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The Evaluation of Factors Affecting the Consumer in Restaurant 
Selection by Using the DEMATEL Method: An Application 

 
ABSTRACT 

 
The restaurant operations within the service sector not only meet the eating out situation 
but also become the establishments where the customers meet their needs such as having a 
good time, socializing and resting. Today, where consumer alternatives are intense, 
restaurant operators have to act in line with customers' demands in order to be superior to 
their competitors. The aim of this study is to determine the factors affecting the consumers 
of restaurants as a service operation, to realize the restaurant selection application by 



determining the relation levels and importance ratios between the factors. The DEMATEL 
method is an appropriate method to quantify the relationship between factors. In this study, 
the opinions of expert acad
determining the restaurant selection were examined by DEMATEL method. As a result of 
the analysis, the factor that has the highest effect on restaurant selection is "service quality" 
while the lowest factor is determined as "price". 
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(A) Atmosfer Restoran atmosferi 
(F) Fiyat  
(P) Personel Kalitesi Res  

   
(H) Hizmet Kalitesi Restoranda sunulan hizmet kalitesi 
 

-
bundan 

 
 
Tablo 5: Direk Etki Matrisi 
 

 A F P  H Toplam 
A 0 2,66667 2,66667 2 4 11,33333 
F 2 0 2 2,33333 2,66667 9 
P 2,66667 2,66667 0 2,33333 4 11,66667 

 2,33333 3,66667 1,66667 0 3 10,66667 
H 3,33333 4 4 3,33333 0 14,66667 
Toplam 10,3333 13 10,3333 10 13,6667 0 
 

-

 
 

 
 
  A F P  H 
A 0,8614 1,2062 1,03795 0,97196 1,2973 
F 0,82485 0,84654 0,83296 0,82878 1,02744 
P 1,04378 1,23021 0,89328 1,00822 1,32098 

 0,93623 1,17662 0,91108 0,77642 1,16021 
H 1,22926 1,48169 1,27329 1,208 1,28674 
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 D R D+R D-R 
Atmosfer 5,374812 4,895519 10,27033 0,479293 
Fiyat 4,36057 4,034116 8,394686 0,326453 
Personel Kalitesi 5,496456 3,209268 8,705724 2,287188 

 4,960562 2,165493 7,126054 2,795069 
Hizmet Kalitesi 6,478977 1,229264 7,70824 5,249713 
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