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ABSTRACT

In all companies need a good relationship with customers to achieve the advantages of the
other competitors. Each customer has a disparity of tastes and desire, as hotel companies
who want to succeed in the industry to understand the needs and desires of customers.
Customer Relationship Management, CRM is an effective initiative for the hotel to influence
customer choices and change their purchase intention. Customer Relationship Management
including managing facilities for customers, meet customer needs, achieve customer high
ratings by providing high skill staff, comfortable and welcoming environment, and efficient
customer service. Although the Intekma hotel is only 3-star, customers will expect cnly a high
class service from the hotel management, it is hotel management jobs to attract them to prefer
the hotel and retain them for future business growth. Moreover, the high competitiveness in
industry and increasing customer complaint can definitely affect the brand preference among
customer toward Intekma Resort.

This study indicates two objectives, which to determine the dominant element in Customer
Relationship Management that influences the brand preference among custemer in hotel
industry and to investigate the relationship between customer services, employee behaviour,

physical environment and social network interaction with the consumers’ brand preferences.

This study was conducted to answer the research objective by distributing randomly 100
guestionnaires among guest and visitor of Intekma Resort, the researcher may acquire a more
accurate result as all the respondent has experience the hotel services. A multiple regression
analysis, correlation analysis, descriptive analysis was done to figure out the objective of this

study.

Overall, the finding shows that all independent variables which were physical environment,
employee behaviour, customer service and social network interaction has had positive
relationship with the dependent, but only two is significant for this study which are physical
environment and social media interaction.

This study is needed for the Intekma Resort management to focus on the dominant factor
influences the brand preference in hotel industry and use the result to improve the services to

meet the customer expectation and fulfilling their need and wants,



CHAPTER 1: INTRODUCTION

1.1 COMPANY PROFILE

SHAH ALAM

INTEKMA Resort & Convention Centre is rated 3 star by Malaysian Association of Hotels
{MAH). Wholly owned by Universiti Teknologi MARA and managed by UiTM Hospitality
Management Services Sdn Bhd. IRCC nature of business is providing hospitality services.
In 2004, UiTM Holdings started to take over INTEKMA as one of their subsidiaries. Till right
now, INTEKMA is 100% operate under UiTM Holdings

INTEKMA Resort & Convention Centre started its operation on 28th September 1997. Their
existence is to fulfil the market needs as a preferred hotel and apartments concept in the

heart of Shah Alam, a perfect place for business, convention, leisure and social events.

INTEKMA Resort & Convention Centre is ideally located close to prime shopping and
business areas such as Shah Alam City Centre (SACC), Plaza Alam Central, Plaza
Masalam and Kompleks PKNS. It is also located close to recreational facilities and
entertainment such as Wet World, Taman Bukit Cahaya Seri Alam and |-City. INTEKMA
Resort & Convention Centre is within 45 minutes’ drive away from the Kuala Lumpur
International Airport (KL1A) and 45 minutes from the capital city of Kuala Lumpur. Nearby to
commuter stations which connects the resart to various shopping areas and city centre. A
‘Resort Within the City’, famous for its warm hospitality

One of INTEKMA main features are its banquet hall named Dewan Sri Bestari. It deals
multipurpose meeting and banquet facilities with seating capacity of 1300 delegates.
INTEKMA also have the 6 Cendekia and Bersantap room which also available for functions,

small get together or team-building session.

INTEKMA provide five types of room to be served to customers which is 2 different type of
the so called Premier Deluxe, Premier Executives, 2-Room Suite and Executive Suite. The

resort also provide basic customers need when they stay at there such as free Wi-Fi access,



