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The relationship study among Servicescape and Perceived
Service Quality attributes and Consumption Intension:

Example of Theme Restaurants

Abstract

Servicescpae is an important variable in leisure service studies, in particular, is
often discussed to enhance consumer’s satisfaction and hedonic consumption in theme
restaurants’ studies. Sequentially, many of resultant mangers spend lots of operation
cost into the physical environments, aims to increase its turnover, however, some of
these strategies still fail to gain customer satisfaction and turnover. This is worth and
interesting to investigate that why the theoretical and empirical findings are in
conflict.

Previous literatures consider that servicescape, perceived serve quality and
customer satisfactions consist a linear relationship and Likert scale is usually adopted
to investigate their relationship. However, we hypothesize that it will the main reason
to cause the inconsistent between theoretical and empirical findings. We assume that
these relationships are non-linear, and are attempting to re-exmaine the relationship
through Kano model. We further examined the relationships among customer
hedonics, satisfaction, and revisit intentions and compare the difference with previous
studies.

Results could not only provide a better understanding for existed theoretical
findings, for the managerial impactions, restaurant mangers could also find the
essential factors first to maintain basic requirement, and further empower its attractive
factors to enhance its management performance.

Keywords: Consumption Intention, Servicesape, Perceived Service Quality, Kano
Model, Theme Restaurant
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