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CASUAL DINING RESTAURANTS IN THE KLANG VALLEY, MALAYSIA

By

MAHSHID EBRAHIMIAN 

May 2019 

Chair      : Assoc. Prof. Mohhidin Othman, PhD 
Faculty : Food Science and Technology 

The ultimate goal of any business especially in hospitality industry is customer 

a product or service, with regard to his/her expectations. It is further identified as 
an important antecedent to repurchasing, loyalty, positive word-of-mouth, and 
long-term relationships with the company. As a result, restaurant managers have 
changed their focus to the characteristics of customer behavioral intentions 
rather than just satisfaction. Therefore, investigating the most important and 
affective attributes that lead to customer satisfaction and positive behavioral 
intentions is critical for restaurant success. Despite the extensive literature in the 
restaurant segment, there are gaps in the analysis of customer satisfaction and 
behavioral intentions in terms of a comprehensive model including service 
quality, food quality, physical environment quality, price, and technology along 
with the attitude towards behavior, subjective norm and perceived behavioral 
control. Therefore, the current study will fill the gap by considering aspects that 
were not included in the previous researches. Moreover, previous studies have 
applied the traditional view of satisfaction indicating that the attribute 
performance has a symmetrical correlation with satisfaction. While, the nonlinear 
and asymmetric relationships between attribute performance and satisfaction 
proposes that the performance of all attributes do not have equal and same effect 
on customer satisfaction. Thus, integrating the asymmetric effects of restaurant 
aspects on satisfaction allows restaurant managers to identify features that are 
more likely to trigger satisfaction or dissatisfaction. Therefore, in this study, the 
structural equation modeling (SEM) was used to evaluate the relationships 
between customer satisfaction, behavioral intentions and the independent 
variables of service quality, food quality, physical environment, price and 
technology. The effect of restaurant attributes along with the effect of TPB 
constructs on behavioral intentions were also examined. In addition, the 
Importance Performance Analysis (IPA) approach was used to assess the key-
drivers of customer satisfaction and their asymmetric effects. Data for this 
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quantitative study was collected from 400 customers at casual dining restaurants 
located in KLCC and Pavilion shopping malls. Findings showed that there is a 
statistically significant relationship between customer satisfaction and each of 
the independent variables. It also revealed that customer satisfaction 
significantly mediates the relationship between restaurant attributes and 
behavioral intentions. Furthermore, there is a statistically significant positive 
association between satisfaction and behavioral intentions. The IPA results 
showed that restaurant attractiveness, employee knowledge, fair menu price and 
availability of smart phone application play the role of basic factors (dissatisfiers) 
in casual dining restaurants, and that the casual dining outlets should improve 
these important areas to create satisfied customers. In addition, restaurant 
cleanliness, bill accuracy, safe transaction, polite and experienced employees, 
food taste and quality, ambient conditions, seating comfort, appropriate portion 
size, and Wi-Fi availability are considered as the performance factors (hybrids), 

all empathy parameters of the service-related attributes, menu variety, price, 
food presentation, restaur
considered as the excitement factors (satisfier) in casual restaurants, which are 
typically unexpected by customers. Overall, this study suggested that basic 
factors and performance factors are the pivotal aspects to create satisfied 
customers and positive post-dining behavioral intentions. Therefore, results of 
this study shed light on prioritizing focus and resource allocation by the casual 
dining restaurant managers based on attributes contributions to customer 
satisfaction and behavioral intentions in order to generate higher profit for the 
restaurant. Besides, these findings can also be used by restaurant managers to 
set customer-oriented guidelines and strategies in order to make the casual 
dining outlet a more popular choice. 
 
 
Keywords: casual dining restaurants, restaurant attributes, customer 
satisfaction, behavioral intentions  
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ANTESEDEN BAGI NIAT TINGKAH LAKU DAN KEUTAMAAN CIRI-CIRI 
RESTORAN YANG MEMPENGARUHI KEPUASAN PELANGGAN DI 

RESTORAN MAKANAN BERKONSEP KASUAL DI LEMBAH KLANG, 
MALAYSIA 

 
 

Oleh 
 
 

MAHSHID EBRAHIMIAN 
 
 

Mei 2019 
 
 
Pengerusi     : Profesor Madya Mohhidin Othman, PhD 
Fakulti          : Sains dan Teknologi Makanan 
 
 
Matlamat utama sesebuah perniagaan terutamanya di industri hospitaliti ialah 
kepuasan pelanggan, yang ditakrifkan sebagai tanggapan pelanggan terhadap 
prestasi sesuatu produk atau perkhidmatan, yang berdasarkan kepada jangkaan 
mereka. Seterusnya ia dikenal pasti sebagai prekursor penting bagi pembelian 
berulang, kesetiaan, sebaran mulut yang positif dan hubungan jangka panjang 
dengan syarikat. Hasilnya, pengurus restoran telah mengubah fokus mereka 
kepada ciri-ciri keinginan tingkah laku pelanggan berbanding sekadar hanya 
kepada kepuasan. Justeru, penyiasatan keatas sifat-sifat paling penting dan 
afektif yang membawa kepada kepuasan pelanggan dan keinginan tingkah laku 
positif adalah kritikal bagi kejayaan sesebuah restoran. Walaupun terdapat 
banyak literatur dalam bidang restoran, terdapat jurang dalam analisis kepuasan 
pelanggan dan keinginan tingkah laku daripada segi model yang menyeluruh 
termasuk kualiti perkhidmatan, kualiti makanan, kualiti persekitaran fizikal, harga 
dan teknologi, di samping sikap terhadap tingkah laku, norma subjektif dan 
kawalan kelakuan anggapan. Oleh itu, kajian ini akan mengisi ruang tersebut 
dengan mempertimbangkan aspek-aspek yang tidak diliputi oleh kajian 
terdahulu. Tambahan pula, kajian terdahulu telah mengguna pakai pandangan 
tradisional kepuasan yang menunjukkan sifat prestasi mempunyai korelasi 
simetri dengan kepuasan. Manakala, hubungan tak linear dan tak simetri antara 
prestasi dan kepuasan mencadangkan bahawa prestasi semua sifat tidak 
mempunyai kesan yang setara dan sama terhadap kepuasan pelanggan. Maka, 
mengintegrasi kesan tak simetri aspek restoran terhadap kepuasan 
membolehkan pengurus restoran untuk mengenal pasti sifat yang lebih 
berkemungkinan untuk mencetus kepuasan atau ketidakpuasan. Justeru, dalam 
kajian ini pemodelan persamaan struktur (SEM) telah digunakan untuk menilai 
hubungan antara kepuasan pelanggan, keinginan kelakuan dengan pemboleh 
ubah tak bersandar: kualiti perkhidmatan, kualiti makanan, persekitaran fizikal, 
harga dan teknologi. Kesan sifat restoran di samping kesan binaan TPB 
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terhadap keinginan tingkah laku juga diteliti. Tambahan lagi, pendekatan 
Analisis Kepentingan-Prestasi (IPA) telah digunakan untuk menilai pemacu 
penting kepuasan pelanggan dan kesan tak simetri mereka. Data kajian 
kuantitatif ini dikumpul daripada 400 pelanggan restoran makanan kasual di 
KLCC dan pusat membeli-belah Pavilion. Dapatan kajian menunjukkan 
terdapatnya hubungan bermakna antara kepuasan pelanggan dengan setiap 
pemboleh ubah tidak bersandar. Ia juga mendedahkan kepuasan pelanggan 
menjadi pengantara penting bagi hubungan antara ciri-ciri restoran dan 
keinginan tingkah laku. Tambahan lagi, terdapat hubungan positif yang 
bermakna antara kepuasan dan keinginan tingkah laku. Keputusan IPA 
menunjukkan bahawa daya tarikan restoran, pengetahuan pekerja, harga menu 
yang berpatutan dan kewujudan aplikasi telefon pintar memainkan peranan 
sebagai faktor-faktor asas (bukan pemuas) dalam restoran makanan kasual, dan 
justru itu restoran makanan kasual patut menekankan bahagian penting ini bagi 
membanyakkan lagi pelanggan yang berpuas hati. Di samping itu, kebersihan 
restoran, ketepatan bil, keselamatan urusniaga, pekerja yang sopan dan 
berpengalaman, rasa dan kualiti makanan, keselesaan tempat duduk, 
kesesuaian saiz hidangan dan ketersediaan Wi-fi dianggap sebagai faktor 
prestasi (hibrid), yang merupakan sifat utama kejayaan restoran makanan 
kasual. Hampir kesemua parameter empati sifat berkaitan perkhidmatan: 
kepelbagaian menu, harga, persembahan makanan, warna restoran, privasi 
makan dan tanda arah dianggap sebagai faktor keterujaan (pemuas) dalam 
restoran kasual, yang secara tipikalnya tidak dijangka oleh pelanggan. Secara 
keseluruhannya, kajian ini mencadangkan bahawa faktor-faktor asas dan faktor-
faktor prestasi merupakan aspek utama untuk mewujudkan pelanggan yang 
berpuas hati dan keinginan tingkah laku pasca makan yang positif. Oleh itu, 
dapatan kajian ini mendedahkan fokus keutamaan dan pengagihan sumber oleh 
pengurus restoran makanan kasual berdasarkan sifat-sifat yang menyumbang 
kepada kepuasan pelanggan dan keinginan tingkah laku dalam menjana 
keuntungan yang lebih tinggi untuk sesebuah restoran. Di samping itu, dapatan 
ini boleh juga boleh digunakan oleh pengurus restoran bagi menyediakan 
panduan berorientasikan pelanggan dan membuat strategi bagi menjadikan 
restoran makanan kasual sebagai pilihan yang lebih popular.  
 
 
Kata kunci: restoran makanan kasual, atribut restoran, kepuasan pelanggan, 
keinginan tingkah laku 
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CHAPTER 1 

1INTRODUCTION 

This introductory chapter begins with the background of the study consisting of 
an overview of the fundamental role of customer satisfaction in choosing whether 
to dine in a restaurant, and the effect of satisfied customer on behavioural 
intentions. Next, the problem statement, the research objectives, and 
contributions of study are mentioned. The final section is the list of definitions of 
important terms used in order to get a clear picture of the research. 

1.1 Background of the Study 
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According to Heung et al (2000), customer expectation is one of the key 
determinant factors in choosing a restaurant (Heung, Wong, & Hailin, 2000). To 

, restaurant owners and managers need to deliver 
high service quality in order to succeed in their business (Kotler & Keller, 2009). 
It is normally expected that higher restaurant quality can lead to higher 
satisfaction and consequently in positive behavioural intentions. The overall 
satisfaction may also have a significant influence on discouraging or promoting 
future international businesses.  
 
 

The latter would translate 
into a more successful business in the competitive market
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1.2 Statement of the Problem 
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1.3 Research Objectives  
 

 
1. To examine the effects of service quality, food quality, physical 

environment, price, and technology on customer satisfaction at casual 
dining restaurant. 

2. 
 

3. To determine the effect of customer satisfactions on the behavioural 
intentions. 

4. To develop a causal
 

5. 
 

 
 
1.4 Research Contributions     
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1.5 Definition of Terms 
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1.6 Thesis Organization  
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