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[bookmark: _Toc3383464]              Abstract (Executive summary)                          

In Bangladesh economical perspective restaurants industry is the most important part of economics. Directly and indirectly restaurants industry are need in society. In restaurants industry many types of restaurants are seen like chain restaurants local Restaurants, fast food restaurants.  Most of demands are fulfill by local restaurants. Local restaurants play the key role in restaurants Industry. As a part of my study done the report about service quality measuring of local restaurants ‘A study in Dhaka city’ In this report measuring the service quality of local restaurants collect the information in different way. For this report conduct a survey on more than 100 people and for the purpose of collecting information talk with the customers directly. After collecting the information it was analysis by certain way, for analyzing the information use average and percentage systems. In this project try to find out what dimension exactly consider by customers to findings measurement the service Quality of local restaurants. And also try to give the possible solution for local restaurants of measuring the service quality. 
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[bookmark: _Toc3383465]                                      Chapter-1
[bookmark: _Toc3383466]Introduction 
Now a days eating at outside of the home is most common things in our country, it is one kind of trend today. People are wants to spend a leisure period at the restaurants. In our country people naturally, historically loves to eat and ate to others, on the other hand Dhaka is one of the most populated cities in the world. In Dhaka city about 2 crore people are lives in but areas only 134 square kilometer. For the high growth rate of people demand of restaurants is increasing day by day and in Dhaka city. There are other some reasons to increase the Restaurants business in Dhaka city like people wants to spending time with their family, People wants to share their moments  in social media , and also take different taste foods . Overall our country economic condition is developed day by day people spend more money in Restaurants from previously.
In Dhaka city how much restaurants are have, we have no specific number but Restaurants number day by day increase. In this restaurants provided different type of delicious and testy food. Some restaurants provided good services most of them are provided poor services.
Restaurants business is highly competitive in our country. Restaurants are a service based business. In this business customer satisfaction is most critical point. Though all of the business customer satisfaction is important in this business is more important. For getting the high customers satisfaction need highly service quality. Some business customers are directly related to the business and restaurants business is one of them. They take the decision on depends on service quality of Restaurants instantly.
[bookmark: _Toc3383467]1.1 Origin of the Report:
This report is set up as the perquisite of project to complete my under graduate program. Under the supervisor   S.M. Asif-Ur Rahman assigned the topic by me “ Service Quality Measurement of Local Restaurants in Dhaka city ; A study  in  Dhaka city”. Though this Report is complete for my study but by this report I learned practically and identify what is the real problem in local restaurants provided quality services. 
[bookmark: _Toc3383468]1.2Background of the Study:
Only theoretically knowledge cannot fulfill the study it needs some practically knowledge. By this report I can learn practically. For the practical learning I conduct a report about service quality measurement   in local restaurants in Dhaka city. In our under graduate we learn a lots of theoretical topics but we have lacking in practical learning. By this project program I was learn practically about the restaurants market in our country.
[bookmark: _Toc3383469]1.3 Objective of The study:

[bookmark: _Toc3383470]1.3.1 General Objective:
As a student of under graduate program this report was my requirement to fulfill the program. So complete my under graduation to complete this report is a general objective. On the other hand to know about the Restaurants market in Dhaka city is another objective
[bookmark: _Toc3383471]1.3.2 Specific Objective:
· To know about what is the main requirement of customers in local Restaurants?


· Customers are got the proper service from the restaurants.


· Customers are feels any problem when visiting the restaurants.

· To know which restaurants have extra facility.

· Which restaurants are providing hygienic food in Dhaka city


· In our local restaurants employee behavior are polite?


·  In Dhaka city local restaurants have washroom facility.


· By this report we know who the competitors of local restaurant are? 



[bookmark: _Toc3383472]1.4 Scope of the Report:
Though this report is prepared for the study purpose but in next time it will be help to others .If any persons or students wants to get the information they can use this report. In our country Restaurants industry have a huge opportunity to do the business. In this report I have to discuss about what are the main obstacle in providing qualitative service in local Restaurants. By this report I have to show if new person wants to do business what type of service must be provided.
[bookmark: _Toc3383473]1.5 Limitation of the Report:
To complete this report there are lots of obstacles faced. When started the project work huge limitation seen that. Some limitations are mentions here:
· The main problem was faced when conducting the survey, Restaurants owners are not give the permission to conduct a survey in their restaurants. In Dhaka city local restaurants most of the owners are uneducated. They are not awareness about the survey or project. They think it will be harmful for them that’s why this project most of the survey conducting outside of the restaurants.

· Respondents are not expressing their actual think.  When conducting the survey they did not proper attention to the survey question.

· Customers have lacking awareness about the project.


· Most of the customers are not ageing to do complete the survey, they are think it is the unnecessary for them.

· Lack of my experience. I have not proper experience to do complete the project.


· Insufficient information is the limitation to do project. As a student of under graduate program has no real information about restaurants, so it was the limitation foe done the project.  
 
                                  


[bookmark: _Toc3383474]                                    Chapter-2
[bookmark: _Toc3383475]                         Restaurants Overview:
[bookmark: _Toc3383476] Restaurants definitions:
According to the Wikipedia.com “A restaurant is a place where different item foods are cooked and this food sold to the public, and where people sit down to eats it. It is also a place where people go to enjoy the time and to eat a meal. In food restaurants now not only sold the food and this restaurants give the opportunity to the customer feel the enjoyment. 
Some restaurants are a chain, meaning that there are a lot of restaurants that have the same name and serve the same food. McDonald's, Burger King, and pizza Hut are examples of chain restaurants that are all over the world. These restaurants serve fast food, that is, inexpensive food, prepared and served quickly. At some, you do not have to even get out of the car to eat. You can pay and get your order from a window.” In our country have local restaurants which normally has no branches, but some have few branches. Our country local Restaurants are provided different services, selling foods and other services are provide.”

[bookmark: _Toc3383477]2.1 Restaurants History:
According to the Wikipedia.com “First restaurants was established in Greece. Historically, restaurant referred only to places that provided tables where one ate while seated, typically served by a waiter. In the first time of restaurants when starting their business it is the place where only provided tables to ate while seated. Following the rise of fast food and take-out restaurants, a retronym for the older "standard" restaurant was created, sit-down restaurant. Most commonly, "sit-down restaurant" refers to a casual-dining restaurant with table service, rather than a fast food restaurant or a diner, where one orders food at a counter. Sit-down restaurants are often further categorized, in North America, as "family-style" or "formal.”

[bookmark: _Toc3383478]2.2 Bangladeshi Restaurants:
In our country have a huge number of restaurants and this number increase day by day. But many years ago this restaurants number are so low. From the restaurants history we know that our country peoples love to eat at restaurants. From the starting time of restaurants people only goes to eat at restaurants. In Bangladesh there are various types of restaurants are now have but according to T.S Wahida. (2017) before 2000 restaurants are limited. In that times only local restaurants are doing the restaurants business. After Liberation war our economic conditions are started became a stable and people economic condition also well so peoples are started to eat outside the home and gradually restaurants business became good conditions.

[bookmark: _Toc3383479]2.3 Local Restaurants: 
Restaurant means it is a place where various items of food are cocked and peoples are come to buying food and spending time. Globally different restaurants are doing the business in the world like Fast-food restaurants, Chain Restaurants, and Local Restaurants. Local Restaurants is a Restaurant which do the business locally or geography based. Normally restaurants business depends on local restaurants and most of the demands fulfill by local restaurants. Local restaurants normally have no branch but some have few branch. Local restaurants sold the country based food like in our country local restaurants sold the our country famous food.         

[bookmark: _Toc3383480]2.4 Local Restaurants Food Items:
In Dhaka city local restaurants are selling different items of foods. Dhaka city is the famous for different items of food. In different local restaurant food test is different, their food are so delicious and testy. Though all restaurants are selling food but in food some difference. Some local restaurants only sell the own country food item, and some are sell by country food and foreign food items. Country food items are rice plate, beef steak, chicken, grills, seafood, salads and many items are made by using chickens and beef. Some restaurants sell the country food items and also foreign food items like pizza, Burgers, sandwich, Pasta Etc. some are selling Italian food Chinese food thai and Chinese food.   
    








[bookmark: _Toc3383481]                              Chapter-3
[bookmark: _Toc3383482]                        Literature Review:

For the purpose of measuring the service quality of local restaurants in Dhaka city the research has been done. From this report we had to see that Service quality is affect the any restaurants business .  To complete the report got the helped from different writer, articles, books, journals, and our Service marketing books which written by A. Zeithaml, Mary jo Bitner, different web site. For done the project got the helped from Marko Kukanja “ Quality Measurement In Restaurants Industry From The Marketing Perspective” Markovic S. Raspor S and Dorcic.Jelena “What are the key dimensions of Restaurants service Quality ? an Empeirical study in The  City restaurants Settings” .i got the helped from researhgate.com ‘’Perceived Service Quality in Restaurant Services: Evidence from Mauritius”
   
[bookmark: _Toc3383483]3.1 Service Quality:
Service Quality defined by different writers, the concept of service quality is usually defined on the basis of disconfirmation theory (Churchill and Surprenant 1982; Parasuraman et al. 1985). According to this theory, “customers evaluate service quality by comparing their expectations regarding particular service with actually delivered one. Basically, service quality means meeting or exceeding customer’s expectations (Parasuraman et al. 1985.).
When examining service quality, different dimensions (e.g. service aspects) should be considered. Lehtinen and Lehtinen (1982) believed that service quality comprises three dimensions, namely physical quality, corporate quality and interactive quality. Grönroos (1984) argued that service quality is made up of technical quality of the outcome, functional quality of the service encounter and corporate image. Parasuraman et al. (1988) suggested five dimensions, named as tangibles, reliability, responsiveness, assurance and empathy”.
[bookmark: _Toc3383484]3.2 Importance of Service quality:
Service quality is more important from product because service cannot gather in store room. In Restaurants industry service quality is critical point. Now a days customer are more conscious about their foods. According to T.S. Wahida (2012) “In our country after 2000 a huge number of chain restaurants started their business and restaurants business flourished significantly and the open the outlet for business purpose’’   as a result competitor were increase a large number. Foreign restaurants outlets are providing standard services for that reason our local restaurants loss their customers. In this situation local restaurants should provide standard services.
Service quality is also important because it increases the customer loyalty and customer satisfaction and reduces the customer GAP. We know customer GAP is the difference between customer expectations and customer perceptions. If reduce customer gap properly then increase the business profit.
[bookmark: _Toc3383485]3.3 Measuring service quality in Local Restaurants in Dhaka City:
Today’s much organization is provides quality services but some organizations don’t provide the quality services. To exist in the competition market need to ensure the service quality. In different way restaurants can measure the service quality are following way:
[bookmark: _Toc3383486]3.3.1 Measuring Food Quality 
When people go to the restaurants their main purpose was buying goods. In our country Restaurants selling food that was their main item. If food quality is standard and provide hygienic and healthy food then customer will be more satisfied. For good food quality must be maintain standardization ensure hygienic raw materials are used to made the food. For good food quality need testy delicious, nutrition should include. For measuring the service Quality measure the food quality is one of them. If measuring the food quality then restaurants provides are quality food. Then it will be ensuring the service quality in Local restaurants.
[bookmark: _Toc3383487]3.3.2 Measuring Quick Service:
Some Restaurants are take huge time to prepare the food as a result sometimes customer are feel boring. In this position they are dissatisfied about the restaurants. By providing prompt services restaurants can ensure service quality. By measuring the restaurants quick services measure the services quality
There are some ways to measuring the service quality:
· Polite behavior of restaurants employee can help the measuring the service quality of local restaurants.

· Before taking the order should say how much time will be required it will be the help to measuring service quality of restaurants. 

· Employee should give individualized attention to customers and in this way measuring the service quality of restaurants.

· If customers are feeling problem in the restaurants and the restaurants take initial step by this way measuring the service Quality 

· In this restaurants employee are dependable or not if they are more dependable then measure that service quality are not good.
                                  

[bookmark: _Toc3383488]                               Chapter-4
[bookmark: _Toc3383489]                             Methodology:
As the study about measuring the service quality of local restaurants in Dhaka city, my main purpose was to investigate what types of services are provided Restaurants in our country?  For conducting the research I followed a certain methodology. For the research purpose I was collect different information from different books, journals, Articles, previous Research and internet. After collecting the information I was conduct survey papers about local restaurants in Dhaka city. For the measuring of service quality of local restaurants the population includes all of local restaurants. 10 local restaurants are selected for collecting the data which are situated in different five locations. Here showing the local Restaurants and their Locations.
	         Area/ Locations
	Restaurants Name;

	1. Dhanmondi
	The Platinum Plate , The Sultans dine, The Café-Rio.

	2. Uttara
	Sky Touch restaurants, Chins and Gugs.

	3. Banani
	Alom Hotel and restaurants, The Steak Joint restaurants.

	4. Khilgaon
	Naharbari Restaurants, Alfresco Restaurants.

	5. Ghulshan
	Ghulshan Darbar Restaurants. Eat Italia restaurants.



These are all the local restaurants in Dhaka city which are used in this project.
This project is a descriptive project where every tool is elaborately descriptively said. For project made a questionnaire papers for collects the information practically for make the report more meaningful.

[bookmark: _Toc3383490]4.1 Questionnaire Design:
In my survey I was applied structured questionnaire which is open ended question. This questionnaire was on basis of ServQual methodology. The questionnaire was structure in t5hat way so local Restaurants customer can easily understand. In my question using Likert Scale Ranging from indicating:
	Strongly
Agree
	Agree
	Neutral
	Disagree
	Strongly
Disagree

	       5
	   4 
	    3
	     2
	     1


  
For easily measurement Strongly agree given by 5 point, agree was 4, neutral 3, disagree 2, and strongly disagree was 1.
In this questionnaire have restaurants service related question, and asked about Tangibles, Assurance Reliability, Responsiveness, and Empathy.
For showing the gender using numerical number like male = 1 and female= 2. 
[bookmark: _Toc3383491]4.1 Research Type:
This research is conducted for fulfillment of my undergraduate program .this is a descriptive research; in this Research everything is descriptively elaborated. 

[bookmark: _Toc3383492]4.2 Types of Data:
In every standard research paper have enough information, which is likely to have influence on research objectives. Data was collected from valid sources so that showing the accurate result. On the other hand if don’t collect from valid sources the result will be fault or inaccurate.
For this research it was used two types of data;
[bookmark: _Toc3383493]4.2.1 Primary Data:
We know primary data is the data which is not previously used. For primary data collected prepared a structured questionnaire by me and conduct a survey on local restaurants of service quality. For collect primary data different time consult with my supervisor.
· Direct observation 
· Face to face interview with the customer.
· Practical desk work


[bookmark: _Toc3383494]4.2.2 Secondary data:
This data is previously used in different research, journals, books and articles. For my using secondary data collect from restaurants website, internet, previous research papers, articles. For the secondary data I went through the relevant books and collect the information.
[bookmark: _Toc3383495]4.3 Sample Size:
For collect the information conduct a survey, this survey was doing on 110 local customers of local restaurants. My valid sample size was ( n=100). For collect the information I went door to door local customer, Discussion with the restaurant owner. 
[bookmark: _Toc3383496]4.4 Sampling Technique:
For the research it was used Non probability convenience technique. When collect the information from customer we select the customer randomly. We don’t know who is the next respondent to participate in our survey? Sometimes from students we collect the information after that business person is provides the information. Same in the age we collect information from different age people. After all I have no specific rules to collect the information. As a result this was used non probability technique. 
[bookmark: _Toc3383497]4.5 Data collection Method:
For the collecting data personally met with local customer by me for doing the survey. For met the customers at first to take permission from Restaurants owner or managers. For collecting the data when met the customers I was try to understand the customers why this report is important? How these reports help to the customers? Personally discuss with respondent so that they can easily understand.
[bookmark: _Toc3383498]4.6 Data Analysis Method:
After collecting the data for my report I was analysis these data. By using Microsoft Excel I was analysis the data.  For analyzing the data using some technique, when doing the survey used numerical data likes strongly agree was given 5 and strongly disagree was given 1 point. For showing the gender discrimination used numerical number like male = 1 and Female = 2. In same procedure are used in other options. Measuring the survey result easily use ( age, occupation, income) a numerical number. 
	        Age
	Number

	15 to 25
	1

	25 to 35
	2

	35 to 45
	3

	45 to 55
	4

	More than 55
	5



	Occupation
	Income( Thousand)
	Number

	Study
	0to 10
	1

	Business
	10 to30
	2

	Service
	30 to 50
	3

	Housewife
	50 to 80
	4

	Retired
	More than 80
	5

	Other
	
	6




 In this report trying to show the questionnaire answer by graphical presentation with interpretation. In this process used percentage average system to doing the graph.                         
[bookmark: _Toc3383499]                           Chapter-5
[bookmark: _Toc3383500]                            Findings and Analysis:
For the purpose of completed the report conducting the survey and this survey using 23 dimensions about the local restaurants of Dhaka city. Here describe about the result of every questions.
In survey respondent 100 and in this male was 64 and female was 36. Number of male was high because in our country local restaurants proportionally male customers are high on the other way female customer are feel hesitating to give the questionnaire answer. Now seen the respondent (who participate the survey) Age, Occupations and Income by using table:
                                                        The Table for Age
	            Age
	 Percentage

	          15 to 25
	43%

	          25 to35  
	32%

	          35 to 45
	19%

	         45 to 55 
	3%

	        More than 55
	3%


 
From this table seen that 15 to 25 age respondent was 43%, 25 to 35 ages respondent was 32%, 35 to 45 ages respondent 19%, 45 to 55 ages respondent was 3% and more than 55 ages was 3%.
                                                      The Table for Occupations
	         Occupations
	 Percentage

	           Study
	35%

	           Service
	28%

	           Business
	23%

	           Housewife
	9%

	           Retired
	2%

	           Other.
	3%


  
In this survey Different occupation respondent was participate like 35% respondent occupation was study, 28% respondent occupation was services, 23% was from business, (9% was housewife, Retired respondents only 2% and others occupation was 3%.
                                                          The table for Income  
	 Income (thousands) per month 
	Percentage

	0 to 10 thousands
	40%

	10 to 30 thousands
	31%

	30 to 50 thousands
	15%

	50 to 80 thousands
	9%

	More than 80 thousands.
	5%



In this table show the respondents income. From this table seen that 0 to 10 thousand income was 40% respondents. 31% respondent income was 10 to 30 thousands, 15% respondent said that they are earning 30 to 50 thousands income per month . 9% respondent income was 50 to 80 thousands, and only 5% respondent income was more than 80 thousands. 

           












[bookmark: _Toc3383501]Survey Result

Question 1:The Restaurant equipment (table, light, Ac) is up to date.

Interpretation:
In any Restaurants up to date equipment is most important. Without modern equipment customers are not attracted to the restaurants. For measuring the service quality of local restaurants sometimes it will be considerable. In my survey seen that 22% customer are strongly agree that equipment is up to date. 48% customers are agreeing with this comment. 24% customers are neutral and 6% disagree with this.  Any customer don’t show their strongly disagree. People are goes to the restaurants spending time if restaurants interior decorations are not attractive then customer don’t want to spend the money. It is a important tangible dimension to measuring the service quality of local restaurants. 




Question 2: Their Physical facilities (car parking, Washroom) are visually attractive.



Interpretation:
If physical facilities are available in the restaurants then customer are feel more enjoy, and spend more money. In our country most of the local restaurants are don’t provided some physical facility some are also provide. Especially if wash room are not available in the restaurants Female customer not goes to this restaurants. In this graph show that 6% student are strongly agree with this statement 35% customer are agree above on this statement. 47% customers are neutral about parking facility. 11% customers are disagreeing and 1 percent customer is strongly disagreeing that. This is another criterion to measuring the service quality of local restaurants. About this statement most of the Dhaka city local customer are neutral that means it creating the problem for restaurants.   




Questions 3: Employee Wear good dress.




Interpretation:
In this graph seen that 11% customers are strongly agree that employee wear good dress. 45% customers are agreeing about this statement, 32% customers are neutral on this statement. 11% customers are Disagree and only 1% customer is strongly disagree with this statement. In my survey seen that most of the customers are agree employee wear good dress. Measuring the service quality customer consider employee dress code if dress code the good then customers are more attractive about the restaurants. From the graph Dhaka city customer are agree that the employee wear good dress. 
Questions 4: Appearance of the physical facilities is coping with the restaurants.


Interpretation:
            In this graph seen that 8% customers are strongly agree that physical facilities are coping with the restaurants. 25% customers are agree with this statement .Here 40% customers are neutral about this comments. 21% customers disagree and 6% customers are strongly Disagree with this statement. Many restaurants don’t coping because they think it is not need to the restaurants. Sometimes restaurants are offer irrelevant physical facility for customers that are decrease the service quality. 







Question 5: The restaurants provide service on the right time.


Interpretation:
F98or the customer satisfaction provide the service on the right time is necessary to ensure service quality of local restaurants. Measuring the service quality of restaurants which criterion are consider the customer right time service is one of them. Here we see that 11% customers are strongly Agree that restaurants are provide service on the right time. 31% customers are Agree with this statement.29% customers are neutral about this. 22% customers are disagreeing and 7% customers are strongly disagreeing with this. From the survey said about that most of customer are satisfying with this service. 









Questions 6: When you feel some problem, steps are taken.



Interpretation:
If a customer feel any problem restaurants should take initiate steps so that consumer is not dissatisfied. In my survey seen that 6% customers are strongly agree with this statement. 30% customers are agree, 36% customers are neutral about this. 22% customers are disagree and 6% customers are strongly disagree about this statement. If initiate steps are not taken by the restaurants next time restaurants loss their customers.









Question 7: Employees are dependable. 



Interpretation:
Normally see that local Restaurants employees are more dependable on their Owner. Rater if employees are more dependable than customers are face problem they don’t got the proper services from restaurants. In this graph seen that 8% customers strongly agree with this statement. 28% customers are agree, 42% customers are neutral about this. 19% customers are disagreeing and 3% customers are strongly disagreeing with this statement. From survey seen that this problem are seen the restaurants. 






Question 8: They keep accurate records of goods service, money and others.



Interpretation:
In this graph show that 18% respondent are strongly agree with this statement. 30% respondents are Agree about this topic. 28 % respondents are neutral about this. 22% respondents are shows disagree and only 2% customer is strongly disagree.  If good services are keeping record next time it will be help to the local restaurants to provide service quality.  Now a day restaurants are trying to keep this records. 





Question 9: They are saying about when the service will be provided.



Interpretation:
In restaurants customer is goes to spend the time but sometimes customer have others work on the other hand every person wants to don’t waste their time. In Dhaka city local restaurants service provider have no time sense. They take huge time to provide the service as a result customer is dissatisfied .In my survey seen that only 10% customers are strongly agree with this statement. 23% customers are agreeing with that. 39% respondents are neutral and 25% customers are disagreeing with this statement. 3% respondents are strongly disagreeing on above the statement. 






Question 10: they provide quick (prompt) service.



Interpretation:
Measuring the service Quality of local restaurants in Dhaka city this statement is most important because if don’t provide quick services customer are dissatisfied. For the customer satisfaction prompt services are very crucial things. In my survey seen that 18% respondent are said that they are strongly agree with this statement. 30% respondent are agreeing with this, 28% respondent shows their neutral position for this but 22% customer are  disagreeing and 2% are strongly disagreeing about this statement. In local restaurants seen that about half restaurants don’t provide the quick service.  






Question11: The restaurants employee showing their willingness to help the customers.




Interpretation:
If want to increase the customer satisfaction then must be shows the employee willingness to help the customer. When customer feels some problem if in this situation employee are provide willingly service customer is became loyal customer. In our Dhaka city local restaurants customer shows their thought about this statement they said 24% customers are strongly agreeing and 20% customers are agree with this. In my graph see that 36% customers are neutral about this statement. 19% respondents are disagreeing and 1% customer is strongly disagree about this statement.









Question 12: When Requested to Quick services they are provided.



Interpretation:
Customers have some urgent works sometimes in this situation they requested to provide quick services. If provide the services customer feel happy and satisfied on this restaurants. Our country local restaurants don’t accept the request to provide quick service sometimes. From this graph we seen that 10% customer are strongly agreeing this statement and 28% customer are agree with this statement .35% respondent are neutral about this statement. 23% customers are disagreeing and 4% customers are strongly disagreeing about this. So most of the peoples are think they don’t provide this service as a result it’s create problem for satisfying the customers.   




Question 13: Restaurants employees are trustworthy.


Interpretation:
Without trustworthy people any organization can achieve the success, for service organization it is most important because in service employee and customers are directly related. In local restaurants customers are face problem for lacking of trustworthy people. In my survey seen that 15% respondent says that their strongly agree with this statement 31% customers are agreeing that employee are trustworthy. 30% customers are neutral about this statement. 19% respondents are disagree and5% respondents are strongly disagree about this statement. So it should be said that some restaurants have the problem in trustworthy employee.



 



Question 14: You are feeling safe when transacting with employees.

 
Interpretation:
when customers are transacting with employee customer must be feel safe. If customers are feel that employees are not safe for transacting then it will be harmfull for restaurants business. In my survey seen that 19% customers strongly agree that they are feel safe when transacting with employee. 29% respondents are agreeing that they feel safe when transacting the employee. on this graph see that 26% respondent are neutral about this question.22% respondent are disagree and 4% respondent are strongly disagree with this statement. so from this graph we seen that some restaurants have the problem when transacting with employee.





Question15: Their Employees are Polite.



Interpretation:  
Employee politness is necessary for restaurants business. If employee are not polite and their behavior are not satisfying  than customers are not interested about this restaurants in next time. As a result restaurants are loss the customers. In measuring  service quality of local restaurants employee politnes is important point for this. Here in this graph seen that 21% customers are strongly agree that employe are polite. 25% respondent are agreeing that with this statement.28% respondent are neutral about this statement. 21% respondent are disagree and 5% respondents are strongly disagree about this statement. from this grph seen that many repondent are saying that restaurants employee are not polite which create negative impact for the local restaurants.  




Question 16: You are agreeing that employee get the proper support from the customer.


Interpretation:
For the restaurants bussiness successfully running needs employee get the proper support from the restaurants owner. Without support employee cannot run the business properly.Restaurants owner sometimes give the direction how business will be run, sometimes provide financial support to the employee and provide the internal business related information. In this graph seen that 14% respondent are strongly agree that eployee get the proper support from the owner.31% respondents are agree with this statement. Neutral respondent are 33% they said that employee get the support or not. 18% respondents are disagree and 4% respondents are strongly disagree with this comment. From my survey seen that it is the problem for employee.    
  
  



     
    

Question 17: They are giving individualized attention to customers.  



Interpretations: 
Individualized attention to customers increases the service quality of local restaurants. Though in local restaurants customers don’t give properly individualized attention as a result customers are dissatisfied. From this survey seen that 16% respondent are strongly agree that restaurants are giving individualized attention to customers. 23% respondents are agreeing with this statement. 30% respondents are neutral about this statement. On this graph seen that 24% customers are disagree about with this statement and 7% customers are strongly disagree with this.    







Question 18: Employee can understand what exactly customer needs.



Interpretation;
In restaurants different services are provided, different food items are sold but every customer has different needs. All customers are not same demands.  So employee should understand what exactly customers need. From this survey seen that 11% respondents are strongly agree that employee can understand what exactly customer needs.31% customers are agreeing with this statement. 33% respondents are neutral about this. 19% respondents are disagree and 6% are strongly disagree with this statement. In this graph explained that some the local restaurants employee cannot understand customers exactly needs. It will be another reason for dissaitsfirs the customers. 





Question 19: They are using healthy food ingredients, hygienic raw materials.


Interpretation
To maintain the service quality of a restaurant using healthy food ingredients, hygienic raw materials must be needed. Without hygienic foods service quality don’t ensure in the restaurants. Hygienic food is the first and most important step to ensure the service quality. If a restaurant provides hygienic food customer will satisfied. In our country this the huge problem most of the restaurants are not use to hygienic foods. In my survey seen that only 8% respondents are strongly agree that restaurants are use hygienic foods. 26% respondents are agreeing with this statement. 33% customers are neutral about this. 29% respondents are disagreeing about this and 4% customers are strongly disagreeing about this. So many customers are thinks that restaurants are not using healthy raw materials. It has the negative impact on restaurants business.    




Question 20: They are keeping their restaurants and their foods neat and clean.


Interpretation:
Measuring the service quality of local restaurants in Dhaka city keeping the foods neat and clean is the most important dimension. If restaurants owner wants to increase the profit without this dimension is quietly impossible. It will be said that this the major issue to satisfied the customers. If restaurants provide the service by neat and clean customer will satisfied it is the basic demand for the customers if restaurants are seen that like dirty and mess customers are not buying the food from this restaurants. In our Dhaka city seen that only 6% customers are strongly agree that restaurants are keeping their foods neat and clean. 25% respondents are agreeing about this. 32 % respondents are neutral about this. 34% respondents are disagree and 3% respondents are strongly disagreeing that restaurants are not keeping the foods neat and clean. So it seen that many people are disagree that they are not keeping foods neat and clean. It creates the problem for restaurants business.  



Question 21: You think you will come back to this restaurant quite often.


Interpretation:
When respondent to ask you think you will come back to this restaurants only 4% respondents are strongly agree that they want to come back. 23% customers are agreeing to come back. 36% respondents are neutral about this statement. 32 % respondents are disagreeing that come to the restaurants and 5% respondents are strongly disagreeing to come the restaurants again. So from my survey see that most of the customers are not come to these local restaurants again, because restaurants have some problems.







Question 22: You wish to refer to you friends and family.



 Interpretation:
Though in our country people think now a days restaurants customer are increase day by day but in my survey seen that 36% local restaurants customer are disagree refer to his or her friends and family member to come local restaurants in Dhaka city. 7% customer are strongly agree to wish to refer to his or her friends and family .20% customer are agree with my question. 25% customers are neutral and 12 percent customers strongly disagree with this question.








Question 23: Rate the service quality of this restaurant (1 very bad …10: very good)

Interpretation:
When said to respondent about give the rate the service quality of this restaurants 1; very bad …10: very good. From 100 respondent 10 0ut of 10 was not given any respondent. 9 out of 10 were given only 5 percent respondents. Here 8 were given by 11% respondents 7 was given by 24% respondent. In this graph seen that 6 out of 10 were given by 28% respondents, this is highest percentage in this graph. Here 5 were given by 15% respondents, 4 were given by 11% respondent, and 3 were 4% respondents 2 and 1 were given by only 1% respondent. In this survey every respondent averagely give more than 6 out of 10. Which means in Dhaka city local restaurant  are provide good service not best services but local restaurants try to provide better service for sustain in the market.             



[bookmark: _Toc3383502]                                       Chapter-6	
[bookmark: _Toc3383503]                      Recommendation and Conclusion:
[bookmark: _Toc3383504]Recommendation:
When the project was conducting and by survey a lots of problem are seen. In our country if restaurants business wants achieve their target goals and measuring, ensuring the service quality restaurants must be followed the rules and structure.

· In measuring the service quality of local restaurants the main problem was providing unhealthy and unhygienic food. For the service quality should be ensure the hygienic food in the local restaurants.

· Restaurants should always try to keeping neat and clean. If restaurants keeping neat and clean customers are feel safe from germ, and food poisoning.

· If customers feel some problem should take initiate steps to solve the problem.

· In Dhaka city some local restaurants physical facility are not adjusted their service. So try to adjust to the service.

· By survey seen that most of the local restaurants have no proper physical facility like Car Parking, so try to available this service to the customers .

· Employee should behave with politely, so that customers are satisfied.

· Restaurants should provide the quick service to ensure the service quality.

· Government or authority ( Dhaka city corporation) should take some steps so that measuring the service Quality and ensure the service quality. If authority takes the necessary steps some problems are easily solved.	






                                                
[bookmark: _Toc3383505] Conclusion:
In our country Restaurants industry have a huge possibility to achieve their goals and maximize the profit. Though Dhaka city is the most densely populated city in the world but in this city peoples economic conditions so well. On the other hand different issue people eating outside the home sometimes it is necessary and sometimes it spending the time with friends and family. So it is a huge opportunity to restaurants industry and in Dhaka city local restaurants are using this opportunity and make the profit. Local restaurants of Dhaka city service quality are not as much as standard so that customers are satisfied though some restaurants are different they provide good service quality. In restaurants industry have some problem to providing the service Quality. In this project try to identify customers how measure the service quality of local restaurants in Dhaka city.  They are using various dimensions to measure the service quality. If restaurants are understand the customer expectation and providing as much as service they want. Over all see that if restaurants want to fulfill the customers demand then must be fulfill the customer requirement which previously mentions.  In Dhaka city local restaurants have huge competitor, in this situation restaurants should measure the service quality and provide the service quality for the surviving in the market.       
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[bookmark: _GoBack]                                                    on
Service Quality Measurement of Local Restaurants: 
A Study in Dhaka City
Respondent information:
Location:
 Restaurant Name:
Age: 
	15 to 25
	35 to 45
	more than 55

	25 to 35
	45 to 55
	



Gender: 
	  Male
	Female    
	


             
Occupation: 
	Study
	Service
	Retired

	Business
	Housewife
	Other



Income (Thousands) per month:     
	0 to 10 thousands
	10 to 30 thousands
	30 to 50 thousands.

	50 to 80 thousands
	More than 80 thousands
	





	Serial
No
	
Dimension/ Question Area
	Strongly 
Agree(V5)
	Agree(V4)
	Neutral(V3)
	Dissagree(V2)
	Strongly  Dissagree(V1)

	1
	The restaurant equipment (table, light, ac) is up-to-date.
	
	
	
	
	

	2
	Their Physical facilities (car parking, Washrooms) are visually attractive.
	
	
	
	
	

	3
	 Employees wear good dress.
	
	
	
	
	

	4
	Appearance of the physical facilities is coping with the restaurants.
	
	
	
	
	

	5
	The restaurants provide the service on the right time.
	
	
	
	
	

	6
	When you feel some problem, steps are taken.
	
	
	
	
	

	7
	Employees are dependable.
	
	
	
	
	

	8
	 They keep accurate records of good service, money, others.
	
	
	
	
	

	9
	 They are saying about when the service will be provided.
	
	
	
	
	

	10
	They provided prompt services.
	
	
	
	
	

	11
	The restaurants employee showing their willingness to help the customers.
	
	
	
	
	

	12
	When requested to quick service they are provided.
	
	
	
	
	

	13
	Restaurants employee are trustworthy.
	
	
	
	
	

	14
	You are feeling safe when transacting with employees.
	
	
	
	
	

	15
	Their employees are polite.
	
	
	
	
	

	16
	You are agreeing that employee get the proper support from the restaurant’s owner.
	
	
	
	
	

	17
	 They are giving individualized attention to customers.
	
	
	
	
	

	18
	Employee can understand what exactly customer needs.
	
	
	
	
	

	19
	 They are using healthy food ingredients, hygienic raw materials.
	
	
	
	
	

	20
	They are keeping their restaurants and their foods neat and clean. 
	
	
	
	
	

	21
	You think you will come back to this restaurant quite often 
	
	
	
	
	

	22
	You wish to refer to your friends and family.
	
	
	
	
	


23. Rate the service quality of this restaurant (1: very bad …5: very good):  
	1
	2
	3
	4
	5
	6
	7
	8
	9
	10


                                         
                                    Thank You for your Time!

 


                                              The END
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