
 

 
2013 

Anny Schaefer 
Educational Research and Planning 
April 2013 

Cafeteria Survey Results 



Camosun College: 2013 Cafeteria Survey Results Educational Research and Planning 

 



Camosun College: 2013 Cafeteria Survey Results Educational Research and Planning 

Page | i 
 

CONTENTS 
Executive Summary ....................................................................................................................................................... 3 

Background ................................................................................................................................................................ 3 
Participation .............................................................................................................................................................. 3 
Satisfaction and improvement .................................................................................................................................. 3 
Special questions ....................................................................................................................................................... 4 

Overview ........................................................................................................................................................................ 5 

Report overview ............................................................................................................................................................ 5 

Response rates .............................................................................................................................................................. 5 

Demographic profile ...................................................................................................................................................... 7 

Overview: Satisfaction and improvement ..................................................................................................................... 7 

Awareness of what ARAMARK provides ........................................................................................................................ 9 

Food trucks .................................................................................................................................................................. 10 

Special cultural or health food needs .......................................................................................................................... 11 

Interest in ARAMARK daily food offerings info on Facebook ...................................................................................... 12 

Campus Caf results ...................................................................................................................................................... 13 

Campus Caf: Demographics ..................................................................................................................................... 13 
Campus Caf: Overall satisfaction ............................................................................................................................. 13 
Campus Caf: Improvement ...................................................................................................................................... 14 
Campus Caf: Reasons for patronizing ...................................................................................................................... 15 
Campus Caf: Frequency of purchase ....................................................................................................................... 16 
Campus Caf: What do you like best? ....................................................................................................................... 17 
Campus Caf: What would you recommend to make your experience better? ....................................................... 18 
Campus Caf: Report card, 2013 ............................................................................................................................... 19 

Urban Diner results ...................................................................................................................................................... 21 

Urban Diner: Demographics .................................................................................................................................... 21 
Urban Diner: Overall satisfaction ............................................................................................................................ 21 
Urban Diner: Improvement ..................................................................................................................................... 22 
Urban Diner: Reasons for patronizing ..................................................................................................................... 23 
Urban Diner: Frequency of purchase ....................................................................................................................... 24 
Urban Diner: What do you like best? ...................................................................................................................... 25 
Urban Diner: What would you recommend to make your experience better? ...................................................... 26 
Urban Diner: Report card, 2013 .............................................................................................................................. 27 

Java Express results ..................................................................................................................................................... 29 

Java Express Demographics ..................................................................................................................................... 29 



Camosun College: 2013 Cafeteria Survey Results Educational Research and Planning 

Page | ii 
 

Java Express: Overall satisfaction ............................................................................................................................ 29 
Java Express: Improvement ..................................................................................................................................... 30 
Java Express: Reasons for patronizing ..................................................................................................................... 31 
Java Express: Frequency of purchase ...................................................................................................................... 32 
Java Express: What do you like best? ...................................................................................................................... 33 
Java Express: What would you recommend to make your experience better? ...................................................... 34 
Java Express: Report card, 2013 .............................................................................................................................. 35 

By the Books results .................................................................................................................................................... 37 

By the Books: Demographics ................................................................................................................................... 37 
By the Books: Overall satisfaction ........................................................................................................................... 37 
By the Books: Improvement .................................................................................................................................... 38 
By the Books: Reasons for patronizing .................................................................................................................... 39 
By the Books: Frequency of purchase ..................................................................................................................... 40 
By the Books: What do you like best? ..................................................................................................................... 41 
By the Books: What would you recommend to make your experience better? ..................................................... 42 
By the Books: Report card, 2013 ............................................................................................................................. 43 

 

  



Camosun College: 2013 Cafeteria Survey Educational Research and Planning 

 

 
Page | 3  April 2013 
 

EXECUTIVE SUMMARY 

BACKGROUND 
In 2013, members of the Camosun College community were invited to comment on campus food service outlets 
for the sixth time since 2005. Of the 12,629 invitations emailed, 327 email addresses were non-functional and 1030 
respondents participated (228 staff, 795 students, and 7 who were both students and staff) for a response rate of 
8.4%. 

PARTICIPATION 
Individuals were able to self-identify as non-customers and provide comments if they so desired—138 individuals 
selected this option (14 staff and 124 students). The remaining 892 individual customers had the opportunity to 
evaluate any or all of four Aramark outlets (Campus Caf and By the Books at Lansdowne campus, Urban Diner and 
Java Express at Interurban campus) and one Camosun facility (the Cook Training Cafeteria). In total, 1156 ratings 
were received: The majority (531 or 46%) evaluated Campus Caf; 202 (17%), the Cook Training Cafeteria; 199 
(17%), Urban Diner; and 73 (6%), Java Express. 

Outlet Number % of total 
By the Books 151 13% 

Campus Caf 531 46% 

Cook Training Cafeteria 202 17% 

Java Express 73 6% 

Urban Diner 199 17% 

Total ratings 1156 100% 

 

SATISFACTION AND IMPROVEMENT 
Overall satisfaction levels are highest at the Cook Training Cafeteria, with 88% either Very satisfied or Somewhat 
satisfied followed by By the Books (75%) and Java Express (73%).  

Since the 2011 survey, the proportion of customers who are either Very satisfied or Somewhat satisfied overall 
increased the most at Java Express, where it was up 10 points, from 63% to 73%. Overall satisfaction remains at 
46% for Campus Caf, and is only marginally different from the last survey for Urban Diner and the Cook Training 
Cafeteria. By the Books, in the survey for the first time this year, weighs in at about the same level as Java Express. 

Large numbers of respondents provide no rating of improvement, presumably because they have no experience of 
the outlet a year earlier. At least half specify that the outlet is About the same as a year earlier, except for By the 
Books, which stands at 40%. By the Books receives the highest Much improved rating, while Campus Caf, Urban 
Diner and Cook Training are ranked Somewhat improved by 11% to 13%.The share who consider an outlet 
Somewhat worse or Much worse than a year ago is low for all outlets. 
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SPECIAL QUESTIONS 
In this year’s survey, all respondents were able to weigh in on four new topics. 

First, they were asked about their awareness of 16 products and services offered by ARAMARK. Vegetarian choices 
and Weekly Food Trucks were most well-known, each by more than half of respondents. The Campus Dish 
website (10%) and Cage-free eggs (5%) were at the bottom of the list. 

Second, respondents could give their assessments of the recently added Food Trucks. More than half said the 
question is Not applicable to them. Of the remainder, 15% each are Very satisfied or Somewhat satisfied, while 
13% are Neutral, 3% are Somewhat dissatisfied and 3% are Very dissatisfied. 

Third, respondents were asked to specify any special cultural or health-related food needs they may have. More 
than half (57%) of respondents indicate they have no special cultural or health food needs, while roughly 
equivalent proportions (about one in eight people (12%) for each) indicate they require either dairy-free or gluten-
free options. Smaller groups had other special needs, such as vegetarian or low-carb. 

Finally, respondents were asked if they would be interested in subscribing to ARAMARK daily food offerings info 
on Facebook. While about 60% would not be interested, about one in ten said that they would be. Extrapolating to 
the Camosun population as a whole, it can be estimated that there would be upwards of 1,000 subscribers at any 
given time. 
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OVERVIEW 
In the past eight years, members of the Camosun College community have been invited to comment on food 
services six times—in 2005, 2006, 2008, 2009, 2011 and 2013. Aramark Catering Services operates four of the 
College’s five  food outlets (Campus Caf and By the Books at Lansdowne campus, and Urban Diner and Java Express 
at Interurban), while the Cook Training Cafeteria at Interurban campus is operated as part of the Professional Cook 
apprenticeship program.  

REPORT OVERVIEW 
This report includes a section on response rates followed by a demographic profile of all respondents as well as a 
summary of customer satisfaction with, and assessment of year-over-year improvement of, the five outlets. 
Overviews of responses to four new and special questions are presented: Awareness, Food trucks, Special needs 
and Facebook feed. 

Results are presented for each outlet, including demographics of respondents, ratings of overall satisfaction and 
year-over-year improvement, and a summary of the main reasons clients patronize the outlet and how often they 
purchase items. In addition, summaries are presented of respondents’ satisfaction (Very satisfied to Very 
dissatisfied) with 28 aspects of the five outlets in terms of Quality and Variety (8 aspects), Service (11 aspects), 
Value for Money (4 aspects) and Surroundings (5 aspects). Comments related to each outlet are also included.  

The next section presents comments of non-customers, sorted by role and campus. Finally, customers’ general 
comments are presented. 

RESPONSE RATES 
As in the past two survey offerings (2009 and 2011), all survey responses in 2013 were web-based. To be as 
inclusive as possible, all staff members including those on timesheets, and all students who attended during the 
Fall 2012 and Winter 2013 terms including those enrolled in Continuing Education programs received an e-mail 
invitation to complete the survey online, followed up a week later by a reminder to those who had not yet replied. 

The following table summarizes responses by role. Overall, 1,030 individuals completed the survey, down 11% 
from 1,158 in 2011. The staff response rate was down 5% from 20% in 2011 while the student response rate 
dropped slightly 9% to 7.5%. 

Cafeteria survey: Participation by role, 2013 

Invitation type Invitations sent* Responses received Net response rate 
Staff 1,487 226 15.2% 
Student 10,777 804 7.5% 
Total 12,264 1,030 8.4% 
* Net of those excluded because of issues with email addresses 

 

Of the 1,030 people who responded, 138 (13.4%) were Non-customers, that is, they chose the option I don't buy 
food or beverages at Camosun College cafeterias. Of these, 14 were employees and 124 were students. The 
remaining 892 were Customers, who provided feedback on at least one outlet. Of the Customers, 235 provided 
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feedback on a second outlet, 26 on a third, 2 on a fourth and 1 on a fifth, for a total of 1,156 ratings, 5.5% more 
than the 1,096 received in 2011.  

Number of times each food outlet rated by Customers, 2013 

Outlet Choice 1 Choice 2 Choice 3 Choice 4 Choice 5 
Total 
responses 

Campus Caf 464 64 3   531 

Urban Diner 141 53 5   199 
Cook Training 
Cafeteria 

155 39 7  1 202 

Java Express 45 20 7 1  73 
By the Books 87 59 4 1  151 
Total 892 235 26 2 1 1,156 

 

The following table displays the responses given per food outlet in each of the four recent rounds of surveying. 
This year saw the addition of ratings for By the Books at Lansdowne Library. While the number and proportion of 
responses for each of Urban Diner, Cook Training and Java Express are fairly stable since 2011, the number and 
proportion of responses for Campus Caf has dropped significantly (going from 650/59% in 2011 to 531/46% in 
2013). It appears that By the Books has picked up those ratings.  

Responses per food outlet: 2008 to 2013 

Outlet 

2013 2011 2009 2008 
N % N % N % N % 

Campus Caf 531 46% 650 59% 626 65% 455 47% 
Urban Diner 199 17% 187 17% 148 16% 238 24% 
Cook Training Cafeteria 202 17% 194 18% 142 15% 184 19% 
Java Express 73 6% 65 6% 41 4% 101 10% 
By the Books 151 13%       
TOTAL 1,156 99% 1096 100% 957 100% 978 100% 
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DEMOGRAPHIC PROFILE 
This section profiles all of those who completed the survey; similar profiles are provided for those who gave 
feedback on each of the five outlets. The following table displays demographic data collected for All respondents 
as well as Customers and Non-customers. 

Percent distribution of roles, length of time at Camosun and campus by respondent type 

 All 
respondents Customers Non-customers 

Total number 1,030 892 138 
Role    
Student 77% 76% 90% 
Employee 22% 24% 10% 
Time at Camosun    
Less than 1 year 31% 31% 36% 
1-4 years 50% 50% 54% 
5-9 years 9% 9% 7% 
10+ years 10% 11% 4% 
Main campus    
Interurban 38% 38% 39% 
Lansdowne 56% 56% 56% 
Both/other 5% 5% 5% 

 Note: Groups may not total 100% because of rounding. 

Among all respondents, 77% self-identify as students (former or current, full-time or part-time) while 22% are 
college employees (former or current). Non-customers are much more likely to be students (90%). About one-third 
of all respondents (31%) and Customers (25%) have been at the college less than one year; this proportion stands 
at 36% for Non-customers. Half of all respondents (50%) have been at the college for 1-4 years; proportions for 
Customers and Non-customers are similar. Main campus proportions are also similar for the three groups, with 
about 38% of all respondents having Interurban as their main campus while 56% are at Lansdowne and 5% are 
either at both or unknown. 

OVERVIEW: SATISFACTION AND IMPROVEMENT 
The fact that customer satisfaction is closely tied to expectations should be kept in mind when comparing results 
for the different outlets. For example, more is expected of a full-service cafeteria with extended hours than of a 
coffee shop. In addition, a smaller number of raters may affect outcomes. With those caveats in mind, overall 
satisfaction and improvement results for Camosun’s five outlets are presented here. 

 Customers of the Cook Training Cafeteria (N=202) continue to have the highest satisfaction levels of 
all outlets: Almost 9 out of 10 (88%) Cook Training Cafeteria customers are either Very satisfied 
(57%—up from 49% last time) or Somewhat satisfied (31%).  

 By the Books customers (N=151) are the next most satisfied with three-quarters being either  Very 
satisfied (30%) or  Somewhat satisfied (45%).  

 Java Express ratings (N=73) follow closely, with nearly three-quarters (73%) either Very satisfied 
(26%) or Somewhat satisfied (47%).  
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 At Urban Diner(N=199), 60% are either Very satisfied (25%) or Somewhat satisfied (35%).  
 At Campus Caf (N=531), 47% of respondents are either Very satisfied (12%) or Somewhat satisfied 

(35%), while 38% are either Somewhat dissatisfied (25%) or Very dissatisfied (13%). 

 

Since the 2011 survey, the proportion of customers who are either Very satisfied or Somewhat satisfied overall 
increased the most at Java Express, where it was up 10 points, from 63% to 73%. Overall satisfaction remains at 
46% for Campus Caf, and is only marginally different from the last survey for Urban Diner and the Cook Training 
Cafeteria. By the Books, in the survey for the first time this year, weighs in at about the same level as Java Express. 

 

With respect to improvement compared to a year earlier, large numbers of respondents (31% overall, 44% for By 
the Books) provide no rating, presumably because they have no experience of the outlet at that time. For most 
outlets, at least half specify that the outlet is About the same as a year earlier, except for By the Books, which 
stands at 40%. By the Books receives the highest Much improved rating, at 6% compared to 3% for Campus Caf 
and 2% for each of Urban Diner and the Cook Training Cafeteria. Campus Caf, Urban Diner and Cook Training are 
also ranked Somewhat improved by 11% to 13%.The share who consider an outlet Somewhat worse or Much 
worse than a year ago ranges from 1% for the Cook Training Cafeteria and Java Express to 6% for Urban Diner.  
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Improvement ratings: 2013 compared to 2012 

Rating compared 
to a year earlier 

Campus 
Caf 

Urban 
Diner 

Cook 
Training 
Cafeteria 

Java 
Express 

By 
the 

Books 

Total 

Much improved 3% 2% 2% 0% 6% 3% 
Somewhat 
improved 

13% 11% 13% 4% 8% 11% 

About the same 51% 50% 56% 55% 40% 51% 
Somewhat worse 4% 4% 1% 1% 1% 3% 
Much worse 1% 2% 0% 0% 1% 1% 
Does not apply 28% 31% 28% 40% 44% 31% 
Total 100% 100% 100% 100% 100% 100% 

 

AWARENESS OF WHAT ARAMARK PROVIDES 
To assess knowledge of ARAMARK’s products and services, a new question was asked on the 2013 survey: Which 
of the following are you aware that ARAMARK provides? Please select as many as apply. Of the 16 options, only 
two were known by more than half of the respondents: Vegetarian choices (56%) and Weekly Food Trucks (52%). 
In-house baked goods followed at 41%, Chef-prepared entrees at 39%, Nutritional information at 38% and 
Gluten-free products at 37%. The Campus Dish website (10%) and Cage-free eggs (5%) were at the bottom of the 
list. 

Item 
Number of 
responses 

Percent of  
Respondents 

Vegetarian choices 359 56% 
Weekly Food Trucks 334 52% 
In-house baked goods 259 41% 
Chef-prepared entrees 252 39% 
Nutritional information 242 38% 
Gluten free products, such as muffins and salads 237 37% 
Dairy free / Gluten free soups 143 22% 
Locally baked breads and rolls 138 22% 
Vegan choices 132 21% 
100% Canadian beef and poultry 120 19% 
Employs 7 Camosun graduates/current students 117 18% 
Local produce and dairy products 102 16% 
Allergy consultation re: foods available 83 13% 
4 certified chefs 69 12% 
Campus Dish website 66 10% 
Cage free eggs 34 5% 
Total 2687 NA 

 

  



Camosun College: 2013 Cafeteria Survey Educational Research and Planning 

 

 
Page | 10  April 2013 
 

FOOD TRUCKS 
As noted in the previous question, more than half of respondents (52%) are unaware that ARAMARK provides food 
trucks. In this new question about satisfaction with the recently added food trucks, 51% indicate that the question 
is Not applicable for one reason or another. Of the remainder, 15% each are Very satisfied or Somewhat satisfied, 
while 13% are Neutral, 3% are Somewhat dissatisfied and 3% are Very dissatisfied. These proportions can be 
doubled to estimate proportions among those to whom the question applies. About 60% of those to whom the 
question applies are either Very or Somewhat satisfied. There are no significant differences between campuses, 
by role, or length of time at Camosun. 
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SPECIAL CULTURAL OR HEALTH FOOD NEEDS 
This year, the cafeteria survey featured a new question inquiring whether respondents have any special cultural or 
health food needs. Respondents—including non-customers—could choose as many as applied as well as write in 
responses. Results including an analysis of written-in responses are shown in the chart below. The proportions can 
be applied to the population of students and employees to estimate how many members of the campus 
community could be affected by these needs.  

More than half (57%) of respondents indicate they have no special cultural or health food needs, while roughly 
equivalent proportions (about one in eight people (12%) for each) indicate they require either dairy-free or gluten-
free options. About 3% indicate they are vegetarian or vegan, while a few others specify pescetarian. The latter 
are included in the Other category, which also includes no shellfish, wheat-free, grain-free, no soy, no pork, 
Halal/Kosher and several other items. A group of 2% prefers Clean/pure/local/organic food choices. About 1% of 
the population specify: that they have serious allergies or food sensitivities, need nut-free choices, require 
diabetic/low-carb/sugar-free food, need accommodation for GI tract issues (e.g. plain food, omitting specific 
ingredients such as onions or pepper), or must have low-fat/low-cal/low-sodium options. 
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INTEREST IN ARAMARK DAILY FOOD OFFERINGS INFO ON FACEBOOK 
Another new question on the cafeteria survey this year asked respondents whether they would be interested in 
subscribing to an ARAMARK feed of daily food offerings on Facebook. While 59% would not be interested, about 
one in ten (11%) said that they would be. Again, this proportion can be safely applied to the Camosun population 
to arrive at a potential figure of upwards of 1,000 subscribers at any given time.  
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CAMPUS CAF RESULTS 

CAMPUS CAF: DEMOGRAPHICS 
Just over three-quarters of the 531 respondents who evaluated Campus Caf are students (76%), while the 
remaining 21% are employees or both (1%). Close to one-third have been at Camosun College less than a year 
(30%), while about half have been here 1 to 4 years (50%). A further 9% have been at Camosun 5 to 9 years and 
another 12%, 10 years or more. Most respondents (85%) providing feedback on Campus Caf specify Lansdowne as 
their primary campus; 9% select Interurban and 6% select both.  

CAMPUS CAF: OVERALL SATISFACTION 
As indicated in the following chart, the share of those who are Very satisfied with Campus Caf is virtually the same 
as in the last survey, having risen to 12% in 2013 from its previous high of 11% in 2011. About one-third of 
respondents (35%) are Somewhat satisfied, which is in the same 30% to 36% range as five of six times the survey 
has been run. Put another way, nearly half of respondents (47%) are either Very satisfied or Somewhat satisfied 
with Campus Caf. Meanwhile, the share of those who are Somewhat dissatisfied is slightly lower than in 2011 
(25% compared to 28%) and the share of those who are Very dissatisfied has stayed at 2011 levels of 13%.  
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CAMPUS CAF: IMPROVEMENT 
About three-quarters of those who replied (71%) think that Campus Caf is About the same as it was a year ago (in 
2012); an additional one-fifth (18%) think it is Somewhat improved and 4% consider it Much improved. 
Comparable ratings are shown below for the past three surveys. 
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CAMPUS CAF: REASONS FOR PATRONIZING 
Respondents were asked “Why do you choose to buy food or beverages at Campus Caf?” and allowed to select as 
many responses as applied to them, as well as enter free-form text.1 Convenience is once again the foremost 
reason for choosing to buy food or beverages at the Campus Caf: It was chosen by 84% of respondents in 2013 
compared to 89% in 2011 and 85% in 2009. Some variant of No other choice was written in by 12% of 
respondents—similar to the past few surveys. Food quality also stands at 12%, followed by Food variety at 11%, 
Service at 10% (up from 8% in 2011), Price at 7%, Surroundings at 5% and the newly added Beverage variety also 
at 5%. 
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CAMPUS CAF: FREQUENCY OF PURCHASE 
Nearly half of respondents (45%) purchase food or beverages at Campus Caf frequently (at least once a week). The 
next largest group (29%) purchases items occasionally (a few times a month) while 14% purchase items daily and 
12% rarely purchase items at Campus Caf. 
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CAMPUS CAF: WHAT DO YOU LIKE BEST? 
When asked “What do you like best about Campus Caf?”, clients made more than 360 comments, many with 
multiple points. A summary appears in chart form below. As in 2011, friendly and efficient staff are the most 
popular aspect of Campus Caf, followed by food variety & quality and availability/convenience. Comments about 
Ambiance/seating/organization/cleanliness and the coffee and beverage selection got favourable reviews from 
similarly-sized groups. New this year were several comments appreciating Campus Caf’s efforts to improve. 

 

  



Camosun College: 2013 Cafeteria Survey Educational Research and Planning 

 

 
Page | 18  April 2013 
 

CAMPUS CAF: WHAT WOULD YOU RECOMMEND TO MAKE YOUR EXPERIENCE BETTER? 
Campus Caf clients also made 381 recommendations of actions that would make their experience better. A summary 
appears in chart form below. As with the last survey, respondents prefer Better value, followed by Improved food 
choices, quality and variety. The next largest groups made recommendations regarding Better info/accommodate special 
dietary needs and Better customer service, traffic flow in the cafeteria and speed of service. Other comments included 
several mentions of punch cards for soup or beverages as well as issues around communication and environmental 
initiatives, for example, labeling recycling bins. In addition a number of people suggested extending breakfast hours and 
several mentioned a moratorium on student bake sales. Some people would like smaller portion sizes. 
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CAMPUS CAF: REPORT CARD, 2013 
The following table summarizes the average values for Satisfaction on each aspect of the Campus Caf for 2013 and 2011. 
A lower number on the Satisfaction scale indicates higher satisfaction levels: 1=Very satisfied; 2=Somewhat satisfied; 
3=Neutral; 4=Somewhat dissatisfied; 5=Very dissatisfied. The scale also included Does not apply, which is omitted from 
the analysis. A change of 0.05 or less (1%) is considered insignificant and marked ↔ . 

CAMPUS CAF Satisfaction ratings 
2011 
mean 

2013 
mean 

Direction of change 

Q
U

AL
IT

Y 
AN

D 
VA

RI
ET

Y 

Taste 2.77 2.50 ↑ 
Freshness 2.59 2.51 ↑ 
Presentation 2.51 2.52 ↔ 
Ingredients used 2.78 2.82 ↔ 
Cooking methods (baked, fried) 2.74 2.80 ↓ 
Availability of healthy food options 3.10 3.13 ↔ 
Variety of seasonal main course items 3.14 3.08 ↑ 
Variety of daily main course items 3.14 3.08 ↑ 

SE
RV

IC
E 

Staff friendliness 1.72 1.80 ↓ 
Number of staff 1.92 1.88 ↔ 
Speed of food preparation 1.97 2.06 ↓ 
Speed of payment 2.17 2.08 ↑ 
Responsiveness to special food requests 2.60 2.62 ↔ 
Timely resolution of problems 2.59 2.52 ↑ 
Support of College initiatives and events 2.71 2.69 ↔ 
Hours of operation 2.20 2.50 ↓ 
Availability of coffee throughout the day 1.91 2.04 ↓ 
Avail. of made-to-order food throughout the 
day 

2.57 2.54 ↔ 

Avail. of Grab & Go foods throughout the 
day 

2.73 2.67 ↑ 

VA
LU

E 
FO

R 
M

O
N

EY
 Size of food portions 2.29 2.38 ↓ 

Price of food portions 3.86 3.71 ↑ 

Price matches quality 3.71 3.57 ↑ 

Prices compared with off-campus food 
outlets 

3.90 3.76 ↑ 

SU
RR

O
U

N
DI

N
G

S Cleanliness of eating area 2.11 2.15 ↔ 

Cleanliness of condiment area 1.92 2.01 ↓ 

Cleanliness of food preparation area 1.87 1.91 ↔ 

Seating and furniture 2.28 2.40 ↓ 

Ambiance of eating area 2.57 2.65 ↓ 
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Ratings of Campus Caf improved in 2013 over 2011 in several areas:  

 4 out of 8 Quality and Variety aspects: 
o Taste 
o Freshness 
o Variety of seasonal main course items 
o Variety of daily main course items 

 3 out of 11 Service aspects: 
o Speed of payment 
o Timely resolution of problems 
o Availability of Grab & Go foods throughout the day 

 3 out of 4 Value for Money aspects: 
o Price of food portions 
o Price matches quality 
o Prices compared with off-campus food outlets 

 No Surroundings aspects. 

Ratings of Campus Caf stayed the same in the following areas: 
 3 out of 8 Quality and Variety aspects: 

o Presentation 
o Ingredients used 
o Availability of healthy food options 

 4 out of 11 Service aspects: 
o Number of staff 
o Responsiveness to special food requests 
o Support of College initiatives and events 
o Availability of made-to-order food throughout the day 

 No Value for Money aspects 
 2 out of 5 Surroundings aspects: 

o Cleanliness of eating area 
o Cleanliness of food preparation area 

Ratings of Campus Caf declined in the following areas:  
 1 out of 8 Quality and Variety aspects: 

o Cooking methods (baked, fried) 
 4 out of 11 Service aspects: 

o Staff friendliness 
o Speed of food preparation 
o Hours of operation 
o Availability of coffee throughout the day 

 1 out of 4 Value for Money aspects: 
o Size of food portions 

 3 out of 5 Surroundings aspects: 
o Cleanliness of condiment area 
o Seating and furniture 
o Ambiance of eating area 
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URBAN DINER RESULTS 

URBAN DINER: DEMOGRAPHICS 
More than three-quarters of the 199 respondents who evaluated Urban Diner are students (77%), 22% are employees and 
2% are both. More than one-quarter of those offering feedback on Urban Diner have been at Camosun College less than a 
year (26%), more than half have been here 1 to 4 years (57%), a further 8% have been at Camosun 5 to 9 years and 9%, 10 
years or more. Most respondents are stationed at Interurban (90%), 3% are mainly at Lansdowne and 7% divide their time 
between the two campuses. 

URBAN DINER: OVERALL SATISFACTION 
The share who are Very satisfied with Urban Diner rose to 25% from 19% in 2011, and the overall proportion who are 
either Very satisfied or Somewhat satisfied (60%) remained similar to 2011 levels (63%). The share who are Very 
dissatisfied increased from 6% in 2011 to 9% in 2013. Other ratings remained unchanged. 
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URBAN DINER: IMPROVEMENT 
About three-quarters of those who replied (73%) think that Urban Diner is About the same as it was a year ago (in 2012); 
an additional 15% think it is Somewhat improved and 3% consider it Much improved; finally about one in ten consider it 
either Somewhat worse (6%) or Much worse (3%). Comparable ratings are shown below for the past three surveys. 
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URBAN DINER: REASONS FOR PATRONIZING 
Respondents were asked “Why do you choose to buy food or beverages at Urban Diner?” and allowed to select as many 
responses as applied to them, as well as enter free-form text.2 Convenience is once again the foremost reason for 
choosing to buy food or beverages at the Urban Diner: It was chosen by 75% of respondents this year compared to 78% in 
2011 and 86% in 2009. Food quality was selected by 18% of respondents, Food variety by 16%, Service by 15%, and Price 
by 14%. Some variant of No other choice was written in by 14% of respondents. The new category Beverage Variety was 
selected by 12%, while Surroundings, at 10%, is similar to last year’s level. 
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URBAN DINER: FREQUENCY OF PURCHASE 
About one-third of respondents (34%) purchase food or beverages at Campus Caf frequently (at least once a week). 
Another one-third (35%) purchases items occasionally (a few times a month) while 8% purchase items daily and 23% rarely 
purchase items at Campus Caf. 
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URBAN DINER: WHAT DO YOU LIKE BEST? 
When asked “What do you like best about Urban Diner?”, respondents wrote in 121 comments, many with multiple 
points. A summary appears in chart form below. As in 2011, food variety & quality are the most popular aspect of Urban 
Diner. Hours, friendly and efficient staff and availability/convenience are next most frequently mentioned. The coffee and 
beverage selection as well as speed and efficiency got favourable reviews from similarly-sized groups. There were also 
several comments appreciating Urban Diner’s environmental efforts. 
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URBAN DINER: WHAT WOULD YOU RECOMMEND TO MAKE YOUR EXPERIENCE BETTER? 
This year, 118 Urban Diner clients made recommendations for the Urban Diner; some of these comments contained more 
than one recommendation. Variations on the theme of Improved food choices/quality/variety lead the pack. 
Respondents are about half as likely to recommend Better value. A significant block of customers recommended better 
info/accommodate special dietary needs Customers also made a wide variety of other suggestions. 
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URBAN DINER: REPORT CARD, 2013 
The following table summarizes the average values for Satisfaction on each aspect of the Urban Diner for 2013 and 2011. 
A lower number on the Satisfaction scale indicates higher satisfaction levels: 1=Very satisfied; 2=Somewhat satisfied; 
3=Neutral; 4=Somewhat dissatisfied; 5=Very dissatisfied. The scale also included Does not apply, which is omitted from 
the analysis. A change of 0.05 or less (1%) is considered insignificant and marked ↔ . 

URBAN DINER Satisfaction ratings 2011 mean 2013 mean Direction of change 

Q
U

AL
IT

Y 
AN

D 
VA

RI
ET

Y 

Taste 2.30 2.32 ↔ 
Freshness 2.24 2.45 ↓ 
Presentation 2.49 2.49 ↔ 
Ingredients used 2.61 2.70 ↓ 
Cooking methods (baked, fried) 2.67 2.80 ↓ 
Availability of healthy food options 3.20 3.29 ↓ 
Variety of seasonal main course items 3.18 3.36 ↓ 
Variety of daily main course items 3.03 3.22 ↓ 

SE
RV

IC
E 

Staff friendliness 1.68 1.72 ↔ 
Number of staff 1.73 1.86 ↓ 
Speed of food preparation 1.74 1.90 ↓ 
Speed of payment 1.43 1.84 ↓ 
Responsiveness to special food requests 2.24 2.34 ↓ 
Timely resolution of problems 2.19 2.29 ↓ 
Support of College initiatives and events 2.64 2.55 ↑ 
Hours of operation 1.93 1.99 ↓ 
Availability of coffee throughout the day 1.84 1.87 ↔ 
Avail. of made-to-order food throughout the 
day 

2.19 2.19 ↔ 

Avail. of Grab & Go foods throughout the day 2.48 2.37 ↑ 

VA
LU

E 
FO

R 
M

O
N

EY
 

Size of food portions 1.94 2.00 ↓ 

Price of food portions 3.18 3.11 ↑ 

Price matches quality 3.08 3.10 ↔ 

Prices compared with off-campus food outlets 3.31 3.26 ↔ 

SU
RR

O
U

N
DI

N
G

S 

Cleanliness of eating area 2.13 2.14 ↔ 

Cleanliness of condiment area 2.08 2.06 ↔ 

Cleanliness of food preparation area 1.75 1.95 ↓ 

Seating and furniture 2.41 2.39 ↔ 

Ambiance of eating area 2.63 2.54 ↑ 
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Ratings of Urban Diner improved in 2013 over 2011 in several areas:  
 No Quality and Variety aspects 
 2 out of 11 Service aspects: 

o Support of College initiatives and events 
o Availability of Grab & Go foods throughout the day 

 1 out of 4 Value for Money aspects: 
o Price of food portions 

 1 out of 5 Surroundings aspects: 
o Ambiance of eating area 

Ratings of Urban Diner stayed the same in the following areas: 
 2 out of 8 Quality and Variety aspects: 

o Taste 
o Presentation 

 3 out of 11 Service aspects: 
o Staff friendliness 
o Availability of coffee throughout the day 
o Availability of made-to-order food throughout the day 

 2 out of 4 Value for Money aspects 
o Price matches quality 
o Prices compared with off-campus food outlets 

 3 out of 5 Surroundings aspects: 
o Cleanliness of eating area 
o Cleanliness of condiment area 
o Seating and furniture 

Ratings of Urban Diner declined in the following areas:  
 6 out of 8 Quality and Variety aspects: 

o Freshness 
o Ingredients used 
o Cooking methods (baked, fried) 
o Availability of healthy food options 
o Variety of seasonal main course items 
o Variety of daily main course items 

 6 out of 11 Service aspects: 
o Number of staff 
o Speed of food preparation 
o Speed of payment 
o Responsiveness to special food requests 
o Timely resolution of problems 
o Hours of operation 

 1 out of 4 Value for Money aspects: 
o Size of food portions 

 1 out of 5 Surroundings aspects: 
o Cleanliness of food preparation area 
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JAVA EXPRESS RESULTS 

JAVA EXPRESS DEMOGRAPHICS 
Most of the 73 respondents who evaluated Java Express are students (85%). The remaining 15% are employees. Two out 
of five respondents have been at Camosun College less than a year (40%), while half have been here 1 to 4 years (49%), 3% 
have been here 5 to 9 years and 8% have been at the College 10 years or more. The majority of respondents spend most 
of their time at Interurban (89%), compared to 8% who are at Lansdowne and 3% at both. 

JAVA EXPRESS: OVERALL SATISFACTION 
The share of respondents who are either Very satisfied (26%) or Somewhat satisfied (47%) overall with Java Express has 
risen to 73% from 63% in 2011, with both categories showing an increase. A larger share of respondents is Neutral (from 
11% in 2011 to 16% in 2013), while the share who are Somewhat dissatisfied has dropped precipitously, from 23% to 4%. 
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JAVA EXPRESS: IMPROVEMENT 
Nine out of ten respondents (91%) think the Java Express is About the same as a year ago while 7% consider it Somewhat 
improved. Only 2% think it is Somewhat worse. 
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JAVA EXPRESS: REASONS FOR PATRONIZING 
As in recent years, Convenience is by far the most common reason giving by patrons for choosing Java Express (93%). 
Service follows at (24%). Price (11%), Food quality (7%), Surroundings (7%) and others trail far behind. 
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JAVA EXPRESS: FREQUENCY OF PURCHASE 
A small group of respondents (14%) buys food or beverages every day at Java Express. Almost half (45%) report purchasing 
frequently, one-quarter (27%) purchase occasionally and 14%, rarely. 
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JAVA EXPRESS: WHAT DO YOU LIKE BEST? 
When asked “What do you like best about Java Express?”, respondents wrote in 43 comments, many with multiple points. 
A summary appears in chart form below. As in 2011, availability and convenience top the list of what respondents “like 
best” about Java Express. The coffee and beverage selection is next most frequently mentioned, followed by friendly and 
efficient staff.  
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JAVA EXPRESS: WHAT WOULD YOU RECOMMEND TO MAKE YOUR EXPERIENCE BETTER? 
When asked what they would recommend to make their experience better, Java Express clients made 41 comments, some 
with multiple points. A summary appears in chart form below. Better hours tops the list this year, compared to last year 
when it tied with Improved food choices/quality variety, which is in second place this year. Better value and Better 
coffee follow. Two of the Other comments suggest moving Java Express into the CBA Building. Several people express 
interest in an espresso machine/barista setup. 
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JAVA EXPRESS: REPORT CARD, 2013 
The following table summarizes the average values for Satisfaction on each aspect of the Java Express for 2013 
and 2011. A lower number on the Satisfaction scale indicates higher satisfaction levels: 1=Very satisfied; 
2=Somewhat satisfied; 3=Neutral; 4=Somewhat dissatisfied; 5=Very dissatisfied. The scale also included Does not 
apply, which is omitted from the analysis. A change of 0.05 or less (1%) is considered insignificant and marked ↔ . 

JAVA EXPRESS Satisfaction ratings 2011 mean 2013 mean Direction of change 

Q
U

AL
IT

Y 
AN

D 
VA

RI
ET

Y Taste 2.25 1.92 ↑ 
Freshness 2.48 1.97 ↑ 
Presentation 2.35 2.16 ↑ 
Ingredients used 2.55 2.32 ↑ 
Cooking methods (baked, fried) 2.44 2.49 ↔ 
Availability of healthy food options 2.92 2.76 ↑ 
Variety of seasonal main course items 3.14 2.97 ↑ 
Variety of daily main course items 3.00 2.95 ↔ 

SE
RV

IC
E 

Staff friendliness 2.00 1.60 ↑ 
Number of staff 1.94 1.70 ↑ 
Speed of food preparation 1.90 1.66 ↑ 
Speed of payment 1.65 1.53 ↑ 
Responsiveness to special food requests 2.78 2.60 ↑ 
Timely resolution of problems 2.58 2.25 ↑ 
Support of College initiatives and events 2.91 2.46 ↑ 
Hours of operation 3.11 3.21 ↓ 
Availability of coffee throughout the day 2.36 2.54 ↓ 
Avail. of made-to-order food throughout the 
day 2.81 2.91 ↓ 

Avail. of Grab & Go foods throughout the day 2.89 2.66 ↑ 

VA
LU

E 
FO

R 
M

O
N

EY
 

Size of food portions 2.26 2.33 ↓ 

Price of food portions 3.06 3.00 ↑ 

Price matches quality 3.16 2.91 ↑ 

Prices compared with off-campus food outlets 3.45 3.13 ↑ 

SU
RR

O
U

N
DI

N
G

S Cleanliness of eating area 1.73 1.72 ↔ 
Cleanliness of condiment area 2.10 2.01 ↑ 
Cleanliness of food preparation area 1.77 1.76 ↔ 
Seating and furniture 2.41 2.65 ↓ 

Ambiance of eating area 2.35 2.86 ↓ 
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Ratings of Java Express improved in 2013 over 2011 in several areas:  

 6 out of 8 Quality and Variety aspects: 
o Taste 
o Freshness 
o Presentation 
o Ingredients used 
o Availability of healthy food options 
o Variety of seasonal main course items 

 8 out of 11 Service aspects: 
o Staff friendliness 
o Number of staff 
o Speed of food preparation 
o Speed of payment 
o Responsiveness to special food requests 
o Timely resolution of problems 
o Support of College initiatives and events 
o Availability of Grab & Go foods throughout the day 

 3 out of 4 Value for Money aspects: 
o Price of food portions 
o Price matches quality 
o Prices compared with off-campus food outlets 

 1 out of 5 Surroundings aspects: 
o Cleanliness of condiment area 

Ratings of Java Express stayed the same in the following areas: 

 2 out of 8 Quality and Variety aspects: 
o Cooking methods (baked, fried) 
o Variety of daily main course items 

 No Service aspects: 
 No Value for Money aspects 
 2 out of 5 Surroundings aspects: 

o Cleanliness of eating area 
o Cleanliness of food preparation area 

Ratings of Java Express declined in the following areas:  

 No Quality and Variety aspects: 
 3 out of 11 Service aspects: 

o Hours of operation 
o Availability of coffee throughout the day 
o Availability of made-to-order food throughout the day 

 1 out of 4 Value for Money aspects: 
o Size of food portions 

 2 out of 5 Surroundings aspects: 
o Seating and furniture 

o Ambiance of eating area  
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BY THE BOOKS RESULTS 
This is the first year that By the Books, which opened in March 2011 and is operated by ARAMARK, was included in 
the Cafeteria survey. 

BY THE BOOKS: DEMOGRAPHICS 
Almost three-quarters of the 151 respondents who evaluated By the Books are students (73%), while 27% are 
employees and 1% are both. Just over one-third have been at Camosun College less than a year (35%); 42% have 
been here 1 to 4 years; 13%, 5 to 9 years; and another 10%, 10 years or more. Most respondents (89%) providing 
feedback on By the Books specify Lansdowne as their primary campus, while only 3% select Interurban and 7% 
divide their time evenly between the two campuses.  

BY THE BOOKS: OVERALL SATISFACTION 
Three-quarters of respondents are either Very satisfied (30%) or Somewhat satisfied (75%). Just over one in ten 
are Neutral (11%), while 14% are either Somewhat dissatisfied (11%) or Very dissatisfied (3%). 
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BY THE BOOKS: IMPROVEMENT 
Nearly three-quarters of respondents (71%) think that By the Books is About the same as it was a year ago. A 
further one-quarter think it is either Much improved (11%) or Somewhat improved (14%). Small groups rate it 
Somewhat worse (2%) or Much worse (1%). 
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BY THE BOOKS: REASONS FOR PATRONIZING 
Two-thirds of people who specified their reasons for patronizing By the Books in its first year in the survey noted 
Convenience (65%). This was followed by Beverage variety (43%). Service and Food quality were also important 
reasons at about one-quarter of respondents each. 
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BY THE BOOKS: FREQUENCY OF PURCHASE 
Half of respondents who rated By the Books purchase frequently (at least once a week), 30% purchase 
occasionally, 6% purchase daily and 14% rarely. 
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BY THE BOOKS: WHAT DO YOU LIKE BEST? 
When asked “What do you like best about By the Books?”, respondents wrote in 110 comments, many with 
multiple points. A summary appears in chart form below.  
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BY THE BOOKS: WHAT WOULD YOU RECOMMEND TO MAKE YOUR EXPERIENCE BETTER? 
When asked what they would recommend to make their experience better, By the Books respondents made 97 
comments, some with multiple points. A summary appears in chart form below. Topping the list are Improved 
food choices/quality/variety (including new beverages) and Better value. There are also frequent comments 
about improving speed of service and other aspects of customer service, a number of requests for improved 
gluten-free and other special dietary needs accommodation and information, as well as comments about the size 
of the outlet (better atmosphere/seating).  
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BY THE BOOKS: REPORT CARD, 2013 
The following table summarizes the average values for Satisfaction on each aspect of the By the Books for 2013, its 
first year in the survey. A lower number on the Satisfaction scale indicates higher satisfaction levels: 1=Very 
satisfied; 2=Somewhat satisfied; 3=Neutral; 4=Somewhat dissatisfied; 5=Very dissatisfied. The scale also included 
Does not apply, which is omitted from the analysis. Since this is the first appearance of By the Books in the 
Cafeteria Survey, no comparisons with previous periods are possible. 

BY THE BOOKS Satisfaction ratings 2013 mean 
Q

U
AL

IT
Y 

AN
D 

VA
RI
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Y 

Taste 1.88 
Freshness 1.79 
Presentation 1.86 
Ingredients used 2.17 
Cooking methods (baked, fried) 2.29 
Availability of healthy food options 2.43 
Variety of seasonal main course items 2.99 
Variety of daily main course items 3.06 

SE
RV

IC
E 

Staff friendliness 1.74 
Number of staff 1.89 
Speed of food preparation 1.82 
Speed of payment 1.61 
Responsiveness to special food requests 2.12 
Timely resolution of problems 2.18 
Support of College initiatives and events 2.39 
Hours of operation 2.59 
Availability of coffee throughout the day 1.80 
Avail. of made-to-order food throughout day 2.61 
Avail. of Grab & Go foods throughout the day 2.61 

VA
LU

E 
FO

R 
M

O
N

EY
 

Size of food portions 2.29 

Price of food portions 3.10 

Price matches quality 2.98 

Prices compared with off-campus food outlets 3.33 

SU
RR

O
U

N
DI

N
G

S 

Cleanliness of eating area 1.58 

Cleanliness of condiment area 2.01 

Cleanliness of food preparation area 1.72 

Seating and furniture 2.44 

Ambiance of eating area 2.22 
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