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Service quality expectation in the Thai restaurant in Japan
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Abstract

The objective of this study was to
investigate the expectations and the aspects that
affect Japanese’s expectation toward service
quality of Thai restaurant in Japan. This study
was based on the survey of 170 Japaneses in
Kanto region and 170 Japaneses in Kansai region
aged over 20 years who have at least one time
experience of dining at any Thai restaurant in
Japan. The result attained from this study can be
concluded that the sampling group had different
expectations toward each service quality factor.

“Reliability dimension” was rated as the most

expected service quality factor, and followed by
Responsiveness, Assurance, Tangibility and

Empathy respectively.

Moreover, analysis of variances between
demographic characteristics, geographic
characteristics and direct experience toward
Thailand with expectation of service quality for
Thai restaurant in Japan, found that there was
statistical significant difference at 0.05 level

for the aspect of income and the objective of

coming to Thailand
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