S~

FACTORS INFLUENCING CUSTOMER BEHAVIORAL INTENTION TO REVISIT
RESTORAN MELAYU MELAKA

NUR FARIS BIN NUR FUAD
2015137003

BACHELOR OF BUSINESS ADMINISTRATION WITH HONOURS (MARKETING)
FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA MELAKA

JANUARY 2019



ACKNOWLEDGEMENT

First of all, I would like to express my special thanks of gratitude to my advisor
Sir Rizuwan Bin Abu Karim who gave me the golden opportunity to do this wonderful
thesis on the topic Factors Influencing Behavioural Intentions to Revisit Restoran
Melayu Melaka, which also helped me in doing a lot of research and | came to know
about so many new things. | am really thankful to his. He help me lots of things in
completing my thesis from the first semester until the end. He never refused to meet
me if | have a problem in doing this paper whether it is big or even small matter. |
think, if not because of his help, | cannot finish this paper on time. He is the best
advisor that | have ever had. It is such a great experience knowing and working with

him in completing this paper.

Secondly, | would like to thank my parents, my siblings and friends who
helped me a lot in finalizing this paper within the limited time frame. Even though my
family is busy working but they always keep in touch with me and help me. They also

the ones who keep giving me advise so that | am not giving up before | finish.

Not forgetting my classmates because all of them always are with me from
the first semester until now. They encouraged me to do better and better every day
and in every paper that | work on. Moreover, they are willing to accompany me while

| am doing this paper. A Lot of thanks for them as my best classmates ever.



TABLE OF CONTENTS

TITLE PAGE

DECLARATION OF ORIGINAL WORK
ACKNOWLEDGEMENT

TABLE OF CONTENTS

LIST OF FIGURES

LIST OF TABLES

LIST OF ABBREVIATION

ABSTRACT

CHAPTER 1 INTRODUCTION

1.1 Background of study

1.2 Problem statement

1.3 Research question

1.4 Research objective

1.5 Significance of study
1.5.1 Significance of Researchers
1.5.2 Significance to Customer
1.5.3 Significance to Restoran Melayu Melaka
1.5.4 Future Research

1.6 Scope of study

1.7 Limitation of study
1.7.1 Behavioural Intentions
1.7.2 Facility Aesthetics
1.7.3 Ambience
1.7.4 Table Setting
1.7.5 Ligthing
1.7.6 Layout
1.7.7 Service Staff

CHAPTER 2 LITERATURE REVIEW

2.1 DINESCAPE ELEMENTS

2.1.1 Facility Aesthetics

2.1.2 Ambience

2.1.3 Lighting

2.1.4 Table Setting

2.1.5 Layout

2.1.6 Service Staff
2.2 Behavioural Intentions

2.2.1 Previous finding customer satisfaction
2.3 Theoretical framework

PAGE

vii
Vii
vii
Viii

OO NNNOOOOOOOOOOU1TOTOTADN B

10
10
11
12
13
14
14
15



CHAPTER 3

CHAPTER 4

CHAPTER 5

2.4 Hypothesis development

RESEARCH METODOLOGY

3.1 Research design
3.1.1 Purpose of study
3.1.2 Research strategy
3.1.3 Study setting
3.1.4 Extant of research interference
3.1.5 Time horizon
3.1.6 Unit of analysis

3.2 Data collection method
3.3 Questionnaires
3.3.1 Number of Manifest for this study
3.3.2 Table Likert Scale
3.4 Development of Measurable items
3.5 Sampling
3.6 Data analysis
3.6.1 Getting the data ready for analysis-coding,
data entry and editing
3.6.2 Getting a feel for the data frequency
3.6.3 Measure of central tendency
3.6.4 Testing goodness of data- reliability analysis
3.6.5 Hypothesis testing- simple regression

DATA ANALYSIS AND FINDING

4.1 Preliminary data analysis

4.1.1 Data editing and coding

4.1.2 Testing goodness of data-reliability analysis
4.2 Descriptive statistics of latent construct
4.3 Demographic analysis of respondent
4.4 Findings

4.4.1 Research question 1

4.4.2 Research question 2

4.4.3 Research question 3

4.4.4 Research question 4

4.4.5 Research question 5

4.4.6 Research question 6

RECOMMENDATION, FUTURE RESEARCH AND

CONCLUSION

5.1 Discussion of the finding
5.1.1 Research question 1
5.1.2 Research question 2

16

17
17
17
17
17
18
18

18
19
19
19
20
22
23

23
23
23
24
24

25
25
25
26
28
31
31
31
32
32
33
34

35
35
36



ABSTRACT

Dinescape seems to be accepted as a fundamental factor that will influence
customer behavioural intentions; however, it has been often being ignored in
restaurant service quality and satisfaction studies. The primary objective of this study
was to investigate the factor that influencing customer behavioural intentions to
revisit Restoran Melayu Melaka. This study also attempted to investigate the
improvement of Dinescape towards customer behavioural intentions with a structural
equation modelling techniques; this study shows that overall Dinescape quality
significantly affects customer behavioural intentions. Subsequent regression
analyses demonstrated that Dinescape influence customer behavioural intentions
through the quality that the restaurant serve to their customer. Thus, managers
should pay attention to the key Dinescape attributes that elicit customer behavioural

intentions and enhance return visits in the restaurant business.

Keyword: Dinescape, behavioural intentions, facility aesthetics, ambience, lighting,

layout, table setting, service staff
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