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ABSTRACT

Undeniable, hospital food and nutrition services play an important role in patient recovery and
well-being. Meal service is one of the factors that influence satisfaction among hospitalized
patients. This study empirically investigates the meal service attributes that associated with the
satisfaction among patients at Hospital Selayang, Hospital Serdang and Hospital Sungai Buloh.
By using the quantitative approach, the experiences of 236 patients were obtained. Through a
series of descriptive and inferential statistics, some meaningful insights on the issues of interest
were acquired. Findings of this study clearly revealed that food properties, interpersonal service
and environmental presentation were recognized as contributory factors that influence patient
satisfaction. Among these dimensions, food properties were the most important predictor in
patient’s satisfaction, followed by interpersonal service and environmental presentation. The
pessimistic indication has given some implications not only for the patients, but also for the

outsourced foodservice contractors and hospitals as a whole.

Keywords: Patient satisfaction, government hospital, outsourced foodservice, meal service



TABLE OF CONTENTS

CANDIDATE’S DECLARATION

ABSTRACT

ACKNOWLEDGEMENTS

TABLE OF CONTENTS

LIST OF TABLES

LIST OF FIGURES

CHAPTER ONE: RESEARCH SETTING

1.0 INErOAUCTION.....cviiiciiicce e
1.1 Background of the StUdy.........ccccceruiiiiiiiiiiieie e
1.2 Problem Statement........ccooiiiiieiieieeeee e
1.3 Research ODJECIVES........ccoiiiiii e
1.4 Research QUESLIONS.........coeeiuiiiieeiieecie ettt
1.5 Research FrameworK..........ccocooeeiiniiiniice e
1.6 Research HYpotheseS.........cccuveeiiniinieseee e
1.7 Significance of the StUdY.........ccoveieiiiieiee e

1.8 Definition of K&y Terms........ccccooiiiiiiiieieiesese e

CHAPTER TWO: LITERATURE REVIEW

22 O 1 (oo [UTox o] o RSP RRRR

viii



2.1 OULSOUICEd FOOUSEIVICE . .. vt et et e e e e e e e e e e e e e e 14

2.2 Hospital Meal Service AttribULeS. ... e 16

2.2.1 FOOO PrOPEItIES. ... e et e e e e e e e e e e e e e e 16

2.2.1.1 Relationship between Food Properties and Patient’s.....................

SAtISTACTION. ... 17

2.2.2  INtErPersoNal SEIVICE.......cuuiiiiiiiie ittt 18
2.2.2.1 Relationship between Interpersonal Service and Patient’s..........

SALISTACION. ...t 19

2.2.3  Environmental PreSentation..........cocooeieiiiiiiiiisiese e 20

2.2.3.1 Relationship between Environmental Presentation and Patient’s...
SALISTACTION. ... 21

2.3 Patient’s SAtiSTACTION. .. ..ot oeeeieeee ettt ettt ettt e e e e s et e e e e e s aeeees 22

CHAPTER THREE: METHODOLOGY

3.0 INEFOTUCTION. ...ttt bbb 24
3.1 RESEAICH DESION. ..cviivieiieiiietieie sttt et st saenns 24
3.2 Population and SAmMPIE SIZE........cccueiiiiiiiiiiee e s 25
3.3 RESEAICN INSIFUMENT. ..ot e 29
3L PHOE SEUAY ...ttt bbb e 31
3.5 Data CollECtION PrOCESS......ccuiiiiieieiieieriee et e 31
3.6 DAta ANAIYSIS. . c.viieiiieiieie st 32

3.6.1 Reliability TeSt ANAIYSIS......cceiiiiiiiiiieie e 32



	ABSTRACT
	TABLE OF CONTENTS
	CHAPTER ONE RESEARCH SETTING
	1.0 Introduction
	1.1 Background of the Study
	1.2 Problem Statement
	1.3 Research Objectives
	1.4 Research Questions (RQ)
	1.5 Research Framework
	1.6 Research Hypotheses
	1.7 Significance of the Study
	1.8 Definition of Key Terms

	CHAPTER TWO LITERATURE REVIEW
	2.0 Introduction
	2.1 Outsourced Foodservice
	2.2 Hospital Meal Service Attributes
	2.2.1 Food Properties
	2.2.2 Interpersonal Service
	2.2.3 Environmental Presentation

	2.3 Patient’s Satisfaction

	CHAPTER THREEMETHODOLOGY
	3.0 Introduction
	3.1 Research Design
	3.2 Population and Sample Size
	3.3 Research Instrument
	3.4 Pilot Study
	3.5 Data Collection Process
	3.6 Data Analysis
	3.6.1 Reliability Test Analysis
	3.6.2 Descriptive Statistical Analysis
	3.6.3 Multiple Linear Regressions
	3.6.4 Independent Two Sample t-test
	3.6.5 One-way Analysis of Variance (ANOVA)


	CHAPTER FOUR RESULTS AND ANALYSES
	4.0 Introduction
	4.1 Reliability Coefficient
	4.2 Respondent’s Profile
	4.3 Procedures of Analyses
	4.4 Analysis of Food Properties
	4.5 Analysis of Interpersonal Services
	4.6 Analysis of Environmental Presentation
	4.7 Analysis of Patient’s Satisfaction
	4.8 Multiple Linear Regressions
	4.8.1 The Relationship between Hospital Meal Services Attributes and Patients’Satisfaction
	4.8.2 Results of Individual Hypothesis

	4.9 Independent Two Sample t-test
	4.10 One-way ANOVA

	CHAPTER FIVE RECAPITULATIONS, LIMITATIONS, IMPLICATIONS,RECOMMENDATIONS AND CONCLUSIONS
	5.0 Introduction
	5.1 Recapitulation of the Study Findings
	5.1.1 Research Question One:
	5.1.2 Research Question Two:

	5.2 Hypotheses Testing
	5.3 Limitations and Suggestion for Future Research
	5.4 Implications, Recommendations and Conclusion

	REFERENCES
	THESIS APPENDICES



