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ABSTRACT: 

Business environment has been dramatically changed during the recent years and became 

more competitive. Differentiation of products and services became more important, and 

this highlighted the need for knowledge about customers and their expectations. Besides, 

previous researches indicate that keeping customers is more profitable than attracting 

new ones, especially in service industry. Therefore, this thesis chose the customer 

retention in a specific restaurant as a research topic. 

The aim of this paper is to explore the reason why customers come back to the Orient 

Express Restaurant. During the research the author formulate one main hypothesis: most 

reasons of the restaurants� customer retention can be associated with restaurants� service 

elements adapted from the 8Ps of Service Marketing Model. 

The study presents a discussion of the current customer retention debate and the 

perceived significant of the concept. It discusses the important of customer retention and 

what elements affect on the retention decision of consumers.  

In the research, the quantitative research method has been applied; the data collection tool 

is self-completion questionnaire. There were 100 people those are current customers of 

Orient Express Restaurant have been asked to fill in the given questionnaire. 

The empirical findings support the hypothesis. The results of the research can be used by 

marketers especially in restaurant sphere in order to better understand what influence 

customers’ behavior and why they come back to the service provider. Also restaurants’ 

managers can use these findings as a tool to increase the retention rates by adjusting 

relevant restaurants’ service elements within their restaurant or change some element in 

some extent that will not affect on the customer retention rate but can help the restaurant 

deals with some current issues.  

 


