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Abstract
In Thailand, the premium restaurants presently face the fierce competition to persuade the new customers and to maintain the existing clients due to an
increase in the number of Japanese restaurants. Our study seeks to assess the importance and satisfaction of 17 service attributes from the customers in
Japanese restaurant. A questionnaire developed was based on SERVQUAL and Importance-Satisfaction (IS) analysis while the face-to-face interviews
were carried out. The result identified that three major attributes are given as: taste consistency, food safety, and customer attentiveness. In summary,
the restaurant should establish the standardization of processes, inventory management, supplier management, food safety system, and human resource
management.
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1. Introduction

T

HE number of restaurants in Thailand has been increasing
in trend since the consumers such as urban people have
changed their lifestyles, having no time to cook and savoring their
times in the restaurants with the quality of food, convenience,
nice atmosphere, and good service from restaurants. Moreover,
a tourism in Thailand also contribute the economic opportunity
to the restaurant industry. Apparently, in March 2017, the total
number of registered restaurants in Thailand was 11,945, approximately 44% of restaurants were located in Bangkok with the revenue of 66% of total sales in whole country [1]. However, with
high competition during the economic recession, 415 restaurants
went out of business [2]. To improve the competitive advantage,
we need the solutions to identify the factors such as service and
quality.
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SERVQUAL is a conceptual model to measure a service quality and presently consists of the tangibles, reliability, assurance,
responsiveness, and empathy [3]. Suppose we have the redundant
factors in ten dimensions. We can be eliminated them to five dimensions. Ref. [4–7] demonstrated the use of SERVQUAL in
restaurants, public services and food service industry.
SERVQUAL has been implemented in various industries. Due
to its success, SERVQUAL is further developed into specific industries such as DINESERV, LODGQUAL, LODGSERV, HISTOQUAL, and HOLSERV [8–12]. DINESERV is the measurement tool especially for restaurant with five dimensions as
SERVQUAL, but there are 29 attributes [13]. Many researches
relative to restaurants used either SERVQUAL or DINESERV. In
our research, we select SERVQUAL to reduce the number of attributes in the questionnaire.
The Importance-Satisfaction (IS) analysis is an evaluation tool
to rank the importance of attributes. It helps to analyze what strategy is to follow in the form of four quadrants including Concentrate Here, Keep up the Good Work, Low Priority, and Possible
Overkill [14]. The IS analysis is also known as ImportancePer-

