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Abstract : The purpose of the present study is to investigate customer satisfaction level
toward service quality offered by high-scale restaurants. It is expected that the results
could provide guidelines for use by operators to improve restaurant service. The survey
questionnaire was undertaken with those who have been eating at Ruth’s Chris Steak
Restaurant. The importance-performance analysis was applied to identify the areas of
strengths and opportunities for improvement through the examination of customer
pre-trip expectations and actual dining experiences towards the five dimensions of
service quality proposed by Parasuraman, Zeithaml, and Berry (PZB).The results indicate
that the professionalism of service staff is one of the issues that customers care about and
the operators of high-scale restaurants should commit to staff training and competence
assessment in order to ensure that customer requirements are met and customer trust is
gained. The cleanliness and sanitary of the dining environment together with the courtesy
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and enthusiasm of service staff are the two most important issues that the operators
should continue working on. Finally, the development of marketing strategies should be
flexible depending on the different characteristics of customers in order to create
differentiation advantage.

Keyword : High-scale restaurants , Service quality , Customer satisfaction ,
Importance-performance analysis
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