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Introduction Results and discussion Significance of study

One of the main goals of the food service sector is to satisfy customer This study identified three core themes discussed by the interview participants regarding the influence of customer focus in food service environment: e This study determined the need to raise customer awareness that time is

demands alongside taking all reasonable steps to ensure food safety. 1. implementation of food safety tasks; 2. business priorities; 3. risk perception. vitally important for the food handlers to carry out their tasks in ensuring
food safety in food service establishments.

The importance of positive food safety culture in food service establishments

is widely acknowledged and is a paramount internal driver to food safety 1. The influence of customer focus on the implementation of food safety tasks
implementation (2, 12, 16). However, there is a lack of knowledge regarding

e Positive culture of food safety should be cultivated within food service

establishments, facilitated by effective communication between the

management and staff and by the leadership style, promoting the

the external factors, such as customer focus on food safety behaviour. Summary of interviewee comments Customer expectations Stress caused by customer pressure Practical implication . .

safeguarding of consumer health. This way customer focus could be
Determining if customer focus may impact food handler food safety - | | | | . - - N _ balanced with food safety implementation.

The experts in this study stated that customer expectations to receive good quality food prepared quickly are “But like | sav. if vou've aot the riaht team behind vou. it It is suggested in this study that cultivating positive food safety climate

: : : : : : : 5 , ) Y, ify g g you, B idi food : | ith bal d : t d
implementation is crucial for understanding how to establish an effective food high, and this puts pressure on the employees. However, experts agreed that effective teamwork and a People want things fast and cheap” (Expert 24) shouldn't really be that stressful.” (Expert 12) within the team could reduce employee stress during busy service ¢ Dy providing tood service emplioyees with a Dalanced environment an
service environment and for training and intervention design in food service positive food safety climate could reduce the stress and ensure food safety implementation. In previous periods, encourage balanced prioritisation of tasks and improve food addressing the barriers to food safety implementation the stress associated
: research food service establishments with positive food safety cultures had fewer food safety violations (5). safety. : : : :
industry. Experts ° ! ’ >/ Y with customer focus may be reduced, resulting in a more effective food

safety compliance. This in turn may result in an improvement of the

In this study managers expressed an opinion that food service is “customer-focused”, and that consumers “I think the expectations customers mean they're not Considering the barriers which may occur due to customer demands,

“Even if the situation isn't pressurised, you can make it

. . . . e e e | thi | . ) . C e :
have “high expectations”. This creates pressures, such as the need for the business to prepare food :’"k € 7” '"t-c.’ e.f,regsures were “Zl ° {Lsome e pressurized by like really focusing on the standards required such as the lack of time, it is vital that food service managers encourage
aKes a long time, 1t 5 because were doing | and the level required.” (Manager 13)

P u rpose quickly and the need for high quality, ensuring financial success. Managers acknowledged that such pressure properly..” (Supervisor 3) food safety prioritisation. Therefore, this study suggests that clear

may lead to stress if customers become unhappy with the wait or service, creating a situation the workers communication between the management and employees, stating that
“If they're [customers] impatient -we end up getting has-

reputation of a food service establishment and in higher profitability.

may skip essential food safety practices. In previous research the emphasis on performing food safety “Customers think that they want things quickly. And | tened and skip the task. ” (Supervisor 3) safeguarding customer health must come before the speed of service, is Acknowled gements
: : practices by the managers and colleagues was shown to positively impact employee safe food handling and don't think that that's right. But | do think that that's essential.
The study aimed to explore how customer focus may impact food handler food . . . . what is expected.” (Manager 6)
effective leadership by the management help establish appropriate food safety norms (3, 8, 13, 14, 15). “If you have a customer who is angry with you because their
safety compliance using qualitative analysis of stakeholder perceptions. food is taking a long time, then that makes you want to just . o . - . . .
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_ . . . “Whereas in my head the priority now is the customer, ) ) i L i i
Food service employees shared emotional struggles and stress regarding customer expectations and the need because that's the one that is demanding. That's kind of the It is suggested in this study that it is vital to provide food handlers with a
to be understood. This study suggests that because of their immediate nature, customer demands often ememise (75 @ e idvsiy e mehedy reelies e Ufgegf need af;he momeng All?kd it's SZ( t of the ;hfng that balanced working environment, making food safety implementation
.. i i i i i hard it | times.” (Chef 9 can be seen. Whereas maybe like washing your hands, . . . . . . .
become a priority before the food safety implementation. As shown in previous research, barriers, such as ard it is sometimes.” (Chef 9) spending a long time, can't be seen in the long achievable in terms of time and quality. In addition, creating ways in References
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