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Abstract 

This study attempts to measure students' satisfaction towards Cluster B's 

cafeteria service quality. All four dimensions of service quality being tangibles, 

reliability, customer relations and food. The questionnaire survey will be 

conducted on a one-week period after dinnertime at Cluster B. The Cronboch 

Coefficent Alpha will be used to test the construct reliability. Descriptive Statistics 

to measures the central tendencies and dispersion to identify the perception 

score towards the attributes of service quality. T-Test will be used to identify 

whether there will be difference between male and female in their frequency eat 

at the cafeteria. Analysis of variance (ANOVA) will be used to determine the 

relationship between college they lived and their satisfaction. The results of this 

study will assist the cafeteria management to do an efforts on improving the 

students' perception toward the cafeteria service quality. 



CONTENTS 

Acknowledgement 

Chapter 1: 1 
1.1 Introduction 1 
1.2 Problem Statement 1 
1.3 Research objectives 2 
1.4 Scope of research 2 
1.5 Significance of the study 2 
1.6 Definition of terms/concepts 3 

Chapter 2: Literature Review & Conceptual Framework 
Framework 
2.1 Literature review 4 

2.1.1 Cafeteria 4 
2.1.2 Service quality 5 

2.1.2.1 SERQUAL 6 
2.1.2.2 DINESERV 8 

2.1.3 Satisfaction 8 
2.1.4 Conclusion 9 

2.2 Conceptual Framework 10 
2.2.1 Independent variable: Dimension of DINESERV 10 

2.2.1.1 Tangible 10 
2.2.1.2 Reliability 11 
2.2.1.3 Customer relations 11 
2.2.1.4 Food 11 

Chapter 3: Research Method 
3.1 Research design 12 
3.2 Unit of analysis 12 
3.3 Sample size 12 
3.4 Sampling technique 12 
3.5 Measurement 13 

3.5.1 Demographic dimension 13 
3.5.2 Tangible dimension 13 
3.5.3 Reliability dimension 14 
3.5.4 Customer relation dimension 14 
3.5.5 Food dimension 15 
3.5.6 Satisfaction 15 

3.6 Data collection 15 



Chapter 5: Findings 
4.1 Reliability coefficients 
4.2 Frequency distributions 
4.3 Central Tendencies and Dispersion 
4.4 Hypotheses testing 

4.4.1 Hypotheses 1 
4.4.2 Hypotheses 2 

Chapter 5: Discussion and Conclusion 

References 


