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The Effect of Perceived Service Quality
on Customer Satisfaction and Revisit Intention in Family
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ABSTRACT

This study was aimed at learning how the service quality of family restaurants affects guest
satisfaction and their intention to visit the restaurants once again. The method of the study
was based on books and various data at home and abroad that contain service quality and
guest satisfaction and guest intention to visit the place again as well. Previous studies and
real guest survey were used as analyzing data.

This study showed that interiors, sanitation and employee's hospitality are critical for the
service quality of the restaurants, while employee's hospitality, the feature of interiors and
exteriors, and sanitation management are important for guest satisfaction.

It also indicated that high quality of the family restaurants, the feature of interiors and
exteriors, and attractive environment as well influenced on guest intention to visit the place
again. The study suggested that high quality of the family restaurants, high sanitation and
resonable price all had an effect on guest satisfaction.

More research should be conducted continuously to seek the ways to promote more visits
to family restaurants through objective analyzing service quality.

Key words : service quality of family restaurant, customer satisfaction, revisit intention.
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