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Abstract

The objectives of the study were (1) to study the level of customers’
perceptions towards the service of the Fufu Shabu buffet restaurant.; (2) to study the level
of customers’ expectations towards the service of the Fufu Shabu buffet restaurant. and
(3) to comparing the expectations and perceptions of customers toward the services of the
Fufu Shabu buffet restaurant.

The study was a survey research. The population was customers who use the
service of the Fufu Shabu buffet restaurant. Due to unknown population sizes, the sample
size was calculated by using Cochran's formula at a confidence level of 95 percent. The
sample was 400 customers selected by using convenience sampling method. The data
was collected by using a questionnaire and the statistics used in data analysis were
frequency, percentage, mean, standard deviation and Paired Samples t-test.

The results showed that (1) the level of customers’ perceptions towards the
service of the Fufu Shabu buffet restaurant overall had a highest level in assurance first
followed by tangibles, reliability, empathy and responsiveness respectively; (2) Overall,
the level of customers’ expectations towards the service of the Fufu Shabu buffet
restaurant had a highest level. First, is an assurance followed by empathy, tangibles,
reliability and responsiveness; and (3) Customers with different expectations and
perceptions, there are different opinions on the quality of service of the Fufu Shabu buffet
restaurant at 0.05 statistically significance. The average customer perception towards the
service of Fufu Shabu buffet restaurant is lower than the average of Customers’
expectations towards the service of Fufu Shabu buffet restaurant in all aspects.

Keywords: Service quality, Fufu Shabu buffet restaurant, Expectations, Perceptions
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Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 30 100.0
Excluded 0 0.0
Total 30 100.0

Reliability Statistics

Cronbach's Alpha N of Items

0.971 61

i k) r v
mﬂ@niNﬂﬁ’)ﬂﬂ’ﬂﬂuﬂ%ﬂﬁﬂﬂlﬂﬁﬁﬂﬂEJ“VN‘H?J@GLULL‘UU?(@U‘OWN mmmz%nu (cronbach’s

Y i1 v
Alpha) 0D 0,971 wasuuUaeUm il Ianudenuga (Resagen diqu 2552: 14)
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