


TABLE OF CONTENT

ABS TR v cistitiinioneans ixsisatiassilihasiver frsrassninnstibsiedess it i s g i s o n it dv s oon e s R T RAAEE P osrme e i
ACKNOWLEDGEMENT ....ciiiiiiiiiiiiiinimiiisinsiiiiimisiisssmiiiiiessies isssssssssssasssssassnsassssasasssne i
LIST OF TABLES .cciisiinmumuinisuvissminsissonissnsssssesisssmssrsesss vasstasanspassovesossassasiasesssassosasinsngrass i
LIST OF PIGURES c.sissucsscssvessssassnsssnsonssssssns sussisonssvssansassassaasaonssasoss iaadoinsasosssssvase s sgsiveessasssansses iv
Chapter 1
ERTaq o s LUTvia 10 ¢ NN O OO PP P PP R e T AL 1
Background Of StUAY........cccciviininieniininiieeniesissesisssns st sensses s sstst s s e oo 1
Statement OF PrODIEIM ..ooiieeeeecee e SETpe. 3
RESEATCH OBJECLIVES ....c.ueeveirietieiictcire ettt sttt 5
Research QUESLIONS .......ccueeerueeectoseisesseseisissismisresssnansanssasssessssssstssssaninassastsss st sasssssssasssrasnsonssecses 5
SigNIfICANCE OF STUAY ....vuvurriiieieteieie st 5
Limitation Of STUAY ....ocveeeietrieiereercitiest et sttt 7
DD fiNItiON OF TEITIIS 1oeeeueereeeeeeeeeieeeseessesseisnessssssesssesesstsssesssesassssssssasssessasessnssmtiesssesssseasssessnnassanas 7
Chapter 2
L HETAIIITE FEVIEW .o stonssnsanis itsibassarisssisasssnsnnsds shsanssssnsussassssssassasnssntssnssus s syosspesaassosnnansssehsssisaivantas 9
SEIVICE QUATTLY 1.vuvoreseeeeeeeecinseesesse s 9
The Types of Service QUAlItY oo v e 10
CUSLOMET LOYAILY ...vovoeeceieciinseses s e 12
Measurement of CUSOMET LOYAILY ...c.ooveviviiiiinirnieisesi s 13
Conceptual FTAMEWOTK ....cccuuiieiureeierercisssst s T 14
Chapter 3
MEEROAOIOZY ..voeseesesseraseessaseas e 8 88 17
RESEATCH DESIZI ...vvovveeeeeereeeesrsessse s ees s s 17
SAMPING FIAME ... vooeeeuseemisssrrrsse s s 18
POPUIALION. ... eeosseeeeesss s 18
SAMPINE TECRMIGUE .. ..evveverresssssereees s 18
SAMPIE SIZE ... vvvooevvsseseesssesssssssissss st A R 19
UNE OF ANGLYSIS 1v1vvorveeseeseseeesiseessess e a8 19

I i i et s DA B ] v2 515295 s I A RS R 0 SRS AR S e T 20



ABSTRACT

The main purpose of business is to serve their customer. Many researches had proven
that service quality is what influencing most in the business daily routine and one of the
crucial factors to retain the customers. Excellence in service quality is a key to achieve
customer loyalty which is the primary goal of business organizations, due to the
advantages of customer retention (Ehigie, 2006). This study reports the relationship
between the service quality and customer loyalty at the MS Garden Hotel Kuantan,
Pahang. Many organizations try to retain their customers and do their best to retain their
customers loyalty towards their service provided. However, how deep does the service
quality been penetrating the loyalty of their customers is still a questions. The data were
gathered based on the surveys made towards the customers of MS Garden Hotel Kuantan

which related to the service qualities provided and their loyalty.
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CHAPTER 1

INTRODUCTION

Background of Study

Service industries were playing increasingly important role in the overall
economy for the most of the countries. A success of a service provider depends on the
high quality relationship with customers (Panda, 2003) which determine satisfaction and
loyalty (Jones et al., 2002). Research shown repeatedly that service quality influence
organizational outcome such as performance superiorly (Portela & Thanassoulis, 2005),
increasing sales profit (Kish, 2000) and market share (Fisher, 2001), improving customer
relations, enhance corporate image and promote customer loyalty (Newman, 2001).
Furthermore, service quality was found to be related to the customer loyalty through
providing what customers needs. Delivering quality service to customers is a must for

success and survival in today’s competitive services industries.
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