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A Novel Analytical Method Using Information Entropy for Analyzing Dissatisfaction Factors

in the Food Service Industry

iR A
Zhang, Yudi

HIFREZ
Shirai, Yasuyuki

RHACK A AR

Faculty of Business Administration, Daito Bunka University

BEEE - AWTTEIE, BEBRERICE T 2 MmERZ O L, REFOIKEZEL 2740, FHRzy boy—
BRI i FiE 2 RE T 5. NILO KRBT — & 2> o BEREE 26 T F 2 NRIC, AiiliEhk o o1
AT IVHNCHNTL, EOILDY Y LREEMEZERIICHHE L 72, 2 offE, BT 2L ERFGoR
WSS LA AREL 2 ), REICE T B Y — B RUGECHE Mg~ D ERRIRZ S b 7z,

Abstract: This study proposes a novel analytical method using information entropy to analyze factors of customer
dissatisfaction in the food service industry and enable cross-category comparisons. Focusing on 260,000 food-related
entries from NII's large-scale dissatisfaction dataset, we analyzed the distribution of dissatisfaction-related terms by
category and quantitatively evaluated the breadth and specificity of these terms. As a result, we were able to identify both
common and category-specific sources of dissatisfaction, providing practical insights for service improvement and

product strategy development in the industry.
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