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ABSTRACT

The research was conducted with the objective to determine the front office
service quality at Renaissance Kota Bharu Hotel. The researcher has selected four
variables as the factors that determine the quality of front office at Renaissance Kota
Bharu Hotel which are courtesy, responsiveness, skill and assurance. Among these four,
the researcher also tried to investigate the front office service quality from the view of
customer’s perspective. On the other hand, the researcher tried to evaluate the
relationships among these variables to the front office service quality of Renaissance
Kota Bharu Hotel. For this purpose, a research survey by using a structural
questionnaire was conducted to gather the information required, which could provide the
answer to the subject matter. There were 100 questionnaires collected from the
respondents who used front office service at Renaissance Kota Bharu Hotel. The
researcher has used the SPSS (Statistical Package for Social Science) package (version
14.0) as an instrument to analyze the data. The method such as reliability, frequency
analysis and correlation analysis were chosen for analyzing the data and findings. For
the conclusion on this study, the researcher has found that all the independent variables
(courtesy, assurance, responsiveness and skill) have positive relationships with front
office service quality at Renaissance Kota Bharu Hotel. In terms of hypotheses testing, all
four hypotheses rejected null hypoth Some r dations have been made in this
study after all the data and findings has been analyzed and interpreted. The conclusion

and recommendations suggested were done to the customer, government, future

researcher and also to the organization to enhance the service quality.
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CHAPTER 1.0

INTRODUCTION
1.1 CHAPTER DESCRIPTION
The research is titled, “A study on the quality of front office service at

Renaissance Kota Bharu Hotel”. This chapter will begin by discussing the

background of the study and also overview of the hotel. This is followed by the

h problem and objective of h. Furth this chapter will also

discuss about the scope of research and significance of this research study, literature

1 methodol
and gy.

12 BACKGROUND TO THE STUDY

At first glance Singap Malaysia and Indonesia appear to provide similar

environments for hoteliers. All have relative political stability, impressive economic

growth and similar natural attractions. All have ly undertak

tourism p . including g 1 ives. Indonesia has pted
self-funding in this area, with the imposition of a 2% tourism promotion surcharge

on all hotel guest bills.
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