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ABSTRACT Topic of Sustainability is of immense importance for holistic growth of business and society. Purpose of the 
study is to explore important factors including sustainability issues which may influence customers’ patronage 

towards restaurants. Influence of educational qualification on understanding about the ecological sustainability was also 
identified. Nature of study is exploratory; tools used are exploratory Factor analysis and ANOVA. Conclusions of the study 
indicate that Employee concern, Green practices and CRM are most important factors influencing customers’ decision to 
revisit a particular restaurant. Understanding about environmental sustainability was dependent on educational qualifica-
tion of the customers.

Introduction
The concept of sustainable development   encompasses 
three dimensions of welfare – Economic, Environmental and 
Social- and involves complex synergies and trade-offs among 
them. In order to achieve the goals of sustainable develop-
ment, every fabric that makes up our society needs to be ex-
amined. Sustainable development is one of the most funda-
mental challenges confronting humanity. According to recent 
surveys, by the end of the year 2012, the overall restaurant 
industry in the world has employed around 13.3 million peo-
ple, of which India has a significant share. However, the main 
challenge is to enhance the market growth of the industry. 
Customers’ come back intention for a restaurant depends on 
various factors including environmental sustainability and by 
exploring these factors a restaurant may know about custom-
ers’ expectations and their ecological concern. 

Literature Review
IUCN (The World Conservation Union), 1991defined Sustain-
able Development as “To improve the quality of life while 
living within the carrying capacity of ecosystems”. MONET 
, 2001 defined Sustainable Development as “ensuring dig-
nified living conditions with regard to human rights by cre-
ating and maintaining the widest possible range of options 
for freely defining life plans. The principle of fairness among 
and between present and future generations should be taken 
into account in the use of environmental, economic and so-
cial resources. Putting these needs into practice entails com-
prehensive protection of bio-diversity in terms of ecosystem, 
species and genetic diversity, all of which are the vital foun-
dations of life.” Saleki Zeinab Seyed and Seyedsaleki Seye-
deh Maryam (2012) attempted to highlight the main factors 
have potential affect purchasing behaviour in term of organic 
food.

Research Methodology
Research design is exploratory. Sources of information are 
both primary as well as secondary data. Secondary data was 
collected from reports, journals, theses, periodicals, books 
and websites. Primary data was collected with the help of 
structured questionnaire from 300 customer respondents of 
various restaurants of Varanasi and Lucknow in Uttar Pradesh. 
Questionnaire was designed on five point scale and reliability 
ranges for items were .712 to .943, so overall reliability of 
questionnaire is good enough to use it for study. 

Purpose of Study
Main aim of the study is to explore sustainability factors re-

sponsible for customers’ patronage towards a particular res-
taurant.

To achieve this following sub objectives are made.
•	 To	explore	different	 sustainability	 factors	 that	 influence	

customer come again intention.
•	 To	 identify	 influence	of	educational	qualification	on	un-

derstanding of sustainability.

Formulation of Hypothesis
Since, first sub objective is exploratory in nature, hypothesis 
formulation is not needed. For second one following hypoth-
esis is formulated. 

H0 There are no significant differences in understanding of 
sustainability among customers having different educational 
qualifications.

Analysis and Findings
Analysis was done by using SPSS 18.0 version. For achieving 
first sub objective factor analysis was applied on 25 variables 
of Customer come again intentions including Environmental 
issues. To test the sampling adequacy, Kaiser-Meyer-Olkin 
Measure of sampling adequacy was computed which was 
found .801 i.e. greater than 0.5 and it is indicated that the 
sample is good enough for factor analysis. After extracting 
the Eigen values, Varimax rotation was applied for the select-
ed variables. The factor loading of the variables was then ob-
served, and the variables were clubbed into factors. In pre-
sent case 25 variables were clubbed down 7 factors. These 
factors are given below in order of their relative strength 
based on Eigen values (shown in brackets).

1. Employee welfare (5.638), 2. Green Practices (1.892), 
3.CRM Practices (1.595), 4.Health Consciousness (1.496), 
5.Taste Consciousness (1.248), 6. Ambience (1.208), and 
7. Value for cost (1.076) (source: authors’ calculations)

To achieve second sub objective Analysis of variance is ap-
plied, in which Sustainability is considered as dependent 
variable while educational qualification as independent vari-
able. In the table 1* (ANOVA) the statistics show that F and 
p* value (<.05) are found significant, so our null hypothesis 
that There are no significant differences in understanding of 
sustainability among customers having different educational 
qualifications is rejected. On the basis of comparison of me-
dian scores of various educational qualifications and post hoc 
analysis it is observed that there are significant differences 
in understandings about sustainability in increasing order 
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in case of illiterates, primary educated undergraduates and 
graduates while graduates and above graduates are compa-
rable (somewhat similar).

Conclusions
From above observations it can be concluded that consum-
ers prefer that restaurants for      dining out which have con-
cerns about their employees, environment, customer rela-
tions, product quality and responsibility, internal atmosphere 
and value for their money. These factors may attract custom-
ers towards a particular restaurant. Restaurants should focus 
on these practices for their business growth and overall sus-
tainability.

It can also be concluded that customers having higher edu-
cational qualifications are more aware about sustainability is-
sues than that having lower ones and these differences are 
significantly significant.

Limitations of study
Present study has some limitations such as resource and time 
constraint, small area coverage for collection of responses, 
biasness, unwillingness of respondents etc.

Significance of Study
It is useful for hospitality and restaurant industry as well as for 
various streams of literatures such as Environment Studies, 
Social Studies and Economic studies etc.

*Table 1 Comparison of score of Sustainability among cus-
tomers of different educational qualification  (ANOVA)
Score of sustainability

Sum of 
Squares df Mean 

Square F Sig.

Between	
Groups 5.333 4 1.333 4.407 .002*

Within 
Groups 74.118 245 .303

Total 79.451 249

(source: authors’ calculations)


