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Abstract
Background: A well-run campus canteen provides students with healthy and affordable food items to keep them satisfied and attracted towards the products and services. It has been analysed that often students cannot get quality foods due to high prices of items, products and services. In this consideration, this research has focused on analysing the ways this research is significant and can ensure client happiness and high-quality service.
Aim: The primary purpose of this study is to investigate how strategic operational improvements improved student satisfaction in aspect of the changes brought into the University Café.
Methods: This research has chosen Positivism philosophy, Deductive approach and Descriptive design in response to engaging primary method to conduct both quantitative and qualitative research. Also, the present research has considered GDPR (General Data protection rules) to protect privacy of participants. The survey and interview have been conducted. The sample size is considered as 50 students of university for the survey and 4 for conducting the interview. 
Results: It is highlighted that service quality, diversity of menu, efficiency of staff members, and accessibility to the cafe’s services play huge role in enhancing customer satisfaction. Improved service quality and better customer satisfaction can eventually help the university cafe to witness sustainable growth. The staff efficiency, service quality and individual satisfaction are closely related. The improved service quality creates positive experiences and perception of a business like university café in the present context. Besides, the overall satisfaction influences the word of mouth, repeat purchasing of individuals. This has a direct impact on the growth and development of café. Analysing the responses collected from the sample population, it has been identified that 32% of respondents visit the University Cafe twice a week. At the same time, 26% of the respondents visit the cafe thrice a week. 62% of them agreed with the view that the recent changes in these two factors have helped the University Cafe to increase its footfall. On the other hand, 22% of the respondents disagreed with this view.
Conclusion: The research demonstrated that the strategic changes in the menu variety, operational hours, pricing and service quality have successfully enhanced student satisfaction and contributed to the growth based on quality serviced, improved performance and higher productivity.
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[bookmark: _Toc208516897][bookmark: _Toc212189524]Chapter 1: Introduction
[bookmark: _Toc208516898][bookmark: _Toc212189525]1.1 Chapter Introduction
This chapter of the dissertation has introduced the topic, provided depth background information. Also, clear aim, objectives and research questions are highlighted in this particular section. Apart from this, the problem statement is given in order to focus on the issue and solve it through conducting this research. The answers to the study questions will be included in the findings chapter once the research is completed.
[bookmark: _Toc208516899][bookmark: _Toc212189526]1.2 Background
Attending university for a person is a once-in-a-lifetime chance and it contributes towards the career growth opportunities in the coming years. It is also effective for social discovery and self-exploration. In between lectures and the extracurricular activities, the students gather in the college cafeteria to eat and relax. A well-managed and reasonably priced college canteen offers students with the nutritious nourishment they require to remain motivated and focused throughout the day. Providing a variety of alternatives can help the students top choose from them. This needs to be done by analysing the dietary preferences and ensuring that all kids may select meals that fit their needs. College life is tough so students must be intellectually and physically prepared (Purwadi and Manurung, 2020). Based on the present university café, common criticisms about the café were its short menu, which is viewed as a big challenge. The uncertain hours of operation and exorbitant costs also creates negative impacts on the cafe. The primary goal of this study is to assess the ways strategic café modifications effect business performance and student satisfaction. This business model will demonstrate student-run entrepreneurship on a university campus with everyday operations affecting a specific population. Some cafeterias have witnessed proper growth by promoting about healthy eating habits and allowing them to make better decisions throughout their academic careers and beyond (McDermott et al., 2020). Nonetheless, since the students are disappointed as a result of the difficulties raised with inadequate administration, this study will help the students to understand the importance of corporate management through improved decision-making and the effective implementation of necessary changes. This research topic is extremely important since the findings can throw light on the ways small businesses can be properly managed for customer satisfaction and service quality.
[bookmark: _Toc208516900][bookmark: _Toc212189527]1.3 Problem Statement
The university café is more than just a meal choice, and it is also an important part of campus culture. It promotes environmentally beneficial behaviours that encourage people to collaborate and provides physical nutrition and emotional satisfaction. These approaches not only reduce the negative environmental impact of the café but also teach individuals the value of sustainable practices (Johannisson and Hiete, 2021). This study will give insights on strategic change management approaches that can enhance the customer experience and corporate outcomes. It can be considered as a useful tool for small businesses that are looking to improve their offerings in response to their target market regarding the changing expectations. 
[bookmark: _Toc208516901][bookmark: _Toc212189528]1.4 Research Aim
The aim of the research is to analyse the overall impact of strategic operational changes on the satisfaction and performance of the university students of the café based on the changes and improvements made
[bookmark: _Toc208516902][bookmark: _Toc212189529]1.5 Research Objectives
The prime objectives of the research are stated as follows:
· To evaluate the impact of menu variety and pricing on student satisfaction 
· To assess the effect of extended café opening times and accessibility  
· To analyse the impact of service speed and worker efficiency on students 
[bookmark: _Toc208516903][bookmark: _Toc212189530]1.6 Research Question
The research questions are stated as follows:
· How have the changes made in menu variety and pricing affected student satisfaction?
· What impact do extended opening hours have on university’s café usage among students?
· To what extent have operational improvements shaped overall customer loyalty and business performance?   


[bookmark: _Toc208516904][bookmark: _Toc212189531]1.7 Research Rationale
In the fast-paced world of present times, the efficiency is essential, and diet regimens are no exception. Many individuals use cafeterias as a dining option between their busy schedules. However, issues of congestion can be identified due to the long lines, and the students have to wait for a long time. Customers become irritated as a result of the missed time. Cafeteria proprietors have to go through huge loss if guests become irritated owing to the lengthy wait and also it has a negative impact on reputation (Decker-Lange et al., 2021). In order to address this issue, the cafeteria has been mooted that would bring together all of the on-campus dining options. This is an attempt to ease some of the crowding issues while also making dining more convenient for cafeteria operators and patrons. It is always tempting to focus on labour or food costs, but it is also important to consider the intangible benefits of a healthy eating program (Mesra et al., 2021). Unplanned pop-up events with a food theme are an excellent way to keep students interested. The present research sheds light on the importance of affordable foods with high quality services so that better satisfaction can be witnessed. This can also help to bring long term growth and success of a café. The lack of variety in the café's food options has had a negative impact on sales and this has created lack of student satisfaction. High costs and the limited food options and ineffective administration all contribute to decreased sales and an inability to satisfy students (Sandberg et al., 2023). Also, an inconsistency in business hours has contributed to student dissatisfaction. All of the identified issues have a significant impact on the low sales of University Café. This study must give proper attention to resolve the current issue by adjusting the menu with more options and provide reasonable rates of each item. 
[bookmark: _Toc208516905][bookmark: _Toc212189532]1.8 Chapter Summary
This chapter of the dissertation presents the key themes of the study so that readers can comprehend the influence of strategic modifications to the university café on student satisfaction and financial success. This chapter has focused on the student-led entrepreneurship model, which has also identified the problem and this study has been considered beneficial to meet the objectives and aim. Customer satisfaction will rise as a result of the ongoing strategy and based on effective satisfaction of students, growth and effective sales can be seen. 

[bookmark: _Toc212189533]Chapter 2: Literature Review
[bookmark: _Toc212189534]2.1 Chapter Introduction
The main focus of this literature review chapter is to critically analyse the existing literature studies and analyse the facts and ideas to gather insights and more knowledge. This literature review chapter has reviewed the past studies in terms of evaluating the existing information regarding customer satisfaction, service quality, small business management, and other aspects that can address the key research objectives and questions. In addition, this chapter has provided the theoretical background considering which a clear idea can be gathered regarding the research context. Furthermore, literature gaps have been identified so that the research can help in addressing those gaps and the quality of this study can be enhanced. 
[bookmark: _Toc212189535]2.2 Relevance of service quality
According to the statement of Tannady et al. (2023), the maintenance of the quality of services becomes largely important for the businesses that are directly customer-focused such as university cafes. In order to increase client happiness and loyalty, service quality can help to provide services that either meet their expectations or fail to meet. Features including food quality, staff response, and speed of service are crucial in influencing opinions in student-focused cafes. Service quality is very crucial due to the tight budgets and hectic schedules as university students are particularly sensitive to delays and irregularities. The statement of Yunita et al. (2022) helps in evaluating that frequency of dining and customer satisfaction are positively impacted by a diverse menu and consistently high-quality service. Conversely, inadequate service quality, such as sluggish delivery or dirty surroundings, is closely associated with customer discontent and decreased business growth. It becomes largely crucial for a service providing business those consistent services with quality products is maintained as it eventually helps in enhancing the overall operational efficiency (Ahmed et al., 2023).  In this regard, it can be outlined that service quality has a direct impact on cafes' long-term viability, income, and customer loyalty, making it more than just an operational issue. Therefore, the improvement of service quality through ensuring appropriate strategic approaches can also create better scopes for the businesses to enhance customer engagement and operational efficiency.  

[bookmark: _Toc212189536]2.3 Importance of customer satisfaction
As per the views of Ali et al. (2021), customer satisfaction and experience are considered to be one of the most significant aspects that help in ensuring business growth and operational efficiency. Customer satisfaction reliably helps in understanding the level of service quality a business delivers that matches the expectations of potential customers. Food quality, cleanliness, menu variety, cost, and speed of service all affect customer satisfaction at campus cafes. Customer happiness, which in turn encourages repeat business and favourable word-of-mouth advertising, is greatly influenced by service quality. The statement of Yasir et al. (2021) argues that customer happiness predicts loyalty, which is crucial for small businesses operating in a niche industry. Students are more inclined to build faith in the cafe and contribute to long-term company success when they believe that their requirements are being satisfied, by reasonably priced meals, nutritious alternatives, and effective service. On the other hand, discontent brought on by exorbitant costs or subpar administration leads to lower sales and harm to one's reputation. Customer happiness turns into a metric for sustainability and success in small-scale businesses with limited resources, such as a campus cafe (Taufik et al., 2022). Cafes may increase customer engagement and loyalty by implementing satisfaction-driven tactics including enhanced menu variety, clear pricing, and responsiveness to feedback. Therefore, customer satisfaction works as a strong driving factor for the small businesses such as university cafes in terms of enhancing operational efficiency and business growth. 
[bookmark: _Toc212189537]2.4 Students’ perceptions on pricing strategies
Pricing of available products plays an important role in terms of outlining the perceptions of potential customers. As per the argument of Raihen et al. (2023), fair and affordable prices have a big impact on the satisfied customers. Students are more inclined to look for alternatives off campus when costs are thought to be too high, which lowers foot traffic and income. In this situation, value-based pricing is very pertinent. This tactic ensures affordability while preserving profitability by matching pricing to the perceived worth of the item or service. On a similar note, the statement of Martinez-Perez et al. (2022) emphasises even more the ways students' intents to buy are influenced by fair pricing, which shapes their views of loyalty and trust. Furthermore, opinions of price include justice and transparency in addition to affordability. For instance, if quality, larger quantities, or healthier alternatives are offered, students might be willing to pay a little more. On the other hand, unstated fees or uneven pricing policies damage credibility and deter repeat business. Research indicates that the rivalry of university cafes in relation to adjacent off-campus establishments is directly impacted by perceptions of affordability (Ganatra et al., 2021). Hence, affordable and discounted pricing strategies attract students the most in the university cafes, which further help in enhancing their loyalty as well. 
[bookmark: _Toc212189538]2.5 Small business management
The prospect of small business management is considered to be impacted by different internal and external aspects. Small businesses, such as university cafes, must put flexibility and cost effectiveness first, unlike larger corporations. Effective tactics include hiring qualified employees, managing cash flow well, and implementing cutting-edge procedures (Kraus et al., 2023). Results for small businesses are influenced by both internal and external influences. While consumer expectations, market competitiveness, and economic constraints are external concerns, staff competency, service performance, and leadership are crucial internal elements. Because student needs are ever-changing, flexibility is especially crucial. For instance, expanding business hours and changing the menus may both directly address the changing demands of students and spur expansion. As per the statement of Hadjielias et al. (2022), small firms sometimes lack the personnel and financial resources necessary to make significant changes. Strategic prioritising is therefore necessary to optimise the effect. According to research, managing a small firm successfully requires ongoing strategy improvement as opposed to one-time fixes. For this reason, it becomes crucial for the small businesses such as university cafes that they adapt to the lean and agile management aspects so that they can meet the changing business environments and ensure long-term sustainability. 
[bookmark: _Toc212189539]2.6 Operational improvement shaping customer loyalty
The role of operational improvement is vital in enhancing service efficiency of firms. As mentioned by Geminarqi and Purnomo (2023), focusing on operational improvement is vital for firms to minimise waiting times for food and beverages. In order to build a positive impression among visitors in restaurants or cafes, it is vital to deliver services at a faster pace. Along with this, quality consistency is another factor which can standardise operational procedures. Moreover, consistency in product quality can be marked as highly impactful in building trust among customers. In addition, consistency in service quality allows firms to retain their valuable customers. Training and development are one of the most vital parts of firms’ operational improvement. Continuous training and development to employees enables firms to handle complaints from customers in fruitful ways. As depicted by Sutrisno et al. (2023), in order to improve the experiences of customers, it is highly important for firms to provide training and development opportunities to employees consistently. Professionalism among staff is one of the factors, which can enhance among customers to a great extent. Operational improvements support firms to build stronger connections with their target audiences and customers. Emphasising on operational improvements, firms are able to increase repeat purchases. Integration of advanced and innovative technologies is a part of firms’ operational improvements. As demonstrated by Nwabekee et al. (2025), integrating advanced technologies in operations, firms are able to reduce human errors in operations and this in turn support organisations to enhance customer loyalty. In this era, environment friendly practices support companies to enhance customer loyalty and satisfaction. 
[bookmark: _Toc212189540]2.7 Operational effectiveness improving business performance
In order to improve business performance, it has become vital for firms to streamline their operations. As commented by Yun et al. (2022), elimination of redundancies can be marked as effective in improving firms’ business performance. Labour and energy usage must be efficiently utilised for improving business performance of organisations. Focusing on this is vital for firms to control their operational costs in an effective way. Operational effectiveness and standardised procedures have been found as impactful in maintaining consistency in service quality. It has been also found that adoption of lean inventory practices can be highly fruitful for restaurants and cafes to minimise their costs. Along with these, a high focus on process standardisation can be highly effective for firms to minimise their rework costs. As opined by Handoyo et al. (2023), operational effectiveness can allow profit earning firms to enhance their overall productivity to a great extent. Emphasising on operational effectiveness, firms are able to align the capabilities of their employees with job roles. Seamless services of firms have been found as highly fruitful for enhancing the experiences of customers. A high satisfaction among customers is considered as the key for repeat purchase among them. Focusing on operational improvement, firms are able to ensure positive word of mouth among customers. 
Focusing on operational effectiveness has become highly important for profit earning firms to adopt changes in the market at a faster pace. At the same time, emphasising on operational effectiveness, firms can mitigate the risks due to disruptions in the supply chain. As stated by Garcia-Buendia et al. (2023), operational effectiveness is a factor, which supports sales and performance of organisations even in uncertain times. Furthermore, focusing on this, firms can easily introduce new products or services in markets. Operational efficiency can allow companies to optimise their supply chain operations in an effective way. In this aspect, operational effectiveness is a factor, which can be considered as the crucial for organisations to reduce employee turnover effectively. 
[bookmark: _Toc212189541]2.8 Theoretical underpinning
Expectancy disconfirmation theory or EDT
The expectancy disconfirmation theory can be marked as effective for the firms to enhance their customer satisfaction. As illustrated by Carraher-Wolverton and Hirschheim (2023), the key components of the Expectancy disconfirmation theory are expectations, perceived performance and disconfirmation. Following this theory, firms are able to identify the gaps between customers’ expectations and the actual services provided by them. According to this theory, expectations are the anticipations of customers before their purchase. Perceived experience can be described as the actual experiences of customers of using any product or service. Disconfirmation is a factor described by this theory, which emphasises on comparing expectations and perceived experience. 
SERVQUAL Model or Service quality theory 
In order to evaluate satisfaction of customers, the SERVQUAL model or service quality theory has been found as very useful. As demonstrated by Naylor (2024), five key dimensions are there in the SERVQUAL model or service quality theory and those are reliability, assurance, tangibles, empathy and responsiveness. This model is widely applied in measuring customer satisfaction in the organisations engaged in the hospitality sector. Following this theory, the University Cafe will be able to make its services more reliable. Focusing on this theory, the University Cafe should ensure availability of menus. Furthermore, personalised menus can be introduced by the University Cafe to enhance satisfaction among the students. 
[bookmark: _Toc212189542]2.9 Literature gap
Analysing the previous literature relevant to this topic, certain gaps can be identified. In the study of Tannady et al. (2023), the importance of service quality is highlighted. However, the author has missed to analyse the factors in depth.  Besides, lack of numerical information can be seen as one of the major gaps in past studies. Along with this, lack of industry specific information has been found as another gap. Moreover, in the study of Ali et al. (2021), the author has highlighted the factors like customer experiences and customer satisfaction. However, the author has missed to analyse its impact on experiences and satisfaction of individual customers. Thus, the identified gaps have impacted the quality of research. 
[bookmark: _Toc212189543]2.10 Chapter summary
From the discussions of the literature review chapter, it can be summarised that focusing on operational efficiency is vital for profit earning organisations. Following the Expectancy disconfirmation theory or EDT, the University Cafe can identify the gaps between the expectations of customers and the actual services provided by it. In order to enhance customer satisfaction, the SERVQUAL Model can be proved beneficial for the University Cafe. Profit earning firms are able to enhance their overall productivity by emphasising on operational efficiency. Operational improvement can allow organisations to adopt sustainable practices in an easier way.


[bookmark: _Toc212189544]Chapter 3: Methodology
[bookmark: _Toc212189545]3.1 Chapter introduction
This chapter has focused on analysing the research methods chosen from research onion for conducting this present research. This section has focused on analysing the research approach, philosophy, design, sample size, data collection and data analysis methods. Also, this chapter has considered ethical considerations to maintain integrity of the present study.
[bookmark: _Toc212189546]3.2 Research methods
Researchers consider various types of research methods like primary, secondary and mixed method to conduct particular research. This research has focused on choosing mixed method for collecting the useful data regarding the present study topic. Thus, the researcher has got the chance to collect both quantitative and qualitative data to increase the knowledge and insights related to present study topic. Quantitative method has created proper scope to add statistical data and use charts, graphs and tables to present those data (Ghanad, 2023). Based on the qualitative method, the data has helped to enhance the theoretical understanding of the chosen topic.  
[bookmark: _Toc212189547]3.3 Research philosophy
Research philosophy is considered as the nature of belief that the researcher considers to screen, interpret and analyse the data. Researchers consider different types of philosophy to conduct research like interpretivism, realism, positivism, pragmatism. This particular research has considered the Positivism Philosophy to conduct the present study. Positivism philosophy has been chosen as it emphasises on the importance of empirical evidence in terms of focusing on objective observation and measurement of facts. This philosophy is capable of allowing researcher to analyse the relationship between research variables like operational performance, student satisfaction, and business growth. Interpretivism has not been chosen as it focuses on subjective experiences whereas, Realism is discarded because of its connection to completely novel research area.
[bookmark: _Toc212189548]3.4 Research approach
Researchers consider mainly two research approaches like deductive and inductive. Inductive reasoning attempts to build a theory, whereas deductive reasoning aims to test an existing hypothesis. This research has included Deductive Approach for deducing the facts by evaluating the quantitative data. This starts with testing existing theories on consumer satisfaction and business growth followed by testing those in the context of University café. Researcher will be able to form hypothesis and utilise gathered information from hands-on data to accept or reject the existing theorisation and ensure a logical and structured research approach. This can help in collecting the reliable and valid data and get positive outcomes from the study. Inductive approach is not chosen since the main purpose is not to generate new theories instead the research aims to test the effectiveness of applicability of established concept to this particular case about strategic modification within the cafe. . 
[bookmark: _Toc212189549]3.5 Research design
The present research has included descriptive design for conducting the research. Researchers involve various types of research design. This research has considered the descriptive design as the most suitable one (DECKERT and WILSON, 2022). Exploratory design has not been included as it mainly focuses on collecting and secondary data. Also, explanatory design is not chosen as it is valid for the novel research. 
[bookmark: _Toc212189550]3.6 Search strategy, Inclusion/exclusion criteria
Effective search strategy is considered for getting the valid resources related to the present topic. In this context, inclusion and exclusion criteria have been taken into account. Boolean operator is applied for getting effective results from this particular research. Databases that have been used include Google scholar and thus, the relevant resources have been accessed. Key words that are used include staff efficiency, customer satisfaction, price strategy. In consideration to the primary research, it is made sure that participants above 18 years old are included in the study to gather the real time data. The participants below 18 years old have been excluded from the present study to maintain academic integrity. 
[bookmark: _Toc212189551]3.7 Sample size and techniques
Researchers include effective sampling techniques for conducting research. This involves purposive, snowball, random and convenience sampling methods. This research has considered both purposive and convenience sampling method to select the appropriate sample size and complete the study by gathering both qualitative and quantitative data (Andrade, 2021). 50 students of university have been chosen as the sample size and 4 for conducting the interview. Thus, real time data has been gathered regarding the present study topic. 
[bookmark: _Toc212189552]3.8 Data collection
This research has conducted primary research by using the primary method. Considering this particular method, the researcher has been able to collect the data through quantitative and qualitative method based on both survey and interview methods. In aspect of the primary method, real time data has been collected from the participants by developing open and close ended questionnaires (Nieuwenhuijs et al., 2022). Thus, the reliable, valid and accurate data has been gathered regarding the present study topic. The use of graph, charts and theme table has helped to create a better insight of the collected data and increase the knowledge and understanding of the chosen topic. 
[bookmark: _Toc212189553]3.9 Data analysis
This research has used statistical or numerical method to analyse the quantitative data collected from survey method. Besides, the text analysis has been done to analyse the qualitative data collected through interview. The participants of the interview have shared the real time information, and this has increased the understanding of the present topic. The thorough data analysis has helped to show the link between the factors, and this has provided scopes to enhance the limited knowledge and understanding of topic. Text analysis has increased theoretical knowledge based on the chosen topic and this has created better insights related to the customer satisfaction and quality of services. Themes have been developed to get better and depth idea. 
[bookmark: _Toc212189554]3.10 Limitations
The limitation that can be highlighted regarding this present study is that the particular research has conducted primary method. This creates limitation as conducting a secondary research could have given better scopes to add theoretical idea and data regarding the chosen study topic. Conducting primary research has reduced the chance of including relevant sources and adding subjective data in the present research. Also, considering 50 as sample size can be considered as a limitation as it is very less and reduces the chance of including depth ideas from more population. 
[bookmark: _Toc212189555]3.11 Ethical considerations
Research ethics play a crucial role to maintain integrity. This research has considered ethical aspects in order to collect the valuable data through both quantitative and qualitative methods. Besides, General Data Protection Rules (GDPR) has been taken into account to protect the privacy and safety of the individual participants associated with this particular study (Vlahou et al., 2021). It has been made sure that no personal information is misused and disclosed except using it for the academic purpose. Proper consent has been taken from the participants before including them in the study. It is also taken care of that participants get no harm during the research is conducted. 
[bookmark: _Toc212189556]3.12 Chapter summary
This chapter has highlighted the chosen philosophy, approach, design, which has been involved to conduct the present research. Also, sampling technique has been used to select the right sample for conducting the primary research. The statistical and thematic analysis has helped to increase insights and depth idea regarding the chosen study topic of research.



[bookmark: _Toc212189557]Chapter 4: Results and discussion
[bookmark: _Toc212189558]4.1 Chapter introduction
This chapter has focused on conducting primary research and analysed the facts. The survey results have been analysed with the help of statistical analysis. Graph and charts have been used to present the real time data collected from survey method. In consideration to the interview results, text analysis has been done by developing relevant themes. 
[bookmark: _Toc212189559]4.2 Primary Quantitative data analysis
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Figure 1: Gender
Source: Researcher
The above graphical presentation shows demographic information and data based on the gender of the participants. It has been found that 56% of the survey respondents are male and on the other hand, 40% of them are female. 
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Figure 2: Age Group
Source: Researcher
The second representation is based on the age groups of survey participants. Analysing the survey responses obtained from the students, it has been found that majority of respondents 34% of them are from the age group 23 to 24 years. At the same time, very few respondents 30% of the students are from the age group 20 to 22 years. 
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Figure 3: Frequency of Visit
Source: Researcher
The above diagram reflects the opinions of students regarding the frequency of visiting the University Cafe. Analysing the responses collected from the respondents, it has been identified that majority 32% of them visit the University Cafe twice a week. At the same time, 26% of the sample population visit the cafe thrice a week. Based on the view of Anwar and Abdullah (2021), in order to improve the experiences of customers, it has become highly important for profit earning organisations to provide continuous training and development opportunities to their employees. Very few, 24% of the students visit the University Cafe weekly. Along with these, 12% of the selected survey participants have stated that they daily visit the cafe. 6% of the survey population stated that they visit the cafe once in a month. From this result, it can be summarised that the sales performance has been improved by the University Cafe by implementing the strategic operational changes such as introducing new menu items and modifying prices. 
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Figure 4: Changes in price and menu in the University Café
Source: Researcher
The above data and survey question is based on the opinions of students regarding the role of the recent changes brought by the University Cafe in its menu and prices in increasing customer footfall. From the results obtained from primary data collected from the sample population, it has been found that majority of respondents 62% of them agreed with the view that the recent changes in these two factors have helped the University Cafe to increase its footfall and growth. On the other hand, few respondents (22%) of the selected sample population disagreed with this view. According to Sudirjo (2023), in setting pricing strategies, a high emphasis should be given by firms on analysing the affordability of their target audiences. Along with this, in designing menus, restaurants must analyse the diverse tastes and preferences of their target audiences. 
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Figure 5: Menu Variety 
Source: Researcher
The above data shows that the satisfaction of students regarding the menu variety brought by the University Cafe in the recent past. Analysing the responses collected from the selected sample population, it has been found that majority of respondents 42% of them are satisfied with the menu variety. 36% of the selected sample population are highly satisfied with the recently introduced menu variety. However, few respondents 6% of the sample population stated that they were not satisfied with the menu variety brought by the University Cafe. As per the view of Okeke et al. (2024), for product design, firms need to be focused on the diverse choices and preferences of their customer and target audiences. 14% of the University students stayed neutral regarding their opinion. 
[image: Forms response chart. Question title: 6. The new product pricing introduced by the University cafe in the recent past has made you satisfied. Number of responses: 50 responses.]
Figure 6: New Product Pricing 
Source: Researcher
The above graphical analysis has helped in outlining the perceptions of the university students regarding the new pricing strategy of the cafe. The analysis helped in outlining that a large section of responding students has agreed that the updated pricing strategy of the university cafe has made them more satisfied in comparison to the past. This can be justified based on the fact that pricing strategy is largely crucial in terms of satisfying potential customers and ensuring a consistent growth trajectory (Aulia et al., 2023). In this regard, the responses of this close-ended survey question has helped in outlining that the new pricing of the university cafe’s products has effectively enhanced the satisfaction level of the students. 

[image: Forms response chart. Question title: 7. You are satisfied with the extended opening times and accessibility of the University cafe . Number of responses: 50 responses.]
Figure 7: Extended opening times and accessibility 
Source: Researcher
The figure above has evaluated the responses of the university students regarding their perceptions about the extension of the opening time of the cafe. Majority of respondents (52%) are very satisfied with the extended accessibility and opening times of university café. Students have been asked whether the extended accessibility and opening time of the cafe has satisfied them or not. The statistical analysis has outlined that more than half of responses have highlighted that the students are highly satisfied with the extended accessibility and timing of the university cafe and others are also satisfied with this change. Therefore, this helps in understanding that the extension of service quality and accessibility is largely important for the cafe in terms of ensuring that students are constantly engaged and satisfied.  
[image: Forms response chart. Question title: 8. What about the cafe satisfies you the most?. Number of responses: 50 responses.]
Figure 8: Satisfaction criteria 
Source: Researcher
The graphical presentation above involves the close-ended question involving the options regarding which of the contexts of the university cafe satisfy the students the most. It involves the options regarding the service quality, cafe’s menu, its ambience, opening timing, and staff behaviour. The graph above highlights that a large section of students have highlighted that they are more satisfied with the improved service quality and opening timing of the cafe along with staff behaviour. This eventually helps in evaluating that customer satisfaction and business growth can be ensured with the help of maintaining consistency in service quality, accessibility, and customer engagement (Slack et al., 2021). 

[image: Forms response chart. Question title: 9. You are satisfied with the present staff efficiency in the University cafe. Number of responses: 50 responses.]
Figure 9: Staff Efficiency 
Source: Researcher
The above figure highlights the responses of the participating students regarding their levels of satisfaction with the efficiency of the present staff members of the university cafe. The statistical analysis has helped in outlining that a large section of students (58%) have outlined that they are satisfied with the efficiency of the present staff of the cafe. However, a notable section of participants (34%) have outlined that they are not much satisfied presently with staff efficiency which defines that the owners must focus on this matter and employ more efficient staff members for better customer satisfaction and the cafe’s growth.  

[image: Forms response chart. Question title: 10. According to you, how can the University cafe improve its services more?. Number of responses: 50 responses.]
Figure 10: Service Improvement Recommendation 
Source: Researcher
The above statistical analysis has helped in outlining the perceptions of the participating students regarding the strategies through which the university cafe can improve its services and ensure its growth. A large section of students (46% and 60%) have suggested that the cafe can introduce affordable combos who can help in enhancing the satisfaction level and engagement of customers. Additionally, discounts for the regular customers can be another effective strategy which can help the university cafe to ensure its growth and the improvement of its services. 







[bookmark: _Toc212189560]4.3 Table 1: Themes 
	Themes
	Responses from Students

	Menu Variety and Pricing Strategy
	“I think the café is much better now because the menu has more variety. Earlier it was just the same items every day, now I feel like there are more choices.” 
“Prices are fair now, earlier I used to avoid eating here because it was too expensive.”

	Accessibility and Café Operating Hours
	“The extended hours are really helpful, especially during exam season. I don’t feel rushed anymore.” 
“Sometimes I still find it hard to access when I have late classes, but it’s definitely more flexible now than before.”

	Service Quality & Staff efficiency
	‘‘Service has become faster in the present times than experienced before. I think now I do not have to wait for long hours. The staffs stay connected and this develops the relationship’’. 
‘‘The staffs are very friendly and they also consider the feedbacks and make the required improvements’’. 

	Overall satisfaction & Business perception
	‘‘I believe that the café has improved its services a lot than before. This has attracted many individuals recently and this has made the café very busy based on their quality of services’’. 
‘‘However, I would like to say that it can also bring certain improvements in the coming years’’. 




[bookmark: _Toc212189561]4.4 Thematic Analysis: Primary Qualitative Data (Interview Transcript)
[bookmark: _Toc212189562]4.4.1 Theme 1: Menu Variety and Pricing Strategy
Among the most consistent patterns across the interviews conducted with the students was recognition of improvements in the menu variety and affordability of the café products. Previously, students showed frustration over the limited offerings of the café and high prices of the items, which often pushed them to dine outside the campus. Following the strategic changes, many students have shown greater sense of satisfaction with the availability of diverse food items in the café. 
According to respondent 1, “I think the café is much better now because the menu has more variety. Earlier it was just the same items every day, now I feel like there are more choices.”
This aligns with Chaand Seo (2019), who has stated that cafeteria menu variety and pricing directly influence students’ satisfaction and frequency of dining there. Another participant, respondent 3 highlighted affordability, “Prices are fair now, earlier I used to avoid eating here because it was too expensive.” This shows the importance of the principle of value based pricing, where affordability enhances the perception of fairness among the customers and also encourages repeat purchase (Rady et al., 2023). Therefore, through the analysis, it could be suggested that both the expansion on menu variety and reduced prices of the food items, have contributed towards a more positive perception of the café, thereby increasing the likelihood of frequent use and customer loyalty. 
[bookmark: _Toc212189563]4.4.2 Theme 2: Accessibility and Café Operating Hours
Accessibility through extended operating hours also plays a crucial role in enhancing the customer satisfaction with cafeterias. Students have expressed through the interview that extended operational hours of the café made it more convenient for them, especially during the exam periods, or for the ones attending evening classes. 
As according to respondent 2, “The extended hours are really helpful, especially during exam season. I don’t feel rushed anymore.”
The importance of operational flexibility reflects through this, as discussed by Alshebami (2025), where adaptability towards consumer needs is the major key for sustaining small business success. Although most of the students have appreciated the change, some of the respondents still noted areas of improvements, as stated by respondent 4, “Sometimes I still find it hard to access when I have late classes, but it’s definitely more flexible now than before.”This shows that the café still needs some ongoing refinements, along with the progress that has been made. This is necessary for balancing the operating costs with that of the demand of the customers (Zemlina et al., 2023). Extended operating hours are perceived to increase café footfall, from a business performance perspective, thereby supporting the objective of high accessibility and revenue. 
[bookmark: _Toc212189564]4.4.3 Theme 3: Service Quality & Staff efficiency
It is analysed that service quality plays a big role in creating better satisfaction. As per the views of respondent 3, Service has become faster in the present times than experienced before. I think now I do not have to wait for long hours. The staffs stay connected, which develops the relationship’’. This can be further justified with the fact that quality services result in quality management (Borysova et al., 2024). This brings better productivity. Cafes play a major role in creating unique experiences related to the individuals. This can be analysed further based on the factors like good food, hygiene and nutrition; that service quality is the key to get success and witness overall growth. It is analysed that staffs also plays an effective role to make sure that expectations of individuals are met. 
In the present consideration, based on the response of respondent 4, ‘‘The staffs are very friendly and they also considers the feedbacks and make the required improvements’’ It has been thus evaluated that quality of services of items within the café can influence the spending power of individuals. Service quality results in improved customer satisfaction. The efficiency and skills of staffs are required in order to meet the needs and enhance growth. It can be further highlighted that service quality and efficiency are very closely related (Gibbs and Kharouf, (2022). Skilled and professional staffs try to meet the needs demands of individuals by staying connected and understanding their perceptions. It is analysed that the behaviours of individual staff also influence the process of getting satisfied through a particular service. The friendlier nature of the individual staffs highly influences the students to stay loyal towards the café and this increases the chances of repeat purchases. 
[bookmark: _Toc212189565]4.4.4 Theme 4: Overall satisfaction & Business perception
The affordability of food items has a significant impact on the perceptions of individuals. Students prefer quality food items at a very reasonable rate. As per the opinions of respondent 3, ‘‘I believe that the café has improved its services a lot than before. This has attracted many individuals recently and this has made the café very busy based on their quality of services’’. 
It is analysed that improving the services through considering the pricing needs have brought many changes in the café and the ways individual student buy the products from the café. The affordability can be seen in the present food items, and this motivates the students to buy food items from the campus cafeteria. This can be justified through the statement of Bernarto et al. (2022) that perceived risk, perceived prices and brand image has significant impacts on the satisfaction of individual customers. 
Besides, according to respondent 2, ‘‘However, I would like to say that it can also bring certain improvements in the coming years’’. 
Thus, overall satisfaction further influences word of mouth and repurchasing intentions of individuals (Blut et al., 2024). In the present context, this is clearly evident from the fact that affordable price ranges of food items in café have increased the sales and demands in past days. 
[bookmark: _Toc212189566]4.5 Discussion
Comparing the findings of this research with that of the previous literature, it has been found that focusing on operational improvement, firms are able to enhance customer loyalty and satisfaction to a great extent. Findings of the previous literature have depicted that minimising waiting times should be a top priority factor to restaurants or cafes to enhance loyalty among their customers (Geminarqi and Purnomo, 2023). Moreover, to enhance customer loyalty and satisfaction, it is highly important for firms to maintain consistency in their product or service quality. At the same time, the findings obtained from the quantitative data analysis in this research have reflected that by implementing the strategic operational changes, the University Cafe is able to increase repeat purchase among students. It has been found that 26% of the selected sample population visit the cafe thrice a week, 32% of the students visit the cafe twice a week and 24 of them visit the cafe regularly. This indicates an increasing popularity of the University Cafe among the students. From the findings of previous literature relevant to this topic, it has been identified that continuous training and development of employees can support firms to enhance customer satisfaction through improving service quality (Sutrisno et al., 2023). 
The findings of the previous research have highlighted that streamlining operations should be a priority factor to firms to enhance their operational effectiveness. From the research of Yun et al. (2022), it has been found that overall business performance of organisations can be improved through elimination of redundancies. In order to minimise rework costs, organisations must focus on process standardisation. From the responses obtained from the survey participants, it has been observed that the majority of them agree with the view that changes in menu and prices have increased the footfall in the University Cafe. From the qualitative data obtained from the interviewees, it has been observed that varieties in the menu introduced by the cafe have played an important role in satisfying students. Moreover, the findings obtained from the qualitative data collected from the interviewees have highlighted that cheaper prices designed by the cafe are playing an important role in attracting students. 44% of the students are highly satisfied with the new pricing introduced by the University Cafe. Along with these, extended hours have played an effective role in improving the experiences of students. From the findings of the previous literature, it has been observed that seamless services are highly effective in improving the customers of firms (Handoyo et al., 2023). 
A high emphasis of firms on enhancing operational efficiency can enable them to prevent disruptions in their supply chain. Moreover, emphasising on operational effectiveness, firms are able to introduce new products or services in an easier way (Garcia-Buendia et al., 2023). Findings obtained by analysing the qualitative data have indicated that faster pace in service delivery has played an important role in satisfying the University students. Similarly, the findings obtained from the results of the sample survey have indicated that the students are highly satisfied with the extended opening times of the University Cafe. The findings highlight the results from the primary responses that have been aligned with the existing literature section. The primary survey analysis has helped in highlighting that students at the university have become more satisfied and attracted towards the cafe due to the introduction of the new pricing strategy. The affordable and accessible product pricing at the university cafe has eventually helped in enhancing satisfaction of potential customers which can reliably help in the sustainable growth of the cafe. The comparative analysis of the quantitative findings with the literature review has helped in identifying a similar note. The literature review has also outlined that affordable and discounted pricing strategy is largely effective in terms of enhancing satisfaction of potential customers. The literature section has highlighted that fair and affordable pricing reliably helps in shaping the perceptions of students regarding purchasing products from the university cafes (Martinez-Perez et al., 2022). This highlights the analyses of the findings that the current pricing strategy that the university cafe has considered is defining a reliable performance in terms of satisfying students and enhancing their experiences. In addition to this, the findings have also helped in outlining that the extended accessibility of the cafe’s services and its opening timing has reliably helped in enhancing the satisfaction of the students. It has defined that enhanced accessibility of the services, menu, and other amenities, along with the extended timing of the cafe has positively influenced students to get engaged with its services. On a similar note, the literature review has highlighted that improved accessibility and longer visit timings are largely crucial for university cafes in terms of meeting the requirements of customers and ensuring their satisfaction (Ganatra et al., 2021). This eventually helps in ensuring the growth of the cafe along with long-term sustainability. 
Along with this, the quantitative finding has also evaluated the perceptions of students regarding the services of the university cafe in enhancing their satisfaction and experiences. This has helped in finding that the enhanced service quality as well as the extended opening timing of the cafe has eventually helped in enhancing the satisfaction of university students. In addition to this, the literature review has similarly outlined that service quality plays a huge role in shaping customer satisfaction and growth trajectory of a cafe. It highlights that high-quality services and diversity in menu are the key aspects of enhancing service efficiency of a cafe that eventually helps in enhancing customer satisfaction and business growth (Yunita et al. 2022). Additionally, the finding represents that staff behaviour is a huge context in terms of ensuring customer satisfaction in the business of a cafe. It has outlined that the university cafe needs to improve its staff efficiency through appropriate training and hiring of more efficient employees. On the contrary, the literature review has outlined that the lack of politeness in the staff behaviour and attitude can eventually impact the overall business performance. Responses have been gathered regarding enhanced affordability and diversity of menu which can enhance customer satisfaction and growth potential for the university cafe. This highlights the existing literature finding that diversity and improved service quality is the key to business growth. 
The interview responses have highlighted that greater variety in the menu and improved affordability was among the most significant improvements in the café for the students. These findings are consistent with the literature where positive relationship between the customer satisfaction and menu diversity is well established, as stated by Yunita et al. (2022) who noted that satisfaction and frequent dining in campus criteria are greatly influenced by a steady service quality and broader menu options. The importance of affordability and value based pricing for retaining student customers; is further confirmed by Raihen et al. (2023) and Martinez-Perez et al. (2022). The findings of the study have been consistent with previous studies, which have shown that higher prices tend to drive students off campus, while fair and transparent pricing helps in fostering loyalty. The analysis has also shown how fair pricing has encouraged dining in café, reflecting a more positive perception and greater willingness of the students to revisit. This aligns with the study by Ahmed et al. (2023) which states that satisfaction derived from fair pricing and menu variety results in higher footfall and repeat purchases, thereby reinforcing the primary findings that strategic changes to the menu and pricing have direct impact on business benefits. 
Analysis of the findings have clearly shown that participants value the extended operating hours, and increased convenience during the high demand periods. This is consistent with the study by Hadjielias et al. (2022) which has emphasised on flexibility in operating hours is vital for small businesses in dynamic and student centered environments. According to the study, this also helps in adapting to shift demand and maximise the relevance. The findings also aligns with Ganatra et al. (2021) affirming the necessity for extended and accessible café hours as a means to increase customer footfall and compete with the off campus alternatives. 
Moreover, it can be discussed that improved service quality has been seen and it has created positive experiences. The staff efficiency is closely linked with the quality of services. In addition, the friendly nature of staffs attracts the individuals to become loyal customers of university café. This is closely linked with the long term growth and success of the café. Service quality has a significant impact on the satisfaction of individuals (Singh et al., 2023). In this consideration, it can be stated that staff efficiency is one of the reasons behind improved services and this has a positive impact on the sales and profits related to the university café. The professional behaviour, skills and knowledge have helped the cafe to bring new changes, which has met the student preferences. The loyalty of individual student has increased the chances of repeat purchase. Proper discussion has been made in literature review, which also justifies the fact that quality of services and food items of café has an impact on the long term viability. The staff efficiency is also linked with better operational management and this creates customer loyalty. Operational efficiency also brings certain improvements on the performance and productivity of businesses. The quality of foods, hygiene creates attraction among the students to use a product. 
Also, the overall satisfaction is influenced by many factors. This further brings positive impacts on the growth of a business. In the present consideration, prices also play a vital role to attract the potential customers towards the quality services. Considering this, it is evaluated that affordable price ranges of products of café highly influence the choices of students. The affordability, accessibility has a proper influence on creating a particular perception among the customers or individuals. Students try to get quality meals at a very affordable range. The price affordability and easier accessibility are the influential factors, which can create significant influence on the demands and choices of individuals. Overall satisfaction regarding the service quality, staff efficiency, prices, accessibility, effective chances of repurchasing can be seen. It is evident that creating positive experiences and preferences of individuals positive impact the growth of a business like university café. The aforementioned factors are closely linked with each other (Fared et al., 2021). The discussion from literature review focuses on the aspect of effective pricing strategies to make sure that buyers can stay satisfied and come back. This creates loyal customer base and influences the growth of a business in the long run. Affordable and reasonable prices of products help the students to get positive perception of brand and this influences their buying behaviour. This further creates better satisfaction and trust and loyalty. 
[bookmark: _Toc212189567]4.6 Chapter summary
The analysis of the findings through survey and interview has shown that strategic changes in the university café including pricing adjustment, menu diversification, improved service quality and extended operational hours has collectively enhanced student satisfaction as customers. The analysis also shown how such overall satisfaction of the students with the changes made in the café’s operational activities has positively influenced perceptions of the business performance. 




[bookmark: _Toc212189568]Chapter 5: Recommendations, Conclusion and Limitations of the Research
[bookmark: _Toc212189569]5.1 Chapter Introduction
This chapter presents the conclusion, recommendations and limitations of the study. This chapter integrates insights from the perspective of the students to highlight the ways in which strategic changes in the university café have influenced both the satisfaction and perceived business performance. This has been done by building upon the thematic analysis of the primary qualitative data and the survey findings. While the recommendations focus on practical actions for enhancing improvements in the café operations, the conclusion evaluates the ways in which research objectives were achieved, and lastly, the limitations acknowledge constraints faced by the researcher during the research process. 
[bookmark: _Toc212189570]5.2 Recommendations
The findings from the thematic analysis reveal that strategic changes in the university café have significantly improved customer satisfaction and the perceptions of business performance. However, there are still some areas, which require attention for sustaining and maximising growth. Some of the recommendations include:
1. Dynamic pricing and continuous menu innovation 
Although the students have acknowledged improvements in the menu variety and affordability, for sustaining this satisfaction, the café should adopt a dynamic menu strategy. This can include seasonal offerings, culturally diverse items and healthier options for the health conscious customers (Yoon et al., 2020). This would not only help in keeping an attractive menu but would also appeal to a wider range of student preferences. Apart from this, dynamic pricing strategies like that of loyalty discounts and affordable meal deals, would also help in ensuring continued perceptions of value for money (Ali et al., 2024). Such strategies could help in strengthening loyalty, encourage repeat purchases and sustain growth in revenue. 
2. Further Optimisation of Operating Hours 
Extended operational hours were welcomed by most of the students, especially during the peak academic sessions. However, some of the respondents still felt excluded, especially the ones with late schedules, therefore, the café could introduce flexible operating hours during exam weeks or could also consider a staggered shift system for balancing the cost with demand. Moreover, limited after hour’s takeaway counters or digital ordering system could also be implemented for extending access of the café services for the students, without requiring full operational costs (Sikder and Anae, 2023).
3. Leveraging Data Analytics for Business Growth 
As the footfall and sales data were identified as a part of research methodology, data analytics should be integrated for decision making as a part of the café management. Tracking the peak hours, purchase patterns and student preferences could help in informing smarter menu design, staffing allocation and targeted discounts (Sari et al., 2020).  
[bookmark: _Toc212189571]5.3 Conclusion
It can be concluded that the study has achieved its objectives through a mixed method approach including surveys, interviews and analysis of the operational data. The findings have shown clear evidence that fairer pricing and menu diversification have enhanced student’s perceptions of value, reduced the need for dining outside the campus and encouraged frequent use. The first objective of evaluating the impact of menu variety and pricing on student satisfaction has been achieved. The principle of value based pricing was validated, thereby showing that affordability remains the key driver of loyalty and satisfaction. The study has focused to evaluate the impact of strategic changes in the university café on student satisfaction and business performance. 
According to the thematic analysis of the interview transcript and survey analysis, extended hours of café’s operational activities have significantly increased the convenience, especially for the students with exam preparations or evening schedules. However, some gaps remain, suggesting the need for further optimisation, which shows that while the café has made improvements in its accessibility, it should focus on its continuous refinements in order to balance student demands and costs. Therefore, the second objective has been achieved by assessing the effect of extended café opening times and accessibility. 
The third objective of analysing the impact of service speed and worker efficient on students has been achieved, as students reported marked improvements in service speed and staff interactions, thereby highlighting the friendliness and responsiveness as major drivers of satisfaction for the business. The findings confirm the Expectancy Disconfirmation Theory, as student’s expectations of menu variety, convenience and affordability were met. Along with this, the SERVQUAL model dimensions, especially empathy and responsiveness were also evident in shaping the loyalty. Such improvements have reinforced the idea that staff engagement and operational efficiency directly influence customer retention. 
The findings from the study have also confirmed that students perceived the café and more vibrant and busier as compared to before, indicating positive growth in sales and footfall. The researcher has therefore achieved the objective of evaluating the extent to which operational improvements shaped the overall customer loyalty and business performance. Study has shown that improvements in service, affordability and accessibility translated into stronger loyalty, higher satisfaction and word of mouth for promotion. Student perceptions thus suggested that the café had entered a trajectory of sustainable growth.
[bookmark: _Toc212189572]5.4 Limitations of the Research
Although the study has achieved its aims, while also providing valuable insights, there are several limitations of the research process that should be acknowledged. 
1. Sample size and scope 
The study has relied on a relatively small sample of 50 students for the survey and 4 students for gaining in-depth insights through interview. While this sample size might have provided rich qualitative and quantitative data, it might not fully represent the broader student population of the campus where the café operates. Future research on this could involve larger and more diverse sample, including external customers and staff for enhancing the generalisability (Lakens, 2022). 
2. Time Constraints 
The research has been undertaken within a limited period of time, thereby restricting longitudinal analysis. The findings of this study have captured perceptions shortly after when the changes were introduced, but unable to assess long term impacts on the satisfaction of the student customers or business performance. Therefore, a longitudinal study could better evaluate the sustained profitability and customer loyalty over time (Akanle et al., 2020). 
3. Reliance on Self Reported Data 
The findings were based on the subjective perception of the students, which although is valuable, might be influenced by bias, temporary experiences or personal expectations. Triangulating the data with more extensive financial and sales records would help in strengthening the reliability of conclusions regarding the business performance (Quinio and Lam, 2021). 
[bookmark: _Toc212189573]5.5 Chapter Summary
The research demonstrated that the strategic changes in the menu variety, operational hours, pricing and service quality have successfully enhanced student satisfaction and contributed to the perceptions of improved business performance. The findings have thus highlighted the importance of student-centered decision making in campus based enterprises, thereby providing a roadmap for similar small business contexts.
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[bookmark: _Toc212189576]Appendix 1: Survey Questionnaire 
1. What is your gender?
· Male
· Female 
· Prefer not to say 
2. What is your age group?
· 18 to 20
· 20 to 22
· 23 to 24
· 25 and more 
3. How often do you visit the University Cafe?
· Daily
· Thrice a week
· Twice a week
· Weekly 
· Once in a month 
4. Do you think that the recent changes in the prices and menu in the University Cafe have increased footfall?
· Yes 
· No 
· Maybe
5. The menu variety brought by the University Cafe in the recent past has made you satisfied 
· Strongly agree 
· Agree 
· Neutral 
· Disagree 
· Strongly disagree 
6. The new product pricing introduced by the University Cafe in the recent past has made you satisfied 
· Strongly agree
· Agree
· Neutral
· Disagree
· Strongly disagree
7. You are satisfied with the extended opening times and accessibility of the University Cafe 
· Very satisfied
· Quite satisfied
· Not satisfied 
8. What about the cafe satisfies you the most?
· Its updated menu
· Service quality
· Opening timing
· Staff behaviour
· Cafe’s ambience
9. You are satisfied with the present worker efficiency in the University Cafe
· Yes 
· No
· Maybe 
10. According to you, how can the University Cafe improve its services more?
· By providing discounts to regular purchasers 
· By introducing more affordable combos 
· By introducing seasonal food items 
· By ensuring study friendly environment 



[bookmark: _Toc212189577]Appendix 2: Interview Questions
1. How have the changes in menu variety and pricing influenced your decision to purchase food or drinks at the university café?
2. To what extent have the extended opening hours affected your usage of the café, and how convenient do you find the new schedule?
3. Can you describe your experience with the café’s service speed and staff interactions since the changes were introduced?
4. Looking at the café now compared to before the changes, what do you feel has improved the most, and what areas still need further improvement to enhance your satisfaction?
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		Yes



		Name of Participant



		

		Signature



		Researcher



		

		Signature
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