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A Study of Service Quality in Theme Restaurant- An
Example of Jing-Yuan Café

Pen-Fen Chung®, Ching-Hung Chang?, Ye-Chuen Li*"

Abstract The purpose of this study was to explore service quality of
Jing-Yuan café. Three-column SERVQUAL questionnaire was applied.
There were sixteen measurement items designed in this questionnaire.
206 variable questionnaires had been distributed and 188 valid (91%)
questionnaires achieved. The findings revealed that the scores of
customers’ perceptions on five dimensions and sixteen measurement
items were felt into the range between the lowest acceptable expectation
level and superior expectation level. This showed that Jing-Yuan café
provided satisfied services. However, responsiveness dimension did not
fall into the range lower than the acceptable expectation level. In
contrast, reliability dimension presented the best dimension, which was
the highest score, out from the other dimensions.  Managerial
implication was concluded.

Keywords: theme restaurant, service quality, PZB, three-column

SERVQUAL scale.
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