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ABSTRACT

The purpose of this research is to study on the factors influencing customer
satisfaction in hotel industry. There are some factors that influence customer
satisfaction which consists of facilities, prices and services .The method used in this
research is simple random sampling method whereby the respondent of the research
consist of guest who come to hotel Seri Malaysia. Data were collected by using the
questionnaire that given to the respondents who are willing to answers. Data that has
been collected is analyzing by using SPSS software to measure the variable for the
research. However, the result shows that only two variable that have a significant
relationship between independent variable and dependent variable. The facilities and
services only have a significant relationship with customer satisfaction in hotel

industry.

Keywords: Customer Satisfaction, Facilities, Prices and Services



	THE FACTORS INFLUENCING CUSTOMER SATISFACTION IN HOTEL INDUSTRY (CASE STUDY: HOTEL SERI MALAYSIA SUNGAI PETANI)
	DECLARATION OF ORIGINAL WORK
	ACKNOWLEDGEMENT
	TABLE OF CONTENT
	ABSTRACT
	CHAPTER 1 : INTRODUCTION
	1.1 INTRODUCTION
	1.1.1 BACKGROUND OF COMPANY

	1.2 BACKGROUND OF STUDY
	1.3 PROBLEM STATEMENT
	1.3.1 REPORT COMPLAINT FROM GUEST AT HOTEL SERI MALAYSIA

	1.4 RESEARCH OBJECTIVE
	1.5 RESEARCH QUESTION
	1.6 SCOPE OF THE RESEARCH
	1.7 THE SIGNIFICANCE OF STUDY
	1.8 DEFINITION OF MAIN VARIABLES
	1.8.1 FACILITIES
	1.8.2 PRICES
	1.8.3 SERVICES


	CHAPTER 2 : LITERATURE REVIEW
	2.0 INTRODUCTION
	2.1 CUSTOMER SATISFACTION
	2.2 FACILITIES
	2.3 PRICE
	2.4 SERVICES
	2.5 THEORETICAL FRAMEWORK
	2.6 HYPOTHESIS

	CHAPTER 3 : RESEARCH METHODOLOGY
	3.0 INTRODUCTION
	3.1 SAMPLE & POPULATION
	3.1.2 SAMPLE SIZE

	3.2 DATA COLLECTION METHOD
	3.2.1 PRIMARY DATA
	3.2.2 SECONDARY DATA

	3.3 DATA ANALYSIS PROCEDURE

	CHAPTER 4 : FINDING AND ANALYSIS
	4.0 INTRODUCTION
	4.1 PROFILE OF RESPONDENT
	4.2 DESCRIPTIVE STATISTIC
	4.3 RELIABILITY ANALYSIS
	4.3.1 RELIABILITY ANALYSIS FOR ALL VARIABLE

	4.4 CORRELATION ANALYSIS
	4.5 REGRESSION ANALYSIS
	4.5.1 MODEL SUMMARY
	4.5.2 ANNOVA
	4.5.3 COEFFICIENT

	4.6 HYPOTHESIS ANALYSES TABLE

	CHAPTER 5 : CONCLUSION AND RECOMENDATION
	5.1 DISCUSSION ON FINDING
	5.2 IMPLICATION OF RESEARCH
	5.3 SUGGESTION FOR FUTURE RESEARCH
	5.4 RECOMMENDATION
	5.4.1 FACILITIES
	5.4.2 PRICES
	5.4.3 SERVICES
	5.5 CONCLUSION


	REFFERENCES



