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A Study of Effect on Customer Orientation and Job Satisfaction of
Customer Related Stress of Dietitians in Consigned Food Service Organizations
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ABSTRACT

This study determined how to increase the job satisfaction of dietitians employed in food
service organizations by analyzing the relationship between customer—related job stress, customer
orientation, and job satisfaction. An online survey was conducted between February 12 and
March 23, 2018 for dietitians working at three consigned foodservice companies. A total of
196 respondents responded, except for the inappropriate responses. 171 samples of data were
used to analyze the final results. The overall customer—related job stress was significantly different
according to drinking water at 3.67 points, disproportionate customer expectations’ (P <0.05)
and disliked customers (p<0.05). The average customer orientation was 3.80 points, the convivial
dimension was 3.80 points, and the procedural dimension was 3.79 points. The average of job
satisfaction was 3.18 points for less than 200 meals, 3.16 points for more than 200 meals and
less than 700 meals, and 3.20 points for more than 700 meals and 3.16 points. As a result
of analyzing the effect of customer-related job stress due to customer orientation, ‘excessive
customer expectations’ had a significant effect (p<0.05). The more meals, the higher the stress
for dietitians and the lower job satisfaction. Only 31.0% of full-time dietitians were employed
at food service organization of 700 meals and above. Companies will need to deploy the right
number of dietitians according to the number of meals served in order to provide high quality
meals and services to their customers.
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Table 1. General characteristics of the respondents

N(%)
Category <200 meals 200~<700meals =700 meals Total e
(N=44) (N=69) (N=58) (N=171)
Gender Male 4(2.3) 3( 1.8) 3( 1.8) 10 (5.8) L17
Female 40(23.4) 66(38.6) 55(32.2) 161(94.2) '
20s 29(17.0) 26(15.2) 21(12.3) 76(44.4)
Age 30s 14( 8.2) 42(24.6) 35(20.5) 91(53.2) 11.79"
240s 1€ 0.6) 1€ 0.6) 2(1.2) 40 2.4)
College 17( 9.9) 12( 7.0) 7C 4.1 36(21.0)
Education University 25(14.6) 53(31.0) 45(26.3) 123(72.0) 12.45"
Graduate school 2(1.2) 4(2.3) 6( 3.5) 12( 7.0)
<1 17( 9.9) 23(13.5) 12( 7.0) 52(30.4)
Period of working 1~below 3 13( 7.6) 24(14.0) 26(15.2) 63(36.8)
for the present  3~below 5 8( 4.7 11( 6.4) 5( 2.9 24(14.1) 10.6
operation(years) ~ 5~below 10 4(2.3) 10( 5.8 11( 6.4 25(14.6)
>10 2(1.2) 1€ 0.6) 402.3) 7(4.1)
<1 402.3) 4(2.3) 3( 1.8 11 6.4
Work experience 1~below 3 16( 9.4 13( 7.6) 8( 4.7 37(21.6)
as a dietitian 3~below 5 11 6.4 14( 8.2) 14( 8.2) 39(22.8) 14.65
(years) 5~below 10 11( 6.4) 33(19.3) 24(14.0) 68(39.8)
>1 2(1.2) 5(2.9) 9( 5.3) 16( 9.4
8 5(12.9) 6( 3.5 2( 1.2 13( 7.6)
Daily working 8~below 9 25(14.6) 36(21.1) 32(18.7) 93(54.4) 336
hours 9~below 10 10( 5.8 20(11.7) 16( 9.9 46(26.9) '
=10 4(2.3) 7( 4.1) 8( 4.7 19(11.1)

"p<0.05
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Table 2. Organizational characteristics of the respondents

N(%)
Category {200meals  200~<700meals =700meals Total X
(N=44) (N=69) (N=58) (N=171)
Factory 20(11.7) 28(16.4) 16( 9.4) 64(37.4)
Hospital 3( 1.8) 9( 5.3) 11( 6.4) 23(13.5)
Operating Training institute 1€ 0.6) 5( 2.9 1€ 0.6) 7( 4.1) 13.3
group Office & government office 14( 8.2) 19(11.1) 24(14.0) 57(33.3)
University 0 0.0) 3( 1.8) 2(1.2) 5(2.9)
Others 6( 3.5 5(2.9 40 2.3) 15( 8.8)
Relation Related company 9( 5.3) 9( 5.3) 12( 7.0) 30(17.5) 162
with company  Consignment company 35(20.5) 60(35.1) 46(26.9) 141(82.5) '
contract on Profit and loss type 33(19.3) 61(35.7) 47(27.5) 141(82.9) 567
consigned method Management fee type 10( 5.8) 8( 4.7 11(6.4) 29(17.1)
1 39(22.8) 53(31.0) 18(10.5) 110(64.3)
Regular dietitian 2 3( 1.8) 8( 4.7 19(11.1) 30(17.5) 444"
(person) 3 1€ 0.6) 2(1.2) 5( 2.9 8( 4.7)
>4 1€ 0.6) 6( 3.5 16( 9.4) 23(13.5)
Temporary 1 1€ 0.6) 8( 4.7 5(2.9) 14 (8.2)
dietitian 2 3( 1.8) 2(1.2) 2(1.2) 7( 4.1) 4.06
(person) No 40(23.4) 59(34.5) 51(29.8) 150(87.7)
Frequency 1 6( 3.5 1€ 0.6) 0( 0.0) 7( 4.1)
of meals 2 110 6.4 13( 7.6) 6( 3.5 30(17.5) 28,38
per day 3 23(13.9) 46(26.9) 32(18.7)  101(59.1)
(times) >4 40 2.3) 9( 5.3) 20017 33(19.3)
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Table 2. continued

X HM30# 43 2019

Category {200meals  200~<700meals  >700meals Total I
(N=44) (N=69) (N=58) (N=171)

No selective 30(17.5) 31(18.1) 4( 2.3) 65(38.0)
Type of Selective 110 6.4 35(20.5) 48(28.1) 94(55.0) 5016
service Cafeteria 1( 0.6) 1( 0.6) 6( 3.5 8(4.7)

Others 2(1.2) 2(1.2) 00 0.0) 4(2.3)

<1 12( 7.0) 11 6.4 6( 3.5) 29(17.1)
Period of a 1 ~below 3 26(15.2) 4721.5) 34(19.9) 107(62.9)
contract 3~below 5 1€ 0.6) 5(2.9) 9( 5.3 15(8.8) 13.59
(years) >5 2(1.2) 3( 1.8 5(2.9) 10(5.9)

Others 3( 1.8) 3( 1.8 3( 1.8 9(5.3)

1 6( 3.5) 13( 7.6) 5(2.9) 24(14.0)
Times of 2 9( 5.3) 15( 8.8) 7( 4.1) 31(18.1)
contract 3 7( 4.1) 11( 6.4) 12( 7.0) 30(17.5) 15.23
extension 24 9( 5.3) 19(11.1) 27(15.8) 55(32.2)

No 13( 7.6) 11€ 6.4) 7( 4.1 31(18.1)

1~below 6 25(14.6) 55(32.2) 37(21.6) 117(68.8)
Times of 6~below 12 4(2.3) 10 0.6) 3(1.8) 8(4.7)
customer >12 3(1.8) 6( 3.5 6( 3.5 15@8.8) 15.47
satisfaction
survey per year Irregular 9( 5.3 5(2.9) 8( 4.7 22(12.9)

No 3( 1.8 1€ 0.6) 4(2.3) 8(4.7)

Ak ke

P<0.001
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Table 3. Customer-related job stress scores of contracted foodservice dietitians according to the number of meals

Category Item {200meals  200~<700meals =700meals Total Fevalue
(N=44) (N=69) (N=58) (N=171)

Some customers always demand special treatment 364 + 089 386 £ 1.02 390 £ 081 3.81 = 0.92 1.123

Our customers do not recognize when we are very busy 375 £ 099 387 £ 087 379 £ 1.02 381 = 095 0.229

Complaining without reason is common among our customers 361 £ 081 377 £ 093 39 £ 074 377 £ 0.84 1426

gigeegi;ieoﬁl;stomer Our customers demands are often exorbitant 377 £ 094 401 + 081 403 + 0.75 396 + 083 1.516

It is difficult to make arrangements with customers 323 + 091 339 £ 0.77% 3.64 + 0.83" 343 + 084 3.211°

Customers’ instructions can complicate our work 3.64 £ 099 394 + 0.75 39 £ 0.79 3.85 + 0.83 1.979

Sub total 3.61 £ 0.72 381 £ 0.62 386 = 0.59 3.77 + 0.64 2.141

Our distribution work is steadily interrupted by certain customers 295 £ 091 297 + 1.08 322 + 1.09 3.05 + 1.05 1.182

o Our customers have no manners 3.80 + 0.85° 4.07 + 0.83" 4.22 * 0.84° 405 + 0.85 3.309"
Disliked customers )

One has to work together with customers who have no sense of humor 3.09 £ 092 329 £ 094 345 + 080 329 £ 090 2.001

Sub total 3.28 + 0.67° 3.44 + 073 3.63 + 0.70° 347 + 0.71  3.172°

Customers often shout at us 357 £ 093 351 = 1.04 379 £ 093 362 + 098 1.439

Customer verbal Customers get angry at us even over minor matters 3.18 £ 0.92 3.49 + 0.96 3.62 + 1.04 3.46 = 0.99 2.588

aggression Customers are always complaining about us 359 £ 082 387 £ 080 395 £ 076 3.82 + 0.80 2.736

Sub total 344 £ 074 368 + 0.75° 3.80 + 0.71" 3.66 + 0.74  3.12°

Total 348 + 0.67° 3.68 + 0.61% 379 + 059" 3.67 + 0.63  3.193"

Y Mean + SD, 5-point Likert scale: 1=strongly disagree~5=strongly agree.

"p<0.05, ""p<0.01,

ok

p<0.001. *® Tukey HSD a,b: Not significant if they contain the same characters
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Table 4. Customer orientation measure according to the number of meals

{200meals

200~ {700meals

>700meals

Total

Category Item (N=44) (N=69) (N=58) (N=171) F-value
Keep hands, face, body, clothes, and always clean. 4.30 + 0.70 413 £ 075 437 = 056 425 £ 0.68 1.990
When I talk with the customer, I talk while watching face. 434 + 0.61 415 £ 0.61 426 = 048 424 £ 0.57 1.640
I treat customers in careless or clueless ways.(R) 245 £ 109 244 + 085 245 + 098 245 + 096 0.003
I do not laugh at the pressure of work(R). 320 £ 095 331 £ 095 336 £ 1.07 330 £ 099 0.319
Convivial I use words that are \’zvarm and friendly when I talk to clients. 3.84 + 0.61 387 + 0.64 391 + 0.61 388 + 0.62 0.172*
dimension I remember customers’ tastes and characteristics and express their interests. 3.98 + 0.73*  4.07 + 0.63* 3.74 + 0.69"° 3.94 + 0.69 3.893‘
I try to provide the best service to my customers. 423 £ 057" 406 = 0.69° 390 + 0.58° 4.05 + 0.63 3.543
I try to give my customers expectations about meals 391 £ 077 399 £ 0.65 3.83 £ 0.63 391 + 0.68 0.859
I serve customers to feel as convenient as possible. 393 £ 0.59 4.00 + 0.66 388 + 0.56 394 = 0.61 0.620
I treat kind customers with even the most demanding customers 389 + 0.81 396 £ 0.72 388 £ 0.73 391 + 0.74 0.205
I greet you immediately when a customer comes in, regardless of what I have to do.  4.05 £ 0.71 387 £ 0.87 395 + 0.76 394 £ 0.80 0.658
Sub total 3.83 £ 0.34 381 + 038 377 £ 034 380 £ 036 0.334
I provide consistent and timely service when the customer asks. 359 £ 069 374 £ 074 383 £ 0.68 373 £ 0.71 1.406
I provide the necessary services before the customer asks. 366 £ 0.78 343 + 0.76 343 + 0.68 349 + 0.74 1.540
I answer the customer’s questions promptly and accurately. 391 £ 056 391 + 0.64 379 £ 0.64 387 £ 0.62 0.699
When I host a customer, I provide additional services besides basic services 3.75 + 0.69° 336 + 0.86° 3.47 + 0.73° 350 + 0.79 3.444
I identify and process customer service requirements in order of priority. 3.84 + 0.71 386 £ 0.6 3.76 + 0.66 3.82 + 0.65 0.381
Procedural I analyze customers’ evaluations. 377 £ 0.74 374 £ 0.68 3.66 = 0.61 372 £ 0.67 0.432
dimension I endeavor to constantly resolve customer complaints. 391 £ 056 390 = 0.62 391 £ 0.6 391 = 0.6 0.011
I follow procedures (service manuals) so that I can provide smooth service to my clients. 3.89 = 0.54 380 + 0.63 3.86 = 0.58 3.84 £ 0.59 0.358
[ participate in customer service training for managers. 393 + 0.85 399 £ 0.78 395 £ 0.66 396 = 0.75 0.076
I conduct customer service training to cooking staff. 400 £ 0.86 4.00 £ 0.82 4.17 = 0.57 4.06 £ 0.76  0.994
I know enough about all the products and services available 389 £ 066 383 £ 0.73 383 £ 0.68 384 = 0.69 0.121
Sub total 383 + 043 378 £ 046 379 + 043 379 + 044 0.208
Total 3.83 £ 0.34 379 £ 039 378 £ 0.35 3.80 £ 0.37 0.256
Y Mean % SD, 5-point Likert scale:1=strongly disagree~5=strongly agree.
"p<0.05, ""p<0.01, ""p<0.001. Rireverse coding ® Tukey HSD a,b: Not significant if they contain the same characters



Table 5. Job satisfaction according to the number of meals

<{200meals

200~ <700meals

>700meals

Total

frems (N=44) (N=69) (N=58) =17 Pl
Dietitians are right for my aptitude. 298 + 0.88 3.04 £ 1.06 274 £ 1.1 292 + 1.03 1.435

Dietitians have clear authority and responsibilities. 3.45 + 0.98 3.54 £ 0.96 350 £ 1.1 350 + 1.01 0.237
I feel a sense of accomplishment in my work. 3.18 + 0.82 3.03 £ 0.95 3.00 £ 1.04 3.06 = 0.95 0.088
My job is stereotypical. 3.27 £ 1.02 3.38 £ 0.95 350 £ 1.01 339 + 0.99 0.511

My job is very important. 3.68 £ 0.80 368 £ 072 372 £ 0.62 370 £ 0.70 0.669
My job is difficult to finish within the given time due to the high volume of work. 3.07 £ 1.02 3.35 £ 0.98 355 £ 1.14 335 £ 1.06 0.07

My colleagues inspire and encourage me. 3770 = 0.77 372 + 0.82 348 + 0.86 3.64 = 0.82 2.66

I am satisfied with my relationship with my colleagues 3.57 £ 0.82 3.88 £ 0.78 376 £ 0.71 376 + 0.77 1.563
I have a lot of conversations with my colleagues. 373 £ 0.76 3.84 £ 0.85 393 £ 0.75 3.84 = 0.79 2.287
My boss respects my opinion. 3.27 = 0.79 3.03 = 1.00 302 £ 095 3.09 = 0.93 0.826
My supervisor actively supports me when I handle my work. 3.09 £ 0.71 2.84 + 093 284 £ 1.06 291 = 0.93 1.172
My boss knows my job well. 3.30 =+ 0.85 322 + 0.97 302 £ 093 3.17 = 0.93 1.172
I am satisfied with the company’s promotion system. 2.39 + 0.69 252 + 0.89 233 £ 0.87 242 + 0.83 1.285
There is limited opportunity for company promotion. 370 £ 0.85 3.68 £ 0.78 3.63 £ 09 3.67 = 0.83 0.908
Promotion of the company is unfair. 3.43 + 0.85 3.49 + 0.92 3.64 + 091 352 £ 0.90 0.103
[ am satisfied with my salary level. 2.41 + 0.90 239 £ 094 229 £ 0.88 236 + 091 0.759
My salary level is generally high. 239 £ 1.02 259 + 1.03 247 £ 096 2.50 = 1.00 0.261

I am satisfied with the environment of my workplace.. 273 £ 1.11 2.64 £ 1.08 2,67 £ 1.12 2.67 £ 1.10 0.618
I am satisfied with the company s welfare system. 277 £ 1.14 291 + 0.90 290 £ 097 2.87 = 0.99 0.089
Total 3.16 £ 0.31 320 £ 039 316 + 037 3.18 £ 0.36 0.298

Y Mean #+ SD, 5-point Likert scale:1=strongly disagree~5=strongly agree.
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Table 6. Effect of job stress on customer orientation

Unstandardized coefficients Standardized coefficients

Independent variable t value
B SE B
(Constant) 2.980 0.160 18.619""
Excessive customer expectations 0.163 0.071 0.285 2.279"
Disliked customers 0.062 0.052 0.121 1.191
Customer verbal aggression -0.003 0.060 -0.007 -0.056
R?=0.138 , Adjusted R?=0.123, F=8.949""", Dubin-Watson=2.040
"p<0.05, """p<0.001
Table 7. Effect of job stress on job satisfaction
} Unstandardized coefficients Standardized coefficients t value
Independent variable
B SE B
(Constant) 3.469 0.169 20.488"""
Excessive customer expectations 0.007 0.076 0.012 0.093
Disliked customers -0.036 0.055 -0.070 -0.647
Customer verbal aggression -0.054 0.063 -0.110 -0.846

R?=0.024, Adjusted R?=0.006, F=1.357(P=0.258), Dubin—Watson=2.109

S

p<0.001
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