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A comparative study between CUSTOMER expectations and perceptions in the service quality of
apirom “jaew horn” restaurant, second branch, Khon kaen province
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Abstract

The objectives of this study were to 1) evaluate the customer expectations and perceptions in
the service quality of Apirom “Jaew Horn” restaurant, second branch, Khon Kaen Province and 2) to
compare the difference between the customer expectations and the perceptions in the service quality
of Apirom “Jaew Horn” restaurant, second branch, Khon Kaen Province. the questionnaire survey based
on SERVQUAL 5 dimensions; defined as Reliability, Responsiveness, Assurance, Empathy and Tangible of
21 items with Likert Scale of seven levels with the sample size of 120. The differences between the
mean of expectations and the mean of perceptions of the service quality were measured. The results
found that although the means of the perception were significantly lower than the means of the
expectation of service quality in 20 items of all 5 dimensions, but the means of the service quality were
in the levels of agree to mostly agree. It must take into consideration to improve the service quality of
the restaurant to the level of customer delight.
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