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Abstract: This paper examines and measures the quality of services provided by
restaurant in Malaysia. Sea-food restaurant operators have been chosen for the study
as this segment enjoys a niche in the Malaysia market. Empirical research is used to
determine diners’ expectations and perceptions of the quality of service, and a
comprehensive scale adapted from SERVQUAL is empirically evaluated for its
usefulness in the Malaysian environment. Results based on testing the mean
differences between expectations and perception indicate that diners’ perceived value
of the services is lower than expectations for 22 0f the 26 variables measured. The
implications are discussed.
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