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School canteens play a crucial role in academic institutions as affordable food are 

provided to student. This study aimed to evaluate the service quality of a selected 

school canteen in Misamis Occidental and its relationship to student satisfaction. 

It employed a descriptive-correlational research design, it surveyed 362 students 

who were chosen through random sampling. Service quality and student 

satisfaction were used as research instruments. Mean, Standard deviation, and 

Pearson product-moment correlation coefficient were used in analyzing the data. 

The results show that both service quality and students satisfaction are rated as 

rarely satisfied. While all the dimensions for service quality postulate a perfect 

positive correlation from one another. The positive correlation from one another 

findings revealed that there is a strong positive and highly significant relationship 

between service quality and student satisfaction. These results emphasize the 

need to enhance the canteen's physical environment to create a more inviting 

dining atmosphere. Addressing these areas of improvement could lead to 

increased student patronage and higher levels of satisfaction with canteen 

services. 

Keywords: service quality, student satisfaction, school canteen, customer 

experience, canteen management  
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INTRODUCTION 

A school canteen played a crucial role in an academic institution as it is a 

place place where studens are provided with nutritious food to ensure that they 

have all the energy they need to learn throughout the school day. However, the 

quality of food and services in those cafeterias has a huge impact on how 

students feel about dining there, fundamentally, on their general well-being. 

There have been recent concerns regarding the quality of food from school 

canteens, related to the issues of safety from food-borne diseases, hygiene, and 

nutritional value (Foo & Tan, 2021). The canteen environment, attitude of the 

staff, and promptness of service also shape the experience of students at lunch. In 

this vein, a well-run canteen improves school spirit and makes students happier 

while improving the quality of food prepared and the services appeared by the 

school canteen (Galabo, 2019). 

Food and beverages can easily be available in school canteens. As 

students that do not have food at home or a hectic schedule, which does not allow 

bringing food to eat, will have easy access to all the food and beverages of the 

canteens at the school (Czarniecka-Skubina et al., 2019). Students with canteen 

in their campuses can freely get a variety of healthy, reasonably priced, nutrient 

dense food selection that meets their dietary needs (Licudan & Caballes, 2023). 

They claim that high quality service will result in positive experiences and 

satisfaction of customers. Positive and significant influence of products and 

services quality of restaurant on customer satisfaction were made (Mashar & 

Surapati, 2020). Service quality refers to how good a product conforms to the 
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consumer expectations (Ramya et al., 2019). This refers to the difference 

between customer’s expectation of service and perceived service.  

Customer comparison whether or not the capabilities of the suppliers and 

the way they deliver serve as the basis for perceived service quality. Service 

quality is the capability of a service supplier to serve his customers in an 

effective way (Ramya, 2019). Service quality is an effort to satisfy consumer 

needs and desires and the accuracy of actual service delivery is in line with 

velopers’ expectations (Fatema et al., 2020). The service quality consists of the 

service provider capacity in order to satisfy customers adequately, which 

ultimately contributes to the improved performance in business with positive 

effects in profits, market share and customer satisfaction.  

These aspects include reliability, responsiveness, assurance, empathy and 

tagnibility, as they ensure a dependable service performance, prompt assistance, 

employee knowledge, personalized attention, and physical image represents 

service quality respectively (Ramya et al., 2019). The canteen is a social hub on 

college and touches the overall satisfaction of college life students and also 

determine whether they will stay at the college or not (Nguyen et al., 2018).  

Tangibility is the most critical component for the canteen service quality 

dimensions such as tangibility, reliability, assurance, empathy, and 

responsiveness and student satisfaction (Galabo et al., 2019). Product and service 

offering is improved through high quality products and services. Moreover, 

research on XYZ hot plate restaurant at Sunter, Jakarta and Bekasi, West Java 

concluded that food and service quality have positive effect on customer’s 

satisfaction and repurchase intention. A review on services of canteen, factors 
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such as food quality, hygiene, employee behavior, and the overall service 

environment have been the determinant in shaping student perceptions and 

satisfaction (Zhong and Moon, 2020). 

The canteen service quality domains have a significant impact on student 

satisfaction, in this regard tangibility, responsiveness and empathy domains 

(Galabo, 2019). Therefore, college administrators should constantly monitor and 

test the performance of the canteen service provider (Pawar, 2024). In the current 

global scenario, service quality is without any doubt an important element of 

customer satisfaction and institutional success. Reliability, assurance, tangibles, 

empathy, responsiveness etc. are all comprised in service quality as cited by 

Fatima et al. (2020). These are necessary attributes for institutions seeking to 

develop culture of excellence and inculcate real customers’ loyalty. 

 Moreover, food quality, hygiene, and affordability are critical factors that 

shape local perceptions of school canteens. Duazo and Habla (2022) emphasize 

that these elements significantly impact how students view and engage with their 

school canteens. Therefore, continuous evaluation and improvement are 

necessary to meet the nutritional needs and satisfaction expectations of students. 

In particular, the provision of school canteen services and the rising expectations 

of students are pressing concerns, especially in Ozamis City. 

Despite the existing body of literature on service quality and its effects on 

customer satisfaction, there is a relative scarcity of research focusing specifically 

on canteen services. Canteens, often characterized by their high-volume, fast-

paced nature, present unique challenges and opportunities for service quality 

management. This study addresses this gap by investigating how service quality 
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in canteens affects student satisfaction. By reviewing the existing literature, this 

research seeks to establish a foundation for understanding the specific factors that 

drive student satisfaction. This study will focus on Misamis University canteen 

assessing service quality from the students’ perspective. The scope includes 

evaluating various dimensions of service quality such as food quality, hygiene, 

staff behavior, and canteen environment. It will measure student satisfaction 

levels and identify factors contributing to satisfaction or dissatisfaction, 

providing recommendations for canteen management based on the findings. The 

study will be limited to a specific geographic area Misamis University and may 

not be generalizable to other school or regions. Data collection will rely on self-

reported measures from students, which may be subject to response biases. The 

study will not account for external factors such as home-packed meals or external 

food vendors that might influence student satisfaction. 

Though the significance of the canteen in supporting student nutrition and 

well-being is known, most schools fail to meet the expectations of the students. 

The purpose of this study is to critically observe the current services in the school 

canteen and identify the areas for improvement so as to improve student 

satisfaction and well-being. Most importantly, it sheds light on the essential 

aspect of school life: quality canteen service. The research would carry out the 

aggregation of student views on the food quality, hygiene, and service quality 

and overall satisfaction and help the researchers understand what factors 

influence the experience of school canteens. The results will be very useful for 

school leaders, canteen staff, and policymakers in making decisions to enhance 

canteen services. This will reveal to the stakeholders what needs to be improved 
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on food quality, hygiene, and service to ensure well-being and better school 

performance. 

This study is an attempt to find out the significant relationship between 

the levels of service quality and student satisfaction in the selected school 

canteens located in Ozamiz City. The researchers note that carrying out this study 

will help inform actionable insights for improving canteen management and 

service delivery. The contribution of this study deals with the importance of 

service quality in student satisfaction in terms of tangibility, reliability, 

assurance, responsiveness, and empathy..   

The benefits for the various stakeholders of the research are likely. The 

findings can be used by school administrators to shape the policies that should 

govern the schools canteen services for students, and, given this, these 

enhancements can be incorporated into wider school improvement plans. This 

will enable managers of canteen to see how they can improve canteen services to 

students.  Feedback from faculty and staff can be a cause for inspiring them in 

coming forward with suggestions or feedback in improving the affordability, 

nutrition, the facility maintenance and cleanliness as well as sanitation. Students 

can get useful information about the operation and the services of canteen. 

Furthermore, this study provides a good baseline from which future studies in 

customer satisfaction with canteen and restaurant services can begin by analyzing 

the components of service and their effect on the overall student satisfaction 

levels. 
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OBJECTIVES OF THE STUDY 

 

This study explored the relationship between canteen service quality and 

student satisfaction of selected schools in Ozamiz City. Specifically, this research 

will seek to address the following specific objectives: 

1. Determine the level of service quality provided by the school canteen in 

terms of tangibility, assurance, reliability, responsiveness, and empathy; 

2. Determine the level of satisfaction perceived by the students provided 

by the school canteen in terms of ambiance, food quality and pricing; 

3. Explore the significant relationship between the domains of canteen 

service quality (tangibility, assurance, reliability, responsiveness, and 

empathy) and student satisfaction. 

Null Hypothesis 

HO1: There is no significant relationship between service quality dimensions 

(tangibles, reliability, responsiveness, assurance, and empathy) and the 

satisfaction of school canteen students. 
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LITERATURE REVIEW 

Canteen Service Quality.  Quality is a subjective term and as such is hard 

to define, quality can be different for each person (Cerrigione, 2021). A critical 

factor is service quality which affects customers’ choice for a certain product. In 

both traditional and service sectors, it takes a noteworthy part (Mensah et al., 

2021). While, Barathi and Kumari (2018) have revealed that although 

SERVQUAL is generally applied in the service sector, there are still problems 

related to implementing it in the food service sector. As in the food service 

industry, domain of service excellence is still a highly pursued subject in the area 

of in-depth intellectual inquiry (Ji & Ko, 2022). 

Tangibility. The first of these components of service quality is the 

tangibility, which has to do with the physical appearance of the technology, 

communication materials, equipment and facilities. For the businesses, the 

tangibility dimension is quite important and they need to be big players in 

building physical facilities (Ramya et al., 2019). The findings between customer 

satisfaction and tangibility were insignificant as discovered by Matthews and 

Mokoena (2020). For this reason, foremost, among all the factors influencing 

customer satisfaction as stated by Nguyen et al. (2018), the domain of tangibility 

has been preserved. In simple terms, the tangible fact is highly effective on 

customers satisfaction. A study conducted by Baluyot and Pampolina (2021) 

shows that there is a positive, moderate and statistically significant correlation 

between restaurant tangibles and customer satisfaction. 

Assurance.  Assurance is competency, politeness and the ability to 

build confidence, trust and customer confidence on the service provider (Mawi et 



 

 
8 

 

 

 

Misamis University 

al., 2023). Additionally, Sangpikul (2022) emphasizes that assurance to the 

employees is related to knowing the employees and their courtesy as well as they 

can create trust and confidence. Under these definitions, the elements of 

assurance entail the potentiality of instilling customer confidence in the ability of 

the service providers' to serve properly, their employees' competence and 

expertise and courtesy with the customers. Assurance is the highest rating of 

satisfaction in a Philippine State University according to Sarsale and Caday 

(2020). 

Reliability. Reliability is related to the consistent and reliable delivery of 

services (Arlen, 2023). Accurate filling of orders, keeping of accurate records, 

giving of precise quotations, right billing, accurate computation of commissions 

etc. All are ensuring that the service fulfills its promises to the consumer. 

Essentially, this translates to reliability and provides the ability to provide 

services as you have promised it, that will assure customer satisfaction and 

confidence. The findings of a study indicate that it is possible to improve the 

level of service quality which the service sector offers in general through the 

stress of reliability and certainty. The service crew can demonstrate reliability 

through their problem solving capabilities, skills, professionalism and quality, 

efficient, and effective service (Baluyot & Pampolina, 2021). 

Responsiveness. Being in the responsive mode means ready to serve 

customer, and provide the deliver on time (Arlen, 2023). In order to succeed, 

businesses must shift their focus from company perspective to the customer 

focused responsiveness. This kind of service offers highly responsive service 

indicating the readiness to address the customers' issues promptly as possible, 
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considering the customers' needs and concerns, and finally, improving customers' 

satisfaction. Additionally, a study by Ji and Ko (2022) has revealed that the least 

important dimension of the customer satisfaction in terms of quality, 

dependability, appearance and price, is a service responsiveness. Further, 

Matthews and Mokoena (2020) stated that there exists strong positive 

relationship between reliability and customer satisfaction.. 

Empathy. A business that is empathetic is a characteristic of the business 

to offer thoughtful, personalized service to its customers (Arlen, 2023). If 

customers are showered with attention in the facility when they come to get 

services, they are excused. Empathy is statistically insignificant in the 

relationship with customer satisfaction, and, conditional on satisfaction, empathy 

decreases satisfaction (Mensah et al, 2021). As a result of this people have 

assessed very highly the dimension of perceived service quality or the empathy 

domain (Baluyot & Pampolina, 2021). In order to have empathy, we need to 

assume to imagine what the need of the customer would be. Courtesy and 

friendliness of staff as well as understanding the client's specific need and giving 

the client special attention and allowing time to explain the practices and 

procedure to be undertaken in the service delivery process are the qualities that 

foster empathy (Murray et al., 2019). Furthermore, Gebreyohannes (2021) found 

that eating in communal dining, where people sit around a same table, enforces 

the principles of hospitality, raises the feeling of empathy, and promotes the 

responsible pattern of eating. This, in turn, can increase the effect of the change 

of food consumption behavior in individuals. 
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Customer Satisfaction. Customer satisfaction is based on comparison of 

the benefit expected to receive and the rate of each unit of output from 

purchasing (Minguito & Capunan, 2019). However, while a standard definition 

of this concept needs to be established, researchers tend to combine the customer 

satisfaction theory to explain this concept (Rawal et al., 2024). Finally, the 

healthiness and quality of the food and beverage are the major factors to be 

considered by whether the customer is satisfied (D’Souza et al., 2022; Li et al., 

2018). According to Mensah et al. (2021), food quality, menu availability, price, 

environment, facilities, layout are the important factors that determine customer 

satisfaction. The experience of dining and dining ambiance at a restaurant or 

canteen is also affected by the general ambience of the place. Different treatment 

of students at the level of dining experience contributes significantly to their 

satisfaction (Cano & Hijada II, 2024). As stated by Baluyot and Pampolina 

(2021), students at the canteen should be treated as they should treat them. 

Additionally, if the students felt satisfactorily dining and services, they will 

continue to come to the bar and send their friends to them with the happy 

experience. Choi et al (2021) state that a canteen that has satisfied customers will 

be in business in the future as the students that are dissatisfied will not return and 

may discourage others to come and eat there. Finally, the bottom line is to 

understand the student satisfaction based on previous experiences as “customers” 

and how the factors relating to food quality, pricing, and service quality imbibed 

in the general satisfaction. 

Ambiance. Seating arrangements and over all atmosphere of the canteen 

defines ambiance. Garcia and Martinez (2022), state that the school canteen’s 
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physical environment has a considerable impact on how but also on students’ 

dining satisfaction levels. The word satisfaction describes someone’s feeling of 

pleasure or enjoyment upon the satisfaction of needs or desires in a cognitive 

manner. According to the research carried out by Mohamed et al., (2022) it was 

discovered that environmental hygiene factors had a positive relationship with 

the health levels of students. Consider a clean place in which food or drinks are 

prepared, and which may be, say, a cafeteria, restaurant or the like. 

Food Quality. A crucial factor in determining customer satisfaction was 

always food quality (D’Souza et al. 2022). As established by STANDS4 LLC, 

2022, food quality is a characteristic of food quality that the consumers perceive 

to be acceptable. For instance, customers put a superior importance on the eatable 

quality of the food they ate (taste, visibility, freshness, discursivity).    

Price. Customer satisfaction in the food service industry is shaped by 

price. Reasonable pricing is a vital factor, as elaborated by several studies, which 

include Katoch & Sidhu (2021), Farooqui & Alwi (2019) and Banerjee & 

Singhania (2018), in influencing the customer satisfaction levels. As they are the 

majority of them are likely to have limited food budget to buy cheap food than a 

nearby ‘carenderia’ and expect cheap meals to return and perhaps dissuade other 

from dining there too (Choi et al., 2021). Peter (2001) stated that available such 

things as pricing perceptions, affordability, price appropriateness, excellent, 

judgment about what is acceptable quality for consumers to buy at those prices. 
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Theoretical Framework 

 The focus of this study is on SERVQUAL Model (Parasuraman et al. 

1988), which is called SERVQUAL Scale. Research is conducted on the concept 

of service quality, its underlining causes and ways by which service organizatons 

can improve quality. Lai (2004) states that according to the SERVQUAL model, 

the potential to consider the relationship between consumer satisfaction and 

service quality is enormous, with customer satisfaction depending heavily on the 

responsibility of potential customers. This study contributes to studies about 

customer attitudes toward various attribute in service settings, specifically 

satisfaction. One of the service quality perfect defined by Parasuraman et al. 

(1985), was that there are ten determinants of service quality, and the elements of 

service quality were classified into five dimensions of SERVQUAL such as 

tangibility, assurance, reliability, responsiveness and empathy. 

 Chanaka et al. (2004) utilized this model in assessing service quality for 

understanding canteen satisfaction. The factors that influence student satisfaction 

are tangibility, reliability, assurance, responsiveness and empathy. This study 

have also highlighted the importance of understanding student canteen service 

needs, particularly in in college canteen.  The canteen provides healthy, safe and 

affordable food options for student. The canteen services still need some 

improvement like organized. 

 As per Minguito and Capunan (2019), customer satisfaction is term that is 

derived from comparing an anticipated benefit and an actual cost of purchasing. 

There are great concerns related to quality and the healthiness of the food and 

beverage when the customer is said to be satisfied (D’Souza et al., 2022; Li et al., 
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2018). According to Mensah et al. (2021), food quality, the availability of a 

menu, price, the environment, the facilities, and the layout are the important 

factors determining customer satisfaction. The quality of the food is the first 

dimension of customer satisfaction. D’Souza et al. (2022) research found 

consistently, food quality always rated as the most important factor of what 

would make the customer satisfied stated food quality, followed by other 

qualities of food in terms of criticality. In other words, customers demanded for 

the taste, appearance, freshness and overall sensory experience of the food that 

they consumed, and placed high importance on that. The second domain is 

pricing. Customer satisfaction in the food service industry depends on reasonable 

pricing. Reasonable pricing has been portrayed by several studies as a key factor 

that will lead to the level of customer satisfaction (Katoch and Sidhu (2021), 

Farooqui and Alwi (2019), Banerjee and Singhania (2018)). The ambience in the 

cafeteria is another important domain, which is the third domain that is the 

greatest indicator of quality assessment and is perceived by the affected customer 

to satisfy.   
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Conceptual Framework 
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RESEARCH METHODOLOGIES 

Design  

The descriptive correlational design was used for this study. This gives 

detailed descriptions and looks at variable correlation without establishing 

causality (Bhat, 2022). However, this study is mainly descriptive because the 

main outputs thereof are to assess two parameters namely canteen service quality 

and student’s satisfaction in a canteen in school. The study was appropriate as the 

design explored the impact of service quality on student satisfaction from 

selected schools within Ozamis City. 

Setting/Locale 

 The study was done in selected schools of Ozamiz City. Ozamiz City is  

a third class component city in the province of Misamis Occidental, Philippines. 

School canteens surveyed in Ozamiz City, in particular in schools from the 

selected private academic institutions, feature a homey atmosphere and catering 

good quality and affordable foods as their characterized features. These canteens 

are purposefully made accessible with comfortable seating and d?cor that portray 

the school’s culture. Laying out dimensions such as tangibility, assurance, 

reliability, responsiveness, and empathy on which service quality is measured 

helps to increase student satisfaction as well as overall dining experiences in this 

historically rich and populous city. 
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Respondents 

The study requires respondents, which were the 362 selected students out 

of the 1,150 students in one of the private academic institutions in Ozamiz City. 

In particular, they were selected by a random sampling technique. The following 

were observed criteria in choosing the respondents, namely: (1) enrolled in the 

university at the first semester of school year 2024-2025. (1) they could dine or 

buy viand for their meals at least thrice, (2) they gave their consent to participate 

in the study. As the respondents to the actual study were however those who 

were qualified in the selection criteria, those who were not qualified were 

excluded. 

Instruments 

 A. SERVICE QUALITY QUESTIONNAIRE 

The data was gathered from the respondents from the following research 

instruments. It was modified for use in school canteen. The quality of canteen 

service data is collected from a four point Likert type scale, which is adapted 

from (Rawal et al. 2024) (Galabo 2019). The questionnaire has five constructs 

namely Tangibility, Assurance, Reliability, Responsiveness, and Empathy. It has 

32 indicators. In determining the level of service quality, the following scale was 

used: 

Responses   Continuum  Interpretation  

4 – Agree   3.10 – 4.00  Very High 

3 – Neutral   2.76 – 3.09  High 

2 – Disagree   1.76 – 2.75  Low 
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1 – Strongly Disagree 1.00 – 1.75  Very Low 

 

B. STUDENT SATISFACTION QUESTIONNAIRE 

 

It is a four point-likert scale questionnaire that was adapted from the 

study of Rawal et al. (2024), Rafidzah et al. (2020) and Kement et al. (2021). It 

consists of 3 constructs: Ambiance, Price and Food quality. It has 20 indicators.  

In determining the level of student satisfaction, the following scale was 

used: 

Responses   Continuum  Interpretation  

 

4 – Agree   3.10 – 4.00  Very High 

3 – Neutral   2.76 – 3.09  High 

2 – Disagree   1.76 – 2.75  Low 

1 – Strongly Disagree    1.00 – 1.75  Very Low 

Data Gathering Procedure 

The researchers also asked permission from the dean of the College of 

Business and Management to conduct the study and it was granted by the thesis 

adviser. Furthermore, the researchers receive permission from the selected school 

after approval. When the researchers had the permits, she wrote a letter 

explaining the study’s purpose and got the presentment online to consent. Data 

will be gathered, organized, and be subject of statistical analysis. Interpretation of 

the data followed..  
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Ethical Consideration  

Laerd (2012) fulfilled the five basic research ethical principles in the 

study. Risk of harm was minimal in that there was no actual harm done to or 

exposure of respondents to something that would induce discomfort. The 

respondents obtain the informed consent in order to be consciously choosing to 

participate in the study, and not being coerced or deceived. Anonymity and 

confidentiality of the gathered data were protected. Deceptive practices were 

avoided. Then, the respondents were told that they could withdraw from the 

research process or withdraw without coercion and with the prevention of their 

doing so. In protection of rights of the respondents, the researchers strictly follow 

the Data Privacy Act by having informed consent, confidentiality, and anonymity 

of data. They shall come up with stringent measures related to data security. 

Therefore, it is because of these ethical considerations that the researchers could 

ensure that the privacy of the respondents was respected and that the integrity of 

the research study was upheld. 

Data Analysis 

This study utilized the following statistical tools in analyzing the data: 

 Mean and Standard Deviation. These tools were used to determine the 

level of service quality and customer satisfaction as provided by the school 

canteen. 

 Pearson Product-Moment Correlation Coefficient. This tool was used to 

explore the significant relationship between school canteens, service quality and 

customer satisfaction. 
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RESULTS AND DISCUSSION 

 

Level of Service Quality of School Canteen 

Table 1 shows the level of service quality assessment of school canteen in 

Ozamiz City. The weighted mean scores for different dimensions of service 

quality namely, tangibility, assurance, reliability, responsiveness and empathy are 

shown, together with their verbal interpretations and rankings. The student 

satisfaction level with services rendered by the canteen on service quality 

dimension was 2.57 weighted mean and low interpreted. 

 The analysis of the data indicates that the service quality of school 

canteen is always not satisfied from all dimensions and a lot emphasis should be 

given to some major components. The appraised dimensions were ranked high in 

terms of tangibility and responsiveness, the latter of which was not found to be at 

a sufficient level to reach a sufficient level, so the students give bad remarks 

regarding physical facilities that is dirty and badly organized canteen and prompt 

service. In particular, reliability, empathy and assurance had shorter score which 

is also a reason to be more concerned as to to how instructions given by the staffs 

with the students and the consistency of the services provided. A restaurant can 

receive any number of complaints from a diner, ranging from thoughts about 

what the food consists of to the day to day cleanliness of the room or habitual 

demeanor of the staff. Many of them may also think the food is not tasty and 

nutritious, nor in the manner service may affect them while dining. To improve 

the service quality (and thus user experience), these are complex and 

multifaceted issues which need to be addressed in order to improve perception of 
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the canteen, which should stimulate the student’s engagement, and overall well-

being. 

A review of the current literature has revealed the current stance on 

structuring quality service not just in the education field, but particularly as it 

relates to creating and promoting student satisfaction. Thapa (2022) stated that 

service quality dimensions are critical factors in determining students' perception 

of their educational environment. The research shows how tangible elements like 

appearance of the facilities have a high bearing on how satisfied students will be. 

Similarly, a study conducted by Moorthy et al. (2020) indicates that 

responsiveness and reliability tend to be linked with students' expectations which 

means that schools should give first priority to these areas so that a positive 

atmosphere in which learning is enabled is achieved. Also, an investigation by 

Suhartini (2023), shows that limited empathy and assurance in service delivery 

could cause student satisfaction to be reduced. All these thus support the 

objective of this study which is to identify the gaps that exist that support the call 

for continuous service quality improvement in school canteens in enhancing 

students experience in school. 

The conclusions are consistent with Sohail and Hasan (2021) who 

highlighted the physical environment, including the atmosphere and spatial 

configuration as antecedents of customer satisfaction and loyalty in the restaurant 

context. In a similar context, Tasnim and Patwary (2023) observed that 

environment related with a service facility have a very strong influence on 

customers’ perceptions and satisfaction. Additionally, Singh and Jasial (2020) 

pointed out that the services cape, which is the physical environment has the 
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potential to elicit customer’s cognitive, affective and behavioral responses which 

is the case with a school canteen. 

The findings relate to the study conducted by Ho and Madden-Hallett 

(2019) in which the author alluded that assurance such as an employee’s display 

of knowledge and courtesy had a significant impact in determining the perceived 

service quality. In like manner, Devine et al. (2023) pointed to various factors 

that affect customer satisfaction; one of them being empathy as the capacity of 

the employees to identify with the needs of the customers.  

The results support the study of Negara and Ariyanti (2020), which 

showed that the reliability of service characterized by the consistency and 

dependability of the service is an essential determinant of customer perception of 

service quality. Likewise, Herman (2022) highlighted physis Wynne customer 

attributes as drivers of organizational performance across the food service 

industry. In addition, Misiran et al. (2022) highlighted that the reliability 

dimensions of service quality enables the creation of trust and confidence for 

customers in the service providers; thereby enhancing their satisfaction. 

The result is consistent with Amalia’s (2020) study where customer 

attentiveness which includes the readiness to assist customers and offer fast 

services determines the perceived service quality. On the same note, Amri et al. 

(2020) underscored that service delivery, in particular, and the responsiveness of 

staff that is involved in the food service business has a strong bearing on 

customer satisfaction levels. Moreover, in their studies in 2022, Evans and 

Wilkinson believed that the ability of a firm to respond to customers’ need 

involves the most essential dimension of service quality which establishes the 



 

 
22 

 

 

 

Misamis University 

confidence of the customers on the particular service provider, thus enhancing 

the satisfaction levels of the customers. 

The results are consistent with the Duan et al. (2024) study, Which 

stressed the role of empathy to design customers’ perceptions of service quality, 

including kind and personal attention to clients. Similarly, Azni et al. (2019) 

having touched on the fact that organizational empathy and staff sensitivity 

depicts the status of customer satisfaction in the service provision sector. In 

addition, Prangthip et al. (2019) noted that the empathy component of service 

quality is essential for developing a positive relationship between the service 

provider and the target customer who will increase the level of satisfaction of the 

customers. 

The proximate cause of this is major dissatisfaction with service quality 

dimensions on the school canteen of Ozamiz City as evinced through the 

assessment of the service quality by students. Thus the tendency of infrequently 

satisfied and something needs to be done to effectively meet the students’ 

expectations. Further, it can be interfered that students perceived the service 

quality all the relative attributes that are to be demonstrated or shown in the 

service quality for school canteens did not meet the expectation of customers. In 

this aspect, the management for school canteens may revisit the relative strategic 

approach in adhering with service quality to be effectively and efficient 

administered. Nevertheless, the management may send trainings and seminars to 

its staff to ensure a seamless operation and procedures in the customer service. 
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Table 1. Level of Service Quality  

Indicators Weighted Mean Verbal Interpretation R 

Tangibility 2.61 Low 2 

Assurance 2.54 Low 4 

Reliability 2.57 Low 3 

Responsiveness 2.62 Low 1 

Empathy 2.53 Low 5 

Service Quality Dimension 
2.57 

Low 
 

Legend: 3.10 – 4.00 = Very High, 2.76 – 3.09 = High, 1.76 – 2.75 = Low, 1.00 – 

1.75 = Very Low 
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Level of Student Satisfaction Among School Canteens 

 Table 2 shows that the lack of student satisfaction among school canteen 

in Ozamiz City is offered. The weighted mean scores for those key indicators in 

ambiance, food quality and pricing are provided with their corresponding verbal 

interpretation and ranking is given. In which the overall satisfaction of  2.43, 

interpreted as low level of satisfaction.  

 Although food quality is accepted as being the best received service, the 

school canteen’s service is complained of badly. Thus, the relatively higher score 

on the food quality score indicates that students know the taste, the fresh and the 

nutritive value of food served making major factor in their dining choice. Overall 

satisfaction, however, is not reflected in the low scores in the other aspects of 

important pricing and ambiance. Students have complained that the cost of a 

meal does not represent what is expected, which means it can depreciate the act 

of paying for food from the canteen and reduce its affordability and therefore its 

desirability. Additionally, the presence of good ambiance in the canteen will also 

have great impact on the experience of dine in of cleanliness and seating space 

available, which are all such important factors that make the canteen less 

excellent. A busy canteen overflowing with stuff or with not enough seats may 

even make the quality of the food go down the drain. The necessity to come up 

with ways of addressing the burn concerns of canteen management is 

overwhelming, taking into consideration that out of the four dimensions above, 

the remaining three are frequently not met and combine to comprise the overall 

appealing add up to satisfy. Suggest best pricing strategy settings in terms of 

canteen, setting up such an environment that canteen will be consistently clean 
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and then come to the point that canteen will ever be believed as happier and 

welcoming place for students to be, and that is a happy and engaged student. 

 Ho and Madden-Hallett (2019),  emphasized the importance of the 

physical environment, including the atmospheric elements such as music and 

furnishings, in shaping customer satisfaction in the foodservice industry. 

Similarly, Kandil (2022) highlighted the role of the servicescape, which 

encompasses the physical surroundings and ambient conditions, in influencing 

customer perceptions and behaviors. Furthermore, Khatko et al. (2020) found that 

the physical environment and ambiance are significant predictors of customer 

satisfaction and loyalty in the service sector. 

Akbara et al. (2021),  emphasized the importance of perceived value and 

pricing in shaping customer satisfaction in the foodservice industry. Similarly, 

García-Herrero et al. (2020) highlighted the role of pricing strategies in 

influencing customer perceptions and behaviors in the service sector. 

Furthermore, Hecht et al. (2020) found that food and beverage pricing are 

significant predictors of customer satisfaction and loyalty in the restaurant 

setting, underscoring the need for the canteen to offer more affordable and 

competitive pricing options to meet the students' expectations. 

Critch (2020)’ suggested that the fact that healthy foods should be 

provided to students in schools cafeterias along with an option to make a choice. 

Similarly, Duan et al., (2024) showed that increased offerings of better quality 

food in contexts such as schools can influence the students positively. In 

addition, Hecht et al., (2020) discussed on food temperature and quality that 
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should be maintained in school canteen to meet the desire of the customer which 

are the students. 

 Hence, the findings of the survey can be that students view that the 

overall satisfaction of school canteens isn’t up to expectations. This issue must be 

addressed by canteen management in a manner of re-examining their structured 

framework for service quality on which they base their efforts to improve the 

way they are efficiently and effectively put in place. They also ensure that 

providing staff with training and workshops enhances the customer services 

processes and thus the experience of the students is smoother and more 

engrossing. 

 

Table 2. Level of Student Satisfaction  

Indicators Weighted 

Mean 

Verbal 

Interpretation 

R 

Ambience 2.33 Low 3 

Price 2.39 Low 2 

Food Quality 2.58 Low 1 

Satisfaction 2.43 Low 
 

Legend: 3.10 – 4.00 = Very High, 2.76 – 3.09 = High, 1.76 – 2.75 = Low, 1.00 – 

1.75= Very Low 

 

Significant Relationship Between Service Quality Dimensions and Student 

Satisfaction 

 Table 3 presents the correlations between the dimensions of service 

quality and students’ satisfaction. It illustrates the direction and importance of all 

the correlations found between selected elements of service quality and the 

resultant satisfaction levels of the students. The analysis of data shows that all the 
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variables also have a perfectly positive relationship with each other with the r- 

values varying between .728 and .896, which shows highly significant relation. 

This study seeks to gain understanding of how the level of service offered in 

school canteens affects students’ satisfaction and therefore identify areas of 

strength and weakness to help improve the services delivered to the student 

community. 

 The result focuses the closeness of the service quality and its relationship 

with the students satisfaction in different service quality dimensions. The 

analysis also revealed that the correlation of tangibility with students’ satisfaction 

is very much significant with constant and it is positively correlated with the 

variables at .801. Thus, variable assurance, which measures −.791, has been 

considered highly significant; after that comes assurance. These have r–values of 

.773, .728, and .896 respectively, which means perfect positive correlation of 

reliability, responsiveness, and empathy perfect%. The indications from the 

above findings are that those service quality dimensions has a positive and direct 

relationship to the level of satisfaction of the students, therefore there is a need 

for schools to ensure that it addresses those areas so as to increase the level of 

satisfaction of the students in canteen services.. 

 While the correlation analysis shows strong positive correlations between 

service quality dimensions and students’ satisfaction, there are still places for 

improvement. The dimensions of tangibility, assurance, reliability, 

responsiveness and empathy prove strong by their coefficient values. The 

relationship aspect is highly considered important by the students and this is 

basically touch feeling that they receive from the canteen staff there which is so 
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important to them. Importantly, therefore, these positive correlations should not 

be allowed to obscure an understanding that high service quality expectations are 

not always matched by high service quality experiences. The responsiveness 

received high ratings, however, students mentioned that inability to promptly 

address the requests during the period of popularity can hinder the perception of 

service. In the same vein, the last of the graded attributes, the tangible aspect, 

shows that the canteen environment also needs to be enhanced to meet more 

closely the expectations of the students concerning cleanliness and the 

availability of suitable seats. To add value to institutionalized training and 

delivery of student services, it is essential that the canteen management attending 

to students work on these aspects to improve the students satisfaction on the 

quality services hence making the services homogenously great in all aspects. 

The canteen may enhance the quality of eating habits and ease of accessing 

eating services hence control and increase on students interest in eating habits. 

 The effects of various service quality dimensions on student satisfaction 

in school canteens asserted that dimensions such as reliability and assurance are 

particularly critical for improving the customers’ experiences within service 

environments. (Alshurideh et al, 2020). The concern and attentiveness perform a 

considerable impact on the firm’s perceptual satisfaction, which is amplified by 

the nature of the communication in the food service sector. Moreover, the 

physical environment and its characteristics of school canteen consumer 

observations and satisfaction levels. Meanwhile, price strategy postulates a 

highly significant for customer acquisition in food service businesses and for 

customer retention.  
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 Thus, it can be inferred that when service quality is evident and observed 

in the school canteens, it could contribute on students’ satisfaction. It is 

imperative that school canteen may effectively address customer concerns more 

quickly by becoming more observant with customers’ needs. They may solicit 

feedbacks form their customers to ensure that it will help them for continuous 

improvement in their operation 
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Table 3. Correlation Analysis of Service Quality Dimensions and Student 

Satisfaction 

 

Legend: 1). Perfect Negative Correlation (-0.61 to -1.00), Strong Negative 

Correlation (-0.31 to -0.60), Moderate Negative Correlation (-0.11 to -0.30), 

Weak Negative Correlation (-0.01 to -0.10), No Correlation (0.00), Weak 

Positive Correlation (0.01 to 0.10), Moderate Positive Correlation (0.11 to 0.30), 

Strong Positive Correlation (0.31 to 0.60), and Perfect Positive Correlation (0.61 

to 1.00) 

 

2). **p<0.01 (Highly Significant); *p<0.05 (Significant); p>0.05 (Not 

Significant)  

Satisfaction r-value p-value Interpretation 

Tangibility .801** 0.000 Perfect Positive 

Correlation/Highly Significant 

Assurance .791** 0.000 Perfect Positive 

Correlation/Highly Significant 

Reliability .797** 0.000 Perfect Positive 

Correlation/Highly Significant 

Responsiveness .773** 0.000 Perfect Positive 

Correlation/Highly Significant 

Empathy .782** 0.000 Perfect Positive 

Correlation/Highly Significant 

Service Quality 

Dimension 

.836** 0.000 Perfect Positive 

Correlation/Highly Significant 
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Conclusion  

The following conclusions were drawn: 

 1. The study indicates that the school canteen excels in tangibility and reliability, 

yet  

it significantly lacks in assurance, responsiveness, and empathy, which are 

critical for fostering a supportive dining environment, leading to notable student 

dissatisfaction. 

 2. Students express moderate satisfaction with food quality and nutritional value, 

but significant concerns regarding the canteen's ambiance, including poor 

ventilation and uncomfortable seating, highlight the need for environmental 

improvements.  

3. A strong correlation between service quality dimensions and student 

satisfaction was identified, emphasizing that improvements in service aspects 

such as staff responsiveness and emotional support could enhance overall 

satisfaction. 

 4. The findings underscore the importance of addressing both service quality and 

the dining environment to create a more positive canteen experience, ultimately 

supporting student well-being and satisfaction. 
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Recommendation  

The following recommendations arise out of the study: 

1. The school management canteen may enhance food pricing transparency by 

conducting a survey to assess student perceptions of food prices within three 

months. This will help identify specific pricing concerns and allow the canteen to 

adjust prices  or offer promotions that align with student expectations, ultimately 

improving satisfaction. 

2. The school management canteen may improve staff training on customer 

service by implementing a training program focused on empathy and 

communication skills within the next six months.  

3. The school management canteen may upgrade its ambiance and seating 

arrangements by allocating a budget for aesthetic improvements and comfortable 

seating within the next academic year.  

4. The school management canteen may establish a feedback mechanism that 

allows students to voice their concerns and suggestions regarding canteen 

services within the next month.  

5. The school management canteen may implement regular hygiene audits to 

ensure food safety and cleanliness standards are consistently met, with 

evaluations conducted quarterly.  

6. Future research may further investigate the link between service quality in 

school canteens and students' academic performance, focusing on factors like 

food quality, hygiene standards, and customer service. 
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