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Abstract—This In the tourism and hospitality industry, studies based on internet textual data are progressively being used 

to get better consumer insights. Using content analysis of Google and Facebook reviews and matching them to SERVQUAL 

dimensions' positive and negative qualities. The study investigates the impact of service quality in restaurants in Bacoor, 

Cavite, and finds that no matter how appealing the restaurant Kainan sa Balsa is, it continues to earn negative feedback 

from customers. Findings have significant ramifications. One of the most basic needs of any human being is access to food. 

While there are many aspects of food safety and quality that can be regulated, governments must choose which ones to 

standardize. The respondents said that the place is well-known for its excellent food and service. Assurement of staff abilities 

and communication with customers is the second. There are many satisfied customers that enjoy the cuisine and service at 

this establishment. Place and atmosphere are the third category. According to the results, the restaurant has a wonderful 

atmosphere. Fourth, the ability to feel compassion. Servers are described as nice and helpful in this section of the experience 

by respondents. The fifth quality to look for is responsiveness or speed. Some customers thought the restaurant had quick 

service, while others thought it was inexpensive but offered delayed service. 

 

Index Terms: Online reviews, Service quality, Restaurants, SERVQUAL 

 

INTRODUCTION 

 

Quality is difficult to define. As its most basic understanding, it is the standard as measured against other things of a similar kind. 

Customers developed an advanced selection of factors for choosing a restaurant for their outstanding dining experience as they 

become increasingly exposed to many sorts of restaurant settings. Problems occur with service quality when it comes to restaurants 

having negative reviews. This study is focused on solving the issue of Kainan sa Balsa in Bacoor, Cavite using the RATER 

metric; the significance includes rebuilding the dignity and worth of the restaurant. 

According to the statistical data of (Statista, 2020) The service sector employs the biggest share of the country's workforce, 

accounting for roughly 56.9 % of total employment, which is greater than the total number of industrial and agricultural employees. 

Every service industry places a premium on service quality. More specifically, the service industry is one of those sectors where 

the quality of the service is critical to growth and advancement. 

Service quality is a multidimensional concept that encompasses a number of different aspects that are organized into various 

dimensions. The restaurant service quality is difficult and complex to evaluate, as it is determined not only by the outcome of the 

service, but also by the process by which the service is delivered. Numerous researchers emphasized that the term “Service Quality 

“refers to the difference between the value derived from customers’ expectations and the benefits obtained from their perceptions 

of the services’ actual performance (Saneva et al 2018). 

“Enjoy dining afloat!” has been the slogan being used by Kainan sa Balsa.Kainan Sa Balsa began with six bamboo rafts or balsa 

on September 9,1995 Engr. and Mrs. Guinto visualized an exotic dining experience and were inspired to create a restaurant based 

on a traditional gathering of family and friends in a small hut in the center of the Guinto Clan’s fishpond in Cavite. Cooking and 

serving an abundant harvest have always drawn the attention of passerby. The restaurant serves Filipino cuisine prepared and 

presented with delectable culinary expertise (Marilyn M.C. 2018). 

Kainan sa Balsa is a floating seafood restaurant in Bacoor, Cavite Philippines. The place is built mostly from a bamboo wood 

platform elevated above a pond. Since the restaurant is in water, foods are being served in a raft or a bamboo wood platform. 

The RATER metric Kainan sa Balsa can be used internally; it is most effective for evaluating and categorizing consumer input. 

Utilizing surveys that evaluate your service using the RATER metric enables the researchers to rapidly understand which of the 

five metrics requires the greatest attention. Once you understand what the consumers feel, closing the gap between their 

expectations and the service offered becomes lot easier. 

Due to the intangible nature of service, it is difficult for a service provider to give high-quality service. As a result, a service firm's 

performance must be evaluated using defined, systematic, and empirical metrics. Thus, a service quality specification should be 

developed since it assists managers and employees in comprehending the components of service quality, establishes norms and 

policies for employees to follow, and assists organizations in evaluating and controlling performance. 

The participation of customers in the culture of restaurants is increasingly defined by their participation in the writing of online 

reviews due to the proliferation of internet platforms that enable users to share their experiences and preferences (Jinha, L. & 

Youn-Kyung K. 2020). 

Word of mouth among customers is extremely important in the tourism and hospitality industries. This word of mouth was 

typically obtained from friends and acquaintances before the Internet, but it has since shifted to the Internet, with consumers 

consulting the opinions of fellow consumers online in overwhelming numbers. Before the Internet, this word of mouth was 

typically obtained from friends and acquaintances. The reviews that people read play a large role in their decision-making as well 
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as their overall travel experience, which is a huge development for the industry. (Muritala, B. A., Sánchez-Rebull, M. V., & 

Hernández-Lara, A. B. 2020). 

Customers tend to give positive feedback in everyday life. Positive responses will be preferred by customers. They care most about 

restaurant reputation. Social recommendation systems rely on both positive and negative feedback. Customers can judge 

restaurants on their food quality. It shows the user's opinion of businesses and their details. Predicting a user's sentiment and 

interpersonal sentimental effect is tough. Along with user preferences, we must consider interactivity. User reviews indicate 

common sentiments or attitudes towards eateries and their factors. If we're recommending a restaurant to close friends or family, 

we'll be more careful. We can specify a restaurant's signature meals to improve our reviews. All this information/data are structured 

and available on online rating platforms. (Saha, S., & Santra, A. K. 2017) 

 

The purpose of this study is to assess all of the reviews received by the restaurant Kainan sa Balsa in Bacoor, Cavite. To help 

them come up with a solution by using the service quality RATER metric to give the business the opportunity to grow and improve 

their services. 

 

The study seeks to answers to the following questions: 

1. How do the reviews analyze the service quality of Kainan sa Balsa in terms of: 

1.1 Reliability 

1.2 Assurance 

1.3 Tangibles 

1.4 Empathy 

1.5 Responsiveness 

2. What are the positive and negative online reviews from Facebook and google of those customers who have experienced 

dined in Kainan sa Balsa? 

 

The focus of this research is to conduct an assessment on the dimensions of restaurant service quality. The study investigates the 

effect of service quality. Regardless of how attractive the restaurant Kainan sa Balsa, it continues to receive negative criticism 

from consumers in the context of restaurants in Bacoor, Cavite. Restaurants can identify gaps between what they deliver and what 

their customers expect by utilizing questionnaires labeled with the RATER metric, and then use the relevant information to enact 

changes that improve retention. The restaurant business such as Kainan sa Balsa is increasingly competitive as people want unique 

products and menus. Such elements are expected to put impact on restaurant establishments owners, especially small-medium 

enterprises. Managers may take a course of action based on the seriousness of problems and existing resources, such as 

accelerating new channels to contact consumers to reduce sales problems or making a distinction via the value of products and 

services to impress customers and communicate. This increases users' likelihood of reusing the service. Or it's a flexible and 

efficient corporate process change. This study presents theme and distinctive insights on Kainan Sa Balsa, and the results provide 

significant information concerning the importance of RATER or its attributes in restaurant settings. 

 

RELATED LITERATURE 

 

The study of (Ponnaiyan, S., Ababneh, K. I., & Prybutok, V. 2021) used a quantitative approach which consist of two parts, in the 

first section, customers' perceptions of the five dimensions of service excellence were assessed. The second section of the survey 

collected demographic data (gender, age, nationality, etc.) and related data (e.g., income, dining behavior frequency, etc.). They 

visited 50 fast food restaurants and allocated 900 survey questionnaires among the customers the response rate is 54.55%. The 

data for this research were acquired in 2019, prior to the Covid-19 Pandemic. The results showed that responsiveness, assurance, 

tangibility, empathy and reliability are critical aspects and predictors of perceived service quality in the UAE, according to this 

study. Because this is the first study of its kind in the UAE, its findings can help UAE restaurant managers make better 

judgments. This study's findings can assist restaurant managers identify areas for development and then train personnel in these 

areas to improve service quality. 

Quality measurement in services is still difficult. Inefficient, costly, and inflexible methods. In the study of (Mejia, Jorge; 

Mankad, Shawn; Gopal, Anandasivam 2020) where they used text from Yelp.com reviews to identify and extract service aspects 

for a wide set of restaurants in a major US city. The findings indicate that the suggested service quality characteristics are scalable, 

align with industry standards, and are appropriately identified by respondents in a controlled environment. Additionally, we 

demonstrate that specific service dimensions are highly associated with merchant survival, even after adjusting for competition 

and other factors. 

The study of (Pacheco, L. M. 2018) analyzed client reviews for Michelin-starred restaurants in Portugal and Spain using a data 

collection of client reviews. They found out that the "food" and "service" traits have a stronger link with overall satisfaction than 

other criteria, and that these attributes are consistent across restaurant sectors and nations. These findings have ramifications for 

the restaurant business, emphasizing the most critical predictors of total satisfaction. Certain sectors could profit from minor 

enhancements and investments that could result in a rating boost and possibly a competitive edge. 

SERVQUAL is a research tool that assesses consumers expectations and perceptions of service quality. Five dimensions of 

perceived service quality were considered: Reliability, Assurance, Tangibles, Empathy and Responsiveness. The following are 

the conceptual definitions for the five qualities. The term "reliability" relates to the capability to deliver a service consistently and 

precisely, whereas "assurance" relates to the knowledge and courtesy of the personnel, as well as whose capacity to instill 

certainty and belief in the customer. The term "tangibles" refers to the look of the physical components of service delivery, while 
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"empathy" refers to the provision of caring and customized service. Finally, “responsiveness” refers to a company's willingness 

to give consumers with timely and efficient service (Parasuraman et al. 1985;1988) 

The study of (Angmalisang, S. 2018) entitled The Measurement of Service Quality in Cianjur Raya Restaurant using 

SERVQUAL Model, stated that the model is beneficial for determining the difference between the customer's expectations and 

the reality of the service provided by management. They were able to measure five gaps namely the knowledge gap, the standards 

gap, the delivery gap, the communication gap and the service gap however the results showed that the management did not provide 

the quality of service; accordingly, the service level was deemed unsatisfactory, moreover several recommendations were 

provided to management based on the research findings. 

A method employed by (Hasan & Son, 2020) where they also used SERVQUAL model RATER's (reliability, assurance, 

tangibility, empathy, and responsiveness) are examined in relation to the restaurant's service quality in Raipur, in their study it 

was determined that the customer's anticipation is always greater than the customer's perception. This is because consumer needs 

and desires are constantly changing, and as a result, the client's situational or time expectations continue to grow. 

This study emphasizes the service quality of Kainan Sa Balsa by assessing feedbacks from customers who have tried eating in 

the restaurant. In line with this, restaurants are being assessed in terms of service quality Responsiveness— the capacity to assist 

and give fast service Assurance—employee knowledge and demeanor, as well as the capacity to inspire confidence— 

Tangibles—the physical look of place and equipment, Empathy- caring, one-on-one attention Reliability—the capacity to 

provide the promised service consistently and reliably (Arlene, C. 2020). The following indicators will take consideration the 

reviews. The mentioned characteristics or definitions that will pertain to the definition of the rater, will help the researchers to 

simply identify all the reviews coming from Kainan sa Balsa on what attributes it may take place. This will serve as a criterion 

on how the researchers will assess the service quality of Kainan sa Balsa. 

The RATER metric in assessing service quality is the independent variable, meaning the reliability, assurance, tangibles, empathy, 

and responsiveness will be the antecedent conditions that are presumed to affect the dependent variable. This quality contributes 

for enhancing the service quality of Kainan sa Balsa and the reason for conducting the research. It also stands that with the 

presence of these attributes, there will be a difference in service quality based on the negative and positive reviews gathered from 

Facebook and Google. In this study, the dependent variable is the restaurant in Bacoor, Cavite named Kainan Sa Balsa. 

This study emphasizes the service quality of Kainan Sa Balsa by assessing feedbacks from customers who have tried eating in 

the restaurant. In line with this, restaurants are being assessed in terms of service quality Responsiveness— the capacity to assist 

and give fast service Assurance—employee knowledge and demeanor, as well as the capacity to inspire confidence— 

Tangibles—the physical look of place and equipment, Empathy- caring, one-on-one attention Reliability—the capacity to 

provide the promised service consistently and reliably (Arlene, C. 2020). The following indicators will take consideration the 

reviews. The mentioned characteristics or definitions that will pertain to the definition of the rater, will help the researchers to 

simply identify all the reviews coming from Kainan sa Balsa on what attributes it may take place. This will serve as a criteria on 

how the researchers will assess the service quality of Kainan sa Balsa. There have been a great of recommendations that are 

given out for restaurants, and they are based on the quality and quantitative approach of the establishment. Ratings are assigned 

to restaurants based on a variety of criteria, including the cuisines offered, the atmosphere created, the prices, and the quality of 

the service. Every one of the websites that rate meals is either entirely made up of stars or standard text. It is fairly typical to 

display the total rating of a restaurant using stars on the rating scale. On the other hand, the focus is on the reviews left by 

customers or the evaluations they provide. The textual representation of how restaurants are rated can provide a lot of information 

that can be mined. 

 

METHODOLOGY 

 

Customer reviews of Kainan Sa Balsa posted on review websites regarding service quality are the focus of this study. Kainan Sa 

Balsa has reviews coming from Google and Facebook. According to google, with the results of 840 reviews from 2017 to 2022 

other comments from this site emphasized the location that has relaxing ambiance, the affordability of food, and staff 

accommodations. In line with this, Facebook has recorded 269 reviews that is accessible via the website restaurant guru. There 

are a total of 1,109 reviews across both websites, however only 550 can be accessed and extracted. The feedbacks suggested the 

fast delivery for phone call orders, child-friendly setting, not being crowded, and the delicious taste of every food served. 

Individual feedbacks will be chosen carefully, for content relevant to restaurant service quality during data analysis in order to gain 

a better understanding of the relationship between positive and negative statements as well as restaurant service quality within the 

RATER framework. However, the researchers need to be cautious when relying on information from such a source, as anybody 

can browse it and add comments. Additionally, internet reviews frequently offer brief messages/information regarding the 

services and frequently fail to provide context for their less-than-pleasant experiences. (Sangpikul A. 2021) 

 

The definition “Content Analysis” refers to a type of research method that is utilized to assess the appearance of specific terms, 

themes, as well as ideas identified in an analysis of qualitative data (i.e., text). Using content analysis, researchers can evaluate 

and analyze the presence, meanings, and relationships of specific words themes, or concepts. Researchers use content analysis to 

determine the objectives, messages, and the communication content’s effects subsequently, they can conclude information about 

the audience producers of the text they analyze. 

 

It enables researchers to retrieve data and evaluate the intricacies of structural actions, stakeholder perceptions, and societal trends, 

content analysis is highly effective in organizational research. As a bonus, it serves as an important transitional stage between 

totally quantitative and comprehensively qualitative research methodologies. 
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In some circumstances, content analysis can be used to explore socio-cognitive and perceptual aspects that are difficult to 

quantify using traditional archive methods. It allows researchers to acquire big samples that would otherwise be hard to use in 

purely qualitative investigations at the same time. 

 

To conduct a content analysis, there are four steps: 

 

1. Choose the content for analysis. 

 

In this study, the content that will be analyzed by the researchers revolves around the feedbacks and reviews for the restaurant 

Kainan Sa Balsa located in Bacoor, Cavite. To analyze the data, we have research coming from websites in terms of feedbacks, 

reviews, and comments made from 2017-2022. 

 

2. Define the analysis’s units and categories 

 

The research used the RATER metric in assessing the service quality of restaurants. This metric assesses Kainan sa Balsa’s 

reliability, assurance, tangibles, empathy, and responsiveness based on the positive and negative feedback or opinions expressed 

and written by locals who visited the restaurant via various websites and social media. However, not all the reviews from both 

websites are shown as most that are included on the total count is deemed to be a rating. In addition, since it is a local restaurant 

most of the reviews were written in local language as, which the researchers included to meet the minimum data needed for a 

content analysis. 

 

3. Code the text according to the rules 

 

It can be conducted with the use of comments, feedbacks and review through Facebook, and Google Reviews. The study involves 

comments coming directly from the customers stating their concerns, experiences, and compliments with Kainan Sa Balsa. 

NVIVO a content analysis and text mining software will be used to code selected reviews from the following categories: 

Positive and Negative a single study may analyze a variety of different types of text. Prior to conducting content analysis on a 

text, it must be coded, or broken down, into manageable code categories, codes were devised to classify the reviews given 

according to their patterns or issues. For example, a statement like “The place has cozy ambiance” was coded as positive review 

and grouped under the Tangibles dimension. Whereas a statement like “The waiters are not approachable” was coded as negative 

and grouped under the responsiveness dimension. 

 

4. Analyze the results and draw conclusions. 

 

The data shown in the study includes positive and negative feedbacks about the restaurant service quality. This problem has 

leaded the group to conduct the study, to analyze and execute ways on how to make Kainan Sa Balsa the best restaurant existing 

in Bacoor, Cavite. 

 

RESULTS AND DISCUSSION 

TABLE 1. MATRIX CODING QUERY 

Dimensions Number of Reviews Negative  Positive 

Reliability 255 26 229 

Assurance 82 15 67 

Tangibility 142 21 121 

Empathy 34 13 21 

Responsiveness 37 31 6 

 

Table 1 displays the matrix coding query. The dimension with the most feedback, according to the table, was reliability with 229 

positive reviews and 26 negative reviews, followed by tangibility which received 121 positive reviews and 21 negative reviews. 

On the other hand, the dimension with the fewest reviews among the five (5) dimensions was empathy, which received thirty-

four (34) reviews. Overall, the reliability, assurance, and tangibility, reliability received the most reviews. These factors are very 

important to customers as they spent money just to feel full but feel satisfied with the restaurant itself. 

This demonstrates that while it has some strong restaurant traits, there are still other things it needs to succeed in the business 

world. It doesn't just harm the business, but it also harms the customers because, for instance, there are more negative than 

positive comments about the response which indicates that the employees or the restaurant itself don’t comply very well. Even 

so, some reliability has tangible qualities and confidence, in addition to several positive reviews. 

As per Vamsi 2021, you anticipate indulging and delighting in the ideal restaurant surroundings. On the other side, if you run a 

restaurant, you want to take steps that will make your patrons pleased enough to return and spread the word about you, bringing 

in additional business. Another article written by Acha 2018, stated that one of the qualities of a good restaurant is great service 

as a superior service can make a significant impact. Everyone enjoys dining in a restaurant with friendly, attentive personnel. a 
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place where the staff is attentive to detail and considerate of the customer's feelings. You would undoubtedly return and 

recommend a place to your loved ones if they put a high premium on making sure customers is satisfied. A decent bar or 

restaurant should have staff members who can inform patrons of any specials being given by the establishment. 

 

TABLE 2. RELIABILITY: COMMON CUSTOMER REVIEWS 

Positive Frequency Negative  Frequency 

The Choice and 

Quality of the food is 

great 

56 

No Prices and 

Unavailable items on 

the menu 

11 

The tuna was good 23 
The food preparation is 

not good 
9 

They liked and 

enjoyed the foods 
42 The food is cold 6 

Value for money 18   

Nice place to dine in 35   

Recommended the 

place 
27   

Great experience  28   

Total 229 Total 26 

 

Table 2 shows that of the ten (10) reviews listed above, six (6) were positive and three (3) were negative. Based on positive 

feedback, customers are more likely to love food if it is excellent and affordable, however, the negative signal in table 2 indicates 

that customers dislike cold food and old ingredients with products that are not worth their money. Overall, people appear to be 

satisfied with the food quality and low pricing, as seen in table 2. However, some customers have expressed dissatisfaction with 

the cold food and lack of fresh ingredients. It is critical to examine reviews from many perspectives to gain a better understanding 

of customer sentiment. 

When it comes to dependability, consumer reviews are generally favorable. They are thrilled since they liked the food, which has 

a significant effect on the restaurant industry. There are still issues, though, like the food's pricing and temperature but the positive 

retrospect still prevails. Here are some of the following statements given by the customers, “The Grilled tuna is a must here”, 

“The waiter had to come back just to say that our order is not available” and “We really enjoyed the food it’s so tasty and the 

price is reasonable”. These statements prove that the reliability of the place is good. 

 

Reliability ensures the customers’ trust by giving them an amazing experience and therefore affecting the business negatively 

or positively. According to NUeditor (2017), reliability maintains good quality such as making sure that customers can rely on 

your customer care department no matter how or when they contact it is the only way to truly benefit from quick and accurate 

customer service. The restaurant will also flourish as the owners will establish relationships with your customers as they will learn 

to trust your business if you maintain a dependable customer service system, and they won't be without options when they decide 

to buy goods or services from you. 

TABLE 3. ASSURANCE: COMMON CUSTOMER REVIEWS 

Positive Frequency Negative  Frequency 

Satisfied with our 

orders 
10 

There were two lady 

servers who are not 

customer friendly 

1 

It’s good and 

comfortable 
13 

Need to add more 

safety precautions 
3 

Return customers 6 

The place is so nice 

and has affordable 

price but needs service 

improvement  

3 

Favorite restaurant in 

Cavite 
16 Overrated 2 

Good and polite staff 22 
The waiters hurried to 

take orders 
4 

Total 67 Total 15 

 

Table 3 is all about assurance and common customer feedback, whilst table 2 is concerned about reliability. The main positive 

reviews based on the table 3 results were that the product that the consumer purchased was satisfactory and that it helped them to 

feel comfortable, while the main negative reviews based on the table 3 results were that the food servers were not friendly enough, 

resulting in a lack of improvement in service. As a result, the business's guarantee of offering superior service was not met by the 

customers. 
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Customers reported dealing with unfriendly staff. However, even when patrons generally approve of the setting, the fare, and the 

service, unfavorable evaluations persist. The following statements are the complaints of the customers regarding the assurance of 

the place, “The place is so nice affordable price but needs an improvement for the service”, “Need to add more safety precautions”, 

and “The place is so nice affordable price but needs an improvement for the service” but they also received positive ones such as 

“Satisfied with the orders” and “It's good and comfortable “. 

Assurance gives people a promise to hold on to. As per Restaurant Quality Assurance Restaurant Quality Assurance Program 

Coyle Hospitality, 2016, a pledge can be helpful to you whether you own a big, small, independent, or branded restaurant. This 

will enable your company to consistently focus on the customer while constantly looking for methods to improve overall 

performance. It also gave a reputation in a restaurant as per Huberty 2022, customer confidence is increased by a solid reputation. 

Customers will prefer to continue with a company they already trust even if a different product or service is available as a result 

of their loyalty. All stakeholders, including investors and suppliers, place a high value on reputation. Only a company with a solid 

reputation will have the support and cooperation of stakeholders. 

 

TABLE 4. TANGIBILITY: COMMON CUSTOMER REVIEWS 

Positive Frequency Negative  Frequency 

Nice Ambience 46 The water has smell 8 

Nice place for 

gathering 
28 

It is too humid and hot, 

especially during the 

day, the utensils and 

plates are old and reek 

already hope that they 

can change that 

3 

Accessible Location 9 
Too many mosquitoes 

in the area 
10 

The premises is clean  6   

Total 121 Total 21 

 

The tangibility of the common customer reviews was centered by table 4. According to the table, the primary good evaluations in 

terms of tangibility were that the surroundings in and out of the restaurant were fantastic and soothing, whereas the main point of 

the negative remarks was the lack of dining cleanliness, such as odor. As a result, the tangibility depending on the outcome was 

unimaginable. 

The customers never had a hard time finding a parking space as well as great scenery and clean restaurants. However, some 

experienced bad quality, the humidity of the restaurant, as well smelly surroundings. Being open and transparent about a business 

is a must as it is important for transparency to help you gain trust and reliability to customers as getting a great experience. As per 

Pulido 2019, the origins of their food are something that today's diners are keen to learn as much as they can. They want to know 

where it originates from and how it was raised, including whether it was cage-free, fed grass instead of grain, organic, or given 

antibiotics or genetically modified organisms, therefore transparency has a big impact on restaurants. 

 

TABLE 5. EMPATHY: COMMON CUSTOMER REVIEWS 

Positive Frequency Negative  Frequency 

They provided us 

mosquito repellant 
5 

To be honest, the 

service is very poor, 

most of the staffs are 

not very approachable 

8 

Good service  10 
They are no longer 

service-oriented 
3 

Friendly waiters and 

accommodating  
6 

The servers do not 

know how to smile, not 

so good service not 

approachable 

2 

Total 21 Total 13 

 

According to table number 5, as stated by the favorable evaluations, the employee provided accommodations that made them feel 

at ease, whereas the negative ones cited poor service provided by the employee rather than the product. As a result, empathy 

received a lower score than certainty and tangibility. Empathy was the most adversely evaluated of the three qualities. This could 

be related to the fact that in order to give outstanding customer service, personnel must sympathize with customers. It can be 

difficult to give effective service if an individual lacks empathy. 

Some claimed that the staff is friendly and very accommodating, but others stated otherwise as they claimed that the staff lacks a 

good and warm attitude which affected the service, the restaurant itself, and the experience of the customers. Some customers don’t 

feel the empathy of the place and its employees as they experienced underwhelming service that’s why they claimed that “To be 

honest the service is very poor, most of the staffs aren’t approachable”, “The servers don’t know how to smile, not so good service 
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not approachable”, and “They are no longer service-oriented nevertheless, some customer came to a conclusion that the place has 

“Friendly waters and very accommodating”. 

The compassion and warmth of the employees can elevate the restaurant’s experience. According to Why Empathy Is the Most 

Important Business Skill (2016), “Outside the company, developing empathy can help you develop and market products and 

services for your customers. Observing how customers use products and services and listening to them talk about the products and 

services they need, can make coming up with these ideas easier”. This was backed up by Castrogiovanni & Pattini, 2020, Empathy, 

in reality, is the antithesis of individualism, abuse of power, and human connection - and these are the cornerstones of stressful 

workplaces full of tension and social conflict. Improving empathy can reduce stress, create more pleasant connections, and even 

enhance revenues. 

TABLE 6. RESPONSIVENESS: COMMON CUSTOMER REVIEWS 

Positive Frequency Negative  Frequency 

Easy to order  1 
We waited for a long 

time 
9 

Attentive staffs 3 

It took to long for the 

waiter to approach 

them 

5 

Fast service 2 
Slow service and not 

enough crew/staff 
17 

Total 6 Total 31 

 

In contrast to the other attributes. The respondents gave the responsiveness a rating, with three (3) positive evaluations and three 

(3) negative reviews. According to the major point of the negative review, the responses lacked the personnel to offer the service 

that the customer required, whereas the good review stated that the manpower was excellent, causing them to relax. As a result, 

one customer was pleased with the staff, while another felt that the service was inadequate owing to a shortage of manpower. 

Customers' responses conflict with one another because some said the restaurant has poor customer service and a staffing shortage 

while others said the contrary. However, based on table 1, it appears that more patrons are dissatisfied with the restaurant's 

responsiveness. The customers have felt ignored and disappointed because of the responsiveness of the place. They stated, “Their 

service is slow, they do not have enough staff/crew, it took a long time they were able to clean our table we waited for an hour 

before eating” “Disappointed because the waiter had to come back just to say that our orders are not available, and we had to wait 

for long hours”. They felt like they just wasted their time waiting for a not-so-good quality product. But other claims the opposite 

as some stated that “Fast service affordable, and delicious food. Staff is great” and “The staff is attentive as always”. 

Responsiveness ensures customers that they are being valued and listened to that’s why its impact on restaurants can be big as 

it requires active listening and attentiveness. As per Holtzclaw, 2016, A lack of responsiveness is the most common underlying 

problem I uncover at the firms I work with that are encountering difficulty attaining growth. 

 

CONCLUSION 

 

The researchers conducted this study to analyze the quality of the mentioned restaurant with food service attributes. It was based 

on the positive and negative feedback or opinions expressed and written by locals who visited the restaurant via Facebook and 

Google. It is divided into five categories, 1.1 Reliability, 1.2 Assurance, 1.3 Tangibles, 1.4 Empathy, and 1.5 Responsiveness. 

(RATER METRIC). 

One of the pillars of every marketable firm is reliability. It was described by the researchers as the consistency of the food and 

services. The restaurant is dependable, according to the responders, because it provided excellent service and food. The second is 

the assurance of employee communication and skill with customers. While the majority of respondents found the restaurant to be 

enjoyable due to the great food and comfort of the setting, some were dissatisfied with the service. The third factor is tangible, 

which leaves a positive, long-lasting image of the restaurant and demonstrates that it succeeds in parking spaces but not in other 

areas like comfortable temperature and cleanliness. Fourth, compassion or empathy. 

Respondents draw the conclusion that servers and their service are highly subpar in this section due to the staff’s negative attitudes. 

The fifth quality is quick service. The majority of respondents agreed that the restaurant lacked quick service, while the others 

thought it was overpriced and had sluggish service. 

 

Kainan sa Balsa satisfies customers' physical needs, expectations for food and services, restaurant staff confidence in answering 

questions, understanding, and marketing. However, the consumer's experience with customer service is split in half whether it 

comes to responsiveness or the dedication to assist clients. The results indicate that restaurants should train their personnel more 

on how to engage with consumers. Instead, than just focusing on the food, restaurants should spend in raising the caliber of their 

staff. Cleanliness and quality must come first when it comes to eating. 

Furthermore, due to its extensive scientific and technical resources and skill with these issues, the food industry can make 

important contributions toward their understanding and determination. For identical reasons, the food industry's communications 

capabilities can benefit the public understanding of the complex nature of the various issues that arise. The food service manager 

should recognize the customers’ reviews and create action about it. 

The results of the study showed the positive and negative feedback from the customers. Therefore, the Kainan sa Balsa service 

manager should develop strategies catered to appeal to different segments of customers based on the various age groups. Thus, 

Kainan sa Balsa food service operators should continue to train their employees to greet their customers in a polite manner, to be 
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attentive and friendly, and to increase their knowledge about the food items served. Maintaining the quality of their service ensures 

that they can continue to meet or exceed costumer expectations. 

 

RECOMMENDATION 

 

Your customers will keep returning back for more if you regularly deliver excellent service, or even better, they'll keep telling 

their peers about the restaurant. For reliability the researchers advise recruiting cooks with greater experience in various cuisines 

to ensure the establishment's dependability or setting up classes or seminars for cooks to enhance the food's quality. The cuisine 

is the cornerstone of a restaurant, therefore investing in long-term expertise will be more valuable than saving money that you 

can readily recoup if the establishment is reputable. The second is assurance and empathy, which must be addressed after the 

food dilemma, is attitude because it makes customers feel unwelcome and undervalued. It is advised to conduct a background 

check on current and prospective employees to make sure they have a good attitude and weren't previously employed with any 

issues with attitude. Always put them to the test by having someone pretend to be a customer to observe how they behave in 

real life when no one is watching. In this manner, you can identify the problem's source and show them the many consequences 

of an action. For tangibility researchers then suggests that the restaurant set out a day each week for a deep clean and closure in 

order to improve the atmosphere and cleanliness of the establishment. People are handling food here, and eating it, and if the 

area is infested, that could lead to health issues. Elegant kitchenware will provide a good first impression on a customer. On the 

other hand, utensils and plates must also be attractive as this will be the first thing the consumer sees while waiting for their 

dinner. Last but not least, the facility's responsiveness was also a crisis. As a result, the researchers suggests that the restaurant 

hire staff who will concentrate solely on providing excellent customer service. The researchers explained that overburdening 

someone with tasks will only result in disaster; however, if they are given a specific task, their mind will be focused on it. The 

proposals will raise the standard of the restaurant as a whole, even if it takes a lot more work, patience, and time. 
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