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ABSTRACT

The Impact of Themed Buffet Dinner on Customer Satisfaction.

The Case of Padma Resort Bali at Legian.

By

Ersha Apriolla Salim
Mr. Ogke Prawira Triutama, S. ST, M.Si.Par. , Advisor

SWISS GERMAN UNIVERSITY

Recently, buffet businesses are still growing and gaining more popularity, one of the
examples happens in Las Vegas. However, many hotel restaurant marketers have
improvised their buffet restaurant business by giving a theme to distinguish
themselves from any other restaurants, especially independent restaurants. This study
emphasizes in evaluating one of the dinning concept which is themed buffet dinner,
that is implemented in a hotel restaurant. This study aims to investigate how the
popularity of themed buffet gives impact on customer satisfaction in a hotel restaurant
by using the sample of Padma Resort Bali. From the literature review, there are five
indicators that build customer satisfaction in themed buffet dinner. A primary research
in the form of questionnaire was conducted and processed hy using simple linear
regression. Based on a survey of 72 customers who have experienced the themed
buffet dinner in Padma Resort Bali, it has been identified that from five indicators,
only four indicators that give significant impact to customer satisfaction which are
theme, physical environment or ambience, food quality and value for money.
Furthermore, service quality is the only attribute that does not significantly impact

customer satisfaction. Managerial implications are discussed.

Keywords: themed dinner, hotel restaurant, customer satisfaction, buffet
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