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Abstract

This study investigates how the physical servicescape, as conceptualized by Bitner (1992), and brand
image shape customer perceptions at La Playa Chalong Phuket, a café and restaurant that recently
opened as a branch location. The broader aim is to inform the development of marketing strategies
for food and beverage operators navigating branch expansion. Data were collected through in-depth
telephone interviews with five regular customers who consented to audio recording. Telephone-based
recruitment was chosen to respect the privacy of other patrons present in the venue. Interview data
were subjected to content analysis and organized around four thematic areas: the physical
environment, service quality, brand image, and customers' intention to revisit and recommend the
establishment.

The ambient conditions at La Playa Chalong Phuket, such as warm lighting, controlled noise levels,
and consistent air conditioning, emerged as a recurring source of satisfaction, with customers linking
these qualities directly to their sense of relaxation and their likelihood of returning. The establishment's
visual identity, expressed through its signs, symbols, and décor, was perceived as distinctive relative
to nearby competitors. The most persistent concern, raised by all five participants, was the restaurant's
poor visibility from the main road. For a newly opened branch dependent on walk-in traffic, this gap
in the external servicescape represents a meaningful constraint on customer acquisition. Three
conceptual propositions are offered based on the field data. First, customers' reading of the servicescape
is not static; it shifts with the time of day and how crowded the space feels. Second, when the external
servicescape underperforms, the consequences extend beyond aesthetics: it eliminates any opportunity
for a first impression, a problem that internal design refinements cannot compensate for. Third, in an
environment where customers routinely share dining experiences on social media, the degree to which
the physical space matches its online representation becomes a trust signal that influences both visit
decisions and electronic word-of-mouth. These findings have implications for research on servicescape
management in multi-unit food service contexts and offer operators a framework for prioritizing design
and communication decisions when launching a new branch.

Keywords: Servicescape,Customer perception, Café & restaurant, Branch expansion,
Customer experience, Repurchase intention
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