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The influence of Word-of-Mouth Marketing and strategy,
Service Quality and Customer Satisfaction in food service
industry

Hsin- Hsin Chen
Assistant Professor, Department of hospitality Management
Chung Hwa University of Medical Technology

ABSTRACT

In the face of the growth of the industry in Taiwan, the development of the food
industry will be affected by the reputation of the message,it has virtually affected the
impression of others on the restaurant industry, these through the word of mouth
communication between people, affecting the customer's decision-making invisible.
Word of mouth marketing business strategy can be ignored. Food industry enhance to
strength the service at any time, and try to increase the opportunity to interact with
customers, caring for the customer intimate and timely care is to retain customers. It is
the best weapon. This study explored the influence of word-of-mouth marketing
strategy, service quality and customer satisfaction in the restaurant industry. Based on
the above research background and motivation, we takes the customers in the
restaurant industry as the research object. The purpose of the study are that to explore
the differences and intermediary effects in the restaurant industry on the marketing
strategy, service quality and customer satisfaction. In this study, the different
demographic variables such as gender, age, educational attainment and average
monthly income of respondents had differences in word-of-mouth marketing strategy,
service quality and customer satisfaction. After the empirical research results of this
study pointed out that different background variables customer service restaurant
word of mouth marketing strategy, service quality and customer satisfaction have

significant differences.

Keywords: Word-of-Mouth Marketing and strategy, Service Quality, Customer
Satisfaction
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