -3.564 0.001
Quality of food 3.90+0.77 4.11+£0.84 -3.145 0.002 4.10+£0.72 4.32+0.72 -3.774 0.000
Variety of dessert 3.86+0.84 4.05£0.88 -2.217 0.003 3.96+0.85 4.15£0.83 -2.866 0.005
Appropriate quantity of food 4.04£0.74 4.08£0.83 -0.597 0.552 4.08£0.69 4.24+0.72 -2.614 0.010
Proper temperature of food 3.95+0.83 4.14+0.75 -3.012 0.004 3.99+0.82 4.17+0.82 -2.888 0.005
Reasonable price of menu 3.90+0.89 3.97+0.90 -1.150 0254 4.14+0.73 4.38+0.65 -2.783 0.006
Satisfactory appearance of food 3.92+40.86 4.1240.76 -2.637 0.010 4.02£0.75 4.29+0.65 -4.411 0.000

“Meantstandard deviation (1: not satisfied at all, 5: satisfied very much)

®Paired samples t-test
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<Table 5> The differences of customer’s perception in foodservice qualities between before and after COVID-19 according to age

20-39 years (n=86)

>40 years (n=118)

Factor Attributes
Before After  t-value® p value Before After  t-value p value

Service & Environmental hygiene
Appropriate ventilation system 4.03+£0.83" 4.24+0.85 -3.368 0.001 4.05+0.77 4.26+0.71 -4.054 0.000
Kindness of service staff 42240.73 4.42+0.69 -3.814 0.000 4.16£0.75 4.31+£0.69 -2.664 0.004
Pleasant dinning environment 4.14+0.79 4.33+0.77 -2.768 0.007 4.14+0.73 4.29+0.72 -2.536 0.013
Cleanliness of staff’s cloths 4.13+0.73  4.40+0.70 -4.837 0.000 4.09+0.76 4.30+0.64 -4.589 0.000
Expert service of staff 4.07£0.82 4.21+0.83 -3.398 0.001 4.00+0.82 4.18+0.80 -3.179 0.002
Convenience of serving and withdrawal lay-out 420+0.81 4.35£0.81 -2.818 0.006 4.14+0.80 4.30+£0.72 -2.607 0.010
Convenient lay-out of table and chairs 4.14+0.74 4.42+£0.71 -4265 0.000 4.14+0.77 4.36+0.71 -3.766 0.000
Expedited complaint handling 4.00+£0.88 4.16£0.89 -2.155 0.034 3.97+0.82 4.18+0.81 -3.397 0.001
Appropriate air-conditioning and heating system 429+0.81 4.36+0.78 -1.423 0.159 4.1840.69 4.32+0.70 -3.285 0.001
Accuracy of meal time and appropriate serving 3.99+0.76 4.24+0.77 -3.442 0.001 4.08£0.71 4.22+0.67 -2.658 0.009
Sanitation of serving and withdrawal area 4.13+£0.76 429+0.72 -2.155 0.034 4.05£0.80 4.29+0.74 -4.234 0.000
Conformity of menu and meal 4.17+0.80 4.34+0.78 -3.644 0.010 4.08£0.76 4.27+0.74 -3.165 0.002
Sanitation of kitchen and cutlery 3.88£0.74 4.16£0.84 -3.545 0.001 3.99+0.72 4.22+0.66 -4.431 0.000
Endeavor to understand for customers needs 3.9540.89 4.22+0.82 -4.117 0.000 4.03£0.83 4.23+0.71 -3.358 0.001
Sanitized dinning room 3.98+0.74 4.24+0.75 -3.991 0.000 4.03+0.77 4.23+0.72 -3.288 0.001
Appropriate information of menu 4.13£0.75 426+0.74 -1.946 0.055 3.99+£0.77 4.16+0.76 -3.512 0.001

Quality of food
Periodical changes of menu 4.00£0.84 4.21+0.81 -3.059 0.003 3.94+0.85 4.20+0.82 -3.667 0.000
Adequate taste of food 4.07£0.78 4.22+0.85 -2.320 0.023 3.98+0.75 4.20+0.76 -4.299 0.000
Variety of menu 3.98+0.92 4.13+0.84 -2.184 0.032 3.84+0.84 4.07+0.90 -3.929 0.000
Availability of seasonal menu 4.08+0.76 4.28+0.75 -2.756 0.007 4.03£0.75 4.19£0.76 -2.937 0.004
Quality of food 3.95+0.69 4.22+0.79 -3.850 0.000 4.09+0.78 4.26+0.76 -3.108 0.002
Variety of dessert 4.01+£0.83 4.14£0.83 -1.696 0.094 3.86+0.86 4.09+0.87 -3.289 0.001
Appropriate quantity of food 4.09+£0.70 4.17£0.74 -1.044 0299 4.05£0.71 4.19+0.78 -2.537 0.012
Proper temperature of food 3.94+0.85 4.16+0.84 -3.032 0.003 4.00+0.81 4.15+0.77 -2.664 0.009
Reasonable price of menu 4.15+£0.89 4.21£0.81 -0.962 0339 3.99+0.90 4.15+0.86 -3.072 0.003
Satisfactory appearance of food 4.03+£0.79 4.19+0.68 -1.775 0.080 3.94+0.90 4.26+0.71 -5.720 0.000

“Meantstandard deviation (1: not satisfied at all, 5: satisfied very much)
®Paired samples t-test
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<Table 6> The differences of customer’s perception in foodservice qualities between before and after COVID-19 according to education level

High school or College (n=103)

University or post graduate (n=101)

Factor Attributes
Before After  t-value® p value Before After  t-value p value

Service & Environmental hygiene
Appropriate ventilation system 4..03+0.87* 4.24+0.85 -3.585 0.001 4.06+0.72 4.27+0.69 -3.905 0.000
Kindness of service staff 4.1740.77 4.35+£0.74 -3.901 0.000 4.21+0.71 4.37+£0.64 -2.472 0.015
Pleasant dinning environment 4.12+£0.81 4.26+0.84 -2.460 0.016 4.17£0.69 4.35+0.67 -2.804 0.006
Cleanliness of staff’s cloths 4.08+0.79 4.33+£0.70 -4.717 0.000 4.14+0.71 4.35+£0.64 -4.705 0.000
Expert service of staff 4.03£0.82 4.17+0.82 -3.472 0.001 4.03+0.82 4.22+0.81 -3.011 0.003
Convenience of serving and withdrawal lay-out 4.14+0.84 4.28+0.81 -2.883 0.005 4.20£0.76 4.36+0.70 -2.472 0.015
Convenient lay-out of table and chairs 4.06+0.80 4.32+£0.78 -4.363 0.000 4.23+0.69 4.45+0.62 -3.589 0.001
Expedited complaint handling 3.97+0.88 4.16£0.88 -3.009 0.003 3.99+0.81 4.19+0.81 -2.658 0.009
Appropriate air-conditioning and heating system 4.18+0.79 4.28+0.80 -2.170 0.032 4.27+0.71 4.40+0.67 -2.678 0.009
Accuracy of meal time and appropriate serving 4.02+0.80 4.23£0.78 -3.492 0.001 4.06+0.65 4.23+0.63 -2.606 0.011
Sanitation of serving and withdrawal area 4.03+0.83 4.23+0.80 -3.275 0.001 4.14£0.74 4.35+£0.67 -3.128 0.002
Conformity of menu and meal 4.14+£0.81 4.30+0.75 -3.186 0.002 4.11x0.75 4.30£0.76 -2.745 0.007
Sanitation of kitchen and cutlery 3.90+0.79 4.15£0.83 -3.797 0.000 3.99+0.67 4.25+0.62 -4.126 0.000
Endeavor to understand for customers needs 3.99+0.88 4.20+0.81 -4.190 0.000 4.01+0.83 4.25+0.70 -3.367 0.001
Sanitized dinning room 3.94+0.79 4.19+0.83 -4.019 0.000 4.08+0.72 4.28+0.62 -3.415 0.002
Appropriate information of menu 4.11£0.83 4.23+0.78 -2388 0.019 3.99£0.69 4.20+0.72 -3.128 0.002

Quality of food
Periodical changes of menu 3.83£0.89 4.14+0.85 -4.779 0.000 4.10+£0.78 4.28+0.78 -2.260 0.026
Adequate taste of food 4.02£0.82 4.15+0.89 -2.176 0.032 4.02+0.71 4.28+0.68 -4.624 0.000
Variety of menu 3.85+0.93 4.00£0.91 -2.689 0.008 3.94+0.81 4.19+0.83 -3.490 0.001
Availability of seasonal menu 4.02+0.80 4.20+£0.78 -3.749 0.000 4.09+0.71 4.26+0.73 -2.343 0.021
Quality of food 3.93+0.81 4.21£0.86 -4.596 0.000 4.13+0.66 4.28+0.67 -2.337 0.021
Variety of dessert 3.84+0.91 4.0+0.87 -3.380 0.001 4.01+0.78 4.16+0.83 -1.884 0.062
Appropriate quantity of food 4.02£0.77 420+0.81 -2.810 0.006 4.12+0.64 4.17+0.72 -0.761 0.449
Proper temperature of food 4.00+0.86 4.17£0.83 -3.457 0.001 3.95+0.78 4.14+£0.76 -2.495 0.014
Reasonable price of menu 4014097 4.15£0.85 -2.539 0.013 4.11+0.82 4.21+0.84 -1.682 0.096
Satisfactory appearance of food 3.99+40.81 4.17+£0.75 -3.088 0.003 3.97+0.78 4.29+0.64 -4.115 0.000

“Meantstandard deviation(1: not satisfied at all, 5: satisfied very much)
®Paired samples t-test
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<Table 7> The differences of customer’s perception in foodservice qualities between before and after COVID-19 according to job

Office worker (n=44) Specialized job (n=46)
Factor Attributes
Before After  t-value p value Before After  t-value p value

Service & Environmental hygiene
Appropriate ventilation system 3.86£0.93* 4.00£0.96 -1.774° 0.083 3.96x0.84 4.33x0.70 -3.694 0.001
Kindness of service staff 4.16+0.78 4.34+0.71 -2.705 0.010 4.09+0.81 4.30+£0.76 -2.117 0.040
Pleasant dinning environment 3.95£0.83 4.09+0.80 -1.957 0.057 4.13£0.81 4.30+0.63 -1.834 0.073
Cleanliness of staff’s cloths 4.05£0.78 4.21+0.74 -2.852 0.007 4.04£0.79 4.24+0.64 -2.446 0.018
Expert service of staff 3.91+0.86 4.1140.84 -2.453 0.018 4.02+0.83 4.22+0.81 -2.144 0.037
Convenience of serving and withdrawal lay-out 4.05+0.78 4.27+0.69 -3.170 0.003 4.04£0.87 4.35+0.74 -2.842 0.007
Convenient lay-out of table and chairs 4.00+0.75 4.18£0.72 -2.705 0.010 4.13+0.83 4.43+0.75 -3.117 0.003
Expedited complaint handling 3.73+0.10 3.91+0.98 -1.836 0.073 4.02+0.88 4.20+£0.83 -1.479 0.146
Appropriate air-conditioning and heating system 4.00+0.89 4.11£0.78 -1.530 0.133 4.26+0.71 4.37+0.68 -1.401 0.168
Accuracy of meal time and appropriate serving 3.86+0.80 4.02+0.73 -1.857 0.070 4.04+0.76 4.33+0.82 -2.784 0.008
Sanitation of serving and withdrawal area 3.89+£0.87 4.25+0.69 -4.532 0.000 4.02+0.80 4.22+0.79 -1.847 0.071
Conformity of menu and meal 4.02+0.85 4.18+0.76 -1.857 0.070 3.96+0.82 4.33+0.76 -3.528 0.001
Sanitation of kitchen and cutlery 3.93+0.79 4.00+0.89 -0.771 0.445 3.87+0.72 4.22+0.66 -4.488 0.000
Endeavor to understand for customers needs 3774091 4.14+0.80 -3.932 0.000 3.93+0.90 4.33+0.73 -3.429 0.001
Sanitized dinning room 4.02£0.70 4.11£0.75 -1.159 0253 3.93+0.77 4.28+0.69 -3.341 0.002
Appropriate information of menu 3.91£0.86 4.05+0.86 -1.634 0.110 4.04£0.79 4.13£0.75 -0.781 0.439

Quality of food
Periodical changes of menu 3.82£0.82 4.11£0.75 -3.543 0.001 3.87+0.83 4.28+0.83 -2.737 0.009
Adequate taste of food 3.80+£0.77 3.95£0.89 -2.007 0.051 3.98+0.77 4.26+0.83 -2.925 0.005
Variety of menu 3.64+1.01 3.89+0.95 -3.107 0.003 3.80+0.81 4.09+0.89 -2.460 0.018
Availability of seasonal menu 3.89+0.80 4.14+0.70 -3.325 0.002 4.07£0.77 4.28+0.81 -2.026 0.049
Quality of food 3.91+0.83 4.09+£0.77 -2.432 0.019 3.94+0.74 4.33+0.76 -3.564 0.001
Variety of dessert 3.7540.92  4.07+0.79 -3.130 0.002 4.02+0.77 4.24+0.77 -1.701 0.096
Appropriate quantity of food 4.05+0.75 4.07£0.73 -0298 0.767 3.96+0.79 4.24+0.79 -2.662 0.011
Proper temperature of food 3.70£0.93 3.91+0.88 -2..663 0.011 3.78+0.84 4.11+0.95 -2.540 0.015
Reasonable price of menu 3.77£1.10 4.02+0.95 -3.107 0.003 4.07+0.83 4.15+0.84 -0.781 0.439
Satisfactory appearance of food 3.80£0.80 4.14+0.70 -3.506 0.001 3.85+0.77 4.20£0.69 -3.201 0.003




<Table 7> The differences of customer’s perception in foodservice qualities between before and after COVID-19 according to job (continued)

Sales & Services (n=18)

Public official (n=40)

Factor Attributes
Before After  t-value p value Before After  t-value p value
Service & Environmental hygiene
Appropriate ventilation system 4.28+0.58 4.39+0.50 -0.697 0.495 4.05+0.64 4.33+0.66 -3.139 0.003
Kindness of service staff 428+0.75 4.50+£0.51 -1.458 0.163 4.00+£0.72 4.35£0.70 -3.009 0.005
Pleasant dinning environment 4.39+£0.80 4.67+0.59 -1.567 0.135 4.25+0.63 4.45+0.60 -1.842 0.073
Cleanliness of staff’s cloths 4.114047 4.50+0.62 -3.289 0.004 4.15+0.74 4.48+0.59 -3.664 0.001
Expert service of staff 4.06£0.73 4.39+0.70 -2.062 0.055 4.18+0.75 4.63+0.74 -2.014 0.051
Convenience of serving and withdrawal lay-out 4.50+0.51 4.67£0.49 -1.000 0.331 4.20+0.79 4.35+0.77 -1.525 0.135
Convenient lay-out of table and chairs 4.33+0.59 4.78£0.43 -2.675 0.016 4.18+0.71 4.55£0.60 -3.365 0.002
Expedited complaint handling 4334049 4.61£0.50 -1.761 0.096 3.95£0.75 4.35+0.70 -3.007 0.005
Appropriate air-conditioning and heating system 439+0.50 4.72£0.46 -2.380 0.029 4.25+0.71 4.43+£0.71 -2.211 0.033
Accuracy of meal time and appropriate serving 4.17+0.51 4.61£0.50 -2.675 0.016 3.98+0.70 4.20+£0.61 -1.940 0.060
Sanitation of serving and withdrawal area 4.28+0.67 4.444+0.51 -1.000 0.331 4.1840.68 4.43+0.68 -2.236 0.006
Conformity of menu and meal 4331049 4.61+£0.61 -1.567 0.135 4.20+0.76 4.35+0.77 -1.637 0.110
Sanitation of kitchen and cutlery 4.17+0.51 4.17£0.51 0.000 1.000 3.83+0.75 4.35£0.70 -4.423 0.000
Endeavor to understand for customers needs 439+0.50 4.56£0.51 -1.144 0.269 4.05+0.90 4.23+0.80 -1.740 0.090
Sanitized dinning room 4.11+0.83 4.44+0.51 -1.844 0.083 3.98+0.77 4.28+0.75 -2.762 0.009
Appropriate information of menu 422+0.73 4.50+0.51 -2.051 0.056 4.03£0.70 4.33+0.57 -2.926 0.006
Quality of food
Periodical changes of menu 4.39+£0.79 4.39+0.61 0.000 1.000 4.10£0.78 4.33+0.80 -2.157 0.037
Adequate taste of food 4.22+0.55 4.56+0.51 -2.062 0.055 4.23+0.83 4.40+0.74 -1.740 0.090
Variety of menu 43940.61 4.56+0.51 -1.000 0.331 3.93+0.80 4.20+0.82 -2.317 0.026
Availability of seasonal menu 4.29+0.59 4.29+0.69 0.000 1.000 4.13+0.61 4.35+0.66 -2.296 0.027
Quality of food 428+0.67 4.61+0.70 -1.374 0.187 4.06£0.64 4.33+0.73 -2.634 0.012
Variety of dessert 43940.70 4.33+£0.69 0270 0.790 4.05£0.75 4.18+£0.75 -1.044 0.303
Appropriate quantity of food 411047 4.17£0.51 -0.437 0.668 4.00+0.64 4.29+0.82 -2.075 0.045
Proper temperature of food 4.33+0.59 4.33+£0.69 0.000 1.000 3.95+0.68 4.40+0.67 -4.201 0.000
Reasonable price of menu 422+0.73 4.33+£0.69 -0.622 0.542 4.28+0.75 4.38+0.71 -1.275 0210
Satisfactory appearance of food 4.06£0.64 4.61+£0.60 -3.344 0.004 4.18+0.75 4.33+0.57 -1.183 0.244
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<Table 7> The differences of customer’s perception in foodservice qualities between before and after COVID-19 according to job (continued)

Others (n=56)

Factor Attributes
Before After  t-value p value
Service & Environmental hygiene
Appropriate ventilation system 4.18+0.79 4.30+0.78 -1.992 0.051
Kindness of service staff 42140.73 4.30+0.74 -1.694 0.096
Pleasant dinning environment 4.32+0.69 4.32+0.81 0.000 1.000
Cleanliness of staff’s cloths 4.18+£0.79 4.38+0.70 -3.042 0.004
Expert service of staff 4.02+0.86 4.05+0.86 -1.000 0.322
Convenience of serving and withdrawal lay-out 4234+0.83 4.20+0.86 0.704 0.484
Convenient lay-out of table and chairs 4.18+0.77 4.25+0.75 -1.000 0.322
Expedited complaint handling 4.05£0.80 4.09+0.86 -0.629 0.532
Appropriate air-conditioning and heating system 430+0.74 4.30+0.78 0.000 1.000
Accuracy of meal time and appropriate serving 4.18+0.72 4.214£0.68 -0.531 0.597
Sanitation of serving and withdrawal area 4.16+£0.80 4.23+0.81 -0.893 0.376
Conformity of menu and meal 421£0.76 4.23+0.76 -0.275 0.784
Sanitation of kitchen and cutlery 4.04+0.74 4.23+0.74 -2.657 0.010
Endeavor to understand for customers needs 4.07+0.78 4.11+0.76 -0.704 0.484
Sanitized dinning room 4.05+0.77 4.20+0.80 -1.931 0.059
Appropriate information of menu 4.13+£0.72  4.25+0.82 -1.992 0.051
Quality of food
Periodical changes of menu 3.93+0.91 4.07+0.91 -2.057 0.044
Adequate taste of food 4.02+0.73 4.13£0.74 -1.764 0.083
Variety of menu 4.00+0.87 4.04+0.89 -0.629 0.532
Availability of seasonal menu 4.05+0.80 4.13£0.79 -1.000 0.322
Quality of food 4.09+0.77 4.13£0.79 -0.629 0.532
Variety of dessert 3.95+0.86 4.04+0.93 -1.218 0.228
Appropriate quantity of food 421+0.71 4.16£0.80 0.830 0.532
Proper temperature of food 4.05+0.88 4.05£0.82 0.000 1.000
Reasonable price of menu 4.07+0.89 4.13+0.88 -1.137 0.130
Satisfactory appearance of food 4.07+£0.78 4.14+0.80 -0.942 0.350
“Meantstandard deviation (1: not satisfied at all, 5: satisfied very much)
®Paired samples t-test
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<Table 8> The differences of customer’s perception in foodservice qualities between before and after COVID-19 according to marital status

Unmarried (n=73)

Married (n=131)

Factor Attributes
Before After  t-value p value Before After  t-value p value
Service & Environmental hygiene
Appropriate ventilation system 4.00+0.78* 4.25+0.76 -4.266° 0.000 4.07+0.81 4.26+0.78 -3.586 0.000
Kindness of service staff 4.12+0.71 4.30+0.68 -3.161 0.002 4.22+0.76 4.39+0.70 -3.153 0.002
Pleasant dinning environment 4.18+0.71 4.32+0.71 -2.001 0.049 4.12+0.78 4.30+0.76 -3.148 0.002
Cleanliness of staff’s cloths 4.10£0.71 4.34£0.69 -4.042 0.000 4.11+£0.77 4.34+0.66 -5.267 0.000
Expert service of staff 3.97+0.80 4.14+0.79 -2.977 0.004 4.06+0.83 4.22+0.83 -3.323 0.001
Convenience of serving and withdrawal lay-out 4.14+0.81 4.27£0.84 -2.435 0.017 4.18+0.80 4.34+0.71 -2.911 0.004
Convenient lay-out of table and chairs 4.11£0.70 4.34+0.69 -3.247 0.002 4.16£0.78 4.40+0.72 -4.592 0.000
Expedited complaint handling 3.89+0.84 4.10+0.89 -2.926 0.005 4.03+0.84 4.21+0.82 -2.866 0.005
Appropriate air-conditioning and heating system 421+0.73 427+0.75 -1.688 0.096 4.24+0.76 4.37+0.73 -3.008 0.003
Accuracy of meal time and appropriate serving 4.03+£0.71 4.16£0.73 -1.794 0.077 4.05+0.74 7.27+0.70 -4.062 0.000
Sanitation of serving and withdrawal area 4.08+0.70 4.22+0.75 -1.739 0.086 4.08+0.83 4.33+0.72 -4.413 0.000
Conformity of menu and meal 4.15£0.76 4.27+0.77 -1910 0.060 4.11+£0.79 4.31+0.75 -3.679 0.000
Sanitation of kitchen and cutlery 3.89£0.70 4.12+0.82 -3.247 0.002 3.98+0.75 4.24+0.69 -4.560 0.000
Endeavor to understand for customers needs 3.97+0.82 4.25+0.80 -4.185 0.000 4.02£0.88 4.21+0.73 -3.498 0.001
Sanitized dinning room 3.90+0.77 4.14+£0.75 -3.133 0.003 4.07£0.75 4.29+£0.72 -3.984 0.000
Appropriate information of menu 4.04£0.75 4.22+0.73 -2258 0.027 4.05£0.77 4.21+0.77 -3.242 0.002
Quality of food
Periodical changes of menu 3.92+40.80 4.08+0.89 -1.933 0.057 3.99+0.87 4.27+0.77 -4.518 0.000
Adequate taste of food 4.00£0.78 4.15+0.83 -2.170 0.033 4.03£0.75 4.24+0.78 -4.303 0.000
Variety of menu 3.97+0.83 4.10+£0.84 -1.692 0.095 3.85£0.90 4.09+0.90 -4.216 0.000
Availability of seasonal menu 4.10+£0.71 4.25+0.78 -2.170 0.033 4.03£0.78 4.22+0.75 -3.396 0.001
Quality of food 3.95+0.72 4.18+0.79 -3.374 0.001 4.07+0.76 4.28+0.76 -3.613 0.000
Variety of dessert 4.00+0.80 4.08+0.85 -1.097 0276 3.89+0.87 4.13+0.85 -3.605 0.000
Appropriate quantity of food 4.11+0.69 4.12£0.78 -0.168 0.867 4.05+0.75 4.24+0.78 -3.158 0.002
Proper temperature of food 3.99£0.81 4.01+0.83 -0.424 0.673 3.97£0.83 4.24+0.77 -4.514 0.000
Reasonable price of menu 4.16+0.78 4.18+0.81 -0.207 0.836 4.00+0.95 4.18+0.86 -3.580 0.000
Satisfactory appearance of food 3.9240.72 4.12£0.71 -2.637 0.010 4.02+0.83 4.29+0.69 -4.411 0.000
“Meantstandard deviation (1: not satisfied at all, 5: satisfied very much)
®Paired samples t-test
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