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Abstract: Students are sandwiched between the intensity of time to be devoted to their studies and to pursue
their nutritional requirements. Hence, they are pressured to patronize the university’s food service as an
alternative source to for food and beverages. This study empirically examines students’ acceptance level and
satisfaction  on the service delivery attributes at Universiti Teknologi MARA (UiTM) hostel cafeterias.
Through self-reported experiences on three dimensions of service delivery attributes, students who reside in
UiTM Shah Alam hostels, namely Kolej Seroja, Kolej Anggerik and Kolej Perindu went through a
questionnaire survey. Results revealed that food and beverages and service attributes are the major
determinants looked at by students when dining at UiTM hostel cafeterias and they had the same expectations
as  other  restaurant  customers.  They  expect  decent  food and beverages with an acceptable degree of
service. Nevertheless, their expectations were not met. In conclusion, UiTM as an educational institution
should  have  more  systematic  procedures in combating the above mentioned issues for the benefit of
students as stakeholders and at the same time boost confidence among parents or guardians. Therefore, the
students’ expressions on these attributes have directly given significant impact not only to them but also to
the operators as well as UiTM as a whole.
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INTRODUCTION given a certain years of contract to run the business in the

In any university, development and packaging of McDonalds and other international renowned fast food
knowledge to be imparted to the students are the main companies are operated in many United States
purposes of its existence. Universities are places where universities. Besides that, other independent operators
knowledge is acquired, shared and disseminated. Besides also operated in university premises running restaurants,
these, food is also vital for the students’ thought. Food is cafeterias, food courts, kiosks, vending machines, dining
a substance that is eaten, drunk, or else taken into the halls and stalls. Similar scenarios are also observed in
body to sustain life, furnish energy and promote growth. universities around the globe including Malaysia.
Moreover, food does not only give energy but also helps In line with that, the foodservice operators without
the brain by giving it fuel that enhances intelligence [1]. doubt  have to comply with the rules and guidelines set
Nutritious food consumed by students therefore makes by the authorities. One of the popular guidelines is that
their brains alert, concentrate better in their studies and the operators are required to provide good packaging of
produce positive output or outstanding performance food and services which is part of service delivery
besides healthy or physical wellbeing. attributes. Commentators [3-7] posit that service delivery

The above statement clearly indicates that providing attributes consist of food and beverages (taste, variety,
food in universities is extremely important. With that, quality of food many more), services (efficient, fast
foodservice operations are found to be operated in the service and many more), operating environment and
university campuses. In this modern era, most university human elements (concept, layout and conducive dining
foodservice operations are outsourcing whereby the environments, hygiene and cleanliness, entertainment,
independent food operators or food companies are being word of mouth and many more).

campus [2]. For instance, Kentucky Fried Chicken and
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Researcher [7-8] contented that students are dining halls. In the early years of operation, most of the
sandwiched  between  the  intensity  of  time  to be food courts have successfully attracted students not only
devoted to their studies and time to pursue their among the resident students but also non- resident
nutritional requirements. Hence, they are pressured to students and this has created a great competition among
patronize the university foodservice as an alternative the operators. Nevertheless, the number of students
source to seek for food and beverages. They are patronizing  the residential hostel cafeterias are reported
patronizing  the  place   not   only   to   fulfill  their to have declined in the recent years [26]. This occurrence
appetites and to satisfy their hunger, but they are also could be related to the inability of the operators in
looking for something beyond that such as a place that providing and maintaining good quality of food and
enables them to socialize, meet friends, exchange ideas service delivery processes which probably lead to
and knowledge or simply just to chill out. As customers, students’ dissatisfaction. The issues have given serious
students are expected to be treated well when dining at consequences  to UiTM, students and the operators.
university foodservice outlrts. This is particularly relates With that, this study empirically assesses students’
to quality of food, efficiency and reliability of service acceptance and satisfaction level on service delivery
rendered and friendliness of the employees and many attributes at UiTM Shah Alam hostel cafeterias. The main
others [9-10]. objective is further supported by the immediate objectives

Researchers [11-13] recognized that these service (i) to examine students’ acceptance level on the service
delivery attributes are closely related to customer delivery attributes and (ii) to examine students’ level of
satisfaction and influenced repeat purchase and word-of satisfaction on the service delivery attributes.
mouth marketing. Among all the possible determinants,
food quality and service attributes are rated as the most MATERIALS AND METHODS
powerful  predictors of customer intent to return [14-18].
A number of studies have focused on the quality of food, A quantitative approach is found to be the most
menu choices, customer satisfaction and service quality suitable method for information gathering for this
of restaurant businesses [19-25] nevertheless, lack of descriptive study. With that, a self-reported experience
published studies looking at service delivery attributes at through  a questionnaire survey is developed to obtain
the university food service particularly at residential the required information.
hostel cafeterias. Three UiTM Shah Alam student hostel cafeterias

Issue in the Contextual Setting: The dining hall concept were chosen for data collection Approximately, 3,000
in University Teknologi MARA started since the students are currently accommodated in these hostels.
development of Maktab RIDA 42 years ago. Since then, Besides that, students from other residential colleges
the dining  concept  has  not  vigorously  changed. within UiTM Shah Alam main campus are also allowed to
However, since  2005  the  concept  has  been patronize these cafeterias. Owing to the large number of
transformed into the cafeteria through a food court students it is almost impossible for the researcher to
concept. In this new concept, students are given an collect data from the whole population. Therefore, a
allowance of RM4 per day by UiTM which is simple random sampling method was opted and one week
automatically banked-in into their individual accounts. was allocated for data collection process. Based on
The food courts are operated by independent operators previous researchers’ experience, 30-40 questionnaires
in the dining halls and students are free to choose could be collected per day. Thus, 500-600 questionnaires
whichever cafeteria that suits their taste within the were collected.
university residential hostels. With the introduction,
students can dine at flexible operational hours compared Instrument:  On the questionnaire development, five
to previously at specific time only (three times a day). major sections were developed. Questions were
This new concept in other words gives students freedom composed  to  be  as understandable as possible to
to have meals at anytime [26]. reduce any possible uncertainties. Most of the questions

This concept also provides more options for students in the instrument were replicated from [6, 27, 9, 2]. Each
in terms of food and beverages selections as more food section contains questions addressing the variables of
stalls are operated by different individual operators in the interest.

located at Kolej Seroja, Kolej Perindu and Kolej Anggerik
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Data Collection Process: The surveys were then
conducted at three of UiTM residential hostel’s cafeterias
of Kolej Seroja, Kolej Anggerik and Kolej Perindu
during dinner time. Before distributing the questionnaires,
students were approached individually. With their full
cooperation, a total of 300 questionnaires were
successfully collected from each of the residential
hostel’s cafeterias at 100 questionnaire per hostel.
Subsequently,  the  assessment  of internal reliability
using the Cronbach’s Alpha method was applied. All
sections achieved the coefficient value above 0.80 and
achieve high results probably due to the replicated
questions from the past studies.

RESULTS AND DISCUSSIONS

Demographic Profile of the Respondents: Out of 300
respondents, 34.7 percent (n= 104) were male students as
opposed to 65.3 (n= 196) female students. This is not
surprising as females outweighed the male students in all
UiTM residential hostels. With regard to age, 61.3 percent
(n=184) in the range of 20-22 years old, 26.0 percent (n=78)
in the range of 17-19 years old, 11.3 percent (n=34) is
between 23-25 years old and only 1.3 percent (n=4) in the
age range of 26-28 years old. The highest number of
students with age range between 17-22 years old was
among the diploma and first year undergraduate students
who are compulsory hostel residents. 78.3 percent (n=235)
claimed to spend below RM 10.00 on food daily, followed
by 19.3 percent (n=58) who spent between RM 11- RM 15
with 1.7 percent (n=5) spent between RM 16-RM 20 daily
and  only 0.7 percent (n=2) spent more than RM20 daily.
A majority of students claimed that they patronized the
cafeterias from 2 - 3 times per week (40.3 percent, n=121)
compared to 18.0 percent (n=54) who patronized 4 - 5
times, 22.7 percent (n=68) more than 5 times and 19.0
percent (n=57) patronized once a week.

It was assumed that students atronizing different
cafeterias may have different perceptions toward service
delivery received. A comparative analysis was initially
undertaken to determine the homogeneity of the data
obtained. The results of one-way ANOVA with post-hoc
Scheffe test revealed that no statistical significant
differences appeared on any items used ether with a
significance level of p > 0.05, p > 0.01 and p > 0.001. In
other words, there were no fundamental underlying
differences on perceptions between students’ towards
different cafeterias. Therefore, regardless of the locations
of the cafeterias, students’ perceptions were identical.
With that, all the data were treated homogeneously for
further analyses.

Table 1: The overall mean scores for food and beverages attributes
No. Variables n Mean S.D
1. Variety of food choices 300 2.31 0.749
2. Variety of beverages choices 300 2.35 0.773
3. Taste of food 300 2.48 0.828
4. Price of food items 300 2.33 0.596
5. Price of beverages items 300 2.34 0.600
6. Food presentation 300 2.95 0.909
7. Beverages presentation 300 3.04 0.946
8. Portion size of food items 300 3.02 0.784
9. Portion size of beverages items 300 3.01 0.780
Note: 1= Totally unacceptable, 2= Unacceptable, 3= Slightly unacceptable,
4= Acceptable 5= Totally acceptable

Table 2: The overall mean scores on service attributes 
No. Variables n Mean S.D
1. Service efficiency 300 2.35 0.773
2. Staff friendliness 300 2.34 0.600
3. Staff politeness 300 2.33 0.596
4. Staff helpfulness 300 2.37 0.612
5. Speed of Service 300 2.43 0.946
6. Consistency of service 300 2.51 0.860
7. Deliver food correctly 300 3.05 0.935
8. Deliver beverages correctly 300 3.09 0.892
Note: 1= Totally unacceptable, 2= Unacceptable, 3= Slightly unacceptable,
4= Acceptable 5= Totally acceptable

Student’s Acceptance Level on the Service Delivery
Attributes:  Descriptive  statistics  were  employed to
look at  the mean scores to identify the acceptance level
on  the  service  delivery  attributes.  Three attributes
(food and beverages, service and operating environment)
were analyzed. Food and beverages was the first attribute
analyzed (Table 1).

A majority of the students expressed that the variety
of food choices in the residential hostel’s cafeterias were
unacceptable (M=2.31). Similar notion was given to the
variety of beverage choices (M=2.35) and taste of food
(M=2.48). Students felt that food (M=2.33) and beverage
(M=2.34) charged by the cafeterias’ operators were also
unacceptable to them. Nevertheless, the following items
were slightly acceptable to them:

Food presentation (M=2.95)
Beverage presentation (M=3.04)
Portion size of food items (M=3.02)
Portion size of beverage items (M=3.01)

As argued by many researchers, besides food and
beverage attributes, service is the second important
attribute contributing to the propensity of customers to
dine at any restaurant. In relation to this, the subsequent
section analyzes the students’ view towards the service
attributes. The findings are presented in Table 2.
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Table 3: The overall mean scores on operating environment elements Table 4: The overall mean scores on students’ level of satisfaction

No. Variables n Mean S.D No. Variables n Mean S.D

1. Location 300 3.62 0.580 1. Quality of food and beverages 300 2.27 0.509

2. Menu board 300 2.51 0.860 2. Price of food and beverages 300 2.13 0.479

3. Seating arrangement 300 4.00 0.192 3. Speed of Service 300 2.41 0.894

4. Decoration 300 3.42 0.956 4. Consistency of service 300 2.51 0.860

5. Entertainment 300 3.94 0.404 5. Hygiene and cleanliness 300 3.00 0.923

6. Hygiene and cleanliness 300 3.57 0.683 6. Entertainment 300 3.42 0.956

7. Staff appearance 300 3.60 0.708 7. Satisfaction on overall dining experiences 300 2.15 0.492

Note: 1= Totally unacceptable, 2= Unacceptable, 3= Slightly unacceptable, Note: 1= Totally dissatisfied, 2= Dissatisfied, 3= Slightly dissatisfied, 4=

4= Acceptable 5= Totally acceptable Satisfied 5= Totally satisfied

The magnitude of the mean score again explained After looking at the students’ acceptance levels of service
that some of the service attributes were unacceptable to delivery attributes (food and beverage, service and
the students. Attributes like the service efficiency operating environment), the next section analyses was on
(M=2.35), staff friendliness (M=2.34), politeness (M=2.33) the students’ level of satisfaction on the important
and helpfulness (M=2.37) received the mean score variables related to the three attributes.
between 2.33 and 2.37. Similar scores were given to speed
(M=2.43) and consistency of service (M=2.51). Despites Students’ Level of Satisfaction on the Service Delivery
these,  students  slightly  accepted that food (M=3.05) Attributes: Again, descriptive statistic was used in
and beverages were delivered correctly (M=3.09). What looking at the students’ level of satisfaction. Table 4
could be deduced from these results are that besides food reports the students’ view.
and beverages attributes, service attributes rendered by By looking at the mean scores, students explicitly
the operators in the residential hostel’s cafeterias are still expressed that they were not satisfied with the food and
not meeting students’ expectations. beverage attributes compared to the operating

Operating environment or popularly known as environment attributes. At such, they were not satisfied
ambience attributes is also important in attracting student with the quality of food and beverages (M=2.27), price of
to dine. Seven items were used to assess the students’ food and beverages (M=2.13), speed of service (M=2.41)
view related to that attribute. The results are reported in and consistency of service (M=2.51) provided and
Table 3. A majority of the students expressed that all performed by the operators at the residential hostel’s
operating environment attributes provided by the cafeterias. Students however were quite satisfied with the
operators in all residential hostel’s cafeterias were operating environment elements. The following items
acceptable except for the menu board (M=2.51). This is revealed their feelings:
evidence when the mean scores are above 3.4 which
inclined towards acceptable. The scores for such items are Hygiene and cleanliness (M=3.00)
listed below: Entertainment (M=3.42)

Location (M=3.62) Despite that, students were not satisfied with the
Seating arrangement (M=4.00) overall dining experience and it was the most remarkable
Decoration (M=3.42) finding in this section’s analysis. The mean score
Entertainment (M=3.94) (M=2.15) clearly explained their feelings. Students’
Hygiene and cleanliness (M=3.57) expression could hold true as they always made
Staff appearance (M=3.60) complaints on their dissatisfaction.

What could be said from this result is that the CONCLUSION
operating environment attributes are no doubt important
to students but not as important as food and beverage Findings of this study clearly revealed food and
and service attributes. In other words, students who took beverages and service attributes are the major
part in this survey probably gave their honest answers to determinants looket at by the students when dining in
all    the   items   related   to   service   delivery   attributes. UiTM residential hostel cafeterias. They expect decent
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food and beverages with an acceptable degree of UiTM as  an   education   provider   should  have
services. Nevertheless, their expectations were never met.
Students were not satisfied with most of the attributes
related  to the food and beverages and service rendered
by the operators. The negative impressions on these
attributes have given significant impact not only to
students themselves but also to the operators as well as
UiTM as a whole.

Students as the end user probably will not frequently
dine at the cafeterias and somehow will find alternatives
despite lesser nutritional values. For the operators, they
will  keep losing students as their customer and in turn
will  affect the sustainability of their business if the
service attributes (food, beverages and services) are
ignored by them. These probably are the reasons why
some of the cafeterias kept reducing the menu items. In
fact, some are found to have closed their operation. For
the UiTM management, the decreasing number of
students patronizing the cafeteria indicates that the
intention of UiTM in giving acceptable food for student
as an alternative to the old system (dining hall) will not
meet the objectives if these issues are not addressed and
some proactive actions are not being taken.

With  that, urgent solutions should be taken by
UiTM or those directly responsible on the overall
operations of the students hostel cafeteria. Besides
suggestion boxes, other means for the students to express
their feelings could be implemented. Those responsible
should quickly inform the operators if valid deficiencies
are faced by students. Overall service deliveries problems
of the cafeterias need to be promptly solved by the
operators. The cafeterias’ management should be more
sensitive or alert to student dissatisfaction at all times and
give stern warnings to the operators when necessary.
Include the importance of providing consistent and
acceptable food, beverages and services in the existing
guidelines. If the stipulated criterion plus other criterias
are  not followed by the operators, UiTM therefore has
the right to terminate their contract.

The performance appraisal and monitoring processes
on the performance of the operators should not only be
done occasionally but should be carried out by the officer
in charge or by different appointed students every day.
Most importantly, a stringent screening test must be
applied by the UiTM management not only by looking at
the ability, experience of the operators alone but should
go beyond it such as visiting their site office and
reviewing past history on their achievements before
awarding them with contracts. Cross referencing with their
other clients could also initially be done.

more systematic procedures in combating the above
mentioned issues for the benefit of students as
stakeholders and at the same time boost confidence
among the     students’     parents     or   guardians.
Hence, students not only will be getting the best
education in UiTM but will be provided with good food
for thought.
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