
PATRONS PATRONAGE EATERTAINMENT RESTAURANT 

ZATM ZHARFAN BIN ABDUL HALING 

2013500417 

Submitted In Partial Fulfilment of the 

Requirement for the 

Bachelor of Business Management With Honours (Marketing) 

F A C U L T Y OF BUSINESS MANAGEMENT 

UNIVERSITY T E C H N O L O G Y MARA 

KOTA KINABALU 

JUNE 2016 

i 



ACKNOWLEDGEMENTS 

I would like to acknowledge the contribution of Upperstar restaurant 

respondents who participated within the survey that thus freely and overtly 

provided the mandatory inputs, though it's just about not possible to 

acknowledge and to recognize individually each person who created a 

significant contribution. To the lecturers especially my advisor, Madam Sharifah 

Nurafizah Syed Annuar who kindly assisted me to this thesis and how to do well 

in research survey, thank you very much. 

A special feeling to my wonderful family, I'm so grateful for their emotional 

support, encouragement and love. To my friends and colleagues at the Bachelor 

of Businesss Management Administration (Hons) Marketing and Bachelor of 

Business Management Administration (Hons) Business Economics UiTM, thank 

you very much. These people have contributed in ways that too various to say. 

iv 



T A B L E OF CONTENTS 

Page 

Title Page i 

Declaration of Original Work ii 

Letter of Transmittal iii 

Acknowledgement iv 

Table of Contents v 

List of Figures viii 

List of Tables ix 

List of Abbreviations x 

Abstract xi 

CHAPTER 1 INTRODUCTION 1 

1.1 Background of Study 1 -2 

1.2 Scope of Study 2-3 

1.3 Problem Statement 3-5 

1.4 Research Objective 5 

1.5 Research Questions 6 

1.6 Definition of Term 6-7 

1.7 Limitations of Study 7-8 

CHAPTER 2 L I T E R A T U R E R E V I E W 8 

2.1 Overview 8 

2.2 Past Studies 9-10 

2.3 Experience 11-13 

2.4 Atmospherics 13-17 

2.5 Hedonic & Utilitarian Motivations 17-18 

2.6 Theoretical Framework 19 

2.7 Hypothesis 19 

CHAPTER 3 R E S E A R C H METHODOLOGY 20 

3.1 Introduction 20 

3.1 Research Design 20 

v 



3.1.1 Primary Data 21 

3.1.2 Secondary Data 21 

3.2 Population 21 

3.3 Sampling Frame 22 

3.4 Sampling size 22-23 

3.5 Sampling Technique 23 

3.6 Instrument 23-24 

3.7.1 Experience 24-25 

3.7.2 Atmospherics 25-26 

3.7.3 Hedonic Value 26-27 

' 3.7.4 Utilitarian Value 27 

3.7.5 Patronage Eatertainment Restaurants 28 

3.8 Data Analysis Technique 29 

3.8.1 Descriptive Analysis 29-30 

CHAPTER 4 DATA ANALYSIS 30 

4.0 Introduction 30 

4.1 Descriptive Analysis 31 

4.1.1 Respondent Demographic Profile 31 

4.1.1.1 Gender 31-32 

4.1.1.2 Age Group 32-33 

4.1.1.3 Race 33-34 

4.1.1.4 Marital Status 34-35 

4.1.1.5 Education Level 35-36 

4.1.1.6 Religion 36-37 

4.1.1.7 Residence 38 

4.1.1.8 Income Level 39 

4.2 Scale Measurement 40 

4.2.1 Reliability Analysis 40 

4.2.2 Correlation 41-42 

4.2.3 Multiple Regression Analysis 42-44 

4.2.4 Hypothesis Testing 44-45 

4.2.5 Conclusion 45 

vi 



ABSTRACT 

The eatertainment restaurant is one amongst the foremost notable developments 

within the Malaysian food service industry. The sector has grown at a speedy 

rate from time to time. It's believed that this business is benefiting as a result of 

current native demographic trends, the urbanization and addtionally the lifestyle 

of individuals nowadays that keep ever changing. Besides that, one amongst the 

most important customers of this eatertainment restaurant is the college students 

which are considered as the majority population for this scenario contribution. 

This might be noteworthy to check or to look at how they see the eatertainment 

industry in Malaysia. This research also initially to explore patrons' perceptions 

regarding the eatertainment restaurants quality of services that this industry 

provided for their customers. Furthermore, this research also to examines the 

feature that could leverage consumer predilection for this eatertainment 

restaurant and analyses different eatertainment restaurant positions in the public 

market. This quantitative study was conducted at various eatertainment 

restaurant outlets in Kota Kinabalu city. A survey was conducted through 

distributing questionnaires to patrons from different eatertainment restaurant 

branches. A total 120 self administered questionnaires were distributed with a 

100% response rate. Using quantitative analysis, the data was computed and 

analyzed by using SPSS program. The results indicate that patrons perceive 

eatertainment restaurant in Malaysia to be of a high quality. Their eatertainment 

restaurant choices were strongly influenced by the restaurants cleanliness, 

consistency of menu items and location. Marketers need to identify the factors 

that local customers consider more important when making a decision on the 

selection of a eatertainment restaurant and their marketing strategies should 
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