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Abstract. The purpose of this study was to investigate how Coimbatore's tradi-
tional catering businesses fare in relation to service quality. It is specifically fo-
cused on food quality and taste, customer service, menu variety, food presenta-
tion, cleanliness and hygiene, staff professionalism, and overall service quality.
Through a detailed research methodology that involved surveys and interviews
with customers and caterers in Coimbatore, it gathered valuable insights into the
determinants of traditional catering services. The findings revealed that service
quality is crucial in shaping customer satisfaction and loyalty towards these busi-
nesses. The importance of providing high-quality services cannot be overstated.
Customers expect their caterer to deliver delicious food with impeccable taste
that satisfies their cravings. It seeks exceptional customer service where their
needs are attended to promptly and professionally. It highlighted the need for
continuous improvement to meet evolving customer expectations while staying
competitive. By enhancing service quality across all aspects outlined above -
from ensuring delectable cuisine to maintaining rigorous standards of cleanliness
- caterers can create memorable experiences for their clientele. This study em-
phasizes how vital it is for traditional catering businesses in Coimbatore to prior-
itize service quality to achieve long-term success by understanding the signifi-
cance placed by customers on factors such as food quality and taste, customer
service, menu variety, food presentation, and staff professionalism.

Keywords: Service Quality, Traditional Catering Businesses, Customer Ser-
vice, Menu Variety, Food Presentation and Staff Professionalism.

1 Introduction

The success of catering establishments lies not only in their sumptuous offerings but
also in the quality of service they provide. Every aspect of these well-known estab-
lishments, from the caliber and flavor of the food to the service they offer,
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shapes their reputations and customer loyalty. This article is a discussion of how
service quality affects the success of traditional catering businesses in Coimbatore.
Its significance, effect on consumer happiness and loyalty, and present tendencies
in an ever-changing market are all covered in the essay. Every aspect of these well-
known establishments, from the caliber and flavor of the food to the service they
offer, shapes their reputations and customer loyalty. This article is a discussion of
how service quality affects the success of traditional catering businesses in Coim-
batore. Its significance, effect on consumer happiness and loyalty, and present
tendencies in an ever-changing market are all covered in the essay.

The impact of service quality on the success of traditional catering businesses is a
multifaceted and critical aspect that encompasses various dimensions. The signifi-
cance of customer involvement in turning sustainability into a market opportunity
has been emphasized, highlighting the strategic role of performance monitoring
systems [9] Additionally, According to a study, food hygiene training and qualifi-
cation levels are affected by business status, personnel characteristics, and manag-
ers' perceptions of risk, highlighting the importance of training and qualification
levels in ensuring service quality[10].Customer service, the restaurant's atmos-
phere, and the quality of the food are all important factors in determining how
well-known and popular certain restaurants are. This article presents a case study
of traditional catering enterprises in Coimbatore and discusses how service quality
affects their success. Topics covered include the significance of the topic, its effect
on consumer happiness and loyalty, and the most recent developments in an ever-
changing market [8]. The COVID-19 pandemic has also prompted adaptations in
the marketing strategy of catering businesses, with a shift towards digital market-
ing and online sales to mitigate the impact of the pandemic[11]. Moreover, the
complexity of catering business operations has been identified as a factor that can
impact food safety, emphasizing the need for effective strategies to enhance safety
and quality in production and services [4]. In addition, the value of documenting
food safety in small and less developed catering businesses has been assessed,
highlighting the importance of documentation in ensuring adherence to food safety
standards[16]. The trust gained by consumers in caterers through high-quality ser-
vices, including excellently prepared meals, food safety, and efficient service, un-
derscores the pivotal role of service quality in building consumer trust and satisfac-
tion[7]. Focusing on these aspects of service quality can help traditional catering
businesses thrive by satisfying their customers' expectations for delicious food
choices presented beautifully while ensuring cleanliness and professionalism from
well-trained staff members who deliver exceptional customer service experiences
throughout every interaction with clients.

In the competitive landscape of the catering industry, traditional catering business-
es face numerous challenges in maintaining their relevance and success. One cru-
cial factor that significantly influences the performance and sustainability of these
businesses is the quality of service they provide to their customers. Service quality
plays a pivotal role in shaping customer satisfaction, loyalty, and ultimately the
profitability of catering establishments. Understanding the impact of service quali-
ty on the success of traditional catering businesses is essential for owners and man-
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agers to make informed decisions and implement strategies that enhance their
competitive advantage in the market. Service quality is a multidimensional concept
that encompasses various aspects such as responsiveness, reliability, assurance,
empathy, and tangibles. In the context of traditional catering businesses, delivering
high-quality services goes beyond just providing delicious food; it involves creat-
ing memorable experiences for customers from the moment they inquire about ser-
vices to the post-event follow-up. The level of service quality directly influences
customer perceptions, word-of-mouth recommendations, repeat business, and
overall brand reputation.

In the end, everything from the quality and flavor of the food to the service they of-
fer determines the reputation and loyalty of these restaurants. Presented here is an
analysis of how conventional catering businesses in Coimbatore fare when it
comes to service quality. In this post, we talk about its significance, how it affects
customer happiness and loyalty, and the latest trends in this ever-changing busi-
ness. In a saturated market where competition is fierce, traditional catering busi-
nesses must differentiate themselves from competitors to attract and retain custom-
ers. Service quality can serve as a powerful differentiator that sets a business apart
from its rivals. Businesses that prioritize service excellence are more likely to stand
out in the minds of consumers and gain a competitive edge in an increasingly
crowded marketplace. The financial performance of traditional catering businesses
is closely tied to the quality of service they deliver. Satisfied customers are willing
to pay premium prices for exceptional service and are less price-sensitive com-
pared to dissatisfied customers. Catering companies can boost their income, client
lifetime value, and profitability by concentrating on service quality improvement.
This will allow them to charge higher prices and attract more customers. Investing
in training staff, implementing efficient processes, soliciting feedback from cus-
tomers, and continuously striving for excellence are essential steps for traditional
caterers looking to thrive in a dynamic and demanding industry.

1.1  Importance of service quality

Service quality is of utmost importance for the success of any business, and tradi-
tional catering businesses are no exception. In the highly competitive food indus-
try, service quality can be a key differentiating factor that separates one catering
business. Customers today have high expectations regarding the quality of service
they receive. They want delicious food and expect prompt and friendly customer
service. How a catering business handles inquiries, takes orders, and responds to
special requests can leave a lasting impression on customers. Service quality di-
rectly influences customer satisfaction. The likelihood of a client being satisfied
with their experience increases when they are treated with kindness and considera-
tion by employees who go out of their way to fulfill their demands. Customers
who consistently receive excellent service are more inclined to develop trust and
loyalty towards a particular catering business. They become regular patrons and
may even choose that caterer for special events or recommend them to others.
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1.2 Service quality and Customer satisfaction

If a company can keep its customers happy, it will succeed. On the other hand,
poor service quality can lead to customer dissatisfaction. If the food is not up to par
or there are issues with cleanliness or professionalism, it can significantly impact
the overall dining experience for customers. Customer satisfaction is closely linked
to repeat business and loyalty. When customers are happy with the service they re-
ceive from a catering business in Coimbatore, they are likelier to become loyal pa-
trons who return for future events or recommend the company to others.

In today's competitive market landscape, where numerous options are available for
consumers regarding catering services in Coimbatore, providing high-quality ser-
vice becomes essential for businesses looking to thrive and stand out from their
competitors. Traditional catering businesses have a greater chance of satisfying
their clientele by delivering excellent service quality across all aspects of their op-
erations - from preparing and presenting food items to maintaining clean and hy-
gienic facilities. To succeed in this industry requires attention to serving mouth-
watering dishes and creating memorable experiences through exceptional customer
care. The impact of superior service quality cannot be understated: it directly im-
pacts customer satisfaction, which ultimately translates into increased loyalty to-
wards traditional catering establishments here in Coimbatore!

1.3 Service quality on customer satisfaction and customer loyalty

Customer loyalty is the ultimate goal for any business, and traditional catering
businesses in Coimbatore are no exception. The effect of service quality and cus-
tomer satisfaction on customer loyalty cannot be underestimated. When it comes to
catering services, customers expect delicious food and exceptional service. Food
quality and taste play a significant role in satisfying customers' appetites, but the
overall experience determines their loyalty. Every interaction matters from the
moment they inquire to the delivery of their order. Customer service is crucial in
creating a positive experience for clients. Prompt responses to queries or concerns,
friendly interactions with staff members, and exceeding expectations can leave a
lasting impression on customers. Menu variety is another crucial aspect that con-
tributes to customer satisfaction. Offering diverse options that cater to different
tastes and dietary restrictions ensures that every guest feels valued and included.
Food presentation adds visual appeal to the dining experience. When dishes are
beautifully plated and garnished with care, it enhances the aesthetic pleasure and
perceived value of the meal. Cleanliness and hygiene go hand in hand with cus-
tomer satisfaction. Customers want assurance that hygienic professionals who pri-
oritize safety standards prepare their food in a clean environment. Staff profession-
alism plays a vital role as well. Polite behavior, efficient service, and proper attire
all contribute to building customer trust. Good service quality leads to satisfied
customers likely to become loyal patrons of traditional catering businesses in Co-
imbatore. Building solid relationships through consistently delivering excellent
services fosters trust between companies and their clientele.
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1.4  Traditional Catering Businesses in Coimbatore

Coimbatore, known as the "Manchester of South India," is an industrial hub and a
city that takes immense pride in its culinary heritage. Traditional catering business-
es in Coimbatore have been thriving for decades, serving delectable dishes infused
with authentic flavors. One trend that has gained momentum in recent years is the
fusion of traditional and modern cuisines. Caterers are now experimenting with
unique combinations to cater to the evolving taste buds of their customers. From
innovative starters to creative dessert options, these catering businesses are pushing
boundaries and delighting food enthusiasts. Another notable trend is the emphasis
on locally sourced ingredients. With a focus on sustainability and supporting local
farmers, caterers incorporate fresh produce into their menus. This not only ensures
superior quality but also promotes community development. Furthermore, there
has been a surge in demand for customized menus tailored to specific dietary pref-
erences or requirements, such as vegan, gluten-free, or organic options. Traditional
catering businesses have adapted to this shift by offering diverse choices that can
accommodate various tastes and lifestyles.

In addition to food, service quality plays a crucial role in shaping the success of
traditional catering businesses in Coimbatore. Customers expect impeccable hospi-
tality coupled with promptness and professionalism from caterers. Alongside deli-
cious cuisine, excellent customer service has become paramount for creating mem-
orable dining experiences. Moreover, technology has made its mark on this indus-
try too. Many traditional catering businesses now offer online ordering platforms
or mobile applications for convenient access and seamless transactions. This digital
transformation enables customers to browse menus effortlessly while ensuring ef-
ficient delivery services. As Coimbatore continues to evolve into a vibrant culinary
destination filled with discerning palates seeking exceptional dining experiences,
it's heartening to witness traditional catering businesses adapt and thrive amidst
changing trends. These establishments continue to preserve age-old recipes while
embracing innovation - genuinely embodying the essence of Coimbatore and gas-
tronomy at its finest.

1.5 Need for the study.

In Coimbatore, the traditional catering industry is flourishing, with many compa-
nies competing for customers' attention. Therefore, it is vital to comprehend the
key elements that contribute to their accomplishments. A crucial factor in this re-
gard is service quality, as it directly affects customer satisfaction and loyalty. To-
day's customers demand delicious cuisine, top-notch customer service, diverse
menus, appealing food presentation, high cleanliness and hygiene standards, and
professional staff. By conducting a thorough examination of the role of service
quality in Coimbatore's traditional catering enterprises, we can gain valuable in-
sights into how these factors impact customer experiences. This research will help
caterers identify areas where improvements are needed and develop strategies to
meet evolving consumer expectations.
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Moreover, understanding what drives customer satisfaction and loyalty can provide
caterers with a competitive edge in this bustling market. By consistently delivering
exceptional service quality, businesses can attract new customers while retaining
existing ones. Therefore, there is an urgent need for research explicitly focused on
the relationship between service quality and the success of traditional catering
businesses in Coimbatore.

1.6 Scope for the study

This study explores the impact of service quality on the success of traditional cater-
ing businesses in Coimbatore. Focusing on customer satisfaction and loyalty, it
will analyze various factors contributing to service quality, such as food quality
and taste, customer service, menu variety, food presentation, cleanliness and hy-
giene, and staff professionalism. Coimbatore is known for its rich culinary tradi-
tions and vibrant catering industry. However, there needs to be more research
available explicitly addressing the significance of service quality in this context.
This study seeks to fill this research gap by providing valuable insights into how
traditional catering businesses can enhance their services to meet evolving con-
sumer expectations. By examining the determinants of conventional catering ser-
vices in Coimbatore and understanding their influence on customer satisfaction and
loyalty, this study will provide actionable recommendations for caterers to improve
their offerings. It will also shed light on current industry trends that businesses
could leverage to gain a competitive edge. Through an extensive research method-
ology involving surveys and interviews with customers and analysis of existing lit-
erature and case studies, this study aims to generate comprehensive data that can
benefit both practitioners in the catering industry and researchers interested in
similar contexts.

1.7  Research gap of the study

To understand the impact of service quality on the success of traditional catering
businesses in Coimbatore, it is essential to identify any existing research gaps in
this area. While studies have been conducted on customer satisfaction and loyalty
in various industries, there needs to be more specific research focusing on tradi-
tional catering businesses and their unique challenges. One significant research gap
lies in understanding how food quality and taste, customer service, menu variety,
food presentation, cleanliness and hygiene, and staff professionalism all contribute
to service quality in traditional catering businesses. Although customers
acknowledge the need for these factors, more research is necessary to determine
how they specifically affect overall service quality. Additionally, while studies
have shown that customer satisfaction positively affects loyalty towards a business,
little attention has been given to examining this relationship within the context of
traditional catering services. Understanding how high levels of service quality can
lead to increased customer satisfaction and ultimately foster greater loyalty will
provide valuable insights for caterers looking to thrive in Coimbatore's competitive
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market. Understanding how high levels of service quality can lead to increased
customer satisfaction and ultimately foster greater loyalty will provide valuable in-
sights for caterers looking to thrive in Coimbatore's competitive market. By ad-
dressing these research gaps through rigorous data collection and analysis methods
explicitly tailored for traditional catering businesses in Coimbatore's unique set-
ting, this study aims to shed light on the importance of delivering exceptional ser-
vice quality. The findings may guide caterers seeking ways to enhance their offer-
ings and ensure long-term success amidst evolving consumer preferences. Achiev-
ing this goal effectively requires careful consideration regarding selecting appro-
priate research methodologies and identifying variables that directly impact service
quality within the scope of traditional catering services. Using such an approach,
the researchers aim to bridge existing knowledge gaps and offer practical recom-
mendations for industry practitioners based on empirical evidence rather than mere
speculation or assumptions.

‘e Food quality and taste |
¢ Customer service

¢ Menu variety

| Customer | ,
¢ Food presentation >:\"|ti‘;f'|(‘tiun ] 3 Loyalty

¢ Cleanliness and hygiene

e Staff professionalism

Fig.1 Framework of the study

Review of literature

The performance of conventional catering enterprises heavily relies on the level of
service provided, as shown in multiple research studies. [17] examined the correla-
tion between conventional catering companies' service quality and the loyalty of
their clientele. Similarly,[1] examined the role of service quality in achieving com-
petitive advantage in traditional catering businesses. The results indicate that ser-
vice quality is a critical factor in achieving competitive advantage. The study found
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that businesses with higher service quality scores had a higher market share and
higher profitability than those with lower service quality scores. Moreover,
[12]looked at investigates how traditional catering companies' service quality re-
lates to their customers' happiness.[3] in traditional catering companies looked at
how service quality affected their reputation and brand image. According to the re-
sults, a good reputation and brand image are the results of providing high-quality
service, which in turn can bring in more consumers and make existing ones more
loyal.. Similarly, [15] and [13] both studied how traditional catering companies
fared during economic downturns in relation to service quality. The results show
that when the economy is in a slump, providing high-quality service is even more
important for attracting and retaining clients.[2] looked explored how classical ca-
tering companies' service quality affected employee happiness and retention. High
service quality, according to the results, increases staff happiness and retention,
which in turn decreases training expenses and boosts operational efficiency. Addi-
tionally, A sustainable innovation design framework for catering service quality
has been proposed by [5]. This delves into the correlation between conventional
catering companies' financial success and the quality of their services. Research
shows a favorable relationship between service quality and financial success; thus,
companies that score higher on service quality measures also tend to perform better
financially.

3 Research Methodology

The reliability and accuracy of the data collected depend heavily on the research
approach used in this study. It gives a methodical way to look at how traditional
catering companies in Coimbatore make money based on service quality. First, we
combed through the catering industry's existing theories and models on customer
happiness, loyalty, and service quality to identify what was already out there. This
helped identify key determinants such as food quality and taste, customer service,
menu variety, food presentation, cleanliness and hygiene, and staff professionalism
that enhance service quality. Next, a mixed-methods approach was adopted for da-
ta collection. Quantitative surveys were administered among customers of various
traditional catering businesses in Coimbatore to gather their perspectives on service
quality levels and their corresponding levels of satisfaction and loyalty. Totally 417
respondents participated in this study as a sample size. The collected data from all
these sources underwent rigorous analysis using statistical tools and software such
as SPSS. The findings were interpreted based on established theories and concepts
in consumer behavior literature. By employing this robust research methodology
encompassing qualitative interviews, quantitative surveys, and secondary research
analysis supported by statistical tools such as descriptive, rank correlation and re-
gression were used to examine the relationship between the independent and inde-
pendent variables.
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4 Data Analysis and Interpretation

Table 1 Respondent's opinion towards Customer satisfaction

. Customer satisfaction Mean SD
Thf: food served was delicious and met my expec- 338 1.47
tations
The service was prompt and attentive 3.52 1.39
The prices were reasonable and fair 3.34 1.52

Primary data computed

The table 1 provided displays the mean and standard deviation (SD) for customer
satisfaction ratings in three different aspects: food quality, service promptness, and
pricing fairness. Customers' reported levels of satisfaction are represented by the
mean values, while the dispersion of responses around the mean is shown by the
standard deviations. Just above average, customers gave the cuisine a moderately
satisfactory rating. The standard deviation suggests that opinions on food quality
varied considerably among customers, with some having very positive experiences
and others less so. The service received higher satisfaction ratings compared to
food quality, with a mean score above 3.5. The lower standard deviation indicates
that there was less variability in customer opinions regarding service promptness
and attentiveness. Customers found the prices to be reasonable and fair on average,
though slightly lower than their satisfaction with service. The higher standard devi-
ation suggests that there was more diversity in perceptions of pricing fairness
among customers.

Overall, the table suggests that while customers generally found the service prompt
and attentive, opinions were more mixed when it came to food quality and pricing
fairness. The standard deviations indicate that there was a range of experiences and
opinions among customers in each category.

Table 2 Respondent's opinion towards Customer loyalty

. Customer loyalty Mean SD
Continue using the catering services in the future 3.36 1.52
Recommend the catering services to your friends or 360 1.46
colleagues

Primary data computed

In Table 2, respondents' opinions were examined regarding customer loyalty to tra-
ditional catering businesses, including whether they would continue to use the ca-
tering services in the future and whether they would recommend them to their
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friends and colleagues. Each statement was then compared with its mean and
standard deviation. Based on the mean scores, it is evident that the majority of re-
spondents prioritize recommending the catering services to their friends or col-
leagues (3.60), followed by using them in the future (3.36). Furthermore, the
standard deviation value confirms that there is no variation among the group of re-
spondents. Out of all the statements related to customer loyalty, it was found that
recommending catering services to others had the highest mean value. This aligns
with our findings that many respondents indeed recommended our services to their
friends or colleagues.

Table 3 Respondent’s opinion about the quality of the catering service

. Multi-
Chi-
. . . Std. P- ple
SN Quality of catering Mean | Devia- Mean | squar val- com-
) service . Rank e .
0 tion ue | parison
value
test
1 Food quality and taste | 3239 | 1.329 3.14 5
2 Customer service 3.456 | 1.24 3.64 3
Menu Variety
3 3.581 | 1.2 4 2689 | 0.00 1
4 Staff professionalism | 3364 | 1.204 3.48 1 0 4
5 Cleanliness and hy- | 3 04 | 1434 | 285 6
giene
6 | Food presentation 3.539 | 1.191 | 3.89 2

Primary data computed, *significant at one percent level

The quality of catering services encompasses a range of factors, such as food taste
and quality, customer service, menu variety, staff professionalism, cleanliness and
hygiene, and food presentation. Participants were required to rate their satisfaction
with these aspects of catering services. The above table displays the results, with
mean values falling between 3.10 and 3.58. This suggests that respondents general-
ly perceive the catering services to be of moderate quality. The accompanying
standard deviation values indicate a minimal level of variation in their opinions.

HO=opinion about the quality of catering service is found to be similar among all
respondents.

To test the stated hypothesis, the Friedman test is utilized, with a mean rank falling
between 2.85 and 4.00 and a significant chi-square value of 268.906 at the 1% lev-
el, leading to rejection of the hypothesis. This indicates a variation in catering ser-
vice quality among them. In order to determine which catering service has the
highest quality, the Friedman multiple comparison test is conducted. As a result,
six statements are divided into six categories: menu variety ranks first, food



The Impact of Service Quality in the Success of Traditional Catering Businesses 133

presentation second, customer service third, staff professionalism fourth, food
quality and taste fifth, and cleanliness and hygiene last.

Table 4 Quality of catering service and Customer satisfaction

Customer satisfaction
Quality of catering service

r-value p-value
Food quality and taste 0.548 0.001*
Customer service 0.557 0.001*
Menu Variety 0.365 0.001%*
Staff professionalism 0.513 0.001%*
Cleanliness and hygiene 0.296 0.001*
Food presentation 0.447 0.001*

Primary data computed, *significant at one percent level

Ho: There is no relationship between the quality of catering service dimen-
sions and customer satisfaction.

To test the hypothesis, a Pearson correlation analysis was conducted, resulting in
significant p-values and the rejection of the stated hypothesis. This was due to
positive R-values, specifically ranging from 0.557 to 0.296, indicating a positive
relationship between various dimensions of catering service quality (such as food
quality and taste, customer service, staff professionalism, cleanliness and hygiene,
and food presentation) and customer satisfaction. More specifically, factors such as
customer service, food quality and taste, staff professionalism, and food presenta-
tion were found to have a higher impact on customer satisfaction compared to
menu variety, cleanliness, and hygiene.

Table 5 Effect of Quality of catering service and Customer loyalty

R-Square | Adjusted R

R-Value Value Square Value

F-Value P-Value

0.933 0.871 0.870 578.530 0.001
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Quality of'catering B Std. Error Beta t- Value | P-Value
service

Content 0.079 0.075 - 1.047 0.296(NS)
Food quality and taste 0.563 0.043 0.569 13.018 0.001
Customer service -0.108 0.038 -0.102 -2.870 0.004
Menu Variety 0.505 0.048 0.461 10.570 0.001
Staff professionalism -0.058 0.045 -0.057 -1.286 0.199(NS)
Cleanliness and hy- 0.218 0.036 0.238 6.140 0.001
giene
Food presentation -0.150 0.052 -0.136 -2.858 0.004

Table 5: Source: Primary data computed* Significant at one percent level; Ns - Non — signifi-

cant

The researcher has meticulously evaluated catering services based on six criteria:
food presentation, customer service, staff professionalism, menu diversity, cleanli-
ness and sanitation, and food quality and flavor. Furthermore, by adding together
the scores of two statements, we were able to determine the general level of client
loyalty to traditional catering companies in Coimbatore. This study aims to exam-
ine traditional catering firms in Coimbatore to find out how client loyalty is affect-
ed by the quality of catering services they provide. Table 5 displays the results of
the multiple regression analysis that was conducted for this purpose.

HO: There is no effect on the quality of catering service on customer loyalty.

The model summary states that the null hypothesis (h) is rejected since the com-
puted f-value of 578.530 is statistically significant at the 1% level (p-value =
0.001). In this scenario, the dependent variable is the quality and taste of the meal,
while the independent variables are customer service, menu variety, staff profes-
sionalism, cleanliness and hygiene, and food presentation. The r-square value rep-
resents the strength of effect among these factors. A significant influence from in-
dependent variables at 87.0 percent is indicated by the dependent variable, custom-
er loyalty, with an r-squared value of 0.87. The beta value of the standardized coef-
ficient also shows how each independent variable relates to the dependent variable
in the equation.

Customer loyalty= 0.079 + 0.563 (food quality and taste) + 0.505 (menu variety)

+ 0.218 (cleanliness and hygiene)

According to the equation, multiple factors such as food quality, taste, menu varie-
ty, cleanliness, and hygiene play a significant role in customer loyalty for tradition-
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al catering businesses in Coimbatore. In fact, even a small increase of 0.563 in job
satisfaction can lead to improved food quality and taste, assuming other factors
remain unchanged. Similarly, an increase of 0.505 in menu variety and 0.218 in
cleanliness and hygiene can have a positive impact on customer loyalty. Therefore,
it is clear that the dimensions of catering service greatly influence customer loyal-
ty. While all these factors are important, food quality, taste, and menu variety seem
to have the most impact. As a result, those participating in traditional catering
businesses in Coimbatore should prioritize these aspects when striving to enhance
customer loyalty.

5. Findings

The research on the impact of service quality in traditional catering businesses in
Coimbatore revealed some interesting findings.

It was found that food quality and taste play a crucial role in customer satisfaction.
Customers are more likely to be loyal to a catering business if they consistently de-
liver delicious and flavorful food.

Customer service emerged as another key determinant of customer satisfaction.
Friendly and attentive staff that go above and beyond to meet customers' needs
create a positive dining experience.

Menu variety also proved to be significant. Customers appreciate having diverse
options, ensuring something for everyone's taste preferences and dietary require-
ments.

Furthermore, food presentation is essential in creating an enticing dining experi-
ence. Customers are more likely to enjoy their meal when it is visually appealing.
Cleanliness and hygiene were also identified as crucial factors impacting customer
satisfaction. A clean environment instills confidence in customers about the overall
standards maintained by the catering business.

Staff professionalism was found to impact customer satisfaction levels significant-
ly. Polite, well-trained staff members contribute positively towards enhancing the
overall dining experience for customers.

These findings highlight the importance of focusing on various aspects of service
quality for traditional catering businesses in Coimbatore if they want to attract and
retain satisfied customers. By prioritizing food quality, menu variety, cleanliness,
staff professionalism, and exceptional customer service, these businesses can en-
hance their reputation among diners seeking memorable culinary experiences.

Recommendation and suggestions

Enhance Food Quality and Taste: Traditional businesses should focus on delivering
exceptional food quality and taste to stand out in the competitive catering industry.
This can be achieved by sourcing fresh ingredients, using authentic recipes, and
constantly innovating to cater to the evolving taste preferences of customers.
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Prioritize Customer Service: Customer service plays a vital role in creating a posi-
tive dining experience. Traditional catering businesses should invest in training
their staff to provide friendly, prompt, and efficient service.

Diversify Menu Variety: Offering diverse menu options is crucial for attracting and
retaining customers. Traditional caterers in Coimbatore should consider expanding
their menus to include vegetarian, vegan, gluten-free, or other specialized options
to cater to different dietary requirements.

Focus on Food Presentation: Visual appeal is an essential aspect of any dining ex-
perience. Pay attention to food presentation by incorporating attractive plating
techniques that showcase the culinary expertise of your chefs.

Maintain Cleanliness and Hygiene Standards: Maintaining high cleanliness and
hygiene standards is non-negotiable for any catering business in today's health-
conscious era. Regular inspections should be conducted to ensure compliance with
food safety regulations.

Train Staff on Professionalism: The professionalism displayed by staff members
reflects directly on the reputation of a catering business. Training employees on et-
iquette like dress code adherence, punctuality, communication skills, and problem-
solving abilities is essential.

7. Conclusion

The study on the impact of service quality in the success of traditional catering
businesses in Coimbatore has shed light on the crucial role that service quality
plays in shaping customer satisfaction and loyalty. Through extensive research and
analysis, it has been revealed that factors such as food quality and taste, customer
service, menu variety, food presentation, cleanliness and hygiene, and staff profes-
sionalism all contribute significantly to creating a positive customer experience. By
focusing on these determinants of traditional catering services, businesses can en-
sure that they meet and exceed customer expectations. The findings highlight the
importance of delivering high-quality services across all aspects of the business.
From preparing delicious dishes using fresh ingredients to ensuring prompt and
courteous customer service, every interaction with customers should be aimed at
providing an exceptional dining experience.

Moreover, this study emphasizes the need for continuous improvement and adapta-
tion to keep up with current trends in the industry. Traditional catering businesses
must stay attuned to changing consumer preferences and incorporate innovative
ideas into their menus or service offerings. This study also underscores how ser-
vice quality impacts customer satisfaction and loyalty toward a catering business.
By prioritizing aspects such as food quality and attentive staff members who priori-
tize excellent customer relations skills coupled with maintaining impeccable stand-
ards of cleanliness, traditional caterers have an opportunity to create long-lasting
relationships with their customers while thriving amidst stiff competition in Coim-
batore's bustling culinary scene.
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