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Keywords

Bu arasgtirmada, ii¢iincii nesil kahve sunan kafe ve restoranlari ziyaret eden miisterilerin
yiyecek ve igecek, servis ve fiziksel gevre kalite algilarinin tatmin diizeylerine etkisi
incelenmektedir. Ayrica tatmin diizeylerinin davranigsal niyetlerine etkisi ve algilanan
fiyatin kalite boyutlar ile tatmin diizeyleri arasinda diizenleyici rolii arastirilmaktadir.
Arastirmanin 6rneklem grubunu Ankara’da faaliyet gosteren ve ii¢lincii nesil kahve sunan
kafe ve restoranlari ziyaret eden miisteriler olusturmaktadir. Arastirma sonuglarina gore,
servis ve fiziksel ¢evre kalitesinin miisteri tatminine olumlu yonde etkisi oldugu, ancak
yiyecek ve igecek kalitesinin miisteri tatminine etkisi olmadig: tespit edilmistir. Ayrica
miigteri tatmininin davranigsal niyete olumlu yonde etkisi oldugu belirlenmistir. Algilanan
fiyat1 diizenleyici etkisi incelenmis, servis kalitesi ile miisteri tatmini arasinda diizenleyici
etkisi bulunurken, yiyecek ve icecek ve fiziksel g¢evre ile miisteri tatmini arasinda
diizenleyici etkisi olmadigi sonucuna ulagilmustir.
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This study examines the impact of quality of food & beverage, service and physical
environment of customers visiting cafes and restaurants offering third wave coffee.
Furthermore, the effect of customer satisfaction on behavioral intention and the moderation
effect of perceived price among the quality dimensions (quality of food & beverage, service
and physical environment) and customer satisfaction is investigated. The sample group of
the study consisted of customers who visited cafes and restaurants in Ankara, which offer
third wave coffee. According to the results of the research, it was determined that the quality
of service and physical environment has positively effect on customer satisfaction and
quality of food ve beverage has not positively effect on customer satisfaction. In addition,
it was determined that customer satisfaction has positive effect on behavioral intention.
While the perceived price has a moderation effect between quality of service and customer
satisfaction, it has been concluded that there is no moderation effect between quality of
food ve beverage and physical environment with customer satisfaction.
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