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ABSTARCT

Food offered to customers is important in hospitality industry as it could influence the 

satisfaction of the customers towards the provider. It is essential for the food provider to 

produced high quality food products as it could reflect providers’ performance based on the 

end of the products. There are a few factors that could influence customer’s satisfaction 

towards their chosen hospitality such as the quality of food and services as well as the 

hygiene and it cleanliness. To strengthen these factors as the factors that influence customer 

satisfaction, a self-administrated questionnaire have been distributed to 150 customers who 

came to Hotel Perdana, KB during breakfast time. Based on the result gained form this 

questionnaire, only 63 are valid to be used since the rest are incomplete answered by the 

customers and it is not suitable to be used for this study. Descriptive and inferential analysis 

have been used to analyze the data. The result from the analysis shown factors of food, 

services and hygiene are the main factors that influence customer satisfaction in Hotel 

Perdana, Kota Bharu.

Key words: Customers satisfaction, quality of food, quality of service, hygiene and 
cleanliness

iii



ACKNOWLEDGEMENTS

We are grateful to almighty Allah SWT for giving us His blessing, good health and strength 

to finish and complete this study. We want to give a special thanks to our research supervisor, 

Madam Siti Nurhanifah binti Sulong, with all her help and guidance, we can successfully 

finish this research study. Besides, we also want to thank Madam Jazira Anuar, our 

Coordinator of the Faculty for her endless encouragement for us to finish our study.

Last but not least, we want to thank our families and friends who have been there to help us 

in needs whether mentally or physically. Then, for the guest of Cerana Coffee House that 

take part in answering the questionnaire and the staff for helping us distributing the 

questionnaire.

iv



TABLE OF CONTENTS

TITLE PAGE PAGES
FINAL REPORT SUBMISSION FORM

ABSTRACT iii
ACKNOWLEDGEMENTS iv

TABLE OF CONTENTS v
LIST OF TABLES viii

LIST OF FIGURES xi

LIST OF ACRONYM xiii

CHAPTERS TITLE PAGE PAGES

1 THE PROBLEM SETTING 1

1.0 Introduction 1

1.1 The Background of Study 3

1.2 Problem Statement 4

1.3 Research Objectives 5

1.4 Research Questions 5

i .5 Theoretical Framework 6

1.6 Significance of Study 7

1.6.1 Hotel Perdana, Kota Baharu

1.6.2 The Future Trainees

1.7 Definition of Key Terms 8

2 REVIEW OF LITERATURE 9

2.0 Introduction 9

2.1 Food Satisfaction 9

2.1.1 Food Quality 9

2.1.2 Service Quality 10
2.1.3 Physical Environment 10

v



3 RESEARCH METHODOLOGY 11

3.0 Introductions 11

3.1 Research Design 11

3.2 Research Setting 12

3.3 Sampling Design 12

3.3.1 Target Population/Respondent 13

3.3.2 Unit of Analysis 13

3.3.3 Sampling Frame 13

3.3.4 Sampling Technique 14

3.3.5 Sample Size 14

3.4 Research Instrument 15

3.5 Pilot Study 19

3.6 Data Collection 19

4 RESULTS AND DISCUSSION 20

4.0 Introduction 20

4.1 Respondent’s Profile 20

4.2 Reliability Test 25

4.3 Procedure of Analysis 26

4.3.1 The Factors of Good Food Quality, Service 26

Quality and Good Hygiene and Cleanliness.

4.3.2 The Guest’s Satisfaction based on the Food 47

Quality, Service Quality also the Hygiene and 

Cleanliness of the Coffee House

5 DISCUSSION, IMPLICATIONS, LIMITATIONS 55

AND SUGGESTION FOR FUTURE RESEARCH 

AND CONCLUSION

5.0 Introduction 55

5.1 Summary of Findings 55

5.1.1 Whether The Customers Are Satisfied With 56

The

vi


