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ABSTRACT 

 

 

It is important for the company in retaining the customer to have the service at their company. 

Customer retention is important in evaluating the performances of the services provided. This 

study will reveal on how customer behavior will influence customer retention towards the 

company. 

 

The objective of the study is to know the level of customer retention at Seri Malaysia Hotel 

Johor Bahru, to determine the most influence factors that will affect customer retention, to 

identify the relationship between customer behavior and customer retention at Seri Malaysia 

Hotel Johor Bahru, to identify correlations between customer behavior and customer retention 

and to identify the recommendations to attract customer retention at Seri Malaysia Hotel Johor 

Bahru. 

 

The results of the research were obtained by using six methods which was reliability test, 

frequency distribution, correlation analysis, hypothesis testing, chi-square and backward 

regression. The process of analyzing and interpreting of the data was presented through tables 

and all objectives are well defined. 

 

 

 

 

 

 



vi 
 

TABLE OF CONTENTS              PAGE 
 
DECLARATION OF ORIGINAL WORK                      iii         

LETTER OF SUBMISSION                                                                             iv  

ACKNOWLEDGEMENT               v 

LIST OF TABLES                viii 

LIST FIGURES                x 

ABSTRACT                 xi 

 

CHAPTERS 

 

CHAPTER ONE: INTRODUCTION 

1.1 Company Background             1           

1.2  Problem Statement                         3  

1.3  Research Questions              4 

1.4  Research Objectives              4 

1.5  Scope of Study                         4 

1.6  Significance of Study              5         

1.7  Definitions of Terms             5   

          

      

CHAPTER TWO: LITERATURE REVIEW 

2.1  Customer Retention                                               7  

2.2  Customer Intention                                                          8 

2.3 Perceived Behavioral Control             9  

2.4 Customer Attitude              10 

2.5 Customer Satisfaction              10   

2.6 Theoretical Framework             12 

2.7 Hypotheses               12       

 

 

 


	CUSTOMER BEHAVIOR IN DEVELOPING CUSTOMER RETENTION AT SERI MALAYSIA HOTEL JOHOR BAHRU
	DECLARATION OF ORIGINAL WORK
	LETTER OF SUBMISSION
	ACKNOWLEDGEMENT
	TABLE OF CONTENTS
	LIST OF TABLES
	LIST OF FIGURES
	ABSTRACT
	CHAPTER 1 INTRODUCTION
	1.1 Company Background
	1.2 Problem Statement
	1.3 Research Question
	1.4 Research Objectives
	1.5 Scope of Study
	1.6 Significance of Study
	1.7 Definitions of Terms

	CHAPTER 2 LITERATURE REVIEW
	2.1 Customer Retention
	2.2 Customer Intention
	2.3 Perceived Behavioral Control
	2.4 Attitude
	2.5 Satisfaction
	2.6 Theoretical Framework
	2.7 Hypothesis

	CHAPTER 3 RESEARCH METHODOLOGY
	3.1 Research Design
	3.2 Population
	3.3 Census
	3.4 Data Collection Method
	3.5 Data Analysis

	CHAPTER 4 DATA ANALYSIS
	4.1 Introduction
	4.2 Reliability Testing
	4.3 Data Interpretation on Frequency
	4.4 Level of Factors That Effect Seri Malaysia Hotel in terms of Customer Retention
	4.5 Factors That Effect Seri Malaysia Hotel Johor Bahru in Terms of Customer Retention
	4.6 The Most Influence Customer Behavior in Developing Customer Retention at Seri Malaysia Hotel Johor Bahru
	4.7 Correlation of Study

	CHAPTER 5 CONCLUSIONS AND RECOMMENDATIONS
	5.1 Introduction
	5.2 Conclusions
	5.3 Recommendations

	BIBLIOGRAPHY



