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Abstract 

This thesis investigates the quality of service at the Christkindlesmarkt Nuremberg 

and reveals how the sociocultural factors region, gender, and age, influence the 

visitors’ perception of service quality.  

 

The first part of this thesis reviews the existing literature on service quality and the 

influence of the selected sociocultural factors on perception of service quality. The 

subsequent empirical portion was conducted through personal interviews at the 

Christkindlesmarkt in November and December 2016. The final sample of inter-

views consisted of 800 responses and was compiled by using a combination of 

stratified and quota sampling.  

 

The results provide support for using a two-dimensional model to measure service 

quality at the Christkindlesmarkt. The conclusion of the research is that these two 

dimensions differ in their relative influence on the overall perception. Additionally, 

the analysis of the collected data implicates an influence of selected sociocultural 

factors on service quality perception.  

 

Based on the findings of the study, this work provides recommendations for im-

provement. The results of the study enhance the understanding about the service 

quality on the Christkindlesmarkt Nuremberg. Overall, the findings emphasize that 

when investigating service quality, considering variables pertaining to the individ-

ual characteristics of the visitors and the service itself is of major importance.  
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