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A.Tay6aeB, A-p 3KOH. HayK,

B. JockanueBa, A-p 3KOH. HayK, npod.

KaparaHaunHckuit akoHoMmuueckuin ynuepcuteT Kasnotpe6cotrosa, KaparaHga, Pecny6nuka KasaxcraH,
C. AKeHOB, KaH[. 3KOH. HayK, 4oL,

KaparanavHckon Akagemumn Bonawak, Kaparanpa, Pecnybnika Kasaxcran

PONb COUUANBLHO-NPEANPUHUMATENBCKUX KOPMOPALIMA B KABAXCTAHE
B PA3BUTUN MEXAHU3MOB rOCYAAPCTBEHHO-YACTHOIO NMAPTHEPCTBA

B cmambe paccMompeHbl 0CO6eHHOCMU co30aHusi u (hyHKUUOHUposaHusi 8 KazaxcmaHe crnieyuanu3uposaHHbIX UHCMumMymos 2ocydapcm-
8EHHO-4acMmHO20 napmHepcmea — coyuasibHo-NpPednpuUHUMamesnbCcKux Kopropauuu. Ha ocHoge usyyeHusi 3apy6exHo20 onbima co30aHusi aHaso-
2UYHBLIX Ope2aHu3ayuu, onpedenieHbl npeumyujecmea u npobrneMbl ux ¢yHKYUOHUpPoeaHus. KasaxcmaHckas Modeslb coyuasnbHO-
npednpuHumMamesbcKoll Kopropayuu co3daemcsi Kak Kopropayusi HOKOMMEPYeCKo20 muna, oOHakKo npu3eaHa pewams 3adaqu u3esieqdeHusi npu-
6bI7U U UHBECMUPOBaHUSI 8 COYUalbHO-3KOHOMUYECKOe pa3eumue pe2uoHoe. B daHHol cmambe paccMompeHbl nokazamenu ¢hyHKYUOHUpPoO8a-
Husi coyuanbHo-npednpuHuMamesnbckoli koprnopayuu "Capblapka” KapazaHOuHckol ob6nacmu, onpedesieHbl QuHaMuKa U cmpyKkmypa ee UHee-
CMuUyuUOHHO20 nopmdpensi, onpedesieHbl OCHOBHbIE MPo6eMbl.

Kntodeebie croea: 2ocydapcmeeHHO-4aCmMHOe MapmHepCcmeo, pe2uoHasbHble UHCMUMymbl 20Cy0apCmeeHHO-4acCMmHo20 MapmHepcmea,
coyuanbHo-npednpuHUMamesbCcKue Kopropayuu.
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THE INFLUENCE OF WAITING TIME SATISFACTION ON CUSTOMER LOYALTY TOWARDS
MULTI-STAGE SERVICES IN A FULL-SERVICE RESTAURANT: EVIDENCE FROM INDIA

Research shows waiting time in services is an important source of service evaluation by the customer. In fact, time is one
component of the total ‘cost’ that the customer bears and cost is a core component of the perceived cost-benefit equation that
the customer uses to evaluate her or his sustained patronage of a particular service. In most services, customers consider
waiting as a waste of time. However, from the customer perspective, in the case of a full-service restaurant, waiting is expected
and sometimes desirable also. Prior research, mainly in the west, suggests that when customers think that a wait for service is
too long, they become less satisfied with overall service quality. Based on a research setting in a full-scale restaurant in India,
this paper seeks answers to two research questions: First, what are the determinants of overall waiting-time satisfaction and
second, what is the influence of waiting-time satisfaction on customer loyalty.

Key Words: Customer Loyalty, Waiting Time Satisfaction, Services Management.

INTRODUCTION that customers usually think they waited longer than they

According to one estimate thirty seven billion hours
were spent by Americans waiting to avail of services,
during which time "they fret, fidget, and scowl." Such
studies of customer frustration with waiting are well
described in academic literature (Giebelhausen et al.,
2011; Galdwell, 1993). Similar situations are not
uncommon in other parts of the world. Another study
suggests that the average person waits for twenty months
in an eighty year lifetime (Wielenga, 1997; Lovelock and
Wirtz, 2004). A little unfair perhaps, research also shows

actually did (Chernow, 1981).According to van Riel et al.
(2012) measuring customer satisfaction in a retail
environment without accounting for various waits provides
incomplete results. McGuire (2010) in a study of the
relationship between perceived wait duration (PWD) and
customer satisfaction pointed out that keeping customers
busy or occupied, results in decreased boredom and a
more positive evaluation of the wait experience.

In another study on customer evaluations of service
offshoring, Forman, Thelen and Shapiro (2015) found that

© Mittal A., 2016
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customer loyalty towards domestic service providers will
decrease if they are asked to wait longer and if overseas
service providers provided better quality services much
quicker. This is despite the fact that customers in general
are opposed to offshoring of services (Forman et al., 2015).
Buyer's cost for product or service acquisition includes
several types of costs in addition to the monetary cost of
acquisition. 'Time' is one such cost. Whatever the type of
'cost' it may be, customers eventually buy those products
and services as long as the benfits outweigh the cost(s) of
acquisition. However, service customers tend to view
waiting as a waste of their time mainly because it is seen
as an unwarranted ‘'cost. With changing lifestyles,
customers seem increasingly less tolerant of having to
wait. (Katz et al., 1991). When customers perceive the wait
duration to be too long, it influences their evaluation of the
overall service quality in a negative way, which
subsequently reduces customer loyalty or re-patronage
intent and recommend intention (Davis and Vollmann,
1990; Davis, 1991; Taylor, 1994; Lee and Lambert, 2005)

This research looks at customer waiting time in a full-
service restaurant set-up. It is hypothesized that due to the
nature of a full-service restaurant where waiting time
delays (real or perceived) may bring about changes in the
service delivery process, customers may consider waiting-
time as an important determinant of service evaluation.
However, it is also important to note that the issue at hand
is not waiting time but waiting time delays — either real or
perceived. This research seeks to understand how
customer wait experience influences customer loyalty in a
full-service setting in an emerging market such as India.

PURPOSE OF THE STUDY

This study seeks answers to two research questions,
firstly, which aspects of the satisfaction with customer
waiting time in a full service setting are important predictors
of customer loyalty and second, how are individual wait
stages associated with different measures of customer
loyalty. A chain full-service restaurant popular in north India
but specializing in South Indian cuisine was the selected
unit of analysis. It is important to note that customers
expect (and even desire) some waiting time at different
stages of being served in a full-service restaurant. Trained
management students collected data by administering a
structured questionnaire to 150 respondents who had just
exited after having their meals at different branches of this
restaurant at three different locations in north India. A total
of one hundred ten (110) complete usable questionnaires
were received for further analysis.

CONCEPTUALIZATION

Satisfaction with Waiting Time

An important feature of services is that they are
perishable, which means they can't be stored. However,
restaurants can create an inventory of food though even
they are unable to store the entire restaurant service
experience (Hoffman and Bateson, 2006). This
characteristic is called 'service perishability' and is a source
of various challenges for service providers. Matching
demand and supply at all times is a major challenge and
delays in providing the services — especially when demand
fluctuates — maybe seen as a source of dissatisfaction by
consumers. According to Bielen and Demoulin (2007) the
'delay' or 'waiting time' can either be real or objective
(Davis and Vollman, 1990; Katz et al., 1991; Taylor, 1994)
or could be perceived or estimated (Pruyn and Smidts,

1998). According to Durrande-Moreau (1999) in terms of
the cognitive aspect, 'wait' may be evaluated as being or
not being acceptable, tolerable and reasonable. Another
dimension to the wait is the affective aspect where the
which captures emotional responses to waiting such as
pleasure, happiness, frustration and so on (Taylor, 1994;
Pruyn and Smidts, 1998).

Hensley and Sulek (2007) described how multi-stage
waits occur in a service set-up such as a full-service
restaurant. They mention three levels of service waits,
where customers may need to wait for unequal durations:
first are service-entry waits: waiting time before getting
seated; second are categorized as in-service waits: waiting
for food to arrive; and the third are service-exit waits:
waiting for the bill, payment and change.

Customer Loyalty

Dick and Basu (1994) define loyalty as "the strength of
the relationship between an individual's relative attitude
and repeat patronage." They add that customer loyalty
leads to lower competitive pressure, a decrease in price
sensitivity, and an increase in positive word of mouth by
customers (Dick & Basu 1994).

A very effective way to measure customer loyalty is by
creating composite measurements of loyalty by measuring
loyalty in terms of customer attitudes and behavior.
According to Pritchard and Howard (1997) corroborated by
Hunter (1998) loyalty measures can include recommend
intention, customers' propensity of brand-switching, brand
preferences, , frequency of purchase, recency of purchase,
and total amount of purchases. Pritchard and Howard
(1997) further add that using such a composite measure
customer loyalty increases the predictive power of the
measure. Measures included in this study comprise overall
satisfaction with the service, repurchase intention,
recommend intention, and customer value.

METHODOLOGY

A structured questionnaire was designed for data
collection. The questionnaire was divided into three parts:
part one included generic questions on the respondent's
demographics. The second part comprised of questions
measuring the respondent's satisfaction levels with various
stages of the wait process and the third part included
questions measuring the customer loyalty based on: (a)
overall satisfaction with restaurant, (b) patronage or
repurchase intention, (c) value dimension (d) recommend
Intention, and (e) brand preference. A total of 110
respondents volunteered and provided complete responses
to the field-workers. The respondents were contacted as
they finished their meals and exited the restaurant. The
trained field workers, with the express permission of the
restaurant management, requested the respondents to fill-
in the questionnaires. Data collection through this survey
method took place at four different locations of the chain
full-service restaurant. The restaurants were all located in
north India. The questionnaires were later collected at a
central point and the author transferred the data after
coding and editing onto an MS-excel spreadsheet for
further analysis.

DATA ANALYSIS

Multiple-regression analysis (enter method) was used
alongside correlation analysis for the best model fit.
Customer loyalty measures (aggregated) comprised the
dependent variable and waiting time satisfaction measures
comprised the predictor variables.
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RESULTS
Table 1. Determinants of waiting time satisfaction

Predictor variables (W**) B t value
Constant 1.150
W5 0.42 5.32*
w4 0.22 3.06*
W1 0.18 2.26*
W2 0.16 2.23*
F-value 30.53
df.: 4
sig.: <. 0001 R square 0.54
adj. R square 0.52 maximum VIF 1.69
N =110
criterion variable: customer loyalty (aggregate)
*p<0.05
** 'W' denotes waiting time

Source: author's calculation

The results of the multiple regression test (table 1)
indicate four waiting time variables to be significant
predictors of customer loyalty. Overall satisfaction with
waiting time (W6) and seating comfort (W3) were not
significant predicators as per the model obtained.
However, the following waiting time measures were
significant predictors of customer loyalty (criterion
variable) in descending order of strength: waiting time to
receive bill (W5), waiting time for food to arrive (W4),
comfort in waiting area (W1) and waiting time before

seating (W2). A maximum VIF value of 1.687 also shows
that the model is free from the problem of multicollinearity
and the F-value shows that the model is significant. The
adjusted R-square value of 0.52 shows that the predictor
variables (waiting time satisfaction) have accounted for
52 per cent of the variance in the criterion variable
(customer loyalty). This value is very similar to the value
obtained by Hensley and Sulek (2007) in their study
assessing the influence of waiting time satisfaction with
customer satisfaction in multi-stage services.

Table 2. Pearson Correlation Coefficients: Waiting Time with Customer Loyalty Determinants

W- Waiting Time; C-Customer Loyalty w1 w2 w3 w4 w5 wé
C1 .533(*%) .339(*%) .205(*) .285(**) 173 -.063
Sig. .000 .000 .032 .003 .071 516
Cc2 482(*%) .017 .348(*) .223(%) 574(*) .367(*%)
Sig. .000 .860 .000 .019 .000 .000
C3 .242(%) A464(*%) .282(*) .265(**) A449(*%) .669(**)
Sig. .011 .000 .003 .005 .000 .000
C4 194(%) 244(%) .096 .099 .341(*%) 400(*%)
Sig. .043 .010 .318 .302 .000 .000
C5 131 .235(%) .026 .306(**) 165 245(*)
Sig. 173 .014 .790 .001 .085 .010

** Correlation is significant at 0.01 level (2 tailed)
* Correlation is significant at 0.05 level (2 tailed)

Source: author's calculation

An observation of the correlation results (table 2) show
that all individual customer loyalty measures show a
positive correlation with a minimum of four out of six
waiting time satisfaction sub-dimensions. The individual
customer satisfaction variables are: overall satisfaction with
restaurant (C1), repurchase intention (C2), value-for-
money dimension (C3), recommend Intention (C4), and
brand preference (C5). A glance at the correlation analysis
shows that all individual customer loyalty sub-dimensions
show significant correlation with at least 4 out of the total 6
waiting time satisfaction sub-dimensions.

DISCUSSIONS AND CONCLUSION

This is a study that deals with the empirical analysis of
the relationship between waiting time and customer loyalty.
A multi-stage waiting time approach in full-service
restaurant set-ups formed the background of the study.
The findings suggest that waiting time does indeed impact
customer loyalty — proven by a regression test and
complemented by a correlation test. A study of this nature
which involves measuring customer satisfaction at each
wait stage in an actual retail settings is relatively
uncommon (Hensley and Sulek 2007; Hwang and Lambert,

2005), and rare in the Indian context. Another important
feature of this research is that data collection took place
almost simultaneously as the service was being
experienced. It was ensured that customers' opinions were
not given in retrospect after a long duration numbering in
days or weeks; it also must be appreciated that their
opinions were based on the actual service received —
rather than on hypothetical service scenarios.

The key lesson here is for managers who need to
realize that the perception of having to wait longer than
necessary is a source of dissatisfaction which can reduce
customer loyalty levels. Obviously, waiting time satisfaction
is by no means the only determinant of customer loyalty,
but what needs to be appreciated is the importance of
waiting time satisfaction. The relationship between waiting
time and customer loyalty was already proven in the west
and through the findings in this study the relationship has
been validated in the Indian context. Coming to the
learning outcomes of this research, service wait
management needs more attention than what is usually
given. Customer waits are very common in almost all
services such as airports, banks, restaurant, clinics,
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saloon, universities etc. Different services have different
target customers but waiting time satisfaction is expected
to remain a source of customer satisfaction nevertheless.
Some strategies that service providers use are: service
time guarantee (pizza delivery in 30 minutes by Dominos in
India); fish tank and TV (clinics / offices); flight schedule
screens, lounge, food court, free wi-fi, shopping, massage,
spa etc at airports and railway stations; music and
welcome drinks at hotels; serial number for waiting
common at fast food chains and so on. The lesson here is
that investment in improving services might also be better
spent on information and communication rather than solely
on physical facilities. According to Kumar et al. (1997) and
Bielen and Demoulin (2007) offering waiting time
guarantees can increase customer satisfaction or decrease
the likelihood of premature termination of waiting
experiences by customers. Waiting time is a matter of
perception and if customers know upfront the duration of
the wait then the wait experience can actually be made
productive by organizations. Such time can in fact be
utilized to increase revenues through cross-selling and also
promote new goods and services.

FUTURE RESEARCH

This research has also contributed to a negligible wait
management literature in the context of Indian businesses
and could well pave the road to understand how Indians
relate to waits. In terms of future research the following
research areas could be explored:

1. This study could also be meta-analyzed with other
similar researches conducted globally in order to
understand the cross-cultural dimension of service waits;

2. Waits could be researched in the context of other
services such as healthcare, airports, banks etc. and a
comparison could be drawn;

3. Wait management could also be discussed in the
very important area of services failure/recovery;

4. Consumer characteristics and demographics that
influence wait-satisfaction could also be discussed in order
to profile & segment markets.
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BMJIUB YACY OYUIKYBAHHSI CATUC®AKLIIT HA NOANBHICTb KNIEHTIB HA LLUNAXY
0O BArATOCTYMNIHYACTOI MOCNyru B PECTOPAHI NOBHOI'O OBCJTYIOBYBAHHS:
OAHI NO IHAl

HocnidxeHHs noka3ye, wo Yac ovikyeaHHs1 8 cgbepi nocnyz € saxnueum OxepesioM OUiHKU rnocslye 3amoeHukom. Hacnpaedi, yac € oOHUM 3
KOMrMoHeHmMie 3a2anbHol eapmocmi, Wo Hece KiieHm. Bapmicmb € 0CHOBHUM KOMMOHEHMOM crpuliMaHO20 pieHsIHHSI aumpam i au200, siKi krieHm
sukopucmoeye, w06 oyiHumu ii, abo io2zo nocmitliHuli eubip neeHoi nocsnyau. Y 6inbwocmi nocnya KnieHmMu po3ansdaroms OYiKyeaHHs, sIK MOpo-

JXHIO mpamy Yacy. [I[pome, 3 Moyku 30py KnieHmMa, e pa3i pecmopaHy 3 MO8HUM CIMEKMPOM Mocsy2, 0YiKyeaHHs1 nepedb.

cs, a iHodi i 6axaHo.

IMonepedHi docnidxeHHsi, 8 OCHOBHOMY Ha 3axo00i, npunyckaromb, WO, KoJu KiieHmu dymaromb, o Yekamu obcriy2oeyeaHHs1 3aHadmo 3oezo,
80HU cmaromb MeHW 3a0080J1eHi 3a2aibHO0 sikicmio o6cy2oeyeaHHsl. Ha nidcmaei ymoe docnidxeHHs1 8 noeHoMacwmabHy pecmopaHi 8 IHOii, e
yiti cmammi mu wykanu eionoeidi Ha dea docniOHUYbLKUX NMUMAaHHS: Mo-nepue, sSKUMU € demepmiHaHmMu 3az2asibHoi 3ado8osieHocmi 8id Yacy od4i-

KyeaHHs1; i, no-dpyae, sik ennueae 4ac o4iKyeaHHs1 Ha J10sisIbHiCMb KilieHmie.

Knro4oei cnoea: nosinbHicmb KnieHmis, 4ac o4ikyeaHHs 3a0080/1eHOCMI, CIIY)6U ynpassliHHS.
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A. MuTTan, npocecop
Yurtkapa yHuBepcuteT, Manpxkab, MHans

BNUAHNE BPEMEHU OXUOAHUA KOMMNEHCALIUM HA NOANbHOCTb KNMEHTOB
HA NMYTU K MHOITOCTYNEHYATOW YCNYTE B PECTOPAHE MOJIHOIO OGCNYXXWUBAHUA:
AOAHHbIE NO HOUU

HccnedoeaHus nokasbiearom, Ymo epemMsi oxxudaHusi 8 cgpepe yciyz se/1siemcsi 8aXKHbIM UCIMOYHUKOM OUeHKU yciy2 3aka34ukom. Ha camom
Oeste, epeMsi sienisiemcsi 0OHUM U3 KOMMoHeHmMoe obujeli cmoumocmu, Komopyto Hecem kKnueHm. CmoumMocme siefisiemcsi OCHO8HbIM KOMMOHEH-
MmoMm 80CMPUHUMaeMo20 ypagHeHUs 3ampam u 8bi1200, KOmophble KIIUeHm ucrnosb3yem, Ymobbl OyeHUMb ee, Uslu e20 MNOCMOsIHHbIU 8bI60p onpe-
OdeneHHoU ycrnyau. B 6onbwuHcmee ycnye KnueHmMbsl paccMampuearom oxudaHue, Kak nycmyro mpamy epemeHu. OOHaKo, ¢ MOYKuU 3peHuUst Kiue-
Hma, 8 c/ly4ae pecmopaHa ¢ MoJsIHbIM CIIEKMPOM ycilye, oxudaHue npedsudumcsi, a uHo20a U )xenamenbHo. Mpedbidyujue uccriedosaHusi, 8 OCHO-
eHOM Ha 3anade, npednonazarom, Ymo, ko20a KIueHmMbl OyMarom, Ymo xo0amb o06cyKueaHusi CIUWKOM A0J120, OHU CIMaHo8sIMCsl MeHee 0080J1b-
Hbl 06wuM Ka4ecmeom obcnyxueaHusi. Ha ocHoeaHuu ycnosull uccriedogaHusi 8 nosiHomacwma6bHoMm pecmopaHe 8 MHAuu, 8 amoli cmambe Mbl
uckanu omeemsi Ha dea uccriedoeamesibCKUX 80Mpoca: eo-nepebix, Kakoebl demepMUHaHMbI obuiell y0oes1emeopeHHOCMU oM 8pPeMeHU OXxuda-
Husi; U, 80-eMOpPBbIX, KaK esiusiem epemsi O)KUudaHusl Ha JI0SI/IbHOCMb KITUEHMOoe.

Knroyeenbie crnoea: nosinbHOCMb KITUEHMO8 , 8peMsi OXXUOaHUs1 y00es1emeopeHHoCmu , Clyx6bl yrnpaesieHust.
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STRATEGIC PLANNING AS A NECESSARY PREREQUISITE
TO SUCCESSFUL PROGRAM BUDGETING IN GEORGIA

This article gives answers to following important questions: What are the main tasks and aims of strategic planning and
program budgeting in the context of managing the public finances? Why the introduction of linking between strategic planning
and program budgeting, oriented to the result, is important in Georgia? The paper emphasizes the efforts of Georgian authorities
to implement performance-based program budgeting. Based on the initial results, authorities decided to establish a link
between strategic planning and budgeting, as a condition for implementing performance-based budgeting. It presents steps
toward this goal and outlines some remarks on future measures.

Keywords: public finance, strategic planning, performance budgeting, output, outcome, performance indicators.

Introduction the main public policies to be financed. Introducing the
Strategic planning plays the role of an instrument that strategic planning system also creates the premises for a
promotes coherent public policies, ensures quality and the clear, coherent and well-argued competition regarding
right justification of the budgetary programs and backs up financing of the additional initiatives of line ministries (a
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