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Abstract

This study investigates the influence of dietary habits
and service quality on nutritional satisfaction in urban
Ibadan’s hospitality sector. A cross-sectional survey
design was employed, with data collected from 384
respondents across five urban Local Government
Areas in Ibadan. The study revealed high satisfaction
levels with food flavor (65%) and portion size (55%),
but identified concerns regarding special diet options
(55% wunsatisfied) and service speed during peak
hours (45% unsatisfied). Chi-square analysis showed
significant associations between customer satisfaction
and nutritional value, service speed, cleanliness, and
affordability (p < 0.05). Regression analysis indicated
that frequency of use, nutritional value; service speed,
cleanliness, and affordability significantly predict
overall satisfaction (p < 0.01). While hospitality services
positively impact family well-being, affordability
remains a significant barrier. The findings underscore
the need for hospitality providers to improve nutritional
offerings, enhance service efficiency, and balance
quality with affordability to meet the diverse dietary
needs of urban residents and promote better public
health outcomes.
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INTRODUCTION

Urbanization is a profound global phenomenon,
significantly transforming dietary habits and
food consumption patterns (1). In Nigeria,
rapid urbanization has notably impacted cities
like Ibadan, where residents’ lifestyles and
food preferences have evolved in response to
increased incomes, busier schedules, and shifting
tastes (2). As urbanization accelerates, there is a
noticeable shift from traditional, nutrient-rich
Nigerian meals to fast, processed foods often
characterized by high calorie, fat, and sugar
content while lacking essential nutrients. This
dietary shift poses significant public health
risks, including increased prevalence of obesity,
diabetes, hypertension, and other diet-related
non-communicable diseases (1, 3).

In urban Ibadan, the hospitality sector plays a
crucial role in shaping residents’ diets. However,
there is a growing concern that many hospitality
establishments prioritize taste, convenience, and
cost over nutritional balance (4). This oversight
may undermine the health of urban residents
who frequently dine out, potentially reducing
the nutritional quality of their diets (4). Service
quality in hospitality, encompassing aspects such
as staff behavior, the physical environment, and
food quality, significantly influences customer
satisfaction (5, 6, 7). For example, tangibility,
empathy, responsiveness, and assurance
dimensions of service quality have been shown
to impact customer satisfaction in fast-food
settings in Ibadan (8). Similarly, in hotels, food
quality, employee behavior, and room amenities

significantly affect satisfaction levels (7).

Despite this, the relationship between dietary
habits, service quality, and nutritional satisfaction
remains underexplored in the context of
Ibadan’s hospitality sector. The diverse dietary
preferences of urban consumers—such as those
adhering to vegan, low-carb, or high-protein diets
underscore the need for hospitality providers to
accommodate varying nutritional expectations
(7). Moreover, service quality factors like speed,
cleanliness, and staff professionalism directly
impact customer satisfaction and, by extension,
their perception of nutritional value (6).
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Urban consumers are increasingly health-
conscious and expect their meals to be
nutritionally balanced, but many hospitality
providers in Ibadan may not fully meet these
expectations. The disconnect between customer
dietary habits and the nutritional offerings of
hospitality services could potentially affect
customer satisfaction and the overall reputation
of these establishments (7). The evolving dietary
patterns and service expectations in urban
Ibadan necessitate an investigation into how
these factors influence nutritional satisfaction.

Urbanization in Ibadan has led to significant
changes in dietary habits, with many residents
relying on the hospitality sector for their
daily meals. This shift towards convenience
and affordability often overshadows the
importance of nutritional quality, leading to
a potential mismatch between consumers’
dietary preferences and the nutritional offerings
provided by hospitality services. As urban
residents become more health-conscious, there
is a growing expectation for balanced and
nutritious meals. However, the hospitality sector
may fall short in addressing these needs due to
a focus on cost and convenience or insufficient
awareness of the nutritional aspects crucial to
customer satisfaction. Additionally, the impact
of service quality elements such as speed,
cleanliness, and overall dining experience—on
nutritional satisfaction is not well understood in
the context of urban Ibadan.

This research aims to address these gaps by
exploring the relationship between dietary habits,
service quality, and nutritional satisfaction in
Ibadan’s hospitality sector. By examining these
factors, the study seeks to provide insights
for improving hospitality services to better
meet customer nutritional needs and to inform
policymakers about promoting better nutritional
standards in urban areas.

Null Hypotheses

HO1: There is no significant relationship between
satisfaction with nutritional value and customer
satisfaction in urban hospitality establishments.

HO02: There is no significant relationship between
satisfaction with service speed and overall
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customer satisfaction.

HO03: There is no significant relationship between
satisfaction with cleanliness of facilities and
overall customer satisfaction.

HO04: There is no significant relationship between
satisfaction with affordability and overall
customer satisfaction.

HO05: Service quality factors (frequency of use,
nutritional value, service speed, cleanliness of
facilities, and affordability) do not significantly
predict overall customer satisfaction in urban
hospitality establishments.

LITERATURE REVIEW

Urbanization has profoundly transformed
dietary habits worldwide, replacing traditional,
nutrient-dense diets with calorie-rich, processed
foods. In Nigeria, cities like Ibadan exemplify this
shift, where changes in food preferences have
been linked to increased public health concerns
such as obesity and diet-related diseases (1,3).
Urban hospitality establishments are central
to this transformation, often prioritizing
affordability and convenience over nutritional
value (2). Service quality factors, including
food quality, cleanliness, and responsiveness,
strongly influence customer satisfaction (5, 6).
However, challenges persist, such as the limited
availability of special diet options (e.g., gluten-
free, vegan) and delays during peak hours (7).
Cleanliness in dining spaces and restrooms, a
key determinant of customer loyalty, is another
area requiring improvement (8).

Affordability often forces compromises in food
quality and nutritional balance. Although urban
consumers increasingly seek healthier options,
including organic ingredients and transparent
labeling, establishments frequently struggle
to meet these demands due to cost constraints
(9, 10). This tension between affordability and
quality highlights significant gaps in meeting
customer expectations.

By addressing these issues, this study aims to
bridge gaps in understanding the interplay
between dietary habits, service quality, and
nutritional satisfaction, with a specific focus on

urban Ibadan.

RESEARCH METHODOLOGY
Study Area

The study was conducted in Ibadan, the capital
city of Oyo State, Nigeria. Ibadan is one of the
largest cities in Africa by landmass and serves as
a major urban center in southwestern Nigeria.
It is geographically located between latitude
7.3775° N and longitude 3.9470° E. The city
spans over a large area and is divided into 11
local government areas (LGAs), which include
both urban and rural regions. For this research,
focus was placed specifically on the urban areas
of Ibadan, which consist of the following five
local government areas: Ibadan North, Ibadan
Northeast, Ibadan Northwest, Ibadan Southeast,
and Ibadan Southwest. These LGAs were
selected due to their high population density,
advanced urbanization, and concentration of
hospitality establishments.

Research Design

A cross-sectional survey design was employed
for this study. This design was chosen to
provide a snapshot of the relationship between
dietary habits, service quality, and nutritional
satisfaction among residents who frequently
patronize hospitality establishments in urban
Ibadan. The cross-sectional approach allowed
for the collection of data at a single point in
time, making it possible to analyze patterns and
correlations between variables across different
demographic groups within the study area.

Reconnaissance Survey

Before the main study commenced, a
reconnaissance survey was conducted to gain
a preliminary understanding of the hospitality
landscape in urban Ibadan. This involved visits
to various hospitality establishments across
the five selected LGAs to observe the types
of services offered, customer demographics,
and the general dietary preferences of patrons.
The reconnaissance survey also facilitated the
identification of key areas within each LGA where
hospitality activities were most concentrated.
This initial exploration was crucial in refining
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the research design, identifying potential
challenges in data collection, and ensuring that
the study would adequately capture the diverse
experiences of urban residents.

Sample Size Determination

The sample size (384) for this study was
determined wusing Cochran’s formula and
proportionally allocated across the five urban
LGAs based on their population densities and
the concentration of hospitality establishments.
The distribution is as follows: Ibadan North:
Ibadan Northeast: 100
respondents, Ibadan Northwest: 90 respondents,

120 respondents,

Ibadan Southeast: 90 respondents, and Ibadan
Southwest: 100 respondents

Population and Sampling Procedure

The population of the study comprised residents
of urban Ibadan who regularly patronize
hospitality establishments. The target population
specifically included individuals aged 18 and
above. A multi-stage sampling technique was
employed in selecting the study participants.
These approaches systematically narrow down
the large population into a manageable and
representative sample.

Stage 1: Five urban local government areas
(LGAs) in Ibadan were purposively selected
based due to their level of urbanization and
concentration of hospitality establishments.

Stage 2: Each of the selected LGAs was stratified
into different zones based on population density
and economic activities.

Stage 3: A compiled list of hospitality
establishments within each stratum was was
subjected to randomization for establishments
selection in the study area. This ensured that the
study covered a range of hospitality services,
from upscale restaurants to quick-service outlets.

Stage 4: Finally, systematic random sampling
was employed within the selected establishments
to identify respondents. Every third customer
entering the establishment was approached
and invited to participate in the study until the
required number of respondents for each LGA
was reached.

184

Data Collection Tool

A structured questionnaire was used to collect
data on dietary habits, service quality, and
nutritional satisfaction. It consisted of four
sections: demographic details, dietary habits,
service quality, and nutritional satisfaction.

Scales and Their Details

Dietary Habits: Items on meal frequency, diet
types, and snacking patterns were adapted from
validated studies on urban food consumption.

Service Quality: Based on the SERVQUAL model,
20 items measured tangibles, responsiveness,
and reliability on a 5-point Likert scale (1 =
Strongly Disagree, 5 = Strongly Agree).

Nutritional Satisfaction: This scale included
15 items assessing satisfaction with factors like
freshness, portion size, and nutrient balance,
rated from 1 (Very Dissatisfied) to 5 (Very
Satisfied).

Validity and Reliability

Reliability: values
demonstrated internal consistency (Service

Quality: 0.84; Nutritional Satisfaction: 0.81).

Cronbach’s alpha

Construct Validity: Factor analysis using PCA
with varimax rotation confirmed scale structures:

Service Quality: Five components (67% variance
explained)

Nutritional Satisfaction: Three components (72%
variance explained).

Pilot Test: Conducted with 50 respondents,
ensuring clarity and reliability.

Data Collection

Data collection was carried out using a structured

questionnaire, ~which was  administered
face-to-face by trained research assistants.
The questionnaire was designed to capture
information on respondents’ dietary habits,
perceptions of service quality, and satisfaction
with the nutritional content of meals provided
by hospitality establishments. The questionnaire
included closed-ended questions to allow

for a comprehensive analysis of the research
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objectives.

The data collection process was conducted over
a period of four weeks, with research assistants
stationed at various hospitality establishments
during peak hours to maximize response rates.
Prior to data collection, the questionnaire was
pre-tested in a pilot study to ensure clarity,
reliability, and validity of the questions.

Data Analysis

The data collected were analyzed using both
descriptive and inferential statistical methods.
Descriptive statistics, including frequencies,
percentages, were used to summarize the
demographic characteristics of respondents,
their dietary habits, and their perceptions of
service quality and nutritional satisfaction.

Inferential statistics including Chi-square and
Multiple Regression were employed to test the
research hypotheses.

The analysis was performed using statistical
package for social science (SPSS) version 25.0,
and the results were presented in tables for
clarity.

RESULTS AND DISCUSSION
Demographic Characteristics of Respondents

The study sample comprised a relatively
balanced gender distribution, with 53.1%
female and 46.9% male respondents (Table 1).
This distribution closely mirrors the general
population demographics, enhancing the
representativeness of the findings. Previous
research like that of Ojekaluet al. (11) indicates
that gender and education significantly
influence service quality perception in shopping
complexes, with females rating services higher
than males. The age distribution showed a
predominance of young to middle-aged adults,
with 31.3% in the 26-35 age group and 23.4%
in the 36-45 age groups. This age distribution
is consistent with the typical profile of urban
dwellers who frequently patronize hospitality
establishments (12). The findings also align with
(13, 14) who reported that fast food consumption
is prevalent among young adults, particularly

university students, with flour-based products

being the most commonly consumed items.

Educational attainment among respondents
was relatively high, with 46.9% having tertiary
education. This finding aligns with previous
studies (11) suggesting that higher education
levels are associated with increased frequency of
dining out and greater awareness of nutritional
issues. The occupational distribution, dominated
by self-employed individuals (31.3%) and
students (25%), reflects the diverse economic
landscape of urban Ibadan and may influence
dietary habits and service quality expectations.

Table 1. Demographic characteristics of respondents

Characteristic Frequency | Percentage (%)
Gender
Male 180 46.9
Female 204 53.1
Age Group
18-25 96 25.0
26-35 120 31.3
36-45 90 23.4
46-55 48 12.5
56 and above 30 7.8
Education Level
No Formal
Education 24 6.3
Primary
Education 60 156
Seco.ndary 120 313
Education
Tertiary

1 46.
Education 80 69
Occupation
Student 96 25.0
Self-employed 120 31.3
Private Sector 90 234
Employee
Public Sector 60 156
Employee
Retired 18 4.7
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Frequency of Hospitality Service Usage

The frequency of hospitality service usage
varied across the five Local Government Areas
(LGAs) studied (Table 2). Notably, Ibadan
Southwest showed the highest frequency of
usage, with 45% of respondents using hospitality
services “Often” and 18% “Very Often.” This
could be attributed to factors such as higher
concentration of hospitality establishments or
socioeconomic characteristics of residents in
this LGA. In contrast, Ibadan Southeast showed
the lowest frequency of usage, with only 25%
using services “Often” and 10% “Very Often.”
These disparities in usage patterns across
LGAs suggest that geographical and possibly
socioeconomic factors play a role in hospitality
service utilization, a finding consistent with
urban studies in other developing countries
(15, 16). Another study has explored various
aspects of the hospitality industry in Nigeria
and beyond. (17) investigated the distribution of
hospitality services in Uyo Urban, finding that
these services tend to cluster in areas with high
patronage potential to maximize profits. These
studies collectively highlight the importance of
location in understanding and improving the
hospitality industry.

Satisfaction with Nutritional Value

The results reveal varying levels of satisfaction
with different aspects of nutritional value in
hospitality services (Table 3). Respondents
expressed highest satisfaction with food flavor
(65% satisfied or very satisfied) and portion size
(55% satistied or very satisfied). However, areas
of concern include the availability of special diet
meals (55% unsatisfied or very unsatisfied) and
low-sodium meal options (45% unsatisfied or

very unsatisfied). These findings suggest that
while hospitality establishments in urban Ibadan
are meeting basic taste and quantity expectations,
they may be falling short in catering to specific
dietary needs and health considerations.

The relatively low satisfaction with the use of
organic ingredients (40% unsatisfied or very
unsatisfied) and the presence of food allergens
(48% unsatisfied or very unsatisfied) indicates a
gap between consumer expectations and current
practicesin the hospitality sector. This aligns with
global trends where consumers are increasingly
demanding transparency and healthier options
in their dining experiences (18).

Research on customer satisfaction in hospitality
services reveals varying levels of satisfaction
with different aspects of nutritional value.
While consumers express high satisfaction with
food flavor and portion size, there are concerns
regarding special dietary options and health
considerations (19). Studies indicate that the
hospitality industry, particularly restaurants,
can significantly impact people’s eating behavior
and nutritional intake (19). Customer satisfaction
is crucial in hospitality and tourism industries,
with various methods used for measurement
(10). Perceived value in food selection when
dining out differs between ethnic groups, with
African Americans more influenced by lower
cost and larger portions (20). A systematic
review of consumer satisfaction studies in
hospitality journals highlights the need for more
specific definitions of consumer satisfaction and
a broader range of research methods (21). The
positive consequences of satisfaction on loyalty
and behavioral intentions are well-established in
the literature (21).

Table 2. Frequency of hospitality service usage by LGA

LGA R\;igy Rarely Sometimes Often C\)’fet ?;1
Ibadan North 10% 15% 20% 35% 20%
Ibadan Northeast 8% 12% 25% 40% 15%
Ibadan Northwest 12% 18% 28% 30% 12%
Ibadan Southeast 15% 20% 30% 25% 10%
Ibadan Southwest 5% 10% 22% 45% 18%
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Service Quality: Speed and Cleanliness

Service speed satisfaction (Table 4) showed
mixed results, with higher satisfaction in areas
like efficiency of the payment process (55%
satisfied or very satisfied) and speed of self-
service lines (55% satisfied or very satisfied).
However, speed of service during peak hours was
a significant concern, with 45% of respondents
expressing dissatisfaction. This highlights the
challenges faced by hospitality establishments in
maintaining service quality during high-demand
periods, a common issue in urban food service
sectors (22).

Research on customer satisfaction in hospitality
services reveals several key factors influencing
guest experiences. Service speed satisfaction
shows mixed results, with efficiency in payment
processes and self-service lines generally rated
positively, but challenges during peak hours (23).
The relationship between perceived service pace
and satisfaction follows an inverted U-shape,
with tolerance for faster pace varying by service
stage (23). Self-service technology can reduce
waiting times, but its effectiveness depends on

factors like processing speed and failure rates
(23). While self-service kiosks can increase
average daily rates, they may not improve
perceived service speed and can negatively
impact guest loyalty if issues arise (24). Customer
satisfaction in restaurants is influenced by staff
behavior, professionalism, service speed, food
quality, ambience, and comfort (6). Ensuring
customer  satisfaction requires  effective
management systems, including human resource
management, food safety standards, and space

planning (6).

Cleanliness of facilities (Table 5) generally
received positive ratings, particularly for dining
areas (63% satisfied or very satisfied) and
serving utensils (58% satisfied or very satisfied).
However, cleanliness of restrooms and outside
surroundings showed lower satisfaction levels.
These findings underscore the importance of
maintaining cleanliness across all aspects of
the establishment to ensure overall customer
satisfaction, as emphasized
hospitality studies (8).

in previous

Research  indicates that cleanliness in

Table 3. Level of satisfaction with nutritional value

) Very - - Very

Variable O Unsatisfied | Neutral | Satisfied L
Unsatisfied Satisfied

Variety of Food Choices 8% 15% 20% 35% 22%
Freshness of Ingredients 10% 18% 25% 30% 17%
Quality of Protein Content 12% 15% 28% 30% 15%
Adequacy of Fruit and Vegetable

. 5% 12% 30% 38% 15%
Portions
Caloric Content Control 15% 20% 25% 28% 12%
Satisfaction with Food Temperature 7% 13% 22% 35% 23%
Use of Organic Ingredients 18% 22% 25% 25% 10%
Balance of Nutrients in Meals 10% 17% 30% 30% 13%
Portion Size 8% 12% 25% 40% 15%
Low-Sodium Meal Options 20% 25% 28% 20% 7%
Gluten-Free Options 25% 20% 30% 15% 10%
Satisfaction with Food Flavor 5% 10% 20% 40% 25%
Availability of Special Diet Meals (e.g.,

30% 25% 20% 15% 10%
Vegan)
Presence of Food Allergens 28% 20% 25% 17% 10%
Satisfaction with Overall Nutritional
8% 12% 22% 40% 18%

Value

Source: Field Survey, 2024.
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foodservice establishments significantly impacts
customer satisfaction and retention. Barber and
Scarcelli (8) found that restroom cleanliness
influences consumers’ perceptions of overall
restaurant cleanliness and their likelihood to

customers’ approach behavior, feelings of
pleasure, trust, and attributed prestige across
various service contexts. Abubakariet al. (25)
reported that sanitation variables, including

dining area cleanliness and employee hygiene,

return. Barber and Scarcelli (8) demonstrated significantly  influence customer retention
that servicescapecleanliness positively affects in restaurants. Lap-Kwong (24) identified
Table 4. Level of satisfaction with service speed
. Very - e Very
Variable O Unsatisfied | Neutral | Satisfied L
Unsatisfied Satisfied
Waiting Time for Orders 15% 20% 25% 28% 12%
Speed of Service During Peak Hours 20% 25% 22% 25% 8%
Speed of Home Delivery 10% 18% 28% 32% 12%
Efficiency in Handling Complaints 18% 22% 30% 20% 10%
Promptness in Food Preparation 12% 17% 28% 30% 13%
Timeliness of Order Confirmation 10% 15% 25% 35% 15%
Speed of Service in Self-Service Lines 5% 10% 30% 40% 15%
Quickness in Replacing Out-of-Stock Items 22% 20% 28% 20% 10%
Response Time to Online Orders 15% 18% 30% 25% 12%
Efficiency of Payment Process 8% 15% 22% 35% 20%
Satisfaction with Speed of Drive-Thru
] 12% 20% 28% 30% 10%
Service
Satisfaction with Wait Times During Off-
10% 15% 25% 35% 15%
Peak Hours
Satisfaction with Takeaway Service Speed 7% 12% 30% 35% 16%
Overall Satisfaction with Service Speed 10% 18% 28% 32% 12%
Source: Field Survey, 2024.
Table 5. Level of satisfaction with cleanliness of facilities
. Very . - Very
Variable Unsatisfied Neutral Satisfied
Unsatisfied Satisfied
Cleanliness of Dining Areas 5% 12% 20% 40% 23%
Cleanliness of Restrooms 15% 20% 25% 28% 12%
Cleanliness of Kitchen Areas 8% 18% 22% 35% 17%
Cleanliness of Serving Utensils 7% 10% 25% 40% 18%
Cleanliness of Waiting Areas 10% 17% 30% 30% 13%
Cleanliness of Floors 12% 15% 28% 30% 15%
Cleanliness of Tables and Chairs 10% 18% 22% 38% 12%
Cleanliness of Outside
18% 22% 25% 25% 10%
Surroundings
Cleanliness of Play Areas for
25% 20% 20% 25% 10%
Children
Cleanliness of Parking Areas 15% 20% 30% 25% 10%
Satisfaction ~ with ~ Overall
10% 15% 25% 35% 15%
Cleanliness

Source: Field Survey, 2024.
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cleanliness as having the greatest impact on

customer satisfaction among servicescape
dimensions in hotel buffet restaurants. These
studies collectively emphasize the importance
of maintaining cleanliness across all areas of
foodservice establishments, including dining
areas, restrooms, and outside surroundings,
to ensure customer satisfaction and promote

positive word-of-mouth recommendations.
Affordability and Value Perception

Affordability (Table 6) emerged as a significant
concern for many respondents. Only 40%
expressed  satisfaction with the overall
affordability of services, while 32% were
dissatisfied. The perception of value for money
was slightly more positive, with 53% satisfied
or very satisfied. However, the affordability of
special dietary options and extras (like sauces
and sides) received lower satisfaction ratings.
These results suggest that while hospitality
establishments are providing perceived value,
there is room for improvement in pricing
strategies, particularly for specialized offerings.
This aligns with findings from other urban
contexts where balancing affordability with
quality remains a challenge for the hospitality

sector (26).

Research in the hospitality industry consistently
highlights  the
satisfaction, which is influenced by factors

importance of customer
such as perceived value, service quality, and
price. Bojanic (27) found that hotels can achieve
competitive advantage through low prices or
high quality. Oh (28) emphasized that while
quality and satisfaction are important, customers
are primarily motivated by value. Kapiki
(9) identified key elements of quality service in
hotels, including value for money, comfortable
rooms, friendly staff, and good food. The study
also stressed the importance of continuous
improvement and staff training. Foroziaet al.
(29) focused on Middle Eastern tourists in
Malaysian 3-star hotels, finding service quality
to be the most significant factor affecting
customer satisfaction. Across these studies, the
relationship between price, quality, and value
emerges as crucial for customer satisfaction in
the hospitality sector, with service quality and
perceived value being particularly important
drivers of customer satisfaction and business
success (27, 28, 9, 29).

Dietary Habits and Service Types

The analysis of dietary habits (Table 8) reveals
that 46.9% of respondents are regular breakfast
consumers, while 25.8% follow high-protein

Table 6. Level of satisfaction with affordability

: Very e o Very

Variable O Unsatisfied | Neutral | Satisfied L
Unsatisfied Satisfied
Affordability of Meals 12% 20% 28% 30% 10%
Affordability of Drinks 15% 22% 25% 28% 10%
Value for Money 10% 15% 22% 38% 15%
Special Offers and Discounts 25% 20% 20% 25% 10%
Satisfaction with Pricing of Extras
( ides) 20% 25% 22% 25% 8%
sauces, sides
Satisfaction with Portion Size Relative
to Pri 18% 20% 25% 27% 10%
o Price
Affordability of Group Meals 15% 18% 30% 25% 12%
Perceived Fairness of Prices 12% 15% 28% 35% 10%
Affordability of Special Dietary
Onti 25% 20% 20% 25% 10%
ptions

Price Transparency 10% 15% 25% 35% 15%
Opverall Satisfaction with Affordability 10% 18% 28% 30% 14%

Source: Field Survey, 2024.
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diets. This information is crucial for hospitality
establishments in tailoring their offerings to
meet diverse dietary preferences. The types
of hospitality services used (Table 7) show a
preference for quick-service restaurants (26%)
and full-service restaurants (19.5%), reflecting
the urban lifestyle’s demand for convenience
and variety.

Recent studies have highlighted changing
consumer preferences in the food service
industry. Fast food purchases are driven
primarily by taste, convenience, and cleanliness,
with some consumers seeking healthier options
like the Banting diet (30). There’s a shift towards
poultry, fish, fruits, and vegetables, impacting
quick-service restaurants (31). Income levels
significantly influence expenditure patterns, with
higher-income households favoring full-service
restaurants, while younger, urban households
prefer quick-service options (15). Food quality
remains a crucial factor across restaurant types,
with consumers prioritizing quality over service
in high-end establishments and service over
ambiance in quick-service venues (32). These
findings underscore the importance for the
hospitality industry to adapt to diverse dietary
preferences, offer healthy options, maintain
cleanliness, and balance quality, service, and
ambiance to meet evolving consumer demands.

Table 7. Types of hospitality services used

. Percentage
Type of Service Frequency
(%)
Quick Service
100 26.0
Restaurants
Full-Service Restaurants 75 19.5
Cafes and Coffee Shops 50 13.0
Hotel Dining 60 15.6
Catering Services 40 10.4
Takeaway and Delivery
) 59 15.4
Services

Source: Field Survey, 2024.
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Table 8. Dietary habits

Dietary Habit Frequency | Percentage (%)
Regular  Breakfast

&t 180 46.9
Consumption
Vegetarian Diet 60 15.6
Low-Carb Diet 45 11.7
High-Protein Diet 99 25.8
Frequent Snacking 130 33.9
Avoidance of Sugary

75 19.5

Drinks

Source: Field Survey, 2024.
Impact on Family Well-being

Perceptions of family well-being in relation to
hospitality services (Table 9) were generally
positive. 63% of respondents agreed or strongly
agreed that hospitality services enhance family
togetherness, and 50% believed they improve
family nutrition. However, only 37% agreed
that these services are affordable for families.
These findings suggest that while hospitality
services play a positive role in family dynamics
and nutrition, affordability remains a barrier for
many urban families, a trend observed in other
developing urban contexts (33).

Research on hospitality services and family
well-being reveals both positive impacts and
challenges. Studies indicate that hospitality
services can enhance family togetherness and
improve nutrition (34). However, affordability
remains a significant barrier for many families
(34). The hospitality industry faces challenges in
balancing work and family life for employees,
with issues such as work interference affecting
organizational commitment (35). Despite these
challenges, low-income families residing in
extended-stay hotels have identified positive
characteristics, including family independence,
social engagement, and a sense of safety (36).
The industry is evolving to address work-
family balance, with progressive organizations
implementing more flexible workplace policies
(35). Future research should focus on developing
a holistic model of factors affecting work and
family in the tourism and hospitality contexts to
improve consistency in this field of study (37).
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Inferential Statistical Analysis

The results from the chi-square analysis in Table
10 reveal significant relationships between
various service quality factors and customer
satisfaction in urban hospitality establishments.
Satisfaction with nutritional value is significantly
associated with overall customer satisfaction,
leading to the rejection of the null hypothesis
that there is no relationship between these
variables. This result emphasizes the critical role
of providing balanced and healthy meal options
in meeting customer expectations, aligning with
previous studies that highlight the growing
demand for nutritionally adequate meals in
urban contexts (19, 10, 4). Similarly, the null
hypothesis that there is no relationship between
satisfaction with service speed and customer
satisfaction is rejected. The findings confirm
the importance of efficient service delivery,
as delays during peak hours often negatively
affect customer experiences, making operational
efficiency essential for customer retention (26,
23). Cleanliness also emerged as a significant
factor influencing customer satisfaction, and
the null hypothesis that there is no relationship
between cleanliness and satisfaction is rejected.
Clean dining areas, utensils, and restrooms
are essential to fostering positive perceptions
of service quality, consistent with established
research showing that poor sanitation reduces
trust and the likelihood of repeat patronage (8,
25). Additionally, affordability has a meaningful
relationship with customer satisfaction, leading

to the rejection of the null hypothesis that there
is no such relationship. Customers value fair
pricing, but affordability must be carefully
balanced with quality to ensure optimal
satisfaction and loyalty (28, 27).

The multiple regression analysis in Table 11
indicates that service quality factors significantly
predict overall customer satisfaction. The null
hypothesis that service quality factors do not
predict customer satisfaction is rejected. Among
these factors, frequency of use has the strongest
effect, suggesting that customers who frequently
patronize urban hospitality establishments tend
to report higher satisfaction levels. This could
be attributed to consistent positive experiences
that build trust and familiarity (12). Nutritional
value is also a critical predictor, reinforcing the
importance of offering meals that meet the dietary
preferences and health-conscious needs of urban
consumers (19, 4). Service speed further predicts
customer satisfaction, confirming that timely and
efficient service is crucial for urban consumers,
who often value responsiveness due to time
constraints. This is consistent with findings that
speed and responsiveness significantly enhance
customer satisfaction in wurban hospitality
contexts (26, 23). Cleanliness remains a strong
predictor of customer satisfaction, highlighting
that maintaining hygienic environments is
not only a basic requirement but also a key
driver of customer loyalty and positive word-
of-mouth recommendations (8). Affordability,
while having a smaller effect compared to other

Table 9. Perceptions of family well-being

. Strongly . Strongly
Perception . Disagree | Neutral | Agree
Disagree Agree
Hospitality services enhance
5% 12% 20% 40% 23%
family togetherness
Hospitality services improve
. » 10% 15% 25% 35% 15%
family nutrition
Hospitality services provide
8% 12% 22% 38% 20%
stress relief for families
Hospitality =~ services  are
15% 20% 28% 25% 12%
affordable for families
Hospitality =~ services  offer
12% 18% 30% 28% 12%
healthy food options

Source: Field Survey, 2024.
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factors, significantly contributes to satisfaction,
demonstrating that reasonable pricing is a
priority for customers, especially in competitive
urban markets (28, 27).

Generally, the results clearly demonstrate that
all null hypotheses have been rejected. There
are significant relationships between satisfaction
with nutritional value, service speed, cleanliness,
affordability, and overall customer satisfaction.
these
collectively and individually predict overall

Furthermore, service quality factors
customer satisfaction. These findings underscore
the importance of focusing on nutritional
value, operational efficiency, cleanliness, and
affordability to enhance customer experiences.
Urban
strategically address these areas to improve

hospitality =~ establishments  must

satisfaction and foster long-term customer

CONCLUSION

This study explored the relationships between
dietary habits, service quality factors, and
customer satisfaction in wurban hospitality
establishments in Ibadan. The findings revealed
significant associations between satisfaction with
nutritional value, service speed, cleanliness, and
affordability, and overall customer satisfaction.
Furthermore, regression analysis demonstrated
that these factors, along with frequency of
use, are significant predictors of customer
satisfaction. These results reinforce existing
the of

service quality dimensions in shaping customer

literature emphasizing importance
experiences and satisfaction. For example, the
role of nutritional value aligns with studies by
(19), which highlight the demand for healthier

food options in urban contexts. Similarly, the

loyalty. influence of cleanliness corroborates findings
Table 10. Chi-Square analysis
Chi-Square
Hypotheses df p-value
Value
There is no significant relationship between satisfaction
with nutritional value and customer satisfaction in urban 18.34 10 0.032
hospitality establishments
There is no significant relationship between satisfaction
15.78 10 0.045
with service speed and overall customer satisfaction.
There is no significant relationship between satisfaction
with cleanliness of facilities and overall customer 20.56 10 0.015
satisfaction
There is no significant relationship between satisfaction
) = ) ) 17.45 10 0.028
with affordability and overall customer satisfaction

Source: Field Survey, 2024.

Table 11. Service quality factors (frequency of use, nutritional value, service speed, cleanliness of facilities,

and affordability) do not significantly predict overall customer satisfaction in urban hospitality establishments

(Regression Analysis)
Unstandardized | Standardized .
Model .. .. t Sig.
Coefficients Coefficients
B Beta

Frequency of Use 0.380 0.310 5.89 0.000
Nutritional Value 0.290 0.210 3.78 0.001
Service Speed 0.210 0.160 2.98 0.005
Cleanliness of

. 0.330 0.270 4.89 0.000
Facilities
Affordability 0.190 0.150 2.67 0.010

Source: Field Survey, 2024.
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by (8), who noted the critical importance of
sanitation in enhancing customer perceptions
and loyalty.

The results underscore the need for hospitality
providers to prioritize nutritional quality,
improve operational efficiency, and maintain
high standards of cleanliness while balancing
affordability with quality. These findings
contribute to the broader understanding of
customer satisfaction determinants within the
urban hospitality sector, offering actionable
insights for both industry stakeholders and
policymakers.

Recommendations

Based on the statistical findings, the following
recommendations are proposed:

Urban
should focus on

1.Enhance Nutritional Offerings:
hospitality ~ providers
diversifying menu options to include balanced
meals and cater to special dietary needs such as
low-sodium or vegan diets, as these significantly

impact customer satisfaction.

2.Improve Service Efficiency: Establishments
should streamline operations to reduce delays
during peak hours, possibly through staff
training or adopting technology-driven solutions
like self-service kiosks.

Standards:
Hygiene practices should be prioritized across

3.Maintain High Cleanliness
all service areas, including dining spaces and
restrooms, to meet customer expectations and
build loyalty.

4.Balance Affordability and Quality: Providers
must adopt pricing strategies that align with
customer expectations for value while ensuring
that quality is not compromised.

5.Future Research Directions: Longitudinal
studies are recommended to explore how
customer satisfaction evolves over time.
Expanding the research to include other
urban and rural contexts would enhance the
generalizability of the findings. Incorporating
qualitative methods, such as interviews, could
also provide deeper insights into customer
preferences and expectations.

Finally, this study highlights the critical
interplay between dietary habits, service quality,
and customer satisfaction, offering valuable
insights for improving wurban hospitality
services. Addressing the identified limitations
and implementing the recommendations can
further strengthen the sector’s ability to meet the
evolving needs of urban consumers.

REFERENCES

1. Petrikova, I., Bhattacharjee, R., & Fraser, P. D. (2023).
The ‘Nigerian diet’ and its evolution: Review of
the existing literature and household survey
data. Foods, 12(3), 443. https://doi.org/10.3390/
foods12030443

2.Olutayo, A. O., &Akanle, O. (2009). Fast food in
Ibadan: An emerging consumption pattern.
Africa, 79(2), 207-227. https://doi.org/10.3366/
E0001972009000692

3.Ekpenyong, A. S. (2015). Urbanization: Its
implication for sustainable food security, health,
and nutritional nexus in developing economies -
A case study of Nigeria. Journal of Studies in Social
Sciences, 11(1), 29-49.

4.Ruel, M. T,, Leroy, J. L., Ecker, O., Hernandez, M.,
Resnick, D., &Thurlow, J. (2020). Urban food
systems and diets, nutrition, and health of the
poor: Challenges, opportunities, and research
gaps. In Handbook of urban food security (pp.
380-396). Edward Elgar Publishing. https://doi.
org/10.4337/9781786431516.00024

5. Ali, B. J., Gardi, B.,, Othman, B. J.,, Ahmed, S. A.,
Ismael, N. B., Hamza, P. A., Aziz, H. M., Sabir, B.
Y., Sorguli, S., & Anwar, G. (2021). Hotel service
quality: The impact of service quality on customer
satisfaction in hospitality. International Journal of
Engineering, Business and Management (IJEBM),
5(3), 14-28. https://doi.org/10.22161/ijebm.5.3.2

6. Stranjancevic, A., &Bulatovic, I. (2015). Customer
satisfaction as an indicator of service quality in
tourism and hospitality. International Journal for
Quality Research, 9(4), 689-704.

7.Padlee, S. F., Thaw, C. Y. &Zulkiffli, S. N. A.
(2019). The relationship between service
quality, customer satisfaction, and behavioural
intentions in the hospitality industry. Tourism and

193


https://doi.org/10.4337/9781786431516.00024
https://doi.org/10.4337/9781786431516.00024
https://doi.org/10.22161/ijebm.5.3.2

Oloyede et al.

Hospitality Management, 25(1), 121-139. https://doi.
org/10.20867/thm.25.1.9

8.Barber, N., &Scarcelli, ]. M. (2010). Enhancing the
assessment of tangible service quality through
the creation of a cleanliness measurement scale.
Managing Service Quality: An International
Journal, 20(1), 70-88.

9. Kapiki, S. T. (2012). Quality management in tourism
and hospitality: An exploratory study among
tourism stakeholders. International Journal of
Economic Practices and Theories, 2, 53-61.

10. Pizam, A., & Ellis, T. (1999). Customer satisfaction
and its measurement in hospitality enterprises.
International Journal of Contemporary Hospitality
Management, 11(7), 326-339. https://doi.
org/10.1108/09596119910293231

11. Ojekaluy, S. O., Ojo, O., Oladokun, T. T., &Olabisi,
S. A. (2019). Effect of demographic characteristics
on service quality perception: Evidence from
occupiers of shopping complex in Ibadan, Nigeria.
Property Management, 37(3), 418-431. https://doi.
org/10.1108/PM-07-2018-0040

12. Oyewole, P. (2013). The role of frequency of
patronage and service quality of all-you-can-eat
buffet restaurant: A perspective of socio-economic
and demographic characteristics of African
American consumers. International Journal of
Hospitality Management, 34, 202-213.

13. Arulogun, O. S., &Owolabi, M. (2011). Fast food
consumption pattern among undergraduates of
the University of Ibadan, Nigeria: Implications for
nutrition education.

14. Mukoru, I. L., Adebayo, O., Oyabambi, O. A,
Kanmodi, K., Ojo, O. F., Oiwoh, S. O., Agbogidi, .
M., Williams, A., Ibiyo, M. J., Samuel, A., Ogunsuji,
0., &Ogunjimi, L. (2023). Fast food consumption
habits among young people in Southwestern
Nigeria. Research Journal of Health Sciences, 11(2),
77. https://doi.org/10.4314/rejhs.v11i2.1

15. Kumar, S., & Smith, C. (2018). Understanding local
food consumers: Theory of planned behavior and
segmentation approach. Journal of Food Products
Marketing, 24(2), 196-215.

16. Saka, A. B., Ogundimu, I. K., Oloyede, A. O,
Beaullah, T. T., &Akinreti, N. O. (2024). A study
of creativity, innovation, and performance of
the hospitality and tourism industry in Ibadan,
Oyo State, Nigeria. European Journal of Business
and Innovation Research, 12(3), 58-67. https://doi.
org/10.37745/ejbir.2013/vol12n35867

17. Eneyo, V. B. (2018). The distribution of hospitality

194

18.

19.

20.

21.

22.

23.

24.

25.

26.

27.

services in Uyo urban, Nigeria. Journal of Tourism
and Heritage Studies.

Weatherspoon, D. D., & Reardon, T. (2003). The
rise of supermarkets in Africa: implications for
agrifood systems and the rural poor. Development
Policy Review, 21(3), 333-355.

Benson, T., Lavelle, F., Bucher, T., McCloat, A.,
Mooney, E., Egan, B., Collins, C. E., & Dean,
M. (2018). The impact of nutrition and health
claims on consumer perceptions and portion size
selection: Results from a nationally representative
survey. Nutrients, 10(5), 1-15. https://doi.
org/10.3390/nu10050656

Vinci, D. M., &Philipp, S. F. (2007). Perceived value
in food selection when dining out: Comparison
of African Americans and Euro-Americans.
Perceptual and Motor Skills, 104(3 Pt 2), 1088-1096.
https://doi.org/10.2466/pms.104.4.1088-1096

Prayag, G., Hassibi, S., &Nunkoo, R. (2018). A
systematic review of consumer satisfaction studies
in hospitality journals: Conceptual development,
research approaches, and future prospects. Journal
of Hospitality Marketing & Management, 28(1), 51—
80. https://doi.org/10.1080/19368623.2018.1504367

Josiam, B. M., & Monteiro, P. A. (2004). Tandoori
tastes: perceptions of Indian restaurants in
America. International Journal of Contemporary
Hospitality Management, 16(1), 18-26.

Kanom, J., Wijaya, J. C. A., &Ningsih, D. T. A.
(2024). The effect of service quality and facilities
on customer satisfaction at BentengBuah Naga
Café & Resto. Tourism Science Journal, 1(6). https://
annpublisher.org/ojs/index.php/toursci/article/
view/123

Lap-Kwong, D. (2017). The role of servicescape in
hotel buffet restaurant. Journal of Hotel & Business
Management, 6, 1-8.

Abubakari, S., Mohammed, K. A., &lddrisu, L
N. (2019). Assessing the impact of sanitation on
customer retention: A survey of restaurants in the
Tamale Metropolis. Open Access Library Journal, 6,
€5967. https://doi.org/10.4236/0alib.1105967

Mgeni, C. P, &Nayak, P. (2016). Customer
satisfaction in fast food restaurants in Dar es
Salaam city, Tanzania. International Journal of
Economics, Commerce and Management, 4(10),
429-443.

Bojanic, D. C. (1996). Consumer perceptions of
price, value, and satisfaction in the hotel industry:
An exploratory study. Journal of Hospitality
& Leisure  Marketing, 4(1), 5-22. https://doi.


https://doi.org/10.20867/thm.25.1.9
https://doi.org/10.20867/thm.25.1.9
https://doi.org/10.1108/09596119910293231
https://doi.org/10.1108/09596119910293231
https://doi.org/10.1108/PM-07-2018-0040
https://doi.org/10.1108/PM-07-2018-0040
https://doi.org/10.4314/rejhs.v11i2.1
https://doi.org/10.37745/ejbir.2013/vol12n35867
https://doi.org/10.37745/ejbir.2013/vol12n35867
https://doi.org/10.1080/19368623.2018.1504367
https://doi.org/10.4236/oalib.1105967
https://doi.org/10.1300/J150v04n01_02

Journal of Food Nutrition and Gastronomy-JFNG, Volume/Cilt: 3, Issue/Say1: 2, Year/Y1l: 2024

28.

29.

30.

31.

32.

33.

34.

35.

36.

37.

org/10.1300/]150v04n01_02

Oh, H. (2000). perceptions  of
quality, value, and satisfaction: A practical
viewpoint.  Cornell ~ Hotel —and  Restaurant
Administration Quarterly, 41(3), 58-66. https://doi.
org/10.1177/001088040004100317

Diners’

Forozia, A., Zadeh, M. S., &Gilani, M. H. N. (2013).
Customer satisfaction in hospitality industry:
Middle East tourists at 3-star hotels in Malaysia.
Research Journal of Applied Sciences, Engineering
and Technology, 5(17), 4329-4335. https://doi.
org/10.19026/rjaset.5.4425

McKay, T., &Subramoney, J. (2017). Fast food
choices: Lessons for the hospitality industry —An
exploratory study in Johannesburg, South Africa.
African Journal of Hospitality, Tourism and Leisure,
6(4). http://www.ajhtl.com

Hahm, S. P., & Khan, M. A. (2001). Changing
food consumption patterns and their impact on
the quick service restaurant industry. Journal of
Restaurant & Foodservice Marketing, 4(3), 65-79.
https://doi.org/10.1300/J061v04n03_03

Dutta, K, Parsa, H. G., Parsa, R. A., &Bujisic,
M. (2014). Change in consumer patronage and
willingness to pay at different levels of service
attributes in restaurants: A study in India. Journal
of Quality Assurance in Hospitality & Tourism,
15(2), 149-174. https://doi.org/10.1080/152800
8X.2014.889533

Otemuyiwa, I. O., Adewusi, S. R., &Ariyo, O.
(2017). Adequacy of nutrients intakes among
urban dwelling older persons in southwest
Nigeria. African Journal of Food, Agriculture,
Nutrition and Development, 17(1), 11743-11756.

Cummings, P. R, Kwansa, F. A., &Sussman, M.
B. (1998). The role of the hospitality industry in the
lives of individuals and families (1st ed.). Routledge.
https://doi.org/10.4324/9781315043487

Brownell, J. (1998). Striking a balance: The future
of work and family issues in the hospitality
industry. Marriage & Family Review, 28(1-2), 109-
123. https://doi.org/10.1300/J002v28n01_06

Lewinson, T. (2010). Capturing environmental

affordances: Low-income families identify
positive characteristics of a hotel housing solution.
Journal of Community & Applied Social Psychology,

21(1), 55-70. https://doi.org/10.1002/casp.1060

Zhao, X. (R). (2016). Work-family studies in the
tourism and hospitality contexts. International
Journal of Contemporary Hospitality Management,
28(11), 2422-2445. https://doi.org/10.1108/

38.

39.

40.

41.

42.

43.

44.

45.

46.

[JCHM-02-2015-0067

Sanchez Silva, M. J. (2023). Quality of service and
customer satisfaction in educational institutions:
The case of INTERPASS S.A.C. in 2021. Gestion
en el Tercer Milenio, 26(51), 190-196. https://doi.
org/10.15381/gtm.v26i51.22714

Wilujeng, F. R. (2023). Analysis of variables
affecting customer satisfaction using online food
purchase services with multiple linear regression.
Applied Technology and Computing Science Journal,
6(1), 11-21. https://doi.org/10.33086/atcsj.v6i1.3985

Serhan, M., &Serhan, C. (2019). The impact of
food service attributes on customer satisfaction
in a rural university campus environment.
International Journal of Food Science, 1-12.

Nguyen, Q., Nisar, T. M., Knox, D., &Prabhakar,
G. P. (2018). Understanding customer satisfaction
in the UK quick service restaurant industry: The
influence of the tangible attributes of perceived
service quality. British Food Journal, 120(6), 1207-
1222. https://doi.org/10.1108/BFJ-08-2017-0449

Wijayanti, F., &Hutauruk, B. M.
(2023). Pengaruhkualitaspelayanan,
fasilitasdanhargaterhadapkepuasankonsumen.
Journal of Trends Economics and Accounting Research,
3(4). https://doi.org/10.47065/jtear.v3i4.725

Abdul Rahman, N. A., AwangMorshidi, D. N. N.
H., Hussein, N., &Rusdi, S. D. (2020). Relationship
of service quality, food quality, price, physical
environment, and customer satisfaction: An
empirical evidence of a fast food restaurant
in Malaysia. Malaysian Journal of Business and
Economics (MJBE), (2). https://doi.org/10.51200/
mjbe.v0i0.2128

Ayo, S. A, Bonabana-Wabbi, J., &Sserunkuuma,
D. (2012). Determinants of fast food consumption
in Kampala, Uganda. African Journal of Food,
Agriculture, Nutrition and Development, 12(5),
6567-6581.

Chukwu, E., &Dogbe, W. (2023). The cause
and effect of the nutrition transition in Nigeria:
Analysis of the value of indigenous knowledge
and traditional foods in Enugu State, Igboland.
Journal of Ethnic Foods, 10(1), Article 198. https://
doi.org/10.1186/s42779-023-00198-z

Adewale, D., Samuel, A. Moradeke, A,
&Adegoke, B. J. (2014). Customer satisfaction in
fast food restaurants in Ibadan Metropolis. Journal
of Marketing and Consumer Research, 5, 12-19.

195


https://doi.org/10.1300/J150v04n01_02
https://doi.org/10.1177/001088040004100317
https://doi.org/10.1177/001088040004100317
http://www.ajhtl.com
https://doi.org/10.1300/J061v04n03_03
https://doi.org/10.1080/1528008X.2014.889533
https://doi.org/10.1080/1528008X.2014.889533
https://doi.org/10.4324/9781315043487
https://doi.org/10.1300/J002v28n01_06
https://doi.org/10.1002/casp.1060
https://doi.org/10.1108/IJCHM-02-2015-0067
https://doi.org/10.1108/IJCHM-02-2015-0067
https://doi.org/10.15381/gtm.v26i51.22714
https://doi.org/10.15381/gtm.v26i51.22714
https://doi.org/10.33086/atcsj.v6i1.3985
https://doi.org/10.1108/BFJ-08-2017-0449
https://doi.org/10.47065/jtear.v3i4.725
https://doi.org/10.51200/mjbe.v0i0.2128
https://doi.org/10.51200/mjbe.v0i0.2128
https://doi.org/10.1186/s42779-023-00198-z
https://doi.org/10.1186/s42779-023-00198-z

