An Analysis of Human Service Quality in Coffee Shops
:A Comparative Study of Employees with and without Disabilities
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Abstract

This study compares customers’ evaluations of human service quality provided by
baristas with and without disabilities in coffee shops and examines whether these
perceptions differ according to demographic characteristics such as gender and age.
The results indicate that baristas without disabilities were generally rated more
favorably across most service quality dimensions. In particular, female respondents
tended to evaluate service quality more positively, and respondents in their 30s rated
professionalism significantly higher than those in their 40s. These findings offer
practical implications by empirically exploring how customers perceive service quality
differences in the context of increasing employment of people with disabilities in the

foodservice industry.
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29594, &l @A 27234 AT
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A lRcA 216 737
o1 7NE 77 263
1= o3} 10 34
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st &4 17 538
1009+ o]k > 181
ot 122 416
o)1 10122005+
437 et 67 229
e 2013F 3007+ ot 123
- 30174007+ 10 3‘4
kel o]t )
4019+ o] - L7
3HA 293 100.0
(E 2) AFEAIEN EM(n=288) (Holol Hi2|AE AEX})
TE Hlw= (1) H]-&(%)
g Ay 116 403
e A4 172 59.7
o 27.23 288 100
2% nE 263 91.3
o 7% %5 87
12 o8} 7 24
o AgY 4 50 174
o 43A digtn Ag/EY 128 444
3l &4 103 358
1007+ o] 3k 0 313
J— 101592009+ 123 07
by 20123002 68 236
- 3019F4005+ 6 2.1
4017 o) 1 3
A 288 1000
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A M| =EAg9 g§adT Al88E AFsh] g8l FAE B4 4
& AASATKE 3>, <E 4> B4 =
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o +gA AF A dA p < 012 BAALZ Fofste], 991 #Ao] HAg A
° 2 IH U

2—7@6&5—%5'4 821 AR e vl JekelA s BF 5 o]/, Aol kel A
T 7 oo velton 7t @919 AF %= (Cronbach’s o) FE3H E’:‘v:‘
A} g/do] SrREATE el AHE e AuE H
73 HA; Rl e EAE(17.607%), W34 (14.976% ) I 28
2(13745%), A4 (13.068%) w2 YElgor & FAl dw
S SIS =Y e = i s bl i s = B B Sl o(15.859/>) 17 218 (14.441%),
745(14.330%), YAFARE(13.802%), M43 (13584%) o= YEH L, & T4 A
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W Sta?::;iized Figen EXp?ained Cronbach’s

loadings value variance alpha

IAE(363, 82) 802 3521 17.607 93
SAE3 7194
=] J91
334 718

w3437, 57) 765 2.9% 14976 841
Hk-g-d3 709
Hh-g-/32 693
w81 691

17 A& (362, 68) 166 2.806 14.028 8%
7 A1 716
A A|Fg2 681
A 254 8

24371, .60) 779 2.749 13.745 838
A1 A
/34 681
A2 63

OJAFAF(356, 59) 798 2614 13.068 833
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(E 4) BN QoI 34 ZADb: Mu|AZH(Foll B2 A HEA})
o Sta?::;iized Eigen EXp?ained Cronbach’s

Joadings value variance alpha

w-3-/3(3.16, .64) 91 3.072 15.359 862
Wk-g-34 135
W81 1133
Hh-g-/32 690
1A 23323, 66) 813
A A gg2 87
a7 A3 758
7 A1 723

3AE(331, .71) 193 2.888 14.441 850
SAE3 776
SAEL 7145
heid | 665
OAAE(2.95, 61) 778
JAIAES 45

r}aE4 134 2.866 14.33 857
A%l 107
Z#44(3.36, .61) 27
A1 7709
A2 7709
A3 663

KMO E: #3d= 903, Bartlett's 794 A8 (p < .001), F2A A== 71516%
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o] whe Aulz B %7 Aol S A A, ulgelel vhe) e} e
© WAt = 2525, p = 012), 9ARE(t = -6.030, p < .001), 317”%]3“4@ =
-3562, p < .001), THE(t = -4539, p < .001) =AM Feju|gt zto] 7} Yep e
BT ol $9A7t 6 ) BTk W, gelQl whel e el 4
Hol| whE Fofu|gk atol7F YeRIA] &Skthp > .05). olet #AHE AT A=
<3 5>, <3 6> AASFAH.

H

(2 b) vlZol Flctel MdHof| Mz AMu|A Z& o] (t-test)

il wdgT o4 B3 t-value p-value
A4 3.6364 3.7602 -1.807 072
Lla s 3.5930 3.7617 -2.525 012

AT 3.3306 37251 -6.030 .000
kLR 3.4483 37281 -3.562 .000
= 3.3781 3.8026 -4.539 .000

(E 6) FoKel Fto] ol mE Me|A FE X0 (t-test)

HE wdET 944 Ha t-value p-value
Rk 3.3578 3.3605 -0.037 971
flso:! 31832 3.1468 0469 639
S N 29353 29637 -0.388 698

DR 3.2263 3.2356 -0.115 909

3:7&5 3.3534 3.2863 0.783 434
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2) gl e o

Aol wWE Aol S EAG A vl vk A8 [ HEA oAt
EAR R Fodt zpol7} JEFATHE = 3591, p = .029). Bonferroni AF7374 A
7}, 30th7b 40tHETh Aol el o sFAo® HUke AoR YERtHp =
034). BF, Zef)l wie] 28 HetoAe AR A oA wt ol g Apol(F =
3143, p = 045)7} UAUAIRE ALEHAY M = TARCZ FsHA] EUTHp > .05).
A A <E 7>, <HE 8>l A

(& 7) d|ztofel Alcte| oidyd Ad|A %’é‘ Ato] (ANOVA % Bonferroni
> 4A)

A
p-value - _ Bonferroni
e folg A 71 Ao
v (ANOVA) el ° el p-value
AEA 029 30che 40t zF 034
w4 068 e
P = 630 e
AR BRA .368 7=
d i 204 Sis=y

(F 8) Holfel Flctol olzdyd Mu|A EZ Xto|] (ANOVA % Bonferroni AFZZA)
p-value - - Bonferroni
e © o J. Az 71 xjo
T (ANOVA) el ° el p-value
A4 330 Bre=
w3 806 7=
i 312 7=
ATFL 9l o1} 9ok
}: q O O A T pud
DR A 045 o] 915 > 05
IN= 257 e

D < .06 FAHCE FoIF
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