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ABSTRACT 

In future success in business, it relies on delivering a unique and complete holiday 

experience. The critical success for the hotel industry is building customer loyalty. It 

brings customer experiences, service quality, customer value and customer 

satisfactions are major determinants of customer loyalty. Hence the hotel industry like 

other industries is realizing the significance of customer centered philosophies with the 

overall goal in terms of customer satisfaction is to stay as close to their customers as 

possible.  

The objective of the study is to examine the relationship between customer loyalty as 

dependent variables and customer experiences, service quality, customer value, and 

customer satisfaction as independent variables. The customer experiences have been 

defined as functional clues, mechanic clues, and humanic clues. This variable will be 

investigated in relation to their impact on customer loyalty. 5 Likert scales were used to 

gauge the responses. Some of the major limitations of the research include time 

consuming of data gathering and analysis, self selecting sample, and survey 

administration.  

Overalls, these findings and recommendations can be used by the company to ensure 

their performance increase and customer will prefer their company. 


	DETERMINANTS OF BUILDING CUSTOMER LOYALTY IN D’IMPIAN INN HOTEL PARIT RAJA
	“DECLARATION OF ORIGINAL WORK”
	LETTER OF SUBMISSION
	ACKNOWLENGEMENT
	CONTENT
	LIST OF FIGURES
	LIST OF TABLES
	ABSTRACT
	CHAPTER 1 INTRODUCTION
	1.1 Introduction of Company
	1.2 Background of Company
	1.2.1 Objective and goals
	1.2.2 Mission and vision
	1.2.3 Company information

	1.3 Problem Statement
	1.4 RESEARCH OBJECTIVE
	1.5 Research Question
	1.6 Scope of the Study
	1.7 Limitation of the Study
	1.8 Significant of the Study
	1.9 Definition of Terms

	CHAPTER 2 LITERATURE REVIEW
	2.1 Introduction
	2.2 An Introduction to the Customer Experience Concept
	2.2.1 The Customer Experience Defined
	2.2.2 Managing Customer Experience Clues
	2.2.2.1 Functional Clue
	2.2.2.2 Mechanic Clues
	2.2.2.3 Humanic Clues


	2.3 Customer Loyalty Concept
	2.3.1 Major Determinants of Loyalty

	2.4 Perceived Customer Quality
	2.5 Customer Value Concept
	2.5.1 The Role of Customer Value in Building Loyalty

	2.6 Customer Satisfaction Concept
	2.6.1 Customer Satisfaction and Customer Loyalty

	2.7 Research Framework
	2.8 Hypothesis

	CHAPTER 3 RESEARCH METHODOLOGY
	3.1 Introduction
	3.2 Research Design
	3.2.1 Qualitative versus Quantitative Research Methodologies

	3.3 Target Population
	3.4 Sampling Design
	3.4.1 Work schedule
	3.4.2 Sample size
	3.4.3 Sampling frame
	3.4.4 Sampling technique

	3.5 Data Collected Method
	3.5.1 Primary data
	3.5.1.1 Questionnaire design
	3.5.1.2 Questionnaire Format

	3.5.2 Secondary Data

	3.6 Data Analysis

	CHAPTER 4 DATA ANALYSIS AND INTERPRETATION
	4.1 Introduction
	4.2 Quantitative Findings
	4.2.1 Response Rate

	4.3 Frequency Analysis
	4.4 Reliability Testing
	4.5 Descriptive Statistic Analysis
	4.6 Regression Analysis
	4.7 Correlation Analysis

	CHAPTER 5 CONCLUSION AND RECOMMENDATIONS
	5.1 Conclusion
	5.2 Recommendation
	5.2.1 Communicate.
	5.2.2 Customer Service
	5.2.3 Employee Loyalty.
	5.2.4 Employee Training
	5.2.5 Product Awareness.
	5.2.6 Reliability.


	BIBLIOGRAPHY
	BIBLIOGRAPHY
	APPENDICES



