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Survey Questionnaire 

Part 1: 
 
Gender:        Male          Female 
 
Age:              18-25     26-35 36-45 46-55   more than 55 
 
Nationality: Kuwaiti       Non-Kuwaiti  
 
Do you have another income source besides the university social allowance?   Yes   No 
 
Answer the following questions about your restaurant visits: 
 

1) How often do you go to restaurants in an average week? (Please choice one) 
 

 I do not go to restaurants 
 

 One to three times per week 
 

 Four to six times per week 
 

 Seven to twelve times per week 
 

 More than twelve times per week 
 

2) In general, what is your attitude toward the quality of food at these restaurants? (please answer 
all) 

 
       Very Bad             1           2           3           4           5       Very Good 

 
Very Unpromising      1     2     3     4     5 Very Promising 

 
     Very Negative    1   2   3   4   5 Very Positive 
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Part 2:  
 
We would like you to put yourself in the following scenario and then answer some questions related 
to the scenario.  You should carefully read the scenario before answering the questions.  
 
 
“On Friday evening, you and your family went out for dinner at a restaurant to celebrate one of your 
family member’s graduation from high school or university.  This was your first time to eat at this 
restaurant.  After waiting about 30 minutes, you were able to find a seat for your group.  Shortly after, a 
waiter took your order.  When your meal was served, you noticed that your food was not fully cooked 
“undercooked.”  You stopped eating and informed the waiter that your food was undercooked.” 
 
Now, we would like you to read additional information about the previous situation at the 
restaurant.  You may proceed with and read the scenario below:  
 
High Service Recovery: 
 
“After you explained the problem to the waiter, he apologized for the problem.  He said that he could take 
care of the problem and took the dish back.  After 2-3 minutes, the manager approached you and 
apologized for the problem.  He said that she was informed about the problem from the waiter and you 
didn’t have to re-explain the problem.  Then, he provided an explanation for the problem and he informed 
you that another dish would be served to you and you would not be charged for the meal.  He asked if 
there was anything else that he could do to serve you better.” 
 
 
 
Low Service Recovery: 
 
“After you explained the problem to the waiter, he simply apologized for the problem.  He said that he 
couldn’t do anything about the problem and would get a manager to resolve it.  After 10 minutes, the 
manager approached you but did not apologize for the problem.  He asked you what the problem was and 
you had to re-explain the problem.  Then, he did not provide an explanation for the problem and he 
informed you that another dish would be served to you.  He did not ask if there was anything else that he 
could do to serve you better.” 
 
 
In the next section, you will be asked to answer a list of questions related to the previous scenario.  
Please answer the questions based on your general understanding of the scenario: 
 
In general, what is your expectation about this restaurant service quality? (Please answer all) 

 
       Very Bad             1           2           3           4           5       Very Good 

 
Very Unpromising      1     2     3     4     5 Very Promising 

 
     Very Negative    1   2   3   4   5 Very Positive 

�������� (�����

��



For the following statements, please indicate the extent to which you agree or disagree with the 
statements with regard to the previous scenario: 
 
1) I will spread positive word-of-mouth about this restaurant. 
 

      Strongly                  Strongly 
      Disagree 1 2 3 4 5 Agree 

 
2) I will recommend this restaurant to my friends. 
 

      Strongly                  Strongly 
      Disagree 1 2 3 4 5 Agree 

 
3) If my friends or relatives were looking for a restaurant, I would tell them to try at this restaurant. 
 

      Strongly                  Strongly 
      Disagree 1 2 3 4 5 Agree 

 
4) The manager seemed very courteous to me and interested in helping me.  
 

      Strongly                  Strongly 
      Disagree 1 2 3 4 5 Agree 

5) The manager tried hard to resolve the problem. 
 

      Strongly                  Strongly 
      Disagree 1 2 3 4 5 Agree 

 
6) I felt that I was treated rudely. 
 

      Strongly                  Strongly 
      Disagree 1 2 3 4 5 Agree 

 
7) In resolving the complaint, the manager gave me what I needed. 
 

      Strongly                  Strongly 
      Disagree 1 2 3 4 5 Agree 

 
8) The result of the complaint was not up to expectation. 
 

      Strongly                  Strongly 
      Disagree 1 2 3 4 5 Agree 

 
9) Taking everything into consideration, the result was quite fair. 
 

      Strongly                  Strongly 
      Disagree 1 2 3 4 5 Agree 

 
10) The length of time taken to resolve my problem was longer than necessary. 
 

     Strongly                  Strongly 
      Disagree 1 2 3 4 5 Agree 
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11) The manager showed enough flexibility in dealing with my problem. 
 

      Strongly                  Strongly 
      Disagree 1 2 3 4 5 Agree 

 
12) The manager was very slow in responding to my problem. 
 

      Strongly                  Strongly 
      Disagree 1 2 3 4 5 Agree 

 
13) Now, we would like to know whether you had a similar experience in the past. 
 

 Yes   No 

Part Three: 

For each of the following statements, please indicate your level of agreement with those statements 
with regard to your understanding of the concept of “Brand”: 

1) In my opinion, a brand's image is something that doesn't change very much. 
 

Strongly                  Strongly 
Disagree 1 2 3 4 5 Agree 

 
2) I typically don't change my perceptions about a brand if I have formed an earlier impression of 

that brand. 
 

Strongly                  Strongly 
Disagree 1 2 3 4 5 Agree 

 
3) Many things about a brand can change, but my basic beliefs about that brand will not change. 

 
Strongly                  Strongly 
Disagree 1 2 3 4 5 Agree 

 
4) In my opinion, the attributes of a brand are concrete and do not normally change. 

 
Strongly                  Strongly 
Disagree 1 2 3 4 5 Agree 

 
5) In my opinion, a brand's image is something basic that can't be changed over time. 

 
Strongly                  Strongly 
Disagree 1 2 3 4 5 Agree 

 
6) A brand's core identity will always remain unchanged. 

 
Strongly                  Strongly 
Disagree 1 2 3 4 5 Agree 
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