[image: ]
ADDIS ABABA UNIVERSITY
SCHOOL OF COMMERCE 
MARKETING RESEARCH ASSIGNMENT
Research Proposal on School of Commerce School Cafeteria’s Service Quality  
SUBMMITED TO: INSTRUCTOR RAHEL 
Section: R3MM 
	
	GROUP MEMBERS
	

	        NAME
	 
	     ID.NO

	1. MILKIAS ZEWDU                    
	---------------------------- 
	UGR/9439/12

	2. ABIMELEK SOLOMON
	----------------------------
	UGR/0830/12

	3. ROBSEN CHALLA
	----------------------------
	UGR/3670/12

	4. SEADA MOHAMMED
	----------------------------
	UGR/1491/12

	5. YOSTINA EDMEALEM 
	---------------------------- 
	UGR/3978/12

	6. HERMELLA FIKRE
	---------------------------- 
	UGR/8307/12


		
May 23, 2022, Addis Ababa, Ethiopia



TABLE OF CONTENTS
Abstract
Acknowledgment
Chapter One
1. Introduction
1.1 Background of the Study
1.2 Problem Statement
1.3 Research Questions
1.4 Research Objectives
1.4.1 General Objectives
1.4.2 Specific Objectives
1.5 Importance of the Study
1.6 Scope of the Study
1.7 Limitation of the Study
1.8 Organization of the Paper
Chapter Two
2. Literature Review
2.1 Service Quality
2.2 Student (Customer) Satisfaction 
2.3 Influence of SERVQUAL towards Student Satisfaction
Chapter Three
3. Research Methodology
3.1 Research Design
3.2 Source of Data and Method of Data Collection
3.3 Sampling Design and Techniques
3.4 Sample Size
3.5 Data Analysis and Presentation
Chapter Four 
4. Schedule for the Plan
4.1 Time Plan
4.2 Cost Budget 
Chapter Five
5. Conclusion and Recommendation
5.1 Conclusion
5.2 Recommendation
· Reference
· Appendix
· Questionnaire 



Research Proposal on School of Commerce School Cafeteria’s Service Quality  
 ABSTRACT
Service quality in its contemporary conceptualization is a comparison of perceived expectation of a service with perceived performance. This conceptualization of the service quality has its origins in the expectancy disconfirmation paradigm. Due to its high importance to the student body in their everyday learning process, it is critical that a customer satisfaction study on how school of commerce school cafeteria satisfies its customers’, hence the students’ needs and wants is conducted. Referring the study, this article reflects critical outcomes in view of the following objectives: (1) To identify student satisfaction level in view of school of commerce school cafeteria’s service quality and (2) To compare the level of satisfaction between male and female students in school of commerce. The respondents are students in school of commerce which include MGMT, Logistics, Accounting, and BIAS students. A set of questionnaires derived from SERVQUAL instrument developed by A.Parasmusan will be distributed. It is expected that the output of this research will reflect student satisfaction level and there are the different levels of student satisfaction on each service quality’s variable provided by school of commerce cafeteria in view of gender attribute.
Key words: SERVQUAL, Student satisfaction, MGMT, logistics, accounting, BIAS, School of commerce cafeteria
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CHAPTER ONE
1. INTRODUCTION
According to Ahmad (2015), service quality has been defined as the antecedent of customer satisfaction, and in return with customer retention and loyalty. Thus, service quality has become the core marketing priority to achieve because it is the prerequisite of consumer loyalty, such as repeat sales and positive word of mouth (Ryu etal. 2012). Customer satisfaction is directly and highly affected by service quality. So giving an in-depth insight in to investing on all service quality aspects will assist school of commerce cafeteria to not only fulfill the basic needs and wants of students but also to further increase their satisfaction by providing more services based upon student’s’ needs.
 A lot of researches have been previously conducted on different restaurants and cafeterias around the globe to determine the service quality, food quality and customer satisfaction level in accordance with different scopes in different countries. Most of these researches have concluded that service quality and customer satisfaction are directly related.  An increased service quality will positively affect customer satisfaction.
1.1 BACKGROUND OF THE STUDY
The School of Commerce is a branch of Addis Ababa University focused on business and economics education. School of Commerce has been educating students for the past 80 years in different subject manners. Apart from the educational and formal facilities such as libraries, School of Commerce provides other amenities such as a sports field and a school cafeteria for its students.
  In this research proposal we will briefly discuss about the school cafeteria. The School of Commerce school cafeteria has been giving service to its students for a long time and it has had many service quality and customer satisfaction related problems over the years. In the past different remedy actions have been applied so as to fix these quality problems. Some of them have been fixed while some are still going on. The ones mainly seen today are service quality problems and problems about maintaining quality. We will briefly see about that in this study.
1.2 PROBLEM STATEMENT
School of commerce school cafeteria is one of the main facilities in school of commerce because it supplies the basic necessities, food and beverages to the students in school of commerce. So besides the food and beverage quality the service provided by the service people on a daily basis must be able to satisfy the students’ demands, since in the case of the school of commerce cafeteria they are the customers.
However, as per what the students at school of commerce say, the service quality at the school of commerce cafeteria is far below satisfactory level and it is not in an ideal position to serve the students on campus in proper ways. Students have observed that in most days the premises of the cafeteria are not clean and nor are the tables and chairs. And most of the time the cafeteria stops serving at peak hours such as 10:00 AM In the morning, hence the time students get out of class. In some cases they also don’t give changes back which will affect both customer satisfaction level and service quality negatively.
In order to respond to these problems, the study is going to propose on some improvement actions for the service quality variables which must be enhanced by school of commerce cafeteria In order to satisfy their customers in this case students of school of commerce and in hopes they don’t stop using the cafeteria and start using other cafeterias outside the premises of the campus by applying the SERVQUAL instrument.
1.3 RESEARCH QUESTIONS
Research Question 1: What is the level of student satisfaction on the service quality by school of commerce school cafeteria?
Research Question 2: How is the level of student satisfaction on school of commerce school cafeteria’s service quality in accordance to different gender attributes (male & female)? 
1.4 RESEARCH OBJECTIVES
1.4.1 GENERAL OBJECTIVES
The general objective of this research is assessing the level of service quality in School of Commerce school cafeteria.
1.4.2 SPECIFIC OBJECTIVES
The core specific objective of this research is to identify the level of students’ satisfaction level. Moreover the following are the other major 2 specific objectives too: 
Specific Research Objective 1: Identifying the student satisfaction level in view of school of commerce cafeterias service quality.
Specific Research Objective 2: To compare the level of satisfaction between male and female students on school of commerce cafeterias service quality.
1.5 IMPORTANCE OF THE STUDY
The main importance of this study is to solve the various problems stated on the problem statement part of this proposal in the most effective and efficient way. It is also important to note that this study will further help to prevent similar problems from happening in the future. It will also help to find out the right remedies for the problem stated above.
One other critical use of this study is that it will help the researcher to gain a good insight into the problem and to understand the available solutions since the researcher must first understand the problem in order to solve it.
1.6 SCOPE OF THE STUDY
This study will be conducted in Addis Ababa, around Mexico area in the premise of School of Commerce campus. In this study with regards to the scope, the study will assess the service quality of the cafeteria and its effect on satisfaction of the students. In time perspective, the data will be collected and analyzed on this issue within a limited time. In regards to who will take part in the questionnaires, they are going to be students of the different departments in School of Commerce only.
1.7 LIMITATION OF THE STUDY
In doing this research the researcher may face many problems. Some of them are: lack of the necessary experience in conducting a research, non-sampling errors like selecting students who intentionally give out wrong information and time limit.
1.8 ORGANIZATION OF THE PAPER
This study will be organized in five chapters and two main entrance points. The entrance points deal with the Abstract and Acknowledgment. Chapter one deals with Introduction, Background of the Study, Problem Statement, Research Questions, Research Objectives, Importance of the Study, Scope of the Study, and Limitation of the Study.
Chapter two deals with literature review. Chapter three deals with Research Methodology. Chapter four deals with Schedule and Budget for the study and the last chapter, chapter five deals with Conclusion and Recommendation of the study. The study will also include References, Appendixes and a Questionnaire in the final part.         
CHAPTER TWO
    2 LITREATURE REVIEW
This section focuses on reviewing the literature of previous studies done in relation to service quality, customer satisfaction and the influence of service quality on customer satisfaction. 
            2.1 Service quality (independent variable) 
Service quality determines the business success or failure for some organizations. Delivering high quality service is important for the success of an organization especially in restaurant industry. Due to fierce competition, organizations need to develop service quality as one of the key performances to differentiate themselves with other competitors. SERVQUAL is one of the methods that is widely adopted to measure the service quality and customer satisfaction. SERVQUAL is developed by Parasuraman et al. (1988) and is based on the proposition that service quality can be measured as the gap between the service that the customers expected and the perception on the service performance received. (Landrum et al., 2009). According to Ramseook (2012), it aims to help service managers diagnose and improve the quality of services under their control. The model on which SERVQUAL is proposed states that customers evaluate the quality of a service across five distinct dimensions (Ramseook, 2012). There are total of five dimensions included in the SERVQUAL model which are Tangible, Reliability, Responsiveness, Assurance and Empathy. Tangible is defined as physical appearance and representations of the service (Yarimoglu, 2014), such as the equipment and facility provided by provider. Reliability can be defined as the ability of a firm to perform promised services dependably and accurately (Landrum et al. 2009). It means that the firm can perform the service right the first time and honors its promises. Responsiveness is concerned with the willingness or readiness of employees to provide helpful service, and the timeliness of the service to help customers solve their problems (Landrum et al., 2009). Assurance is the ability of the employee to inspire trust and confidence in customers (Landrum et al., 2009). Lastly, Empathy refers to the degree of caring and individualized attention provided to customers (Landrum et al., 2009). 
              2.2 Student (customer) satisfaction (dependent variable)
Students are the main customers for school of commerce school cafeteria. As a customer, satisfaction is the greatest interest because satisfaction is linked to purchase loyalty. Thus, the wants and needs of students must be met so that foodservice business can be successful in maintaining their customer base and financial stability (Liang & Zhang, 2009). Previous studies show that customer satisfaction is important to foodservice sector because it leads to repeated patronage, brand loyalty, and brand-new customers through word-of-mouth promotion (Ramseook, 2012). Hence, studies investigating these links have been numerous and the literature reveals evidence of strong relationships between customer satisfactions with service quality, other cafeteria attributes and repeat purchase intentions. 
                 2.3 Influence of SERVQUAL towards student satisfaction
 SERVQUAL has a major influence towards customer satisfaction compared to other attributes such as food quality, especially in the restaurant or cafeteria industry. Service quality has been found to be important in influencing both customer satisfaction and customer retention (Ramseook, 2012). In other research papers, service quality is influenced by expectation, process quality and output quality that is defined by customers who had experienced the service and used the experience and feeling to form a judgement (Dayang & Rozario, 2009). Based on past researches, the success of restaurant businesses relies on providing excellent service quality, create customer value, and customer satisfaction, which in turn enhances customer behavioral intentions (Ramseook, 2012). Another research paper shows that when the perception of service quality is high, the customer satisfaction is high and vice versa (Dayang & Rozario, 2009).
CHAPTER THREE
3 RESEARCH METHODOLOGY
      3.1 RESEARCH DESIGN
       This research paper will follow descriptive research and qualitative research. Descriptive research is undertaken to describe research variable. We use it in this research to describe the service quality of our subject area, the School of commerce cafeteria and also describe the effect it has on customer satisfaction level. Qualitative research is a research that addresses marketing objectives through technique that allows the researcher to provide elaborate interpretation of market phenomena without depending on numerical data. (zikmund & babin ,2010) We use this method when conducting the surveys through the questionnaire we prepared. 
      3.2 SOURCE OF DATA AND METHOD OF DATA COLLECTION
        In this research we used both primary and secondary data sources to achieve the above objectives. The primary data can be obtained from the students of school of commerce. This data is collected using the method and format of questionnaire. We used the following types of questionnaire formats: multiple categories closed ended question and un-probed open ended question at the end. While secondary data will be gathered from different sources like reference book, journals, articles on other related research materials that we will note out in the reference section of this study.
       3.3 SAMPLING DESIGN AND TECHNIQUE
Random sampling is the sample technique used in this research. This technique of sampling is used because it enables us to be unbiased. A sample design is a frame work or road map that serves as a basis for the selection of a survey sample and affects many other important aspects of a survey as well. And a sampling technique is the name or other identification of the specific process by which the entities of the sample have been selected. (directorate, 2001). So in order to get an unbiased outcome and one that is realistic we must randomly select students from our sample.  In particular to our case we will choose as random as possible from each department of students when we distribute the questionnaire. Therefore, this will be our main technique. 
          3.4 SAMPLE SIZE
Determining the appropriate sample size of the research is very crucial because selecting too small sample size may lead to inaccurate information and too large sample size may lead to waste of resources. There are several approaches that can be used to determine the sample size of a research. In this research we will be using cost basis approach because as a student we don’t have enough budget to conduct larger research. We will randomly select 60 students to fill out the questionnaire we prepared.
          3.5 DATA ANALYSIS AND PRESENTATION
   In order to address research objective, data will be collected and analyzed from the primary sources though questionnaire and supported by secondary data gained from references and literature review. And it will also be conducted by analyzing the qualitative method. Data collected from questionnaire will be analyzed by using descriptive technique. This means the outcomes we get from the questionnaires or the responses we get from the students will be described thoroughly in accordance with the problem statement and the solution we desire. 
CHAPTER FOUR
4 SCHEDULE AND BUDGET OF THE STUDY 
In this section we will show the time plan or schedule of study and how much resource or budget this study required. 
      4.1 TIME PLAN
	S. No
	Activities 
	Time table

	
	
	Apr 7
	Apr 11
	Apr 18
	Apr 19- may 25
 
	May
26 

	1
	Topic selection 
	· 
	
	
	
	

	2
	Collection of useful materials 
	
	· 
	· 
	
	

	3
	Preparation of research proposal paper
	
	
	· 
	· 
	

	4
	Submission of research proposal 
	
	
	
	
	

	5
	Presentation of final research proposal 
	
	
	
	
	



This table explains clearly the starting and ending point of this study and the courses of action it went through accompanied with the specific dates.  It also states the various actions that were done during these days.
        4.2 COST BUDGET
The total budget for this study was:
	Items
	Quantity
	Unit price(Birr)
	Amount(Birr)

	Paper Work and Printing
	13 pages
	3/ Page
	39

	Paper Lamination
	1 
	25
	25

	Internet Service 
	3 Hours
	20/ Hour
	60

	Questionnaire Printing 
	60 Pages
	3/ Page
	180

	Total
	74
	51
	304



TOTAL BUDGET = 39 + 25 + 60 + 180 = 304 BIRR

CHAPTER FIVE
5 CONCLUSION AND RECOMMENDATION
       5.1 CONCLUSION
To conclude this proposal, we have noted out that the current state of service quality of the School of Commerce school cafeteria is not at a good state nor is the customer satisfaction level. So the service quality can still be improved until the students’ satisfaction reaches maximum level.
The outcome of the proposed research will be briefly seen as soon as the questionnaires are filled by the students and the results are analyzed based on the problem statement and the desired solution.  Another point that will be considered here is making sure the chosen sampling method and the design is appropriately followed.  The final outcomes will create a roadmap for the improvement of service quality and to increase customer satisfaction level. 
          5.2 RECOMMENDATION
In this section, we would like to recommend our school, School of Commerce and the cafeteria heads’ to carefully use and analyze the outcomes of this research and apply into the day to day operations of the cafeteria in order to improve the stated problems and make the cafeterias service and interaction with students as perfect as possible.
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Questionnaire to be filled by selected students at Addis Ababa University, school of commerce.
             Dear respondent, this questionnaire is designed by third year marketing management students from School of commerce, Addis Ababa University to conduct a research for a assignment of undergraduate program in department of marketing management. So this questionnaire is prepared to collect data for a research topic entitled “service quality of the cafeteria at School of commerce”. The purpose this research is only academic. Participation in this research is voluntary and it will remain anonymous. Your name is not needed and all information gathered will be confidential and result will be presented in in way that any individual will not be recognized.
Instructions: please, fill out this questionnaire and place ’X’ in the box provided.
I. 	Personal information 
1. Gender: Male               Female 
2. Educational level: Freshmen                Undergraduate  [image: ]        Graduate  [image: ]             Masters   [image: ]
II. Opinion on service quality at cafeteria 
1. How often do you visit the cafeteria?
Daily [image: ]             Several times a week  [image: ]          Once a week  [image: ]               Never  [image: ]
2. How would you rate the staff at the cafeteria? 
Excellent   [image: ]              Very good  [image: ]             Good  [image: ]          fair   [image: ]           Poor  [image: ]
3. How would you rate the quality and speed of the service
Excellent [image: ]                 Very good [image: ]               Good [image: ]            fair[image: ]               Poor  [image: ]
4. How would you rate the quality of the food 
Excellent [image: ]                 Very good [image: ]               Good [image: ]            fair[image: ]               Poor  [image: ]
5. The price list was affordable.
Strongly agree  [image: ]           Agree   [image: ]                Disagree [image: ]           Strongly disagree  [image: ]
6. The cafeteria menu was adequate for your needs?
Strongly agree  [image: ]           Agree   [image: ]                Disagree [image: ]           Strongly disagree  [image: ]
7. Would you say the cafeteria environment was comfortable
Yes [image: ]             No [image: ]
8. How would you rate the interest connection ( WIFI) availability and speed 
Excellent [image: ]                 Very good [image: ]               Good [image: ]            fair[image: ]               Poor  [image: ]
9. Would you recommend the cafeteria for a friend?
Yes  [image: ]             No  [image: ]
10. What would you suggest they improve to suit you better?
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