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ABSTRACT

Identifying restaurant servicescape cues that can promote positive consumer
behavioural outcomes has drawn academics and practitioners' attention. Although
studies shows that servicescape has great impacts on consumer perception on service
characteristics, however the servicescape and e-servicescape across ethnic
restaurants, along with their impacts on consumers’ behavioural intention, appear to
be scarce. This study aims to examines the effects of physical, social, and e-
servicescape as determinants of positive consumer behaviours such as revisit
intention, loyalty, and positive WOM. Using purposive sampling, a self-administered
questionnaire was completed by 200 consumers of upscale ethnic restaurants in
Malaysia. Partial least squares structural equation modeling was used to test the
hypothesized relationships. Results show that physical, social, and e-servicescape are
significantly affect to positive behavioural outcomes. In addition, the essential role
of perceived authenticity as mediation towards the servicescape’s effect in the ethnic
restaurant setting and its positive behavioural intention effects is also discussed. This
study provides insights to restaurateurs in understanding how they can manipulate
ambience, human interactions and online presence that authentically represent a
culture could encourage consumers' positive behavioural outcomes. The present
study contributes to the existing servicescape literature by highlighting the critical
role of the e-servicescape alongside the other two, more tangible elements of a
servicescape: physical servicescape and social servicescape in upscale ethnic Malay
restaurant.

Keywords: Social Servicescape; Ethnic Restaurants; e-servicescape; Physical
Servicescape; Perceived Authenticity

v



ACKNOWLEDGEMENT

Assalamualaikum. Firstly, I wish to thank God for giving me the opportunity to
embark on my master’s degree and for completing this long and challenging journey
successfully. The completion of this study could not be possible without the help
both of my supervisors, Dr Nadia Hanin Nazlan and Dr Ahmad Esa. Thank you for
not giving up on me and patiently correcting my imperfect English. I'm so grateful
and honored to be trained by intelligence supervisors. Your guidance and support are

highly appreciated.

My appreciation also goes to my mother, Arinawati Binti Maamor, for always being
there. Supporting me through ups and down and believing in me when [ almost lost

hope in myself.

A special thanks to Madam Inoor, Dr Khairun, Mr Taufik, Prof. Dr Artinah and Dr
Norzuwana for lending hands throughout my thesis journey. I truly appreciated all

the kindness and advises given.

I also wish I could thank all the participants who willingly took part in this study.

Only Allah can repay your kindness.

Finally, I owe a big thanks to my best friend, Muhamad Firdaus. Thank you for your
patience, supports and prayers. Besides my main supervisor, you are the only person

who encourage me finish what I’ve started and pushed me to where I am today.

Alhamdulillah.



TABLE OF CONTENTS

Page

CONFIRMATION BY PANEL OF EXAMINERS ii
AUTHOR’S DECLARATION iii
ABSTRACT iv
ACKNOWLEDGEMENT v
TABLE OF CONTENTS vi
LIST OF TABLES ix
LIST OF FIGURES X
CHAPTER ONE: INTRODUCTION 1
1.0 Background of study 1
1.1 Problem Statement 3
1.2 Research Objectives 6
1.3 Research Questions 6
1.4 Proposed Conceptual Framework 7
1.5 Research Hypotheses 9
1.6 Significance of the study 10
1.7 Operational Definitions 12
CHAPTER TWO: LITERATURE REVIEW 14
2.1 Underlying Theories 14

2.1.1 Stimulus Organism Response (S-O-R) 14

2.1.2 Cognitive Appraisal Theory 18
2.2 The Restaurant Industry 20
2.3 Ethnic Restaurants 23

2.3.1 Ethnic Malay Restaurants 24
2.4 Servicescape 25

2.4.1 Servicescape in Hospitality 27

vi



