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ABSTRACT

An Empirical Study on Effect of Chinese Family Restaurants'
Customer Quality and Customer’s Participation in Service

Responsiveness and Customer Satisfaction

Jian, Feil
Major in Service Operations Management
Dept. of Business Administration

The Graduate School

Hansung University

With the rapidly changing of Chinese society, we should keep in mind
that the need of Chinese consumer was also changing. With the
development of Chinese economy, the life of Chinese consumer is much
more abundant than before.

Accordingly, the consuming pattern also was changing. Consumer—needs
related to the dining—out diet have demonstrated the great changes.
Therefore, in order to cater to the need of Chinese dinning—out consumer,
sweeping changes of family restaurant have to be brought out. However,
Chinese oriented research on the Service responsiveness of ethic restaurant
was insufficient. Thus, the purpose of this study is to find the significant
factors affecting the consumer satisfaction and Customer quality, Customer
Participation of the family restaurant in china. Furthermore, in order to

possess the competitive edge of family restaurant and satisfy the variable need
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of consumer, marketing strategies facing to the segmented customer has to be
setup. To achieve these purpose of this study, a questionnaire survey was
carried out. In this questionnaire frequency analysis and factor analysis were
used to understand the demographic characteristics of the respondents and
experiences of the family restaurant. Reliability analysis was used to check

the property of intrinsic continuity.

Keyword: Family restaurant, Customer’s quality, Customer’s Participation,

Service Responsiveness, Customer’s Satisfaction.
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