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Exploring the Service Quality of Cultural and Creative
Restaurants in Taipei from the Perspective of Cultural and
Creative for Service Innovation: An Application of
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Graduate: Chia-Shou Hu Adviser: Ming-Hung Lin Ph.D.
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Abstract

Based on the theory of service innovation and customer satisfaction, this study
explores the culture and creative restaurants. The idea of creating new management,
service quality on the customer’s satisfaction, research and innovation restaurants
plus innovative service will make a sound on the customer’s fullness. As concluded
the collected theory and literature inside and outside Taiwan, then founded that it
bells down to the correlation between innovative service and service quality, which
causes the influence of consumers on the satisfaction of culture and creative
restaurants.

1. “New Service Concept”,

2. “New Client Interface”

3. “New Service Delivery System”,
4. “Technical Options”,

5. “Tangibles”,

6. “Reliability”,

7. “Assurance”,

8. “Responsiveness”,

9. “Empathy”,

Total of 9 aspects, as well as reference to a number of different scholar’s
questionnaire compiled the questionnaire of this study, and the dining customers who
went to the restaurant in Taipei City were the subject of the study. A total of 270
questionnaires were issued and 250 questionnaires were returned, resulted in 92%
returning rate.

After analyzing the collected data, descriptive statistical analysis, reliability
analysis and important performance analysis (IPA) are carried out. To explore the
customer’s real feelings about the creation of new and service quality of the culture
and creative restaurant service, and to study the results of the text. The age of the
culture and creative restaurants’ customers to young ethnic groups, gender for
women customers are the majority, is mostly above university-educated. And
customers attach great importance to the service provided by the service staff of the
culture and creative restaurants, do not want the demand to be ignored, is the meal.
Restaurant operators need to strengthen and improve. In addition, although technical
selection and caring are secondary service items that customers attach importance to.

Vi



However, this study considers that technology and experience consumption are the
trend of future development, and suggests that operators should not ignore this,
perhaps this is the key that can compete for victory from the same industry in the
unfinished business.

Keywords: Importance-Performance Analysis, Cultural and Creative, Service
Innovation, Cultural and Creative Restaurants, Customer Satisfaction
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