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Abstract

This study aims to examine the relationship between customer satisfaction 

towards hotel restaurant menu and food quality which might influence their repeat 

patronisation intention. Descriptive research design using quantitative method 

through self-administrated questionnaire was employed for the purpose of this 

investigation. 180 questionnaires to hotel guest (i.e., 90 from Hotel UiTM and 90 

from Ulek Beach Resort) were successfully distributed, however; only 89 percent 

or 160 can be used for analysis. All data were keyed-in into SPSS Version 22.0 

and analysed using suitable statistical analyses to respond this study's research 

objectives; i) the relationship between menu, food quality, price and customers' 

satisfaction at the hotel restaurants (RO1), and ii) the association between 

customers' satisfaction on the menu, food quality and their intention to come back 

dining at the hotel restaurants in the future (RO2). Results revealed that there is 

significant relationship between customer satisfaction, hotel restaurant menu, 

food quality and price. Further analysis has showed that customer satisfaction, 

hotel restaurant menu, food quality and price also significantly influence 

customer intention to return dining at the hotel restaurant in the future. This study 

found that regardless how fancy the menu card is designed and how much money 

hotel customers have to pay, the food quality remains the most significant factor 

in determining their level of satisfaction and return intention. It denotes the 

important of preparing and serving the food at acceptable quality. Therefore, this 

study, based on two hotels in Dungun, suggests any hotel restaurants could 

consider on constantly serving a good quality of food and ensure to maintain such 

service from time-to-time.

ii



TABLE OF CONTENTS

CHAPTERS CONTENTS PAGES

DECLARATION i
ABSTRACT ii
ACKNOWLEDGEMENTS iii
TABLE OF CONTENTS iv
LIST OF FIGURES vi
LIST OF TABLES vi
LIST OF ACRONYMS vii

1 INTRODUCTION

1.1 Overview 1

1.2 Background of the Study 1

1.3 Problem Statement 2

1.4 Research Objectives 3

1.5 Research Questions 3

1.6 Research Framework 4

1.7 Significance of the Study 6

1.7.1 Practical Aspects 6
1.7.2 Academic Aspects 6

1.8 Limitation/Scope of the Study 7

1.9 Definition of Key Terms 8

1.10 Propose Chapters in the Final Project 9

2 LITERATURE REVIEW
2.1 Overview 11

2.2 Hotel and Hotel Restaurant 11

2.3 Customer Satisfaction at Hotel Restaurants Outlets 13

2.4 Hotel Restaurant Type of Menus, Selection of Menu Items, and
Price and Values 15

2.5 Customer Repeat Intention at Hotel Restaurant Outlets 17

2.6 Previous Studies on Hotel Restaurant Menu in Malaysia 19

iv



2.7 Summary 20

3 METHODOLOGY

3.1 Overview 21
3.2 Research Design 21

3.3 Population and Sampling 22

3.3.1 Target Population 23

3.3.2 Sampling Frame and Location 24
3.3.3 Sampling Size 24

3.4 Instrument and Development Testing 24
3.4.1 Questionnaire Design 24
3.4.2 Scale Measurement 25

3.5 Pi lot Test 27

3.5.1 Reliability and Validity Test 28

3.6 Procedure of Data Collection 29

3.7 Data Analysis 30

3.8 Research Ethic Consideration 31

4 DATA ANALYSIS
4.1 Introduction 33

4.2 Social Demographic Profile 33

4.3 Hotel Restaurant Dining Patterns 35

4.4 Satisfaction Towards Menu and Food Quality 37

4.4.1 Hierarchical Multiple Regression Analysis 38

5 CONCLUSION AND RECOMMENDATIONS

5.1 Overview 39
5.2 Reiterating the Key Findings and Addressing Research
Objectives 39
5.3 Implication 41
5.4 Limitations and Recommendations for Future Research 42
5.5 Conclusion 44

REFFERENCES 45

APPENDICES 48

v


	DECLARATION
	Abstract
	TABLE OF CONTENTS

