=

-

A STUDY ON CUSTOMER’S PERCEPTION AND FEEDBACK
TOWARDS USUKAN COVE LODGE IN KOTA BELUD

SITI FATIMAH LAILATUL QADRINA HJ. AWANG
2008305255

BACHELOR OF BUSINESS ADMINISTRATION WITH HONOURS
(MARKETING)
FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA
CAWANGAN KOTA KINABALU SABAH

OCTOBER 2010



ACKNOWLEDGEMENT

First and foremost, thanks to ALLAH S.W.T for His blessing and consent. Without

His help, 1 definitely won’t be able to conduct and complete this study.

I would like to extend my heartfelt gratitude to my advisor Prof. Madya Mat Yasin
Bin Jamil and Mr. Franklin Hazley Lai. [ truly appreciate all of your guidance and advice
during conducting this research. Without your expertise and direction, this dissertation would
not have been possible. | am also eternally grateful for the professional development that you
offered to me. Without your guidance, I will not be able to complete this research. You had
gives full support, guidance, opinion, and advice to enable me to do my research. You have

also sacrificed his valuable times to consult me until I can complete this research.

In addition, 1 also would like to thanks Mr. Mohd. Sharuddin Bin Mohd. Wali the
General Manager of Inno Travel & Tour Services Sdn. Bhd and Mr, Mohd. Tahirullah Bin
Mahmud as my supervisor and all the staff in ITTS for all their information and support for

me to complete my research.

Furthermore, | would like to give my thanks to all respondents for giving me
cooperation in giving the information that | need. The information that they gave is the most

important thing in order to complete this research.

Lastly, 1 would like to extend my gratefulness to all my friends especially to my
family, Fairuz As Saadah, Mariza Nurullah, Sofia Bt Kamin, Syazwani Sulaiman, Darlene
Sona, Mohd Firdaus and everyone who directly and indirectly contribute to the completion of

my project paper.



TABLE OF CONTENT
CONTENTS

TITLE PAGE
DECLARATION OF ORIGINAL WORK
LETTER OF SUBMISSION
AKNOWLEDGEMENT
LIST OF TABLE
LIST OF FIGURE
LIST OF DIFINITION OF TERMS
ABSTRACT
CHAPTER ONE: INTRODUCTION
1.0 Company Background
1.0.1 Overview
1.0.2 Company Product and Services
1.1 Background of study
1.2 Problem statement
1.3 Objective of the study
1.4 Research question
1.5 Scope of study

1.6 Significant of study
1.7 Limitation of study

CHAPTER TWO: LITERATURE REVIEW
CHAPTER THREE: RESEARCH METODOLOGY
3.0 Theoretical framework

3.1 Data collection

3.2 Research design

33 Sample design and procedures
34 Frequency Distribution

PAGE

iv

vii

ix

—

T S Y

C-T- - e -

13

16
17
18
19



CHAPTER FOUR: FINDINGS AND ANALYSIS
4.1 Findings
4.2 Analysis
CHAPTER FIVE: CONCLUSION AND RECOMMENDATION
5.1 Conclusion
5.2 Recommendation
BIBLIOGRAPHY

APPENDICES

20



ABSTRACT

This study is conducted in order to identify a study on the customer’s perception
and feedback towards the Usukan Cove Lodge which are the product by Inno Travel &
Tour Services sdn bhd. This research will directly find out what is the customer’s
perception about the Usukan Cove Lodge, what are the factors influence the respondent to
come and visits Usukan Cove Lodge and to identified what is their feedback and

recommendation during spend a several time in Usukan.

The major findings in this research is whereby the regardless with the objectives,
the most important factors influence the respondent to come and visits Usukan Cove
Lodge is the price. The overall respondent perception about the facilities provided mostly
in a positive as well in a good condition when majority of the answer said good and very

good in the questionnaire.

In order for the study of this research is to be complete, the researcher have found out the
several recommendations by the researcher itself and also by the respondents to solve the
problem occur where the Usukan Cove Lodge have to do some improvement to their
toilet. The other recommendation is the personnel communication skills has to be improve
also and it is also very important to add some activities at Usukan Cove Lodge to back up
if there any possible the day is raining to avoid the respondent feel bored and will not be

motivated to come for the next time.



