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EXPLORING FACTORS THAT AFFECT THE SCHOOL LUNCH EXPERIENCE
OF HIGH SCHOOL STUDENTS PARTICIPATING IN THE
NATIONAL SCHOOL LUNCH PROGRAM

EXECUTIVE SUMMARY

The purposes of this research were to develop a survey to assess the perceptions of high
school students regarding their dining experience and to provide a step-by-step guide for
administering the survey, interpreting results, and creating continuous quality improvement
action plans to address student concerns. To accomplish the project goals, the research was
conducted in three phases: High School Student Focus Groups, Survey Instrument Development,
and Survey Guide Development.

In Phase I, focus groups were completed in each of four school districts located in four
geographic regions as defined by the United States Department of Agriculture (USDA). The
discussions included semi-structured, open-ended questions exploring student perceptions of
school lunches and reasons for participation. Results indicated that there are seven primary
reasons why high school students choose to participate in the National School Lunch Program
(NSLP): convenience, hunger, value, food quality, food preference, socialization, and having no
other choice. Focus group responses showed that students evaluated the menu and/or food items
offered through the NSLP primarily based on the consistency of the following characteristics:
serving portions, quality, taste, and availability. Other characteristics that influence perceptions
and student satisfaction include healthfulness, freshness, appearance, proper doneness,
appropriate serving temperatures, cleanliness of serving and dining areas, attitudes of staff,

service recovery, and staff efficiency.
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Qualitative data from Phase I was used as the foundation for drafting a survey designed
to explore factors that impact the dining experience and satisfaction of high school students
participating in the NSLP. A two-stage pilot test was performed with Stage 1 primarily designed
to test survey protocol, assess student comprehension of the instrument, and estimate response
rates. Stage 2 was designed as a validation step to statistically confirm Stage 1 results. The
survey was administered to a total of 1,281 high school students from 19 high schools (15 school
districts) across the seven USDA regions.

Results of the study showed that 21 key indicators impacting the dining experience of
high school students factor into three dimensions, namely, food quality, program reliability, and
staff responsiveness and empathy. Program reliability reflects student expectations on the
delivery of food and services in a consistent, timely, and reliable manner. Staff responsiveness
and empathy include student concerns regarding staff attitude towards work, service efficiency,
and staff behavior towards students. Food quality includes characteristics that focus on variety,
taste, freshness, appearance, aroma, and proper doneness of menu items. In addition, results
indicated that food quality had the greatest effect on the students’ evaluation of their overall
dining experience. The top five reasons for eating school lunch were: “I am hungry”; “I didn’t
bring anything to eat”; “It’s convenient”; “I have no choice”; and “My friends eat school
lunches.” The three least cited reasons for eating school lunches were: “I know what is being
served”; “I get to try different foods™; and “I get a balanced meal.”

The validated three-part questionnaire specifically targets students who participate in the
NSLP three or more times per week. Section I of the survey provides student perceptions of
specific program characteristics that contribute to the dining experience of high school students

who participate in the NSLP. Students are instructed to use the phrase “When I eat school
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lunches...” before each of 24 statements about SN program characteristics and indicate their
level of agreement with each statement by using a 5-point scale, ranging from 5 (strongly agree)
to 1 (strongly disagree). The last three statements provide an overall evaluation of food quality,
service, and student dining experience. Section II asks student to choose the top five (out of 14)
statements that influence the decision to eat school lunches frequently. Section III includes
questions on grade level, frequency of eating school lunches, and gender to provide the SN
director demographic information to further understand trends within the subgroups of students.
Individual programs may choose to include a section for student comments.

The survey is appropriate for SN programs that already have high rates of participation in
the high school level and would like to retain students by increasing customer satisfaction. In
addition, the survey is suitable for SN programs that have low potentials for growth (e.g., the
cafeteria is not equipped to support a large increase in participation, but would like to keep
students who already participate). Lastly, the survey would also be useful to SN programs that
have large percentages of paying students at the high school level.

The specific objective of Phase III was to develop an accompanying resource to guide SN
professionals in administering and interpreting results from The School Lunch Experience Survey
as well as The Non-Participation Survey (Asperin, Nettles, & Carr, 2008). An expert panel of SN
directors assisted in developing the resource. Expert panel members were asked to provide
comments and/or suggestions by answering structured, open-ended questions regarding each
section of the guide. Data collected and gaps identified by the panel were summarized and
utilized to revise the survey guide prior to Web release. The resource also included research-

based information on customer service (Meyer, Conklin, & Carr, 1997) and continuous quality
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improvement (Lambert, Carr, & Hubbard, 2006) previously published by the National
Foodservice Management Institute, Applied Research Division (NFSMI, ARD).

The High School Satisfaction and Non-Participation Survey Guide: Internal
Benchmarking for School Nutrition Programs contains seven sections that are designed to guide
the SN director and/or manager through the survey process. The “Introduction” provides a brief
overview of the resource and the benefits of conducting the customer service surveys. “Planning
for Survey Administration” provides the SN director and/or manager guidance for choosing
members of the survey team, timing of surveys, and frequency of survey administration. The
section “Survey Options” not only describes The Non-Participation Survey and The School
Lunch Experience Survey, it also provides guidance for deciding which survey to utilize and how
to select participants. The section “Administering the Survey” contains checklists for SN
directors to refer to as they go through the survey process from pre-planning to the day after the
survey is completed. Step-by-step instructions for using the Microsoft Excel templates are
provided in the section “Tabulating and Interpreting Results,” while instructions for utilizing
results are provided in the section “Developing a Customer Service Action Plan Using the
Continuous Quality Improvement Process.” The “Appendices” section includes copies of the
surveys, parental consent templates, student assent statements, and memos to principals and/or
teachers for surveys.

Use of the Web-based resource and implementation of the survey will aid SN
professionals in establishing performance benchmarks and improving their programs based on
customer feedback. The results of the survey can help SN directors focus improvement efforts on
key factors that can influence the students’ perception of, and satisfaction with, their school

lunch experience.
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INTRODUCTION

School nutrition (SN) programs participating in the National School Lunch Program
(NSLP) continue to encounter challenges with the increasing threat of competitive foods,
commercial food service, and federal budgetary constraints, particularly at the high school level.
Participation at the high school level has consistently been lower than elementary and middle
school programs, and has continued to decline over the years (Fogleman, Dutcher, McProud,
Nelken, & Lins, 1992; Gilmore, Hutchinson, & Brown, 2000). In view of this, it is advantageous
for SN directors to focus on retaining the customer base that already participates in the NSLP.

Meyer and Conklin (1998) suggested that it is ideal for students to be involved in the
operation, because they should have a choice about what they can purchase and eat. Focusing on
the customer can provide an opportunity to determine what characteristics affect customer
perceptions of value and satisfaction (Bojanic & Kashyap, 2000). One way to involve students
and measure student satisfaction with the NSLP is to survey students on their perceptions
regarding their dining experience. Assessing student satisfaction and addressing student concerns
proactively may positively influence each student’s decision to continue eating school meals.

Past literature investigating the attitudes of high school students with the NSLP generally
focused on factors that affect participation. However, Hutchinson, Brown, and Gilmore (1998)
stated that participation may not be a good indicator of student satisfaction. Previous research
conducted by the National Food Service Management Institute, Applied Research Division
(NFSMI, ARD) showed through a series of focus groups with high school students that students
who eat school lunch frequently (three or more times per week) have different concerns from

students who eat less frequently (two or less times per week). Measuring satisfaction issues
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addresses the concerns of the first group, while measuring factors that affect non-participation
addresses the concerns of the second group (Asperin, Nettles, & Carr, 2008).

Marketing literature is replete with research on customer satisfaction. Oliver (1999)
stated that satisfaction is “a fairly temporal post usage state for one-time consumption or a
repeatedly experienced state for ongoing consumption that reflects how the product or service
has fulfilled its purpose” (p. 41). That is, student satisfaction with the SN program can be viewed
as a transaction specific measure (i.e., satisfaction with the current dining experience) and as a
cumulative evaluation measure (i.e., satisfaction with the SN program over time). Overall
satisfaction or the “overall evaluation based on the total purchase and consumption experience
with a good or service over time” (Anderson, Fornell, & Lehmann, 1994, p. 54) has been shown
as a better predictor of repurchase intension (Jones & Suh, 2000).

In this study, the ability of the SN program to consistently deliver the benefits and quality
of service sought by the high school student is evaluated. In general, when performance is less
than what the customers expect, quality is perceived to be low resulting in negative
disconfirmation or dissatisfaction (Oliver, 1997). Conversely, if performance meets customer’s
expectations (zero disconfirmation) or exceeds customer’s expectations (positive
disconfirmation), quality is perceived to be high, and satisfaction is the result (Bitner, 1990;
Kandampully, Mok, & Sparks, 2001).

The most accepted measurement of perceived service quality is the SERVQUAL
instrument developed by Parasuraman, Zeithaml, and Berry (1985, 1988, 1991). The
SERVQUAL model is composed of five dimensions: tangibles, reliability, responsiveness,

empathy, and assurance. The following are brief descriptions of the five dimensions as
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referenced in Kandampully et al. (2001, pp. 54-55):

e Tangibles: Consists of “appearance of physical facilities, equipment, personnel, and

communications materials” (Berry & Parasuraman, 1991, p. 16);

e Reliability: Reflects the service provider’s “ability to perform service dependably and

accurately” (Parasuraman et al., 1988, p. 23);

e Responsiveness: Represents the “willingness to help customers and provide prompt service”

(Parasuraman et al., 1988, p. 23);

e Empathy: Involves the “caring, individualized attention the firm provides its customers”

(Parasuraman et al., 1988, p. 23); and

e Assurance: Reflects the “knowledge and courtesy of employees and their ability to inspire

trust and confidence” (Parasuraman et al., 1988, p. 23).

Although the SERVQUAL is widely used, it does not take into consideration any
measurement of food quality, which is an important factor in foodservice customer evaluations.
Thus, there is a need to develop an instrument that will measure student satisfaction
encompassing food quality as well as the indicators from the SERVQUAL model which are
applicable in the delivery of services in SN programs. The primary purpose of this project is to
identify factors that affect the perception of high school students regarding their dining
experiences when they participate in the NSLP. The secondary objectives of this project include
the following:

e Develop a survey to assess the perceptions of high school students regarding their

dining experience and provide SN directors a tool to use for internal benchmarking;

e Identify factors that can influence the student’s evaluation of their dining experience

and satisfaction;
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Identify primary reasons why high school students choose to participate in the NSLP;
Develop a step-by-step guide for administering the survey, interpreting results, and
creating continuous quality improvement action plans to address student concerns;
and

Provide the survey and guide to SN directors and other SN professionals in an

accessible, downloadable format on the NFSMI Web site.
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METHOD
Research Design

The purposes of this research were to develop a survey to assess the perceptions of high
school students regarding their dining experience and to provide a step-by-step guide for
administering the survey, interpreting results, and creating continuous quality improvement
action plans to address student concerns. To accomplish the project goals, the research was
conducted in three phases, namely, High School Student Focus Groups, Survey Instrument
Development, and Survey Guide Development.

Phase I: High School Student Focus Groups

Phase I for this project was accomplished in conjunction with the project, Investigation of
Factors Impacting Participation of High School Students in the National School Lunch Program
(Asperin et al., 2008), conducted by the National Food Service Management Institute, Applied
Research Division (NFSMI, ARD). Focus groups to explore student perceptions of the school
lunch experience were completed in each of four school districts located in four geographic
regions as defined by the United States Department of Agriculture (USDA).

E-mail invitations describing the study objectives were sent to school nutrition (SN)
directors to determine willingness to host focus groups, each to be composed of six to eleven
high school students. Follow-up phone calls with SN directors were conducted to answer any
questions and/or concerns before confirmation letters were sent to those who agreed to
participate. A passive parental consent template was provided for use if district protocol required
it. Parents were provided an overview of the project, the rights of their child as a participant of

the focus group, and the student’s option to not participate even if parental consent was granted.
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A student assent statement that assured confidentiality of responses and explained rights as
participants was read prior to beginning the focus group.

The discussions lasted approximately 90 minutes and included semi-structured, open-
ended questions exploring student perceptions of school lunches and reasons for participation.
The focus groups were held at accessible, neutral sites, accommodating the participants with
convenient access. Focus groups were audio recorded and the sessions were transcribed by the
researchers. Following transcription of the sessions, researchers reviewed the transcripts and
collapsed responses into meaningful categories. The identified themes were used in the
development of a high school student survey to measure student perceptions of their dining
experience and satisfaction with the National School Lunch Program (NSLP).

Phase I1: Survey Instrument Development

Qualitative data from Phase I was used as the foundation for drafting a survey designed
to explore factors that impact the dining experience and satisfaction of high school students
participating in the NSLP. The scannable survey entitled, The School Lunch Experience Survey,
consisted of three sections. In Section I, students were asked to use the phrase “I am satisfied
with school lunches because...” before each of 40 statements and then to indicate their level of
agreement with each statement, ranging from 5 (strongly agree) to 1 (strongly disagree). Section
IT asked students to choose the top five among 14 reasons why they choose to eat school lunch.
In Section III, students were asked to provide demographic information related to grade in
school, frequency of eating school lunches per week, and gender. A two-stage pilot test was
performed with Stage 1 primarily designed to test survey protocol, assess student comprehension

of the instrument, and estimate response rates. Stage 2 was designed as a validation step to
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statistically confirm Stage 1 results. The survey was administered to a total of 1,281 high school
students from 19 high schools (15 school districts) across the seven USDA regions.
Stage 1

Prior to survey administration, a pre-test was conducted in a local high school. The
researcher delivered and administered the survey on site with the assistance of the SN director.
The researcher recorded the average time that students used to complete the survey. The
researcher also took note of any questions the students had with regards to comprehension of the
assent statement and instructions for completing the survey. Seeing no revisions necessary,
e-mail invitations providing an overview of the study objectives and survey process were sent to
ten SN directors across the seven USDA regions. Follow-up phone calls were conducted to
provide an overview of the SN director’s function in coordinating the survey administration.
Confirmation e-mails were sent to two SN directors who agreed to make arrangements for
administering the survey in their school districts. The e-mail also included suggestions for
selecting students for the pilot test and other information for conducting the survey. Attached to
the e-mail was a template of a passive parental consent form that SN directors could modify if
this was required in their district.

Survey packets containing the requested number of scannable surveys (at least 50 per
high school); instructions for survey administration; a student assent statement; a high school
profile form; and a self-addressed, postage-paid return envelope were mailed to the participating
SN directors. The instructions outlined the steps to be taken for coordinating the survey process.
The student assent statement informed the students of the purpose of the study, asked for their
participation, and assured them of the confidentiality of their responses. The statement was to be

read prior to survey completion. The high school profile form asked the director to supply
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demographic information about the SN program (e.g., student enrollment, average daily
attendance, average daily participation). No identifying codes were placed on the questionnaires,
thus preserving the anonymity of all respondents.

The SN director was then asked to randomly select 30 to 50 students who ate school
lunches three or more times per week to complete the surveys. The process for choosing and
inviting students to participate varied per district depending on the approach taken by the SN
director and district/school administrators. After approximately two weeks, a follow-up e-mail
was sent to both SN directors thanking them for their participation, and reminding them to
complete and return the surveys.

Due to a small number of completed surveys received, an additional 15 SN directors were
invited to participate in Stage 1, nine of whom agreed to conduct the pilot test. In total, 1,000
surveys were distributed across 12 districts for Stage 1. Results of factor analyses and reliability
diagnostics were used to revise the survey in preparation for Stage 2.

Stage 2 (Validation)

After survey revision, e-mail invitations were sent to seven SN directors to solicit their
participation in the final stage of survey validation. All indicated interest in the survey and were
contacted by telephone to address questions and/or concerns regarding the survey process. The
rest of the process followed the Stage 1 survey protocol. A total of 1,150 surveys were
distributed across the seven districts. Results of confirmatory factor analysis and reliability
diagnostics were used to finalize the survey.

Data Analysis
Statistical procedures were performed using SPSS Version 15.0 for Windows and Amos

Version 7.0 for Windows. Descriptive statistics were used to summarize frequencies, means, and
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standard deviations for all variables and resulting factors. Exploratory factor analysis (EFA) with
varimax rotation (SPSS version 15.0), was performed using data from Section 1 (Stage 1) to
establish the structure for factors that affect the perception of high school students regarding their
school lunch experiences. Factors with eigenvalue of 1.0 and above were retained for further
analysis. All indicators with loadings of .40 and below were eliminated. Cronbach’s Coefficient
Alpha (o) was calculated to test reliability of the scale and each extracted factor. Confirmatory
factor analysis using AMOS version 7.0 was performed for Stage 2 data to assess factor
structure. Indicators with factor loadings less than .40 and factors with a less than .70 were
eliminated from the final scale (Nunnally, 1978). Multiple regression analyses were used to
measure the impacts of extracted factors and indicators on overall measurements of food quality,
service, and overall dining experience.
Phase I11: Survey Guide Development

The specific objective of Phase III was to develop an accompanying resource to guide SN
professionals in administering and interpreting results from The School Lunch Experience Survey
as well as The Non-Participation Survey (Asperin et al., 2008). NFSMI, ARD research-based
resources on customer service (Meyer, Conklin, & Carr, 1997) and continuous quality
improvement (Lambert, 2006), as well as feedback provided by SN directors, were used to
develop the guide. The draft included seven sections: Introduction, Planning for Survey
Administration, Choosing the Right Survey, Administering the Survey, Understanding the
Survey Results, Developing a Customer Service Improvement Plan, and Appendices.

Nine SN Directors were invited to attend a day and a half meeting to evaluate the draft
survey guide and to discuss implications of results obtained from using the surveys. The SN

directors were sent an e-mail invitation to determine his/her willingness to serve on the expert
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panel. The invitation explained the project, the purpose of the expert panel meeting, and
provided the researchers’ contact information for questions and concerns. After panel members
agreed to participate, confirmation letters were mailed electronically with additional information
on the upcoming meeting and travel arrangements. The expert panel members were sent a pre-
meeting packet consisting of a cover letter, a draft of the survey guide, an evaluation form for the
survey guide, and a meeting agenda listing topics to be covered during the expert panel
discussion. Initially, the guide was reviewed by the expert panel participants to evaluate content,
readability, clarity, and flow of the survey guide. In addition, participants were asked to bring
copies of any resources and questions related to addressing customer service issues in the high
school setting.

The discussion session was facilitated by the researcher with an assistant moderator
capturing the participants’ comments on a flip chart. The agenda included a discussion of the SN
directors’ preliminary evaluations and identification of gaps to ensure that the guide was
comprehensive and useful for SN professionals. Expert panel members were asked to provide
comments and/or suggestions by answering structured, open-ended questions regarding each
section of the guide. Data collected and gaps identified by the panel were summarized and
utilized to revise the survey guide prior to Web release.

Sample Selection

School districts participating in the focus groups and survey pilot tests were chosen for
their variation in demographics in relation to free and reduced price meals percentages (high or
low), district sizes (small, medium, large), ethnic diversity, location (rural, suburban, urban), and
USDA region (Western, Mountain Plains, Midwest, Northeast, Mid-Atlantic, Southeast, and

Southwest). The SN director in each school district selected a random sample of 30 to 50
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students per high school. A total of 15 districts (19 high schools) participated in the two rounds
of pilot tests. The expert panel was selected from a pool of SN directors who actively
participated in the survey development stages of The School Lunch Experience Survey and The
Non-Participation Survey.
Informed Consent
For Phases I, 11, and III of the research study, the researchers followed informed consent
procedures established by the Human Subjects Protection Review Committee at The University

of Southern Mississippi.
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RESULTS AND DISCUSSION
Phase I: High School Student Focus Groups
Characteristics of Participating School Nutrition Programs

High school enrollment at the participating districts varied from approximately 500 to
almost 3,000 students. The number of high schools per district ranged from 1 to over 30. Half of
the districts had open campuses for lunch or had open options for seniors and/or juniors. Average
daily participation (ADP) in the National School Lunch Program (NSLP) ranged from a low of
14% to a high of 83%, with an average of 55%. The percentage of high school students approved
for free and reduced meals ranged from less than 5% to almost 80%.

Student Perceptions of the “School Lunch”

Results indicated that there are seven primary reasons why high school students choose to
participate in the NSLP: convenience, hungry, value, food quality, food preference, no choice,
and socialize. Table 1 shows the themes and related statements provided by the students,

arranged from most to least cited.
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Table 1

Focus Group Summary: Reasons Why High School Students Choose to Eat School Lunches

Theme Statements

Convenience Convenient
Have enough time to eat
Have no time to prepare or get own food
Don’t have transportation to go off campus
Don’t want to drive
Don’t want to lose parking

Hungry I am hungry
Get ready for afterschool practice
Skipped meal(s) prior to class
The lunch is filling

Value I don’t spend my own money
Cheap
Good price for what I get

Food Quality Tastes good
Different every day
Nutritious
Looks good
Fresh food
Quality food
Warm/hot meal
Decent food

No Choice Have no other food
No other choice

Food Preference Only when serving favorite meal/item
I like the food
Socialize Spend time with friends

It’s a break for schoolwork

Focus group responses showed that students evaluated the menu and/or food items
offered through the NSLP based on the consistency of the following characteristics: serving

portions, quality, taste, and availability. Healthfulness, freshness, appearance, proper doneness,
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and appropriate serving temperatures were also among the most cited criteria. Students stated
that cleanliness of serving and dining areas affect their perception of the food quality and the
quality of their overall dining experience. Participants implied that satisfaction with the school
lunch experience is also affected by the attitude of staff (e.g., friendliness, positive disposition,
openness to suggestions), service recovery (i.e., how the staff respond to customer complaints),
and staff efficiency (e.g., speed of service). In addition, satisfaction is negatively affected when
menu items run out before the lunch period is over, particularly if students have to pay full price
for a meal that would not have been their first choice. Students indicated that perceptions of the
cafeteria will improve if the dining environment was enhanced by providing music chosen by
students, upgrading décor for a restaurant feel, adding more color in the dining area, providing
more comfortable and inviting dining room, and using round tables to facilitate socialization.
Phase I1: Survey Development

Across the two-staged pilot test, a total of 2,150 surveys were sent to SN directors, 1,281
(60%) of which were completed and returned. Only responses from students who ate three or
more times per week (38%) were retained for the majority of the analyses. Respondents with
substantive missing data and poor quality responses (i.e., those who answered neutral or either
extreme for all items) were removed prior to analysis. In addition, tests for multivariate and
univariate outliers and violations of assumptions for factor analyses were performed using SPSS
version 15.0 for Windows.

Characteristics of Participating School Nutrition Programs

Fifteen districts (19 high schools) participated across the two stages of survey

administration. On average, the enrollment at the participating high schools was 1,393, ranging

from 616 to 3,200 students (Table 2). A majority of high schools (61%) reported having closed
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campuses and seven (39%) either had open campuses or open options for juniors and seniors.
Average daily participation (ADP) for closed campuses averaged 55%, while open campuses
averaged 26%. The percentage of high school students approved for free and reduced priced
meals ranged from 7% to 76%, with a mean of 32%.

Table 2

Program Demographics of Participating High Schools (Stages 1 and 2)

Number of high schools surveyed 19
Number of surveys completed and returned 1,281
Number of usable surveys 1,221
Number of students who ate school lunch three or more
times per week 818
Range

Min Max
Enrollment 616 3,200
Average Daily Attendance (ADA) 83% 98%
Average Daily Participation (ADP) 13% 74%

Percent of students eligible

Free 6% 73%

Reduced Price 1% 12%
ADP per benefit category

Free 8% 81%

Reduced Price 2% 35%

Paid 6% 90%
Lunch Price $1.25 $3.13
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Stage 1

A total of 1,000 questionnaires were distributed to 12 SN directors, nine of whom
returned a total of 418 (42%) completed surveys from ten high schools. Data screening resulted
in a final usable sample of 292 (29%), limited to students who ate school lunches three or more
times per week. The majority of respondents were female (51%) and the sample was dispersed
among oth graders (33%), 10" graders (21%), 1" graders (29%), and 120 graders (17%).

In Section I, students were provided 40 statements pertaining to characteristics that affect
the school lunch experience. Students were asked to indicate their level of agreement with each
statement using a scale of 5 (strongly agree) to 1 (strongly disagree). The last three statements
were global evaluations of food quality (M=3.29, SD=1.17), service (M=3.72, SD=1.04), and
overall dining experience (M=3.56, SD=1.04).

Exploratory factor analysis (EFA) with varimax rotation was performed to determine if
responses for statements 1 to 37 could be statistically grouped into a smaller number of
categories. Results showed that the variance in student perceptions could be explained by 24
items (=.94; R’=.59) grouped into four categories: food quality (¢=.92; R’=.20), dining
atmosphere (a=.82; R’=.12), staff (a=.81,; R°=.13), and choice/variety (a=.74, R’=.13).
However, an additional eight items were retained for retest in Stage 2. These items were strongly
emphasized by focus group participants as being important criteria for evaluating their school
lunch experience. Thus, a retest was merited to ascertain whether unsatisfactory factor loadings
were sample specific.

In Section II, respondents indicated that the top five reasons for eating school lunch were
“I am hungry”; “It’s convenient”; “I didn’t bring anything to eat”; “My friends eat school

lunches”; and “I have no choice.” The three least cited reasons for eating school lunches were
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“It prepares me for after school activities”; “I get a balanced meal”; and “I get to try different
foods.” Based on focus group results and previous literature, these responses were quite
expected.

In preparation for Stage 2, Section I was reduced from 40 items to 35 statements. Based
on student feedback communicated to the researcher by participating SN directors, the phrase,

“I am satisfied with school lunches because...” used in Section I was revised to read, “When I eat
school lunches...” to minimize response bias. Students indicated that the previous wording
assumed they were at least minimally satisfied even when they are not. No changes were made to
Sections II and III prior to Stage 2.

Stage 2 (Validation)

A total of 1,150 questionnaires were distributed to seven SN directors, six of whom
returned a total of 863 (75%) completed surveys from nine high schools. Data screening resulted
in a final usable sample of 523 (45%), limited to students who ate school lunches three or more
times per week. The majority of respondents were male (53%) and the sample was dispersed
among ot graders (43%), 10" graders (24%), 1" graders (18%), and 12" graders (15%).

Confirmatory factor analysis (CFA) using AMOS was performed on Section I, items one
through 32, to test the four-factor structure established in Stage 1. Because the model fit was
unsatisfactory and structure was not confirmed, a secondary EFA using SPSS was performed.
Preliminary results showed a 29-item, five-factor solution (0=.94; R°=.54). Parallel analysis
showed that although five factors were generated, only the first three (a=.92; R’=.53) strongly

accounted for the variance in student perceptions (Table 3).
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Table 3

Reliability (o), Standardized Factor Loadings, Means (M), and Standard Deviations (SD) of
Factors that Affect the School Lunch Experience of High School Students (N=523)

Factor Structure (Cronbach Alpha) Standardized MP® + SD
Loading®

Factor 1: Food quality (¢=.90) 3.04+0.80
The food looks appealing. .79 2.88+1.07
The flavors of the food go well together. 75 3.06 +£1.03
The food tastes good. .70 3.24+£1.04
The food smells good. .70 3.26 £ 1.08
The food served is fresh. .69 3.13+1.00
Food is cooked to the proper doneness. .67 326+ 1.15
The food has a homemade quality. .67 2.29+1.09
There is a variety of food items that I can choose from. .66 340+1.23
There is variety in the menu from day to day. .63 287+ 1.15

Factor 2: Program Reliability ( 0a=.77) 3.30+£0.81
The serving portions are consistent. 72 325+ 1.11
The quality of the food is consistent. 71 3.13+1.12
The amount of food I get is enough. .58 3.14+1.40
I could purchase other items a la carte if [ don’t want
the full meal. .55 3.58+1.23
I have enough time to eat. 54 3.54+1.32
I know what is being served before I get to the cafeteria. 42 2.77 +1.39
There is enough seating space in the dining area. 41 3.69+1.23

*All factor loadings were significant at .001 (Table 3 continues)

’Scales (Max/Min): 5=strongly agree/1=strongly disagree
Note: ¥2 (186, N=523)=568.40; GFI=.91;TLI=.90; RMSEA=.06; 0=.92
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(Table 3 continued)

Reliability (o), Standardized Factor Loadings, Means (M), and Standard Deviations (SD) of
Factors that Affect the School Lunch Experience of High School Students (N=523)

Standardized

Factor Structure (Cronbach Alpha) Loading?® MP + SD

Factor 3: Staff Responsiveness and Empathy (a=.75) 2.94 £0.88
The service is friendly. 77 321+1.31
The staff look like they enjoy their work. 73 2.74 £1.33
The staff understands my meal time needs. .59 3.09+1.16
The menu provides healthy meal options. 53 3.1+ 1.15
I know that I can offer suggestions. 44 2.51+£1.26

?All factor loadings were significant at .001
’Scales (Max/Min): 5=strongly agree/1=strongly disagree
Note: ¥2 (186, N=523)=568.40; GFI=.91;TLI=.90; RMSEA=.06; 0=.92

CFA showed an improvement in the fit indices and a chi-square difference test suggested
that the modified 21-item, three-factor scale was a better fit to the data (2 (186,
N=523)=568.40; GFI=.91; TLI=.90; RMSEA=.06; 0=.92). The three extracted factors were food
quality (a=.90, R’=.24), program reliability (a=.77, R’=.15), and staff responsiveness and
empathy (0=.75, R’=.15). The indicators falling in the second factor were most comparable to
Parasuraman et al.’s (1985, 1988, 1991) SERVQUAL dimension “reliability,” and those in the
third factor conceptually reflect the dimensions of “responsiveness” and “empathy”. All factor
loadings, ranging from .41 to .79, were significant at .001 indicating convergent validity
(Anderson & Gerbing, 1988).

Student ratings in Section I ranged from a low of 2.29 (§SD=1.09; “the food has a
homemade quality”) to a high of 3.69 (SD=1.23; “there is enough seating space in the dining

room”). Table 4 summarizes the overall evaluations of students regarding food quality, service,
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and dining experience, showing that students had the greatest mean evaluation for the overall
quality of service (M £ SD = 3.21 + 1.10). Multiple regression analysis showed that among the
food quality indicators, “the food looks appealing” ( = .28, p<.001); “the food tastes good”

(B = .24, p<.001); and “food is cooked to the proper doneness”(p = .16, p<.001), showed the
three greatest effects on overall food quality scores (F[6,478] = 127.04, p<.001). Similarly,
multiple regression analysis showed that “the service is friendly” (B = .41, p<.001) and “the staff
look like they enjoy their work™ (B = .28, p<.001) had the greatest effects on overall service
quality scores (F[3,478] = 149.14, p<.001).

Table 4

Means (M) and Standard Deviations (SD) of Overall Quality of Food, Service, and
Dining Experience (N=523)

Overall Evaluations M? + SD

The overall quality (taste, appearance, temperature) of the food served is good. 2.95+1.04
The overall quality of the service is good. 321+1.10

The overall quality of my dining experience is good. 3.12+1.05

“Scales (Max/Min): 5=strongly agree/1=strongly disagree

When overall dining experience scores were regressed on food quality, program
reliability, and staff responsiveness and empathy (Table 5), the factors significantly accounted
for slightly more than half of the variance in overall dining experience scores (F[3,520] =
219.76, p<.001; R’ = .56). Food quality (B = .42, p<.001) had the greatest significant effect on
the students’ evaluation of their overall dining experience, followed by program reliability

(B = .26, p<.001) and staff responsiveness and empathy ( = .18, p<.001).
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Table 5

Summary of Stepwise Regression for Factors Significant in Predicting Overall
Quality of Student Dining Experience

Independent Variable B SEB B t value Sig.
Food Quality .55 .06 42 9.65 .000*
Program Reliability 34 .05 .26 6.71 .000*
Staff Responsiveness and 21 .05 18 4.62 .000*
Empathy

R’=0.56  Adjusted R°=0.56  F=219.76

*$<0.001

Reflective of focus group results, survey respondents indicated in Section II that the top
five reasons for eating school lunch were “I am hungry”; “I didn’t bring anything to eat”; “It’s
convenient”; “I have no choice”; and “My friends eat school lunches” (Table 6). The three least
cited reasons for eating school lunches were “I know what is being served”; “I get to try different
foods”; and “I get a balanced meal.” The top six reasons were consistently rated in order between
male and female students. There is also no significant difference in the two least cited reasons

between genders.
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Table 6

Reasons Why High School Students Eat School Lunches

Frequency
Reasons for Eating School Lunches
Male Female

I am hungry. 249 217
I didn’t bring anything to eat. 162 168
It’s convenient. 161 158
I have no choice. 114 100
My parents/I pay in advance. 114 100
My friends eat school lunches. 96 92
It fits my schedule. 77 83
I like the food. 87 50
It’s affordable. 74 53
It prepares me for after school activities. 37 36
I like the variety of menu items. 37 36
I know what is being served. 44 28
I get to try different foods. 30 23
I get a balanced meal. 20 21

Phase I11: Survey Guide Development
Characteristics of Expert Panel Members
The seven SN directors who agreed to participate in the expert panel represented the

Mountain Plains, Southwest, Southeast, Northeast, and Midwest regions as classified by the
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United States Department of Agriculture (USDA) (Table 7). Student enrollment in the districts in
which they practiced ranged from less than 2,799 to 65,000 or greater students. The majority
(57%) of school districts represented have programs with more than 20,000 students. Experience
in SN programs ranged from one to greater than 20 years. Three SN directors have held their
current position at least 11 years. All participants completed bachelor’s degrees, three of whom
have completed at least a Master’s degree. Credentials and certifications included School
Nutrition Association (SNA) certified (43%), School Nutrition Specialist (SNS) credentialed
(14%), State Department of Education certified (14%), Registered Dietitian (14%), and Licensed
Dietitian/Nutritionist (14%).

Table 7

Personal and Program Characteristics of Expert and Panel (N=7)

Demographic Question Frequency %

How many years have you worked in SN programs?

5 years or less 1 14%
6 to 10 years 1 14%
11 to 15 years 2 29%
16 to 20 years 1 14%
Greater than 20 years 2 29%

How long have you been in your current position?

Less than 1 year 1 14%
1 to 5 years 2 29%
6 to 10 years 1 14%
11 to 15 years 2 29%
Greater than 20 years 1 14%

(Table 7 continues)
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(Table 7 continued)

Personal and Program Characteristics of Expert and Panel (N=7)

Demographic Question Frequency %

What is your certification/credentialed status? (Choose all that apply)

SNS credentialed 1 14%
State Department of Education certified 1 14%
SNA certified 3 43%
Registered Dietitian 1 14%
Licensed Dietitian/Nutritionist 1 14%

What is your highest level of education?

Baccalaureate degree 2 29%
Some graduate credits 2 29%
Master’s degree 1 14%
Graduate degree beyond Master’s 2 29%

In which USDA region do you work?

Midwest 1 14%
Mountain Plains 1 14%
Northeast 1 14%
Southeast 2 29%
Southwest 2 29%

What is the approximate student enrollment of your school district?

2,799 or less 1 14%
2,800 to 9,999 2 29%
20,000 to 44,999 1 14%
65,000 or greater 2 29%
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Expert Panel Pre-Meeting Review of Survey Guide

Six of the seven expert panel members reviewed and returned their evaluation of the draft
survey guide (Table 8). All expert panel members strongly agreed that the guide presented an
inclusive overview of the survey process, and that it is a useful tool for SN directors and
managers. Expert panel members agreed or strongly agreed that the information was concise and
was organized logically using language appropriate for SN professionals. All expert panel
members also agreed or strongly agreed that the guide offers sufficient guidance,
recommendations, and instructions for SN directors planning to administer the survey(s).
Table 8

Results of Expert Panel Evaluation of Draft Survey Guide

. . Frequenc
Evaluation Question a y

Strongly  Disagree Agree Strongly

Disagree Agree
The guide presents an inclusive overview of the
survey process. 6
The guide topics are organized in a logical sequence. 1 5
The guide uses language that is familiar to SN
professionals. 3 3
The information is presented concisely but in enough
detail to clarify the topic/issue. 1 5
The guide offers sufficient recommendations for SN
directors planning to administer the survey(s). 1 5
The guide assists SN directors in selecting the
customer service survey appropriate for the
SN program. 1 5
The guide presents specific instructions for
conducting the survey(s). 1 5
The guide is a useful tool for SN directors and
managers. 6
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Expert Panel Discussion

Expert panel members suggested that the benefits of increasing meal participation should
be added to the introduction to provide SN professionals and school administrators incentives to
administer the survey(s). In addition, the guide should give an indication of the time, effort, and
resources required to administer the survey(s) successfully. It should also be mentioned that
survey administration in itself is only one step in the continuous quality improvement process.

Members concurred that the team approach to planning the survey administration is
beneficial. However, it should be emphasized that the team composition will depend on the
needs and policies of the district regarding research involving students. Wellness
coordinator/team, technology specialists, point-of-sale (POS) representatives, parent groups,
nurses, and school/district evaluation specialists may also be included in the list of possible team
members. Minor revisions were suggested for the sub-section on “Timing of Surveys” to provide
more accurate descriptions.

Several expert panel members indicated that detailed sections providing a description of
the surveys, guidance for choosing which survey to use, directions for choosing the number and
type of respondents, and timelines for survey administration are more useful for SN directors in a
bulleted format rather than in narrative paragraphs. Members recommended that the section
entitled “Choosing the Right Survey” be revised to read “Survey Options,” because some
districts may prefer to establish benchmarks for both non-participants and frequent eaters by
using the surveys simultaneously. Members felt it was important to explain that although there
are commonalities between the two surveys, the questions are not identical because they are
addressing different issues and must be framed differently. All members commented that

templates for parental consent, letters to school administrators, and memos to teachers provided
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in the Appendices are useful, especially for SN directors who may be administering student
surveys for the first time. Detailed checklists for the survey administration timeline were
developed with guidance from the expert panel members.

There was a general consensus among the panel members that Microsoft Excel templates
for tabulating and interpreting results are needed. Providing these tools will reduce the anxiety of
SN directors about handling the data they collect from the surveys. According to the panel, the
Microsoft Excel template must be able to present means, frequencies, and factor scores that will
help SN directors create reports for the SN staff, school/district administration, parents,
community, and the media. Step-by-step instructions with graphics would help SN directors in
utilizing the Microsoft Excel templates. Expert panel members agreed that for 7he
Non-Participation Survey, scores of 3.5 and above in Section I should be given the highest
priority in determining areas of improvement. On the other hand, panel members suggested that
for The School Lunch Experience Survey, mean scores of 4 and above are desirable in Section I.
Scores between 3 and 4 are acceptable, while scores of 3 and below should be given priority in
determining areas of improvement. In addition, a revision was proposed to change the section
heading from “Understanding the Survey Results” to “Tabulating and Interpreting Results” to
better reflect the content of the section.

The expert panel members were in agreement that the section “Developing a Customer
Service Improvement Plan” should be revised within the framework of the Continuous Quality
Improvement Process. As with the Microsoft Excel templates, panel members advised that
step-by-step instructions for completing the action plans would be beneficial for SN directors.

Providing checklists and easy to follow examples at each step would be effective.
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CONCLUSIONS AND RECOMMENDATIONS
Research Study Conclusions and Applications

Results of the study showed that 21 key indicators impacting the dining experience of
high school students factor into three dimensions, namely, food quality, program reliability, and
staff responsiveness and empathy. Program reliability reflects student expectations on the
delivery of food and services in a consistent, timely, and reliable manner. Staff responsiveness
and empathy include student concerns regarding staff attitude towards work, service efficiency,
and staff behavior towards students. Food quality includes characteristics that focus on variety,
taste, freshness, appearance, aroma, and proper doneness of menu items.

Results implied that enhancing the appearance, taste, and proper doneness of menu items
will have the greatest effects on improving student evaluations of food quality in general. This is
particularly important because results indicated that food quality had the greatest effect on the
students’ evaluation of their overall dining experience. Results suggest that school nutrition (SN)
directors and managers should also focus on staff friendliness and attitude toward work, because
these have the greatest effects on the students’ evaluation of the overall service quality.

The top five reasons for eating school lunch were “I am hungry”; “I didn’t bring anything
to eat”; “It’s convenient”; “I have no choice”; and “My friends eat school lunches.” The three
least cited reasons for eating school lunches were “I know what is being served”; “I get to try
different foods”; and “I get a balanced meal.” SN professionals can use this information to focus

marketing efforts on promotional messages that will support the reasons why high school
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students choose to eat school lunches. A few examples are illustrated below:

e Highlight that although high school students may not have the choice to leave
campus, the SN program conveniently provides them a wide variety of lunch options
when they participate in the NSLP.

e For students whose main reason for participating is that their friends eat school
lunches, promote the school lunch as an opportunity to engage in a social dining
experience. In addition, design and/or decorate the dining area to support
socialization among students.

e Focus on marketing the convenience and variety that the SN program offers versus
trying to market the “balanced meal.”

The survey developed in this study is a research-based tool generalizable for use with the
high school population (grades 9 through 12), regardless of district size. The survey is
appropriate for school nutrition (SN) programs that already have high rates of participation in the
high school level and would like to retain students by increasing customer satisfaction. In
addition, the survey is suitable for SN programs that have low potentials for growth (e.g., the
cafeteria is not equipped to support a large increase in participation, but would like to keep
students who already participate). Lastly, the survey would also be useful to SN programs that
have large percentages of paying students at the high school level. Implementation of the survey
will aid SN professionals in establishing performance benchmarks and improving their programs
based on customer feedback. The results of the survey can help SN directors focus improvement
efforts on key factors that can influence the students’ perception of, and satisfaction with, their

school lunch experience.
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The validated questionnaire is composed of three parts. Section I of the survey provides
student perceptions of specific program characteristics that contribute to the dining experience of
high school students who participate in the NSLP. Students are instructed to use the phrase
“When I eat school lunches...” before each of 24 statements about SN program characteristics
and indicate their level of agreement with each statement by using a 5-point scale, ranging from
5 (strongly agree) to 1 (strongly disagree). The last three statements provide an overall
evaluation of food quality, service, and student dining experience. Section II asks students to
choose the top five (out of 14) statements that influence the decision to eat school lunches
frequently. Section III includes questions on grade level, frequency of eating school lunches, and
gender to provide the SN director demographic information to further understand trends within
the subgroups of students. Individual programs may choose to include a section for
student comments.

Guidelines for planning and administering the survey are provided in the Web-based
resource, High School Student Satisfaction and Non-Participation Survey Guide: Internal
Benchmarking for School Nutrition Programs. The resource contains seven sections that are
designed to guide the SN director and/or manager through the survey process. The
“Introduction” provides a brief overview of the resource and the benefits of conducting the
customer service surveys. “Planning for Survey Administration” provides the SN director and/or
manager guidance for choosing members of the survey team, timing of surveys, and frequency of
survey administration. The section “Survey Options” not only describes The Non-Participation
Survey and The School Lunch Experience Survey, it also provides guidance for deciding which
survey to utilize and how to select participants. Contained in the section “Administering the

Survey” are checklists for SN directors and/or managers to refer to as they go through the survey
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process from pre-planning to the day after the survey is completed. Step-by-step instructions for
using the Microsoft Excel templates are provided in the section “Tabulating and Interpreting
Results,” while instructions for utilizing results are provided in the section “Developing a
Customer Service Action Plan Using the Continuous Quality Improvement Process.” The
“Appendices” includes copies of the surveys, parental consent templates, student assent
statements, and memos to principals and/or teachers for surveys.

Education and Training Implications

The following are recommendations for additional education and training:

e There is a need to develop training modules for familiarizing SN directors and/or
managers with The Non-Participation Survey, The School Lunch Experience Survey,
and the Web-based resource guide. At the end of the training, SN professionals should
be able to determine which survey and data gathering methodology is best suited to
establish benchmarks for their high school SN programs.

¢ Training modules are needed to help SN staff better understand the role of
administering the customer service surveys in the Continuous Quality Improvement
Process for the SN program as a whole. At the end of the training, SN professionals
should be able to develop Customer Service Action Plans to improve high school
student participation and satisfaction.

e Training modules are needed for guiding SN directors in conducting focus groups with
high school students in the effort to determine solutions for addressing issues
identified from survey results. Modules should also include guidance for conducting
corresponding focus groups with the SN staff to find efficient, effective, and creative

solutions for addressing these issues.
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Limitations and Recommendations for Further Research

The Web-based guide was developed utilizing expert advice from a small number of
practicing professionals. An evaluation system for SN directors using the developed materials is
needed to validate the usefulness and effectiveness of the guide and the surveys. It would be
beneficial to investigate district administrators’ and school principals’ evaluations of the guide to
provide feedback about their role in planning and administering the survey.

Outcomes of the study and feedback from participating directors showed there is a need
to develop a compilation of best practices and strategies for addressing unsatisfactory scores.
This will help SN professionals in developing Customer Service Action Plans using the

Continuous Quality Improvement framework as illustrated in the Web-based resource.
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The National Food Service Management Institure, Applied
Research Division (NFSMI, ARD) conducted a series of multi-
faceted studies to address both high school student satisfaction and
declining participation in the National School Lunch Program
(NSLTP). Two high school foodservice surveys were developed

as a result of these studies, namely The Schoo! Lunch Experience
Stervey (Asperin, Nettles, & Carr, 2009) and The Non-Participation
Survey (Asperin, Nettles, & Carr, 2008). An expert panel of
school nutrition (SN) directors assisted in pilot testing the surveys
and in developing this resource. The High School Satisfaction and
Non-Participation Survey Guide is designed to provide step-by-step
instructions for using the surveys. This resource also includes
research-based information from other NFSMI, ARD resources on
customer service (Meyer, Conklin, & Carr, 1997} and continuous

quality improvement {Lambert, Cart, & Hubbard, 2006).

This resource contains six other sections to guide the SN director

and/or manager through the survey process:

¢ Planning for Survey Administration provides the SN
director and/or manager guidance for choosing members of
the survey team, timing of surveys, and frequency of survey
administration.

¢  Survey Options describes The School Lunch Experience Survey
and The Non-Participation Survey, and provides guidance for
deciding which survey to utilize and how to select participants.

¢ Administering the Survey contains checklists for the SN
director and/or survey team to refer to as they go through the
survey process from pre-planning to the day after the survey is
completed.

¢ Tabulating and Interpreting Results provides step-by-step
instructions for using the Microsoft Excel templates.

* Developing a Customer Service Action Plan Using the
Continuous Quality Tmprovement Process provides
instructions for utilizing survey results ro develop improvement
plans.

e Appendices include copies of the surveys, parental congent
templates, student assent statements, and memos to principals

and/or teachers for surveys.
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Focus groups with high school students have shown that students
who eat school lunch frequently have different concerns from
students who eat lunch two or less times a week. Measuring
satisfaction focuses on the concerns of the first group, while
measuring factors that influence non-participation addresses the
concerns of the second group. The surveys outlined in this guide
are research-based tools generalizable for use with the high school
population (grades 9 through 12}, regardless of district size. The
surveys were designed for use by SN directors andfor managers as
benchmarking and needs assessment tools for addressing student
satisfaction and non-participation issues within the SN program.
It is important for SN directors, managers, and staff to understand
the factors that drive high school student sarisfaction and influence
declining participation in the NSLP, because these affect the
overall success of the program.

Use of the Web-bhased resource and implementation of the survey(s)
will aid SN professionals in establishing performance benchmarks.
Valid and reliable data guide decision-making and empower the
SN director, manager, and staff to address customer service issues
in the effort to increase student satisfaction and participation.
Although planning and administering the survey(s) may take
considerable time, effort, and coordination, results provide a
launching point for creating continuous improvement plans thar
will help SN directors, managers, and staff provide better services
for high school students.
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Many school districts and/or schools have policies on conducting
surveys with the student population. Some districts may require
approval from the school hoard and/or parental consent before
surveying students. [t may take several months to be placed on the
school board agenda and to obtain parental consent, so planning
ahead is critical. In addition, it is important to check with the state

agency overseeing SN programs for policies regarding surveys.

To administer the customer service survey{s) successfully, it would
be advantageous for the SN director to obtain support from the
district and school community. Listed below are key individuals or
eroups that the SN director can coordinate with in planning and
administering the survey(s). The SN director may choose only the

appropriate resources depending on district structure and need.

Superintendent

It is recommended that the superintendent be included in the
communication and approval process for surveying students. This
is particularly important when district mandated research protocols

are in place (e.g., parental consent, student assent).

School Administrators

It may be helpful to attend an administrative staff meeting ro
explain the survey process and the value of conducting a customer
service survey. Work with the school administration to determine

the process for contacting survey participants. A parental consent

form is available, if needed (Appendices A2 and B-2).

Principal

Involve the high school principal(s} in planning survey
administration. He/She can be very helpful in the discussion on
where and when to conduct the survey. The principal will be the

key in gaining teacher support to assist with the survey process.

Nafional Food Service Management Institute




Teachers

Involve teachers in coordinating the survey process and meet with
them to answer any questions or concerns, Teachers can provide a
controlled environment in which students can take the survey(s).
Schedule the survey(s} far enough in advance o allow teachers to
incorporate this activity into their plans for classroom instruction.

School Nutrition Staff

Share plans for conducting the survey with the SN manager(s) and
staff. It is important to let staff know that the survey is not meant
to be punitive or critical, but that it is intended to provide a better
understanding of what their customers want. Survey results give
staff specific areas to focus on for improved customer service.

School Nutrition Advisory Council or Student Council
Students could assist with distributing and collecting surveys and
making announcements to other students about the importance
of the SUrvey. They could be great peer-to-peer marketing tools for
encouraging other students to participate in the survey.

Parents

In some cases, districts require parental consent every time
students are asked to complete a survey. It is important that parents
understand why the survey is being conducted and why their child’s
participation is valuable to program improvement.

Obtaining the support of the following individuals/groups

may also be beneficial:

¢  School Board members

¢ District or school technology specialist

¢ TPointof-Sale (POS) provider andfor
technical assistance team

¢  Wellness or health coordinator, including school nurses

e District or school evaluations coordinator (for assistance in
survey distribution, formarting, and data encoding}

The survey(s) will take approximately 30 minutes. This includes
time for giving instructions, distributing the survey, and
completing the survey. Consider using the cafeteria, library, or
a classroom so that the students have tables or desks on which
to take the survey. Considerations when scheduling survey
administration are provided on the next page.

National Food Service Management Insfitute
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Planning far Suryvey Administration

Beginning to Mid-Point of the School Year

SN directors recommend that the school year be in session for a mininum
of one month {or at least one menu cycle) before a survey is conducted.
Surveys conducted during the early part of the school year tend to yidd
higher survey scores because the program is still relatively new and
students have not tired of the menu items. However, higher survey results
may ot be as beneficial in targeting areas thar need improvement

End of the School Year

Scheduling survey administration at this time may be difhcult
due to standardized academic yearend testing, In addition, lower
SCOTES may be observed because students tend to be tired of menu
items. However, this will help in identifying specific areas for
improvement.

Days of the Week

The best days of the week to conduct the survey are Tuesday,
Wednesday, and Thursday. Carefully check the school calendar
to ensure that scheduled field trips, standardized testing, special
school activities, and themed days in the cafeteria {e.g., holidays,
Halloween, Valentines, etc.) do not coincide with the survey

schedule. Tt is suggested that the date of the survey be placed on
the school calendar.

Time of the Day
Yield to principal’s and/or teachers’ decision for most appropriate
time to conduct the survey.

Number of High Schools

If the survey is being conducted at more than one high school in
the district, the survey should be conducted as close as possible to
the same day and time in each school. This will allow appropriate
comparisons to be made between schools.

Frequency of Survey Administration

It is recommended that the survey(s) be done only once during
the year. Results of the first survey(s) become the SN program'’s
baseline for internal benchmarking and the foundation for an
improvement plan. Once an action plan for improvement is
implemented, it takes time for changes to take effect and manifest
results. If follow-up surveys will be conducted, it is suggested that
these be repeated at the same time of the year. This increases the
reliability of comparisons between established benchmarks and
new data.
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Survey Options

Using the

Both The Schoal Lunch Experience Survey and The Non-Participation ?PP"-"P.’“""" survey
is key in measuring

Survey are geared towards improving the SN program. However,

using the appropriate survey is key in measuring operational operational
petformance and implementing action plans to achieve E"f!""““ﬂf" “"d.
desired results. In some cases, the surveys may be administered ""P""""""g action

simultaneously depending on the SN director’s desired outcome. Pu'dﬂs to achieve

Description of Surveys

Survey

The Non-Participation Survey:

Understanding Why High School
Students Do Not Eat School Lunches

desired results

The School Lunch Experience Survey:
Making your opinions known

Purpose

When to use
the survey

Applications

Identify reasons why high school students
choose not to eat school meals provided
by SN programs operating wirhin the
guidelines of the NSLP.

* SN program has very low rate of
participation at the high school level

*  Number of freefreduced price eligible
students is greater than average daily

participation

Results can help SN directors to

*  Focus improvement efforts on
key factors that can influence the
student’s decision to start eating
school meals more frequently; and

*  Prioritize which factors to address
based on student feedback, as well as
their ability ro change these ar the
local level.

National Food Service Management Institute

Provide SN directors and managers a
benchmark of student perceptions and
satisfaction of SN programs operating

within the guidelines of the NSLP.

* SN program already has a high rate of
participation at the high school level

¢ SN program has low potential for
growth {e.g, the cafeteria is not
equipped to support a large increase
in participation, but would like to
keep students who already participate)

* SN program has a large percentage of
paying students

Benchmarking allows SN directors to

¢ Establish minimum performance and

set targets for factors that need to be

improved;

Compare SN programs within a

school district (if the district has two

or more high schools); and

*  Measure changes in a single program
if the survey is conducted periodically.
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Both sutveys are divided into four general sections as described
in the table below. Although there are commonalities between
the two surveys, the questions are not identical. The statements
ircluded have been derived statistically and are found to measure
the students’ perceptions regarding the SN program and their
reasons for participating or not participating in the program.

Survey

The Non-Participation Survey:

Understanding Why High School
Students Do Not Eat School Lunches

The School Lunch Experience Survey:

Making your opinions known

Section 1

Section 11

Section [1I

Section IV
{Optional)

Reasons for not eating school lunches
Provides specific reasons why students do
not eat school lunches offered by the SN
program
Students are asked ro use the phrase "My
reason for not eating school lunches is
that..” before each of 27 statements about
SN program characreristics.

Your lunch experience

Provides student perceptions of specific
program characreristics that contribute to
student satistaction

Students are asked ro use the phrase
“When | eat school lunches..." before
each of 24 statements about SN program
characteristics. The last three statements
Oﬂ‘er th(? SN (IirCCl'OT an O\"m“ C'V‘ﬂl“ﬂrion
of food quality, service, and student dining
experience.

Students are then instructed to indicate their level of agreement with each statement by
using a 5-point scale, ranging from 5 (strongly agree) to | (strongly disagree).

Deciding to eat school lunches

Provides a quick snapshot of key factors
that will influence the student’s decision to
start eating school lunches more frequently

Students are asked to use the phrase, “T
would be more likely to eat school lunches
if..." before cach of 13 statements, rating
their level of agreement by using the scale
5 (strongly agree) to 1 (strongly disagree).

Top reasons for eating school lunches

Provides a quick snapshot of key factors
that influence the student’s decision to eat
school lunches frequently

Students are asked ro choose the rop five
{out of 14) statements as their reasons for

eating school lunch.

Tell us about you

Demographic questions on grade level and gender are included to provide the SN director
informarion to further understand trends within the subgroups of students.

A question on frequency ufpﬂrl‘i('.ipﬂl ion per week ensures thar the student is appropriate

far the sample.

Individual programs may choose to include a section for student comments and other
demographic questions, such as lunch peried, high school campus (for districts with more
than one high school conducting the survey), etc.

National Food Service Management Institute




Selecting Parficipants

The validity and usefulness of research findings greatly rely on meﬁ:?ﬁd'r}y ‘;"J
the importance of sampling the appropriate group of students. To usetulness o :
understand the reasons behind satisfaction and non-participation research findings
at the high school level, directors must first be able to identify the 9"’?”7 rely on
correct sample. It is recommended that the surveys be distributed the Wpo{'lﬂnce
as evenly as possible across grade levels. of samp{mg the
appropniate group
The Non-Participation Survey alskadents

Because The Non-Participation Survey is designed to explore reasons
why high school students do not choose to eat school lunches,

the appropriate sample should be chosen from students who eat
school lunches two or less times per week {or eight or less times a
month). The table below will guide SN directors in determining
the appropriate number of surveys to distribute. A second round of
surveys should be distributed il the number of completed surveys is
less than the required number indicated on the table.

The Non-Participation Survey
Number of students who eat Number of students to select  Number of completed surveys
two or less times per week for survey required
50 50 40
100 90 30
150 120 110
200 145 130
250 165 150
300 190 170
350 205 185
400 220 200
450 230 210
500 240 220
750 280 255
1000 310 280
1250 325 295
1500 335 305
1750 360 315
Qver 2000 365 330

National Food Service Management Insitute 14




SN directors have suggested the following methods for selecting

participants:

¢ Use the point-of-sale (POS) system to electronically select a
pool of students who eat school lunches two or less times per
week. Contact the POS provider with assistance in generating
a list of students who meet the criteria.

¢ TIn the absence of an automated POS system, check meal andfor
free and reduced price eligibility rosters to identify the students
who have eaten school lunch infrequently over the span of one
month.

o (Check that students chosen for the survey are not on the
dropouts or frequent absentee lists.

Nafional Food Service Management Institute
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The School Lunch Experience Survey

The appropriate sample for The School Lunch Experience Survey
is composed of students who eat school lunches an average of
three or more rimes per week. Because the rare at which studenrs
complete and return the surveys has been shown to be lower for
this survey, a larger number of distributed surveys is required for
the information to be reliable. The table below will guide SN
directors in determining the appropriate number of surveys to
distribute. A second round of surveys should be distributed if the
number of completed surveys is less than the required number
indicated on the table.

The School Lunch Experience Survey

The School Lunch
Experience Survey

The appropriate
sample should

be chosen from
students who eat
school lunches three
or more times per
week.

Average daily participation at Number of surveys to be Number of completed surveys
SN site distributed required
50 50 40
100 100 80
150 140 110
200 165 130
250 190 150
300 215 170
350 230 185
400 250 200
450 265 210
500 275 220
750 320 255
1000 350 280
1250 370 295
1500 380 305
1750 405 325
2000 415 330
2500 420 335
3000 425 340
QOver 3000 440 352
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The following methods for recruiting respondents have been

suggested by SN directors:

Use the POS to generate a list of students who eat school meals
at least three times a week.

Use the POS to electronically select a meal period with the
highest percentage of frequent eaters. Invite students who
helong to these meal periods to participate in the survey.
Work with student leaders (e.g., Student Council, Leadership
Council, presidents and vice presidents of student
organizations) in distributing and administering the surveys.
Work with teachers to administer the survey in their classes
(e.g., health, nutrition).

Work with school administrators to allow students to complete
the survey during study hall, assembly, or homeroom.

Work with team coaches to set aside time during practice to
complete the survey. Market the importance of good nutrition
for athletes.

Ask the librarian to place a stack of surveys at the library
check-out desk and to make a drop box available for students to
submit completed surveys.

Consider the possibility of combining the survey with the
school satisfaction survey packet that students andfor parents
receive at the end of the school year. Support from school
administrators is vital for this option.

National Food Service Management Inslitute
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Once the appropriate survey has been chosen and approval from
the school board or district administration has been obtained, the
SN director must plan accordingly. This section provides rimelines
to guide the SN director in administering the survey.

Pre-Planning

About two months or so before survey administration, obtain
the required approvals (superintendent, principal, school
board), as necessary.

Ensure that all necessary documentation is in order before
administering the survey.

Contact and organize your survey team. This is particularly

important for larger districts that require coordination between

multiple high schools.

One Month Prior to Conducting the Survey

Decide how the student sample will be selected. For The Non-
Participation Survey, generate a list of high school students who
do not eat school lunches frequently.
Determine how the survey will be conducted and which
individuals will be involved (e.g., teachers, technical support,
POS provider). The following are some examples:

* In-classroom pen and paper method;

»  Take home pen and paper method;

Web survey through district’s Web site or other internet

survey provider;

» Internet-based survey via student e-mails; and

»  Online survey through POS provider's software.
Determine if translations of the survey or parental consent
forms are needed for high schools with multilingual student
populations.
Determine if any assistance for high school students
with special needs have to be arranged to assist in survey
completion.
Work with appropriate school administrators to schedule the
survey and to identify a venue.
Inform principals and/or teachers of the upcoming survey
(Appendices A-4 and B-4).
Send consent forms to parents (Appendices A-2 and B-2), if
required by district.

Nafional Food Service Management Institute
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Inform high school students that you will be conducting a
survey and would appreciate their feedback.

This can be done as part of daily announcements, in a

newsletter, direct mail, or on a monthly menu.

It is vital that students be informed of the important

role they play in improving their SN program.
Determine what token of appreciation you are going to
provide the teachers and students involved in the survey
process. For example, these could be personal “Thank You”
notes, recognition in the school newsletter, or certificates of
appreciation.

Two Weeks Prior to Conducting the Survey

Remind students and teachers of the upcoming survey.

Remind parents of the deadline for submitting parental consent
forms, if applicable.

Meet with the SN manager, teacher, or other school staff

who will be administering the survey. Go over procedures for
the survey, and provide darificarions for any questions and
concerns.

If using an alternative method of data collection, such as an
online survey, follow-up with the service provider to ensure

that it will be ready on schedule.

One Week Prior to Conducting the Survey

If the paper and pencil method will be used, prepare a survey
packet for each high school participating in the survey. Each
packet should contain the following:

*  Appropriate number of surveys. Make sure that surveys
are coded for each school when doing a multi-school
survey. This may be done by using different colored
sheets for each school, stamping the school name or
identifying seal/logo in the upper right hand corner, or
numbering the surveys and keeping a log of the survey
numbers that are distributed to each school.

s Copy of instructions for school administrator andfor
teacher(s) who will administer the survey.

o Student Assent (Appendices A3 and B-3) statement
to be read to students prior to survey completion.
Providing this informarion ahead will allow school
administrators andfor teachers to contact you should
they have questions.

Nafional Food Service Management Institute

1%




e If alternative methods of data collection will be used, such as
an online survey, conduct a small test of the method to ensure
that the tool is capturing data correctly.

¢ Check that the student assent statement is included in the
survey tool if it will not be proctored by a school administrator/
teacher.

¢ Distribute the surveys to each high school (i.e., survey
packets, links to Web-based survey, and log-in information, if
necessary).

Day After the Survey is Completed

¢ Follow-up to ensure that all school administrators and/or
teachers have returned completed surveys. For various reasons,
some may not be able to conduct the survey on the day
scheduled.

¢ Showing appreciation goes a long way toward support and
participation. Thank principals, teachers, students, and all
groups that helped with the SUrvey process.

National Food Service Management Institute

20




NFSMI, ARD has developed easy-to-use Microsoft Excel templates
that will enable SN directors to tabulate and analyze student
responses. This section presents instructions for tabularing and
interpreting the results of the survey(s). Both templates have three
worksheets separated by tabs at the bottom of the screen.

11
12
13
14
15

16

17
i 4 » (1 \Data{ Summary {Factors / |3
Ready

¢ Dara (sl:ores student responses)
L Summary (tabulates averages and frequencies of responses)
o  Factors (displays factor and item averages)

Step 1

Download appropriate template from the NFSMI Web site

{http://'www.nfsmi.org)

o  For The Non-Participation Survey template, download the
Microsoft Excel file “Non-Participation Survey Results”,

o For The School Lunch Experience Survey template, download the
Microsoft Excel file “School Lunch Experience Survey Results”,

Step 2
Open appropriate Microsoft Excel file and click on the
Data tab

Step 3
Enter student responses

National Food Service Management Institute
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The Non-Participation Survey Data

Keep in mind that the purpose of this survey was to discover why
students in your program chose not to eat school meals. Thus, these
results should reflect only the answers of students who eat at your
cafeteria two or less times a week. Before preparing to input dara,
divide all surveys into two groups based on responses for Section
M1, Question 2. Input responses only from students who indicated
that they ate an average of “Two or less” school lunches a week.

B3 Microsoft Excel - Non-Participation Survey Results: °
(3] Fle Edit View [Insert Format JTools Data  Window e :
égg__g__@qlagiﬁmm-a:&'; w
A9 - &~ :

P B8 | ¢ | D [ E f -

D b °

®

L]

® )

] az Q3 Q4 Q5 Q .

5 4 5 3 2 i

X 5 J 4 3 5

4 4 2 3 4 & °

) .

[ ]

L]

L]

L]

L]

L]

. ®

[ )

| &

4« » w\Data{ Summary { Factors / [< 2
Ready n.

Starting on row six, enter student responses by using the following
scale for Sections [ and 11

Column AO corresponds to the stgc]em." 5 grade level '

rage, =i\ gae, J i e, 4=

Column AP corresponds to the student’s gender
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The School Lunch Experience Survey Data

Keep in mind that the objective of this survey is to measure the
perceptions and satisfaction of students who eat school lunches
frequently. Thus, these results should reflect only the answers of
students who eat at your cafeteria three or more times a week.
Before preparing to input data, divide all surveys into two groups
based on responses for Section I, Question 2. Input responses
only from students who indicated that l:hey ate an average of
“Three or more” school lunches a week.

B3 Microsoft Excel - School Lunch Experience Surve
%’J File Edit Wvew Insert Format Tools Data  Windo

L2 AG[ A7 ] % B -

Al - A _
T B | ¢ | D E
1 a2 Q3 Q4 Qs

P L) B W
M B 7 W
S0 B NSRRI N N ]

!Jhmﬂ"lbh
a

4 4 » ni\Data{ Summary / Factors /
Ready
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Starting on row six, enter student responses by using the following
scale for Section [
5=Strongly Agree, 4=Agree, 3=Neutral, 2=Disagree,
I=Strongly Disagree, NR=No response
Columns Y to AL corresponds to the 14 reasons why high school
ﬁludenls eat school lunches
I= Yes [checked), 2= Neo (not checked)
Example
A student chooses the ft)“()wing as her reasons for eati ng
school lunches: “It’s convenient”, “I am hungry”, “I like
the variety of menu items”, “It fits my schedule”, and “It’s
affordable”. These items should have a 1 and the rest of the
columns should have a 2, as shown below.

E3 Microsoft Excel - School Lunch Experience Survey Results

AR RASKAL- W RE TS

Y | z | A [ AB | AC | AD | AE
4
1 Balanced Different No
onvenience ~Like food Meal No Food foods Choice 1
1 2 2 2| ;
AF | AG | AH | A | A | AK | AL =

Know |
@ﬁeﬂds Pre-Pay  Menu /~ Schedule After Schogl” Affordable
1 2 2 2 1 2 1

Column AM corresponds to the student’s grade level
1=9th grade, 2=10th grade, 3=11th grade, 4=12th grade

Column AN corresponds to the student’s gender
I=Male, 2=Female
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After entering all student responses on the Data worksheet, the SN
director can dick on the “Summary” tab to see means (averages),
frequencies, and percentages for each question on the survey. The
mean is the average score for all of the students who answered that
item. Frequencies show how many students selected each possible
option for a given question (e.g., for gender, frequencies will show
how many students responded “male” and how many responded
“female”). The same information is also provided as percentages.
Formulas have been imbedded in the worksheets so that these
statistics are calculated as data is entered. The following examples
illustrate how the Summary worksheet can be interpreted.

The Non-Participation Survey Results

2 L ]

(0] Fle Edt Wew Insert Format Tools Dats  Wind: :
TRV =T PR P Ve U U T N v
E50 - 3 .

A B R e | g

1 |SECTIONI £
2| al Q2 Q3 g
| 3 |MEAN 3.94 4.38 4.31 i
4 |Frequency s
= SD 3 2 4 &
6 | D 2 1 2 g
B N 17 8 5 H
(8 | A 3 5 4 i
=R SA 27 36 & )
10 |Total™ 52 52 52 °
11 | N
| 12 PERCENTAGE ]
13 | SD 577 385 769 .
14 D 3.85 1.92 3.85 s
151} N 3269 15.38 9.62 L]
16 | A 5.77 9.62 769 2
[ 17 | SA 51.92 69.23 71.15 s
ﬁ a
19 . .
M4 N-\_Dat_aQ_Bummary E]:acturs / 2
L}

Readv a2 ® & & & @ 08 00 8 8 8 00 .
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Tabulating and Interpreting Results

Example .
Section 1 o
¢ In this section, students are asked to respond by using the 4 The NWP“'*GPM’"
phrase “My reason for not eating school lunches is that...” . Survey, Section |
before each of 27 statements about SN program attributes. . )
®  Keep in mind that the purpose of this siction was to discover | o dm:’;zmbfve
why students in your program chose not to eat school meals. 4 i:gfe?of 3.5 and
Because of this, most of the items were written in the negative ey P
. : I above in this section
so that it was easier for the students to respond to the e =
questions. = sf:twkf be g en'fhe
® The statement for o hlgbesf'p'nonfy m
QL teads, “The ] defermining areas
food does not taste . of improvement.
good.” According s
to the results, 27 o
students (51.929%) %sm""' =
strongly agree that 3 | MEAN 394 438 4.31] .
they do not eat i Fraquansy = 5 i b
school lunches 6| ] 2 1 A 8
because the food Lzl N A7 Bt 51
8 A 3 5 il
does not raste 9 SA 27 % 7|
good and only 3 ﬁ Total” 52 52 =ml [
(5.779%) students 12| PERCENTAGE I | 2
say t_hat this is not SI')D Cg;; :;':g._ ;2 .
a primary reason N 3269 15.38 962 | =
why they do not A 962 789 | o
SA 5192 6923 7115
eat school lunch. 18\ A
* Given the average 1 « » v\ Data ') Summary { Factors / .
rating as a 3.94 for L s
QI, the SN director can conclude that in general, students who §
do not eat school lunches will most likely perceive that food :
does not taste good and will rate this question a 4 {Agree) our
of 5. .
* Looking at the means for Q1, QZ, and Q3, the SN director can |
assume that Q2, “ prefer to eat what [ bring from home” and &
Q3, “The amount of food is inadequate” are stronger reasons
for students who choose not to eat school lunches. However, it o
may be advantageous for the SN director to ask students if the |
taste of the food and the serving portions are reasons why they 2
prefer to eat what they bring from home. .
® SN directors have suggested that scores of 3.5 and above in .
this section should be given the highest priority in determining §
areas of improvement, .
L]
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Section I

In this section, students are asked to use the phrase, *T would
be more likely to eat school lunches if.. " before each of 13
statements,

The statement for Q1 reads, “The overall quality (taste,

appearance, temperature) of the food served were better.”

19 =

20 |SECTION Il L

21 al Q2 Q3

| 24 IMEAN L 3.94 4.38 4.31 ]
| 2 |Frequency

24 8 1 9
24 D 4 3 4
24 N (24) 5 7
(274 A 11 22
2 SA 8 32 9
29 |Total 52 52 51
3

| 31 |PERCENTAGE

3 sD 15.38 1.92 17.65
139 D 577 7.84
13 N 9.6 3
34 A 21.15 43.14
3 SA 61.54 17.65
3

Based on the results, 24 students neither agreed nor disagreed
with the statement, The SN director can conclude that among
the 52 students who answered, only 16 {30.77%) would be
inclined to eat school lunches more frequently if the food
quality improved.

Looking at the means for Q1, 2, and (3, the SN director
can assume that 2, “There were more variety in the menu
from day to day” and Q3, “There were more healthy options
available” have higher scores than Q1. Addressing (2 and Q3
will most likely have a greater impact on the students’ decision
to start eating school lunch more frequently.

With a vast majority of students agreeing or strongly agreeing
with Q2 (82.69%) and Q3 (60.79%), a review of the menu is
recommended. Revisions to the menu that include greater
variety from day to day and more healthy options can increase
student participation.
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Section I11

®  This section will assist the SN director in determining if the
diversity of the students sampled was adequate.
*  Based on the table, the majority

of the students sampled (42%)

were seniors and only 10%

accounted for {reshmen. An

unhbalanced sample such as this
may skew the data and produce

results that do not reflect the

average evaluations of students

who do nor ear school lunches.
e The table shows that there isa

fairly even split between males

il Femals
1] Tatat*
b u\ Data )8

{24) and females (25). This is critical in minimizing bias.

®  The two totals are different because one student chose not
to indicate his/her gender. The worksheer was designed to
eliminate missing dara.

The School Lunch Experience Survey Results

1 |SECTION I

il

"3 |MEAN

4 |Frequency

5 | sD

6 | D

B N

8| A

9| SA

10 |Total

11

12 |PERCENTAGE

13| SD

14 D

15 N

16| A
17 SA

18

18

H 4

3.85
385
7.3
5.77
69,23
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Rows 1 to 17 dispfay
the means, frequencies,
and percenfages for all
questions in Section I.
Rows 20 to 29 rfispfn'y
the frequencies and
percenlages for all
questions in Section Il.
Rows 32 to 44 display
the frequencies and
percentages for questions
in Section il

Totals onfy reflect

the number of valid
responses per guestion,
These do not reflect
students who left the
questions blank.
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Tabulating and Interpreting Results

Example

Section 1

® i this section, students are asked to use the phrase “When 1
eat school lunches...” before each of 24 statements about SN
program attributes.

®  The statement
for Q1 reads,
“The food

served is fresh.”

ool Lun

Experience Survey Resul

According to

the results,
about half
{50.989%) of
the students
neither agreed
nor disagreed
with the
statement. The
SN director
can assume
that one out
of every two

students who

eat frequently at the cafeteria will most likely rate this item a
3. This is an indication of student perception that freshness is
acceptable, but could be improved.

® Incompatison, a majority of students agreeing (36.54%) or
strongly agreeing (40.38%) with Q2, “The staff understands
my meal time needs” indicates that students perceive staff
performance on this item as above average. The SN director
should consider this an area of strength,

¢ The pattern of responses in each rating category for QI and
(23, “The food tastes good™ are very similar. Since both of
these are related to food quality, the SN director can further
investigate if the perception of freshness is affecting the
students’ evaluation of taste, or vice versa. If so, improving one
item would most likely improve perceptions of the other.

e SN directors have suggested that for program excellence, mean
scores of 4 and above are desirable in this section. Scores
between 3 and 4 are acceptable, while scores of 3 and below
should be given priority in determining areas of improvement.
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The School Lunch

Experience Survey,
Section |

SN directors have
suggested that for
program excellence,
mean scores of

4 and above are
desirable in this
section. Scores
between 3 and 4
are acceptable,
while scores of 3
and below should
be given priority in
determining areas
of improvement.
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Section II

e [n this section, high school students are asked to choose the top
five {out of 14) statements as their reasons for eating schodl lunch.

e Based on the example below, the top reasons for this group of
students were: “l am hunery” (94.23%); “I didn’t bring anything
to eat” (69.23%); “It’s convenient” (55.77%} “I have no choice”
{40.38%); and “My parents/l pay in advance” {(40.38%).

e Only 7.69% of students participate primarily because they are
able to get a balanced meal. Likewise, only a minority (13.46%}
of students view being able to try different foods and knowing
what is being served as key reasons for participating.

19
20 [SECTION I SECTION Il
Balanced Different

C I Like fond  Hungry Meal __No Food  foods
29 1" 49 4 36 7
Pl T 3 g 13 75
52 62 52 62 52 52
GEip 2145 ’@ g@ 9@ @

4423 78.85 B 9 0 i
: Know After i

| G0z 1923 B4 500 [0 %9
g6

5962 80.77 61.54 B6 54 7500 76.92 7308
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Section I11
e This section will assist the SN ditector in determining if the
diversity of the high school students sampled was adequate.

¢  Based on the table, 31

the sampling from the S SECHONH SECTIOILHE
different grade levels 34|  GRADE Frequency Pg
was adequarte. However, 1% g
the table shows that the |3 1 11

o 12 13
majority of the students Total* 5

sampled (62.75%) were ‘f’

i 41 | GENDER Frequency Pepsentpge
female. This should 1 Male 19
be taken into account |5 UL 7]

Total” &1
when interpreting the |51
responses obtained
in Sections I and I1. The SN director may also consider

recruiting additional male respondents. An additional three
male respondents from each grade level would provide a more
balanced sample.

. Error Checking

. ®  When the :iyml')ol “DIVor appears on the San‘nary worksheet, it means
that the appropriate data has not been entered on the Data worksheet. Check
that no columns on the Data tab are left blank (refer to the example below).

A [ 5 WG 0|

1 4 |

5] o a2 a3 Q4

6| 4 3

1 7 | ] 2

6 | :: NR

s & 2 s

10| ] 3 1

1| 4 4

2] 4 0 NRl)

3] 3

14| : 4

a a

16 4

1z 4 - P
Summary Worksheet Data Worksheet

* Ir'.arw of the means for Section [ are greater than 5.0, check the Data
worksheet for errors (e.g.,, double key strokes such as “55” instead of 5, “42”
instead of *4” for Column A and “2” for Column B).

e If averages are unusually (and unexpectedly) low, check the Data worksheet
and make sure that when students did not respnnd to a question, it was
recorded as NR (no response) instead of zero.
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Factors Worksheet: Understanding Factor Scores
After a series of pilot tests with high school students across the
United States, the characteristics or indicators for Section [ were
grouped into factors that represent operational aspects of the SN
program. Below is a table comparing the factors and related survey

statements.

The Non-Participation Survey

The School Lunch Experience Survey

Food Qualiry

¢ The food does not taste good.

* [ donot like what is served.

*  The food does not appear nutritious.

| can not recognize what the food is.

The food choices do not change.

The food does not appear fresh.

The choices offered are not those on the menu.
The foad is not cooked correctly.

The food does not look healthy.

The food does not lock appealing.

The overall food quality is poor.

aff
The staff is not friendly.
The staff does not speak to me.
The staff is not always pleasant.
¢ The cafereria appears unclean.

w

Food Access
*  The amount of food is inadequate.

¢ Thefood I like is gone when [ get to the cafeteria.

¢ | have to go to different lines to get the food |
warnt.

. Idonot get cnough food.

*  They run out of food.

Dining Area Capacity
*  There is not enough space in the dining room.
*  There are not enough places to sit.

Schoolwork
¢ | need time to catch up on school work.
*  I'm busy with school projects.

Food from Home

* | prefer to ear what | bring from home.

*  [hbring my own food.

* My parents purchase food for me o take to
school.

National Food Service Management Institute

Food Quality

*  The food served is fresh.

.. The food rastes guod.

e  Thereizsa variety of food items that [ can choose
from.

¢ The food smells goud.

*  The flavors of the food go well rogether.

e Thereisa variety in the menu from dmj o dn\f.

*  The food looks appealing.

*  The food is cooked to the proper doneness.

*  The food has a homemade quality.

Staff Responsiveness and Empathy

*  The staff understands my meal rime needs.
¢ The menu provides healthy meal options.
®  The staff looks like they enjoy their work.
*  The service is friendly.

*  Dknow thar [ can offer suggestions.

Program Reliability

*  The amount of food [ ger is enough.

e Thereis cnough seating space in rhcdining area.

¢ The serving portions are consistent.

* | know what is being served before [ get to the
cafeteria.

¢ | could purchase other irems (a la carte) if [ don't
want the full meal.

* [ have enough time to eat.

*  The quality of the food is consistent.
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The indicators are grouped together because they are highly
associated with each other. Together, they can provide a snapshot
of student perceptions for each factor. Although there are
similarities between the indicators used in the two surveys, the
number of factors and the grouping of indicators within the factors
are not identical. This shows that students who eat two or less
times a week may have different perceptions and concerns about
the SN program compared to students who eat frequently

Example

Interpreting The Non-Participation Survey Results

*  The six factors affecting non-participation can be classified as
internal or external to the SN operation. Food Quality, Food
Access, and Staff are operationally controllable and could
be addressed internally. Dining Area Capacity, Schoolwork,
and Food from Home are generally external to SN program
operations and may be addressed with the assistance of other
stakeholders (e.g., district and/or school administration,
teachers, parents, other community members).

¢ SN directors have suggested that improvement plans
should give higher priority to factors that are operationally
controllable. These would most likely have the greatest impact
on increasing participation rates.

* Looking at the example on the next page, Food Access (3.92) is
the bhiggest operational concern of students, closely followed by
Food Quality (3.89), and Staff (3.51).

¢ In examining the indicators within Food Access, the
primary concerns of the students are that the amount of
food is inadequal:e, the cafeteria runs out of food, and the
food they like is not available when they get to the cafeteria.
Operationally, these could be addressed by observing and
analyzing menu forecasting practices, consistency of serving
portions, production schedules, and adherence to standardized
recipes.

¢ To improve Food Quality, it is apparent that one approach is to
present the food better so high school students will perceive it
as nutritious, fresh, healthy, and appealing.

National Food Service Management Institute
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E3 Microsoft Excel - Non-Participation Survey Results

(3] Fle Edt View Insert Format Tools Data Window Help  Adobe PDF
AANEAE RERETE R - SRR RS TN TN N - H
Ad9 v, £
A | B | D [ E
Question Valid
1 | number _ FACTORS ,M-e—ﬂ'-g-'.‘ Responses
EH FOOD QUALITY \.389 7
137 1 The food does not taste good. 3.94 52
4| B | do not like what is served. 2.92 52
5| 8 |The food does not appear nutritious. 456 | &2
' 6| 13 Tcan nof recognize what the food Is. 3.42 52
7 | 14 The food choices do not change. 3.94 51
18| 16 |The food does not appear fresh, 446 | 52
g 17 The choices offered are not those on the menu. 33 51
E 18 The food is not cooked correctly. 4.31 49
11| 20 |The food does not look healthy. 4.18 50
12| 22 |The food does not look appealing. 4.14 51
13| 27  The overall food guality is poor. 3.62 52
14 P ny
15 | FOOD ACCESS {392 J
1161 3 The amount of food is inadequate. 4.31 52
17 10 | The food | like is gone when | get to the cafeteria. 4.20 49
18 12 | have to go to different lines to get the food | want.  3.70 50
19| 23 | 1do not get enough food. 3.13 52
20 24 | They run out of food. 431 49
21 —— _ =
E=] DINING AREA CAPACITY 3.87
23 4 There is not enough space in the dining room. 4,12 52
24| 19 There are not enough places to sit. 3.63 51
25 e
| 26 | STAFF K1
|27 5 The staff is not friendly. 3.52 52
28| 15 The staff does not speak to me. 3.44 52
29| 25  The staffis not always pleasant. 3.40 52
30| 26 The cafeteria appears unclean. 3.67 52
3 P
132 | SCHOOLWORK ] 345
S8l 11 | need time to catch up on school work. 3.38 52
134] 21 I'm busy with school projects. 3.51 a1
35 e
| 36 | FOOD FROM HOME 34
37 2 | prefer to eat what | bring from home. 4.38 52
138 7 | bring my own food. 4.21 52
9 My parents purchase food for me to take to 391 )
139 | school.
40
WAy w N Data / Summary Y Factors /
Ready
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Example

Interpreting The School Lunch Experience Survey Results

¢ In addition to Food Quality, Program Reliability, and Staff
Responsiveness and Empathy, the Factors worksheet for The
School Lunch Experience Survey also includes an Overall
Evaluation that provides the director with a snap-shot of
student evaluations for food quality, service quality, and overall
quality of the dining experience.

o SN directors suggested that the factor with the lowest score
should be given the highest priority when planning for
improvement. However, they cautioned against completely
ignoring the factor with the highest score. All the indicators
within the factors should be examined for poor performance.

o Looking at the example given on the next page, students
perceived that the SN program performed best in the facror
Program Reliahility (3.86). However, the item “The serving
portions are consistent” (3.20) received one of the lowest scores
across the three factors and should be addressed.

¢ In examining the indicators within Food Quality, students
rated freshness (3.06), taste (3.10), and homemade quality
(3.22) of the foods the lowest. Improving these three indicators,
especially the freshness of the food items, would most likely
improve the students’ evaluations of other food quality
indicators.

e Based on the example, students evaluated the quality of service
(3.78) higher than food quality (3.18). Seeing that the overall
quality of dining experience (3.29) is rated lower than the
quality of service, it is evident that even if the staff does well,
food quality still strongly influences the students’ evaluation of
the overall dining quality.
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B3 Microsoft Excel - School Lunch Experience Survey Results

(3] Fle Edt Wew Insert Format Tools Data  Window Help  Adobe PDF
GO B0 8 T A s @ B e
524 e i3
A B | ¢ | D [E
Question Valid
1 | number FACTORS ’Means Responses
7 FOOD OUALTTY T340 _J|
[ESS [ The food served is fresh. 3.06 51
4| 3 The food tastes good. 3.10 51
5 4 There is a variety of food items that | can choose from. 3.31 52
6| & |Thefood smells good. 3.50 )
Al s The flavors of the food go well together. 3.87 52
8 10 | There is a variety in the menu from day to day. 384 50
[RYA] A The food looks appealing. 3.35 52
10| 12 | The food is cooked to the proper doneness. 3.39 51
11| 13 | The food has a homemade quality. 3.22 51
12 —
|13 PROGRAM RELIABILITY £, 386 ) =
14 7 The amount of food | get is enough. : 52
15 16 There is enough seating space in the dining area. 4.46 52
16| 17  |The sewing portions are consistent. 320 | 51
17 18 | know what is being served before | get to the cafeteria. = 4.14 50
(I | could purchase other items (3 la carte) if | don't want
(18] "7 the full meal. A -
19| 20 |have enough time to eat. 3.96 51
120 21 The quality of the food is consistent. 3.53 51
|21
2 STAFF RESPONSIVENESS AND EMPATHY G
23 2 The staff understands my meal time needs. 4.08 52
E B The menu provides healthy meal options. 3.10 a1
125 9 The staff look like they enjoy their work. 3.60 52
26| 14 The sewvice is friendly. 3.96 51
27| 15 | know that | can offer suggestions. 3.43 51
28
23]
30 = T : 3 m— =
The overall quality (taste, appearance, temperature) of
131 o the food served is good. 1R s
32| 23 The overall quality of the senice is good. 3.78 51
33 24 The overall quality of my dining expetience is good. 3.29 51
34
Bl . :
4 4 » W\ Data / Summary ) Factors / | <
Ready

Naticnal Food Service Management Institute 36




rec
[ |

e Ask the following contacts for help with statistical data analysis if you
require mote information than the templates provide:
*  Faculty, graduate students, or extension specialists at nearby
colleges or universities;
*  High school teachers {especially those teaching math, statistics, or
business courses); and
*  District or school technology officer {for converting online survey
data base or scantron automated results into an uploadable data
file for Microsoft Excel).
e Seek assistance from district’s superintendent or public relations officer
Lo create a proactive media release statement reporting top positive
results as well as actionable negative points with an accompanying plan
for improvement. This teport may be given to parents, students, and
community members via the SN program’s Web site, school newsletter,
and local print or broadeast media in the form of public service
announcements ot featured articles.
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Developing a Customer
Service Action Plan Using
the Continuous Quality
Improvement Process

Results of both The School Lunch Experience Survey and The Non-
Participation Survey can be used to develop a Customer Service
Action Plan (Appendix C) geared towards advancing the SN
program. The modified Problem Solving Discipline Approach
{Rampersad, 2001) outlined in NFSMT's Continuous Quality
Improvement Process Tailored to the School Nutrition Environment
{Lambert, et al., 2006} can guide SN directors and managers in
creating a realistic, achievable, and actionable plan to accomplish
operational changes.

The Continuous Quality Improvement (CQI) process involves six steps:
Step 1: Define areas) for improvement
Step 2: Identify all possible causes
Step 3: Develop a CQI Action Plan
Step 4 Implement the CQI Action Plan
Step 5: Evaluate measurement outcome(s) for program
improvement

Step 6: Standardize the CQI process

As with survey administration, a team approach to CQI is
advisable. It is important to include diverse perspectives by
involving SN staff with different degrees of work experience,
education levels, job responsibilities, and cultural backgrounds
(Lambert et al., 2006). Involving SN staff is essential, because they
are individually and collectively responsible for most customer
service outcomes. Other stakeholders such as principals, students,
teachers, parents, or custodians may also be asked for specific input
whenfif necessary.
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The CQ process

Step 1
Define area(s) for
improvement

Step 2
Identify all possible

Cquses

Step 3
Develop a CQI
Action Plan

Step 4

Implement the CQI
Action Plan

Step 5
Evaluate

measurement
oufcome(s)
for program
improvement

Step 6
Standardize the CQI
process
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Step 1
Define area(s) for improvement

Discuss survey results with SN staff. Highlight and commend
excellent performance first before introducing areas requiring
immediate improvement.

Based on survey results, identify the factors that students
perceive as the areas that need most improvement.

For The Non-Participation Survey, a HIGH score in
Section [ often reflects the students’ perception that
the SN program is NOT doing well in that category.
For example, a 4.10 on the item “The food does not
taste good” means that the students agree and therefore
perceive that the palatability of the food needs to
improve. Higher factor averages indicare your greatest
challenge or area of improvement.

For The School Lunch Experience Survey, the higher
the item and/or factor score, the better is the students’
perceptions of their dining experience. These indicate
your areas of strength. Factors with the lowest scores
should be given the priority and would likely have the
most significant impact on program improvement.

These factors may vary per SN site, thus conducting individual
meetings with managers is advizable to review the scores
specific to each SN site.

Step 2
Identify all possible causes

With the CQI team, list all the possible causes that may
have contributed to the unfavorable scores on the survey(s).
Remember that CQI focuses on program advancement by
improving processes instead of finding fault with individuals
(Spears & Gregroire, 2007).

These undetlying causes may include, but are not limited to:

®

Materials (e.g., ingredients, non-food supplies);
Methods (e.g,, barch cooking, menu planning, service
protocols);

Staff (e.g,, skills training, number of staff, staffing
schedules);

Facilities (e.g, equipment, kitchen lay-out, seating
capacity);

Environment (e.g., air conditioning, cleanliness); and
Other operational aspects (e.g., budget,
communications/information, time, utilities).

Nafional Food Service Management Institute
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¢ Factors that need improvement may be the same across
multiple SN sites {e.g., Food Quality), but the underlying
reasons may be different for each high school (e.g, taste,
doneness, aroma, visual appeal).

¢ After the team determines the causes, select those that have
the greatest impact on the factor to be improved, and use these

to develop the CQI Action Plan as outlined in Step 3.

Step 3
Develop a CQI Action Plan
¢ List measurable key actions for improvement.
¢ Specify how improvement will be measured (desired outcome).
o TIdentify the person responsible for completing the key actions.
® Agreeon the time frame or schedule for completion.
¢  Prioritize the action steps based on factors(s) that need the
most immediate improvement.
¢ Assess commonalities across multiple school sites. Develop
over-all strategies for factors, but tailor key actions to individual
SN sites.
*  (On the following page is an example of how the Action Plan
should be filled cut given the following scenario:
The School Lunch Experience Survey was conducted in early
October and the SN program received the lowest scores for
the following factors and items.
1) Program Reliability: The serving portions are
consistent.

2) Food Qruality; The food looks appealing.

Step 4

Implement the CQI Action Plan

o Share the CQI Action Plan and expected outcomes with
SN staff. Explain their role and importance in program
improvement. The success of CQI implementation hinges on
the active involvement of SN staff

¢ Within the SN site, the manager should be prepared to provide
staff with assistance and ask for support from the director when
warranted.

¢ During the period of implementation, the SN director should
conduct informal chservations to monitor progress, provide
constructive feedback, and/or assist in addressing roadblocks
when necessary.

Nafional Food Service Management Institute

40




o e \
Customer Service Area to be Improved Program Reliability Priority
Key Actions Measurement Person Responsible Time Line
1. Train staff on following 1. 100% of staff will 1. SN Manager 1. October
standardized recipes and participate in training
appropriate portion control
1. Serving portions are 2. Number of portions sold 2. 8N Assistant 2. October
consistent for every student (PS) plus left over portions
served {LOY) equals yield (Y) as
per standardized recipes for
month of October
Evaluating Measurement Outcome
Customer Service Area to be Improved Food Q”HI”Y Priority
Key Actions Measurement Person Responsible Time Line
1. Develop a garnishing listto | 1. Provide garnishing list to 1. SN Manager L. October
use with menu items SN production staff
2. Train 3N staff on 2. 100% of staff will 2. SN Manager 2. Ocrober
garnishing rechniques participate in training
3. Present food items on the 3. Ar least two main entrées 3. 8N Assistant 3. November
serving line in an attracrive and two side dishes will
way Le garnished daily for the
month of November
Evaluating Measurement Outcome
\ Ey
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Step 5

Evaluate measurement outcome(s} for program

improvement

¢ Use quantitative measurements when evaluating
implementation success. Examples of these measurements
include, but are not limited to, numbers and percentages,
participation rates, meals per labor hour, plate waste, food
costs, and equipment usage. Information from proﬁt and
loss statements, point-of-sale (POS) reports, production
sheets, inventory records, HACCP documentation, follow-up
surveys, and staffing records may also be useful in quantifying
improvement.

s  Schedule follow—up meeting(s) to review actions completed,
commend improvement, discuss any concerns, and identify
future actions.

e [f the measurement outcome does not meet the anticipated
outcome, the COI team can agree to do one of three
recommendations:

1) Determine corrective action, set a new deadline for
completion, and reevaluate the measurement cutcome;

2) Return to Step | and redefine the area of improvement; or

3} Return to Step 3 to re-evaluate the action plan chosen
by the CQI team.

e  (Communicate updated Action Plan to SN staff and pertinent
stakeholders when needed (e.g., school administrators,
custodian staff, district staff).

¢ On the following page is an example with the Evaluarion
Measurement Cutcome section completed.
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i Program Reliability o
Customer Service Area to be Improved Prinrity
Key Actions Measurement Person Responsible Time Line
1. Train staff on following 1. 100% of staff will 1. SN Manager 1. October
standardized recipes and participate in training
appropriate portion control
1. Serving portions are 2. Number of portions sold 2. 8N Assistant 2. October
consistent for every student (DS} plus left over portions
served {LOY) equals yield (Y) as
per standardized recipes for
month of October
Evaluating Measurement Qutcome
1. 97% of staff participated in training. Nate: Provide on-the-job training for staff who were absent during training
2. Data from production sheets and POS:
* 0% :PS+LO=Y
e % : PS+LO<Y
¢ o PS+LO>Y
Nate: Track and re-evaluate for month of November.
Customer Service Area to be Improved Food Q”HI”Y Priority
Key Actions Measurement Person Responsible Time Line
1. Develop a garnishing listto | 1. Provide garnishing list to 1. SN Manager 1. October
use with menu items SN production staff
2. Train 3N staff on 2.100% of staff will 2. SN Manager 2. October
garnishing rechniques participate in training
3. Present food items on the 3. Ar least two main entrées 3. 8N Assistant 3. November
serving line in an attracrive and two side dishes will
way Le garnished daily for the
month of November
Evaluating Measurement Outcome
1. 100% of production staff were given copies of garnishing list
2. 100% of staff attended training
3. 98% of main entrées were garnished;
92% of side dishes were garnished
Nate: Re-evalieate in December
% )
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Step 6
Standardize the CQI process

Based on perceived impact on the program (participation
rates, bottom line, customer feedback), the CQl ream
determines which improvement initiatives should be sustained,
discontinued, or reassessed.

If the CQI team determines that the outcomes of the Action
Plan are acceptable and impacts to program improvement are
significant, these should be incorporated into daily operations
in the form of policies andfor procedures.

Using the example on the previous page, if POS records show
that garnished entrées and side dishes are sold significantly
more than items that are not, then garnishing protocols should
be included in standardized recipes for all menu items.

Measuring student perceptions is important for establishing internal
benchmarks that lead to program improvement. Because customer
feedback impacts decision-making for the SN program, using the correct
survey instrument and process will facilitate the gathering of reliable
data. Understanding this information to develop solutions will encourage
increased participation for high school students who do not eat school
lunches frequently, as well as facilitate customer satisfaction and retention
for students who already take part in the NSLP.
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The Non-Participation Survey

T L e T e G
M =2 O 0 m - D ;A WM = O

The Non-Participation Survey
‘ Understanding Why High School Students Do Not Eat School Lunches

Completely fill in the circle of your answer. Use a #2 pencil.
Correct @@@ —~Temio oot [NCOrect Q@)

Your School Nutrition Program is interested in understanding why high school students do
not eat or do not eat frequently in the school lunch program. Please reflect on these
statements and answer based on your own experience.

SECTION I. Reasons for not eating school lunches

Instructions:

Please read the statements regarding reasons for not eating (or not eating frequently) school lunches. As you
respond, use the phrase "My reason for not eating school lunches is that” before each statement and then
indicate your level of agreement by using the scale 5 (Strongly Agree) to 1 (Strongly Disagree).

.| There is not enough space in the dining room.
. | The staff is not friandly.

- | 1 do not like what is served.

-| 1 bring my own food.

® m N @t b oW N

.| My parents purchase food for me to take to schoal,
. | The food | like is gone before | get to the cafeteria.
«| | need time to catch up on school work.

- | I have to go to different lines to get the food | want.
.| | can not recognize what the food is.

. | The food choices do not change.

- | The staff does not speak to me.

. | The food does not appear fresh.

. | The choices offered are not those on the menu.

. | The food is not cooked correctly.

.| There are not enough places to sit.

.| The food does not lock healthy.

nlsagFa'e

i —r

My reason for not eating school lunches is that...

Strongly
Agree

The food does not taste good.
I prefer to eat what | bring from home.
The amount of food is inadequate.

The food does not appear nutritious.

I'm busy with school projects.
The food does not look appealing.

Page 1
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SECTION I. (Continued)

My reason for not eating school lunches is that...

Strongly

Agree

Strongly
Disagree

23.

I do not get enough food.

24,

They run out of food.

25,

The staff is not always pleasant.

.| The cafeteria appears unclean.

.| The overall food quality is poor.

SECTION Il. Deciding to eat school lunches

Instructions:

to 1 (Strongly Disagree).

Please read the following statements that could influence your decision to start eating school lunches
more frequently. As you respond, use the phrase, "l would be more likely to eat school lunches if..."
before each statement, and then rate your level of agreement by using the scale 5 (Strongly Agree)

| would be more likely to eat school lunches if...

Strongly
Agree

t

Strongly

Disagree

The cverall quality (taste, appearance, temperature) of the food served were better,

There ware more variety in the menu from day to day.

There were more healthy options available.

The staff were friendlier.

The wait in line were shorter.

The serving and dining areas were cleaner,

There were more seating space in the dining area.

L

.| 1 were allowed to sit with my friends during the meal period.

.| Menu items did not run out before the meal period was over.

- | | knew what was going to be on the menu before | got to the cafeteria.

-| The posted/announced menus were more accurate.

- | They served more menu items that | can recognize.

.| | received enough food to fill me up.

SECTION IIl. Tell us about you

Instructions:
Please answer the following questions.

.| What is your grade in school?

Gth Grade 10th Grade 11th Grade

12th Grade

.| On average, how many times PER WEEK do you eat school lunch?

Two or less Three or more

.| Wiat is your gender?

Male Female

Thank you for your time and input!

Page 2
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Appendix A-2

Parental Consent (Template)

Authorization to Participate in Survey

The Non-Participation Survey
Understanding Why High School Students Do Not Eat School Meals

Dear Parent/Guardian:

The school nutrition {(SN) program at your son/daughter’s school is conducting a
survey to learn more about the reasons why high school students choose not to
eat school meals. This survey will be given to students in your son/daughter’s high
school on {insert date, time, and location) and will last approximately 15 to 30
minutes.

Participation in this project is completely voluntary and you have the right to
refuse to allow your son/daughter to participate. He/She has the right to refuse to
participate even if you give your permission. He/She may refuse to answer any of
the questions on the survey and may withdraw from the survey at any time without
penalty, prejudice, or loss of benefits.

Your son/daughter’s survey will be anonymous as there will be no identifying codes
linking him/her name to the survey. All information from the completed survey
will be kept confidential. Information from all the completed surveys will be
reported in summary form only. There is no known risk to your son/daughter for
patticipating in this study other than the time it takes to complete the survey. The
survey results will be used by the SN program to better address the needs of high
school students.

Please sign and return this form to your child’s teacher. If you have any questions
about the survey, you may contact {insert SN director’s name) via e-mail at (insert
e-mail address) or by phone at (insert phone number).

O I allow my son/daughter to participate in the foodservice survey
O I do not allow my son/daughter to participate in the foodservice survey

Name of Student Signature of Parent/Guardian Date
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Appendix A-.
Student Assent

Lt

The Non-Participation Survey
Understanding Why High School Students Do Not Eat School Meals

You have been chosen to answer a survey that will help us understand the reasons why high
school students choose not to eat school lunches frequently.

Please complete the survey; it will take you approximately 15 to 30 minutes. The first part of the
survey asks you to indicate the reasons why you choose not to eat lunch at the cafeteria. The
second part asks how much each of these statements will affect your decision to start eating
school lunches more frequently. The last part asks that you indicate your grade level and gender.

As you take the survey, you will notice that thete are some statements that sound similar. We
encourage you to answer all the questions because this will help us understand your concerns.
However, if there are any statements you don't know the answer to, that's O.K. If there are any
statements that for some reason you don't want to answer, that’s O.K,, too. Please be honest
and keep in mind that there are no right or wrong answers. Your responses are anonymous and

there are no identifying codes linking you to the survey.

Thank you for providing us the feedback! Your answers will help us improve the school

nutrition program to better meet your needs.
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Appendix A-4

Memo to principal and/or teacher(s)

To: (insert name of school administrator)
From: (insert name of SN director)

Date:  xxfxx/xxxx

Re:  School Nutrition Survey

The school nutrition (SN) program is conducting a foodservice survey at your high school as
part of our continuous improvement efforts, The Non-Participation Survey will identify why
students at your high school choose not to eat meals through the National School Lunch
Program.

The survey we are using was tested and validated by the National Food Service Management
Institute, Applied Research Division (NFSMI, ARD). NFSMI is a federally funded organization
with the mission of carrying out activities through applied research, education, and training to
improve the general operation and quality of Child Nutrition Programs nationwide.

Please review the following instructions for conducting the survey:

1. Students will complete the survey on (insert date) at {insert time).

2. The SN program director (or authorized representative) will deliver the survey packets to
each school administrative office one week prior to conducting the survey.

3. The administrative assistant will place the survey packet into the principal’s mail box.

4. The principal {or authorized representative) will meet selected students at {insert time and venue).

5. The survey will take approximately 30 minutes. This includes time for giving instructions,
distributing the survey, and completing the survey.

6. Once all of the surveys are completed, the principal (or authorized representative) will

collect and return them to the administrative assistant.

The SN program director {or authorized representative) will collect the surveys from the

administrative assistant.

-

We appreciate your assistance in conducting this survey with our high school students. Thank
you for supporting our goal to increase participation in our program. Should you have any
questions regarding the instructions for conducting the survey, please do not hesitate to contact
me at (insert phone number). Results of the survey will be made available for your review.

. Note
» Specific instructions (#1-7) are examples only and may be modihed according to survey
method as determined by the SN director andfor districtfschool administrators.

National Food Service Management Institute 51







B-1

The School Lunch Experience Survey

P

The School Lunch Experience Survey

‘ Making your opinions known
"F K Completely fill in the circle of your answer. Use a #2 pencil.

Correct @@@ Tt 7 Poncl Toiy Ml

We want to know what you think! This survey is your chance to let us know how we're
doing. Please take a few minutes to provide feedback on the quality of your dining

experience at the school cafeteria,

SECTION I Your lunch experience

Incorrect @@

Instructions:

Listed below are several features of school lunch programs. As you respond, use the phrase, "When | eat
school lunches...” before each statement and then indicate your level of agreement by using the scale §

(Strongly Agree) to 1 (Strongly Disagree).

When | eat school lunches...

Strongly
Agree

=
-—
5

Zd

Disagree

The food served is fresh.

.| The staff understands my meal time needs.

The food tastes good.

There is a variety of food items that | can choose from

The food smells good.

- | The menu provides healthy meal options.

The amount of food | get is enough.

.| The flavors of the food go well together.

O ® NG ;AW N =

The staff look like they enjoy their work.

. | There is variety in the menu from day to day.

- | The food locks appealing.

.| Food is cooked to the proper doneness.

The food has a hememade qualty.

-| The service is friendly.

I'know that | can offer suggestions.

There is enough seating space in the dining area.

- | The serving portions are consistent.

-| I'know what is being served before | gel to the cafeleria.

. | | could purchase other items (a la carte) if | don’t want the full meal.

| have enough time to eat.

-| The quality of the food is istent.

- | The overall quality {taste, appearance, temperature) of the food served s good.

- | The overall quality of the service is good.

- | The overall quality of my dining experience is good.

Page 1

National Food Service Management Institute

53




D

The School Lunch Experience Survey (continued)

SECTION Il. Top reasons for eating school lunches

Instructions:

Read the statements below. Please choose the TOP FIVE REASONS why you eal school lunches.

It's convenient

| like the variety of menu items

| like the food My friends eat school lunches
| am hungry My parents/l pay in advance
| get a balanced meal | know what is being served
| didn't bring anything to eat It fits my schedule
| get to try different foods It prepares me for after school activities
| have no choice It's affordable

SECTION IIl. Tell us about you

Instructions:

Please answer the following questions.

1. | What is your grade in school?

gth Grade 10th Grade 11th Grade 12th Grade

2]

On average, how many times PER WEEK do you eat schoal lunch?
Two or less Three or more

3. | What is your gender?
Male Female

Thank you for your time and input!
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Appendix B-2

Parental Consent Template

Authorization to Participate in Survey

The School Lunch Experience Survey A

Making your opinions known
Dear Farent/Guardian:

The (SN) program is conducting a survey at your son/daughter’s school to learn
more about the factors that impact the satisfaction of high school students with the
school lunch program. This survey will be given to students in your son/daughter’s
high school on {insert date, time, and location) and will last approximately 15 to 30
minutes,

Participation in this project is completely voluntary and you have the right to
refuse to allow your son/daughter to participate. He/She has the right to refuse o
participate even if you give your permission. He/She may refuse to answer any of
the questions on the survey and may withdraw from the survey at any time withour
penalty, prejudice, ot loss of benefits.

Your sonfdaughter’s survey will be anonymous as there will be no identifying codes
linking his/her name to the survey. All information from the completed survey will
be kept confidential. Information from all the completed surveys will be reported in
summary form only. There is no known risk to your sonfdaughter for participating
in this study other than the time it takes to complete the survey. The survey results
will be used by the SN program to better address the needs of high school students.

Please sign and return this form to your child’s teacher. If you have any questions
about the research, you may contact (insert SN director’s name) via e-mail at
(insert e-mail address) or by phone at (insert phone number).

O [ allow my son/daughter to participate in the foodservice survey
O 1 do not allow my son/daughter to participate in the foodservice survey

Name of Student Signature of Patent/Guardian Date
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Appendix
Assent Statement for High School Students

The School Lunch Experience Survey
Making your opinions knouwn

You have been chosen to answer a survey that will help us understand what you think of the
school lunch program.

It will take about 15 to 30 minutes to cnmplet.e the survey. The first part asks about your
opinions about the school lunch program. The second part of the survey asks you to indicate
the reasons why you choose to eat lunch at the cafeteria. The last part asks that you indicate
vour grade level, how often you eat school lunches, and your gender.

As you take the survey, you will notice that there are some statements that sound similar. We
encourage you to answet all the questions because this will help us understand your concerns.
However, if there are any statements you don’t know the answer to, that's O.K. If there are any
statements that for some reason you don't want to answer, that’s O.K,, too. Please be honest
and keep in mind that there are no right or wrong answers. Your responses are anonymous and
thete ate no identifying codes linking you to the survey.

Thank you for providing us the feedback! Your answers will help us improve the school
nutrition program to better meet your needs.
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Appendix B-4

Memo to principal and/or teacher(s)

To: (insert name of school administrator)

From: (insert name of SN director)

Dare:  xxfxx/xxxx

Re:  School Lunch Experience Survey for High School Students

The school nutrition (SN) program is conducting The School Lunch Experience Survey as part
of our continuous improvement efforts and ongoing assessment of customer satisfaction. The
survey will determine students’ perceptions of our school lunch program regarding food quality,
service, and their overall dining experience.

The survey we are using was tested and validated by the National Food Service Management
Institute, Applied Research Division (NFSMI, ARD). NFSMI is a federally funded organization
with the mission of carrying out activities through applied research, education, and training to
imptove the general operation and quality of Child Nutrition Programs nationwide.

Please review the following instructions for conducting the survey:

. Students will complete the survey on (insert date) at (insert time).

2. The SN program director (or authorized representative) will deliver the survey packets to

each school administrative office one week prior to conducting the survey.

The administrative assistant will place the survey packets into the homeroom teachers’ mail

boxes.

4. Homeroom teachers will pick up the packets and distribute the surveys to students at the
stated date and time.

5. The survey will take approximately 30 minutes. This includes time for giving instructions,
distributing the survey, and completing the survey.

Lad

6. Once all of the surveys are completed, the teacher will collect and return them to the
administrative assistant.

The SN program director {or authorized representative} will collect the surveys from the
administrative assistant,

|

We appreciate your assistance in conducting this survey with our high school students. Thank
you for supporting our goal to provide better service and improve customer satisfaction. Should
you have any questions regarding the instructions for conducting the survey, please do not
hesitate to contact me at (insert phone number). Results of the survey will be made available for
your review.

s e
.

= Note

. Specific instructions (#1-7) are examples only and may be modified according to survey
L] ¥ P £ 4 q g

. method as determined hy the SN director 'rmd,f'or dls1.rlc1,|’sch(m] administrators.

.
(Y
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High School Name {Date Developed) District Name

Determine the customer service area(s) to be improved. Complete key actions, measurement
criteria, person responsible for action, and time line for completion. Use additional forms if
necessary. At the time that action is due, evaluate progress based on measurement criteria and
complete the section “Evaluating Measurement Outcome”.

i

.

\

f \
Customer Service Area to be Improved Priority El

Key Actions Measurement Person Responsible Time Line

E\-'alual.ing Measurement Cutcome
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Customer Service Area to be Improved
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Evaluating Measurement Qutcome

Customer Service Area to be Improved

Key Actions Measurement Person Responsible

Evaluating Measurement Outcome

National Food Service Management Institute
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