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ABSTRACT 

 

Service quality is a critical factor for the success of the restaurant industry in Nepal. 

This study focuses on the relationship and impact between e-service quality and 

customer satisfaction. The research uses simple random sampling for sampling the 

data. Data from 190 customer responses were analyzed. The instruments are 

descriptive statistics and inferential statistics. To analyze the reliability and validity of 

the data Pearson Correlation is used. The results indicate a positive correlation 

between service quality variables (reliability, responsiveness, payment options, 

assurance, communication, and web design) and customer satisfaction. The study 

found a positive relationship between service quality variables and customer 

satisfaction. This means that improving service quality will increase customer 

satisfaction. The research adds to the understanding of e-service quality and its impact 

on customer satisfaction in the Nepalese restaurant industry. 

 

Keywords: E-service quality, Customer Satisfaction, Reliability, Responsiveness, 

Tangibility   Communication etc. 
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APPENDICES  

APPENDIX-I  

QUESTIONNAIRE 

 

Here's a sample survey questionnaire on service quality and customer satisfaction in 

the restaurant business: 

Section 1: General Information 

1. Gender: 

   - Male 

   - Female 

 

2. Age: 

a) 10-20 years  

b) 20-30 years  

c) 31-40 years  

d) 41 and above  

 

3. Profession  

Business  

Service  

Housewife 

Students  

 

4. Academic qualification  

a) PhD  

b) M.phil. 

c) Master  

d) Bachelor  

e) Intermediate  

f) SLC and below  

 

 

 



5. Income level  

a) Below-10000 

b) 20000-30000 

c) 30000-40000 

d) Above 40000 

 

Section 2: Service Quality 

Please use the following table to rank your responses to the situations given below. 

(Please make a tick mark on the appropriate option)  

Perception 

Strongly 

Agree 

Agree Neither agree 

nor disagree 

Disagree Strongly disagree 

1 2 3 4 5 

Independent Variables 

Reliability Service quality measurement variables Perception 

REL 1   

Service Speed, Taking Ordering, food and process 

was best.  

1  2  3  4  5  

REL 2  

Staff are sincerely handling customers’ needs.  

 

1  2  3  4  5  

REL 3  

Pricing to the all customers was same. 

 

1  2  3  4  5  

REL 4  

Delivered orders within the promised time frame.  

 

1  2  3  4  5  

REL 5  

Error Free Service.  

 

1  2  3  4  5  

REL 6  

The price of the extra service at restaurant was 

familiar. 

1  2  3  4  5  



 

5. Indicate and briefly describe any problems or incidents you had at the restaurant that weren't 

included above but had a significant impact on how you saw it as being more or less 

dependable. 

 

Responsiveness Service quality measurement variables      

          RES 1  

Employee was helpful and willing to the customers 

help.  

1  2  3  4  5  

RES 2  

 Providing Prompt Service to Customer.  

 

1  2  3  4  5  

RES 3  

 The employee are friendly to customer. 

 

1  2  3  4  5  

RES 4  

Customer get helped when needed.  

 

1  2  3  4  5  

RES 5  

Customer order are delivered as they want.  

 

1  2  3  4  5  

RES 6  

Important or necessary information shared to 

customers. 

 

1  2  3  4  5  

7. Indicate or quickly describe any additional experiences you had at the hotel, whether or not 

they were described above. Include details about how accommodating the staff was to you and 

how it may have influenced your opinion of the property. 

 

Empathy Service quality measurement variables      

EMP 1   

Restaurant provides convenient business hour.  

1  2  3  4  5  

       



EMP 2 Listening to customer issue and or request 

correctly.  

 

1  2  3  4  5  

EMP 3  

Personal attention to the customer was good. 

 

1  2  3  4  5  

EMP 4  

Customer feels that employees adequately listened 

to their issue or request.  

 

1  2  3  4  5  

EMP 5  

Restaurant focuses to fulfill customers’ needs.  

 

1  2  3  4  5  

9.  Indicate or quickly describe any additional circumstances or experiences—whether or not 

they were stated above—that may have given you the impression that the hotel and its staff 

genuinely cared about your well-being while you were dining there. 

Payment Option Service quality measurement variables      

PAY 1  Available payment options are convenient and 

easy to use 

1  2  3  4  5  

PAY 2 The payment process is quick and efficient.  

 

1  2  3  4  5  

PAY 3 The variety of online payment options offered 

meets my needs and preferences. 

 

1  2  3  4  5  

PAY 4 The variety of payment options offered meets my 

needs and preferences.  

 

1  2  3  4  5  

PAY 5 Customers are feeling safe and secure to paying 

online.  

 

1  2  3  4  5  

PAY 6 Overall, I am satisfied with the payment options 

available for e-service quality in this restaurant. 

1  2  3  4  5  

1.  Indicate or briefly describe any other factors—positive or negative—that you feel had an 



impact on how satisfied you were with the restaurant's staff's level of customer service. 

 

Tangibles 

 

Service quality measurement variables      

TAN 1  

The ambience of the restaurant was best..  

1  2  3  4  5  

TAN 2  

Appealing physical facilities were provided.  

 

1  2  3  4  5  

TAN 3  

Restaurant uses modern and fashionable latest 

equipment. 

 

1  2  3  4  5  

TAN 4  

Restaurant have visually appealing materials (Pham 

plate or Brochures).  

 

1  2  3  4  5  

TAN 5  

The environment/decoration was photo/Instagram 

friendly.  

 

1  2  3  4  5  

13. Indicate or briefly explain about any other aspect mentioned above or not that you 

experienced at the restaurant in regards to how tangibles were to you that may have affected 

your view of the restaurant in a more or less positive point of view 

Communication 

 

Service quality measurement variables      

COM 1   

Clear and understandable information of services 

was provided.  

1  2  3  4  5  

COM 2  

Explains about the foods and services in detail.  

 

1  2  3  4  5  

COM 3  1  2  3  4  5  



Assure the consumer that a need was handled. 

 

COM 4  

Friendly Behaviors to the customers and others.  

 

1  2  3  4  5  

COM 5  

Menu of the restaurant was fully detailed and 

informative.  

 

1  2  3  4  5  

15. Indicate or briefly explain any other aspect mentioned above or not that you experienced at 

the restaurant in regards to how communicative employees were to you that may have affected 

your view of the restaurant in a more or less positive point of view 

Web Design Service quality measurement variables      

WEB 1   Visual Appeal: The restaurant's website has an 

attractive and visually appealing design 

1  2  3  4  5  

WEB 2 Ease of Navigation: It is easy to find the desired 

information and navigate through the. 

1  2  3  4  5  

WEB 3 Loading Speed: The website loads quickly, and I 

don't experience significant delays. 

1  2  3  4  5  

WEB 4 User-Friendly Interface: The website's interface is 

intuitive and easy to use, allowing smooth 

interaction and engagement. 

1  2  3  4  5  

WEB 5 Responsiveness: The website is optimized for 

different devices (e.g., mobile phones, tablets) and 

adjusts well to various screen sizes. 

1  2  3  4  5  

      WEB 6 Overall, I am satisfied with the e-service quality 

provided through the restaurant's website. 

1  2  3  4  5  

17. Indicate or briefly explain any other aspect mentioned above or not that you experienced at 

the restaurant in regards to how personalize employees were to you that may have affected 

your view of the restaurant in a more or less positive point of view 

Customer 

satisfaction 

Customer satisfaction measurement variables      



CVS 1  Satisfied with the Services provided by the 

restaurant. 

1  2  3  4  5  

CVS 2  I will recommend the restaurant to family & 

friends. 

1  2  3  4  5  

CVS 3 The restaurant meets your expectation. 1  2  3  4  5  

CVS 4 The restaurant staff’s effort to accommodate your 

preferences. 

1  2  3  4  5  

CVS 5  The restaurant Made me feel valued as a customer. 1  2  3  4  5  

CVS 6 Always be a regular customer of the restaurant. 1  2  3  4  5  

 

 

 

Thank You  

 

                                                                                                                    Researcher,  

                                                                                                             Manisha Adhikari  

                                                                                                                       MBS  

                                                                                                           Shnaker Dev Campus  

 

 

 

 

 

 

 

 

 

 

 



 

APPENDIX-II 

 

Analysis of Dependent & Independent Variables 

Analysis of Reliability 

Descriptive Statistics 

Reliability N Mean Std. Deviation 

1. Service Speed, Taking Ordering, food and 

process was best.  

400 2.85 0.9701 

2. Staff are sincerely handling customers’ 

needs.  

400 2.96 1.0324 

3. Pricing to the all customers was same. 400 2.89 1.0707 

4. Delivered orders within the promised time 

frame.  

400 3.04 0.9531 

5. Error Free Service.  400 2.99 0.0813 

6. The price of the extra service at restaurant 

was familiar. 

400 3.14 1.1279 

Field Survey: 2024 

Analysis of Responsiveness 

 

Descriptive Statistics 

Responsiveness N Mean Std. Deviation 

1. Employee was helpful and willing to the 

customers help.  

400 2.78 1.12 

2. Providing Prompt Service to Customer.  400 3.16 1.14 

3. The employee are friendly to customer. 400 2.67 1.09 

4. Customer get helped when needed.  400 2.87 1.03 

5. Customer order are delivered as they want.  400 2.80 1.05 

6. Important or necessary information shared to 

customers. 

400 2.80 1.13 

Field Survey: 2024 

 

 



 

 

Analysis of Empathy 

Descriptive Statistics 

Empathy N Mean Std. Deviation 

1.  Restaurant provides convenient business hour.  400 2.63 1.17 

2. Listening to customer issue and or request 

correctly.  

400 2.74 1.05 

3. Personal attention to the customer was good. 400 2.64 1.08 

4. Customer feels that employees adequately 

listened to their issue or request.  

400 3.02 1.11 

5. Restaurant focuses to fulfill customers’ needs.  400 3.04 1.09 

Field Survey: 2024 

Analysis of Payment Option 

Descriptive Statistics 

Payment option N Mean Std. Deviation 

1. Available payment options are convenient and easy to use 400 2.71 1.154 

2. The payment process is quick and efficient.  400 3.17 1.101 

3. The variety of online payment options offered meets my 

needs and preferences. 

400 3.14 1.067 

4. The variety of payment options offered meets my needs 

and preferences.  

400 3.11 1.098 

5. Customers are feeling safe and secure to paying online.  400 3.01 1.099 

6. Overall, I am satisfied with the payment options available 

for e-service quality in this restaurant. 

400 2.99 1.091 

Field Survey: 2024 

Analysis of Tangibility 

Descriptive Statistics 

Tangibility N Mean Std. Deviation 

1. The ambience of the restaurant was best.  400 2.81 1.078 

2. Appealing physical facilities were provided.  400 2.91 1.019 

3.Rrestaurant uses modern and fashionable latest 

equipment. 

400 2.96 1.041 



4. Restaurant have visually appealing materials.  400 2.64 1.11 

5. The environment/decoration was 

photo/Instagram-friendly.  

400 2.85 1.084 

Field Survey: 2024 

Analysis of communication 

Descriptive Statistics 

Communication N Mean Std. Deviation 

1. Clear and understandable information of 

services was provided.  

400 2.81 1.072 

2. Explains about the foods and services in 

detail.  

400 2.90 1.084 

3. Assure the consumer that a need was 

handled. 

400 2.87 0.999 

4. Friendly Behaviors to the customers and 

others.  

400 2.74 1.101 

5. Menu of the restaurant was fully detailed 

and informative.  

400 2.74 1.115 

Field Survey: 2024 

Analysis of Web Design 

Descriptive Statistics 

Web Design N Mean Std. Deviation 

1. The restaurant's website has an attractive and visually 

appealing design 

400 2.89 1.025 

2. It is easy to find the desired information and navigate 

through the. 

400 3.00 1.155 

3. The website loads quickly, and I don't experience 

significant delays. 

400 3.04 1.095 

4. The website's interface is intuitive and easy to use, 

allowing smooth interaction and engagement. 

400 2.94 1.094 

5. The website is optimized for different devices and 

adjusts well to various screen sizes. 

400 2.82 1.074 

6. Overall, I am satisfied with the e-service quality 

provided through the restaurant's website. 

400 2.83 0.988 



Field Survey: 2024 

Analysis of Customer satisfaction 

Descriptive Statistics 

Customer Satisfaction N Mean Std. Deviation 

1. Satisfied with the Services provided by the 

restaurant. 

400 2.88 1.001 

2. I recommend the restaurant to family & friends. 400 2.79 1.027 

3. The restaurant meet your expectation. 400 3.01 1.094 

4. The restaurant staff’s effort to accommodate your 

preferences. 

400 2.83 1.066 

5. The restaurant Made me feel valued as a customer. 400 2.68 0.990 

6. Always be a regular customer of the restaurant. 400 3.14 3.167 

Field Survey: 2024 
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