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ABSTRACT

Although researchers have, during the past decade, become increasingly interested in customer
satisfaction customer reaction, and service quality issues, very little of research has devoted to
the family restaurant. Family restaurant industry is among the fastest growing sectors of the
tourism market.

This paper discusses the importance of the family restaurant product and service quality, and
presents the relationship among service quality, customer satisfaction, and customer reaction.
The literature supports the value of family restaurant's service quality and relation between
service quality and customer reaction.

Exploratory study examined customer's satisfaction with service quality components and
customer's reaction with satisfaction. The survey was conducted in four phases; service quality,
customer reaction(satisfaction, repurchase intention, and word of mouth), restaurant information,
general profile of customer.

The results of the study show that service quality(product's quality, physical character)
provided family restaurant customer with the overall satisfaction, and service quality affected on
customer reaction(repurchase intention, positive word of mouth). Also overall satisfaction affect-

ed on repurchase intention and positive word of mouth.
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