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Introduction

Research Objectives

Research Question

Building on Bitner’s (1992) servicescape



How does the design of hostel servicescape

concept, this research suggests that the

the hostel servicescape that

influence social interaction among guests and

current design of hostels can promote either

facilitate/inhibit social interaction.

their evaluation of the service experience?


social interaction or social distance among
its guests. ‘Servicescape’ is used to describe

social interaction and service experience.

 Positivist paradigm.

service setting and empirical studies have



 Purposive judgement sampling.

demonstrated that different elements of the

their evaluation of the service

 Main study using questionnaire survey.

interaction of consumers. While a great deal of
research has examined how servicescapes

To examine the extent to which social
interaction among guests influences

 Preliminary study using CIT.

servicescape can influence the behaviour and

To identify the factors that influence the
relationship between servicescapes,

Methodology

the physical and social environment of a

To determine the different elements of

experience.

Conceptual Framework

influence service experience, few studies to
date have investigated how social interaction

Elements
of the
Servicescape

among consumers can enhance or damage

Social
Interaction

the service experience. This research





Physical dimensions
 Layout and design
 Ambient conditions
 Exterior environment
 Electronic equipment
and facilities
Human dimensions
 Employee
characteristics
 Customer
characteristics
 Social density

therefore intends to contribute to the further
expansion of knowledge in the area of
servicescapes by investigating the
relationship between servicescape design,
social interaction and service experience.

Service
Experience
Evaluation




Superficial
Spontaneous
Personal

Overall satisfaction
Behavioural intentions
Value

Sample Results from Pilot Study
I went to the
kitchen to get my
breakfast and it
was everybody
from all over the
world.

Interview Questions
Think of a time when you had one

Female, 30

particularly positive /negative
experience interacting with guests in
the hostel you stayed with. Could you
describe the situation and tell me

We introduced
each other,
where we are
from, what are
we doing here.

I think that what I
could tell that they
were dividing the
residence according
to where they came
from.

For a hostel, it was very
good because .. What I told
you about cultural
segregation… yeah … and
ermm .. The rooms were
clean.

So we talk to each
other in detail, yes.
After that we became
like a friend. We go
for travelling in the
city, eating together.

what happened? How would you
describe the area in which you had
the interaction? Did the interaction
Male, 25

influence your evaluation of the

Because of that
hostel give us the
situation we can
meet and talk to
each other.

Female, 22

I remember we
had 4 (bunk) beds
so 8 all together.
We each have
one locker.
Kitchen is quite small and
the hostel is quite small.
We have 2-3 people there
and it’s mostly crowded. So
we just say ‘Hi’ and ‘Hello’

hostel experience?
When I went with my
girlfriend, I nearly don’t talk
to other people.

Further Work

Contribution

 Interviews with hostel guests in Malaysia to help clarify and validate variables

 Provide design guidelines for hostels.
 Recommendations for managing guests’ interaction

found in literature and possibly introduce new variables.
 Survey questions focusing on identifying the relationship between servicescape
design, social interaction and service experience evaluation.

 Deeper understanding of backpacking and hostel
trends.
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