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ABSTRACT 

 

This paper examines the factors perceived which influence customers’ decision 

in choosing suitable restaurant for their meals. Since the restaurant sector is one 

of the fastest growing sectors, it is a paramount important to investigate the 

customers’ perception on restaurant service quality. Sampling used in this study 

is a simple random sampling on 100 customers of restaurants in Perlis, 

Malaysia. The survey reported in this paper on customers of restaurant has 

gathered the perception of quality according to a Likert scale from one to five. 

The research found that the four elements of restaurant service quality have a 

strong relationship with the customers’ decision and selection of restaurant. 

Good quality of food is rated the most important factor to be perceived followed 

by quality of service, place / physical of restaurant and cost of meals. 

 

 

 

 

 

 

 

 

 

 

 

 



ABSTRAK 

Kajian ini mengenalpasti faktor – faktor yang dipertimbangkan oleh pelanggan 

sebelum membuat keputusan dalam pemilihan restoran. Memandangkan sektor 

perniagaan restoran mengalami perkembangan yang pesat, adalah sangat 

penting untuk mengkaji tanggapan pengguna terhadap kualiti perkhidmatan 

restoran. Pensampelan yang digunakan adalah pensampelan rawak mudah yang 

melibatkan 100 orang pelanggan  restoran – restoran sekitar Perlis, Malaysia. 

Instrument yang digunakan untuk mengumpul maklumat tentang tanggapan 

pengguna adalah berdasarkan skala Likert berukuran dari skala satu ke skala 

lima. Kajian mendapati bahawa empat elemen kualiti perkhidmatan restoran 

mempunyai hubungan yang kuat dengan keputusan pengguna dalam pemilihan 

restoran. Kualiti makanan yang baik adalah faktor yang sangat penting diikuti 

dengan kualiti servis, tempat / fizikal restoran dan harga makanan.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 



ACKNOWLEDGEMENT 

BismillahirRahmanirRahim 

 

In the name of Allah, the Most Benevolent and the Most Merciful. All praises to 

Allah, God of the Universe and peace be upon His Messenger in giving me 

strength and full patience that I need in completing the final project paper that is 

needed to be completed. The preparation for this final project paper is for 

fulfilment of the graduation of Master Science Management. I would like to 

dedicate my sincere appreciation to all people who involved in the whole 

research process from the beginning to the realization of the report.  

 

First and foremost, I am very grateful to my supervisor, Dr Azizi bin Abu Bakar 

for the greatest guidance, patience and counsel in guiding me from the 

beginning until the end of this project paper.  

 

Finally, I would like to extend my never – ending gratitude to my husband, 

Azmi Munir Taib for supporting me in every way. To my sons, Emirul Harith 

and Emirul Hasiff, thank you for your inspiration and support. Finally, it is not 

forgotten the special appreciation to my parents for undivided support and 

eternal prayers. 



 

LIST OF TABLES 

Content                Pages 

Table 3.1: The Likert Scale for Items 12 – 30     35 

Table 3.2:  Reliability Coefficient for Multiple Items in Pilot Study   37 

Table 4.1: Distribution Frequency of Gender      42 

Table 4.2: The Frequency and Percentage of Age     42 

Table 4.3: The Frequency and Percentage of Race      43 

Table 4.4: The Frequency and Percentage of Marital Status   44 

Table 4.5: The Frequency and Percentage of Income    44 

Table 4.6: The Frequency and Percentage of Education    45 

Table 4.7: The Frequency and Percentage of Dining Outside   46 

Table 4.8:  The Frequency and Percentage of Cooking in A Day   46 

Table 4.9:  The Frequency and Percentage of Important Factor   47 

Table 4.10: The Frequency and Percentage of Money Spend   48 

Table 4.11: The Frequency and Percentage of Purpose of Dining  48 

Table 4.12:  Determinants of Restaurant Selection         49- 50 

 



 

Table 4.13:  Decision of Restaurant Selection     51 

Table 4.14: Inter correlations of the Major Variables    52 

Table 4.15: Results of Regression Analysis       54 

 

 

 

 

 

 

 

 

 

 

 

 

 

      

 

 



 

  LIST OF FIGURES 

Content          Pages 

3.1 The Research Model        32  

 

 

 

 

 

 

 

 

 

 

 

 

 



TABLE OF CONTENT 

 

Content          Pages 

PERMISSION TO USE        ii 

ABSTRACT         iii 

ABSTRAK          iv 

ACKNOWLEDGEMENT       v 

LIST OF TABLES         vi - vii  

LIST OF FIGURES        viii 

CHAPTER ONE: INTRODUCTION 

1.1 : Introduction        1 

1.2 : Background of Study       1 - 6 

1.3 : Problem Statements       7 

1.4 : Research Objectives       7 - 8 

1.5 : Research Questions       8 - 9 

1.6 : Significant Of Study       9 

1.7 : Definition Of Terms      

1.7.1 Perceived Values/Factors      10 

1.7.2 Customer Perception      10 

1.7.3 Customer Expectation      10 - 11 

1.7.4 Service Quality/Factors      11 

1.7.5 Restaurant        11 - 12 

 



 

CHAPTER TWO: LITERATURE REVIEW 

2.1 : Introduction        13 

2.2 : Type of Restaurant       13 - 15 

2.3 :  Determinants of Restaurant Selection    15 - 20 

2.4 : The Concept of Service Quality (SERVQUAL)   20 - 22 

2.5 : Declining of Service Quality      23 

2.6 : Service Quality of Restaurant      24 - 25 

2.7 : Factors Perceived in Restaurant Selection    26 – 27 

 

CHAPTER THREE: METHODOLOGY 

3.1 : Introduction        28 

3.2  : Research Variables       28 - 29 

3.3  : Research Hypotheses       30 - 31 

3.4 : Research Framework       32 

3.5 : Population and Sample       33 

3.6 : Research Instrument       34 - 36 

3.7  : Pilot Test         36 - 37 



3.8 : Data Analysis          

3.8.1 Descriptive Statistics      38 

3.8.2 Reliability Test       38 

3.8.3 Correlation Analysis      39 

3.8.4 Regression Analysis      39 

3.8.5 Multiple Regressions      40 

 

CHAPTER FOUR: RESULT 

4.1 : Introduction        41 

4.2   : Analysis of Respondent’s Characteristics    41 - 45 

4.3  : Analysis of Restaurant Patronizing Patterns   45 - 49 

4.4 : Descriptive Statistics       49 - 51 

4.5  : Analysis of Decision of Restaurant Selection   51 

4.6 : Major Findings        52 - 55 

4.7 : Conclusion         55 

 

 

 

 

 



 

CHAPTER FIVE: CONCLUSION AND RECOMMENDATION 

 

5.1 : Introduction        56  

5.2 : Discussion of Findings       56 - 60 

5.3 : Limitation of the Study       60 - 61 

5.4 : Recommendation for Future Research    61 - 62 

5.5 : Conclusion         62 

 

 

BIBLIOGRAPHY        63 

APPENDICES 

 

 

 

 

 

 

 

 

 



 

CHAPTER ONE 

 

INTRODUCTION 

 

1.1 INTRODUCTION 

This chapter discusses and introduces the reader to the background of study and the problem 

and argument that might arise on service quality offered by restaurant industry. Derived from 

the problems discussion, the objectives and the purpose of study are further explained. Lastly, 

the terms used in the discussion of service quality are defined. 

 

1.2 BACKGROUND OF STUDY 

The restaurants sector is one of the fastest growing sectors particularly in town and cities. 

Restaurants across the nation are estimated to have generated more than billions in revenues 

every year and has employed millions of people.  

The growth of restaurant sector is strongly influenced by demography, lifestyle as well as 

development in tourism. But the most significant development in this sector is triggered by 

lifestyle and demographic. The lifestyle has favoured the fast growth in restaurant business. 

Many people nowadays are preparing fewer meals at home due to the fact that the life has 

become busier that time is valued much. Therefore, people are choosing to spend less time in 

their kitchens.  
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