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ABSTRACT

The objectives of this research are 1) to study the customers’ satisfaction towards the

services at Dean and Deluca, Emquartier Branch based on the demographics of customers
who use the service 2)to study the customers’ behavior of customers who use the services

at Dean and Deluca, Emquartier Branch.

The samples in this research are the customers who use the service at Dean and
Deluca, Emquartier Branch. The instruments for collecting the data were questionnaires and

data analyzed by using statistic software (SPSS)the statistics for data analyzed are
frequency, percentage, mean, standard deviation and Chi-square Test (X’) for the hypothesis
testing the statistical significance at 0.05.

The result of this research shows that the customers mostly were male (50.5%), aged
20-30 years (50.2%), and (50.5%) of customers were single. Most of the customers were
educated with bachelor’'s degree or equal (59.3%), average monthly incomes below 20,000
bath per month 40.7%) and they work as a company employee (53.3%). From the point of
satisfaction analysis towards the services at Dean and Deluca, Emquartier Branch,
customers’ extremely satisfied in total aspect and for the partly aspect the customers
extremely satisfied in a part of food and staff both were 4.40 on average.

The results of hypothesis testing show that the different personal factors included
age, marital status, and education will depend on the factor of customers’ satisfaction who
use the services at Dean and Deluca, Emquartier Branch statistically significant at 0.05.
Additionally, the difference in consumer behavior in the frequency of purchased food, a
period of using the services will depend on the factor of customers’ satisfaction who use the
services at Dean and Deluca, Emquartier Branch statistically significant at 0.05.

Keywords: satisfaction, consumer behavior, restaurant
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