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ABSTRACT

Hotel is a commercial establishment that provides lodgings, meals, and other guest
services. It not only focuses on the products but also their services when doing their business.
Maintaining and increasing the guest turnover is very important for any organization. Hence,
they must understand the factors that can attract more customers and make them satisfy with
their services and other factors. It is essential as it will help the hotel to generate more profit
to the organization and their image. There are several factors that can influence guest
turnover in hotel. Some of them are hotel’s attributes like cleanliness, location, room rates,
security, service quality, and reputation of the hotel or chain is important in hotel
performance (McCleary et al., 1993). Hence, this paper attempts to study the factors that
influence guest turnover in Juta’s Hotel. The questionnaire distributed in the hotel is 100 and
get it back completely. From the study, all the independent variables which are service, price
and cleanliness accepted as factors that contribute in guest turnover in Juta’s Hotel. Thus, the
hypotheses were accepted. In addition, the information from previous study related to guest

turnover to hotel can also be used in Juta’s Hotel.
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CHAPTER 1

INTRODUCTION
1.1 Background of study

Hotel can be defined as a commercial establishment that provides lodgings,
meals, and other guest services. It not only focuses on the products but also their services
when doing their business. Mz;intainjng and increasing the guest turnover is very
important for any organization. Hence, they must understand the factors that can attract
more customers and make them satisfy with their services and other factors. It is essential

as it will help the hotel to generate more profit for the organization and their image.

Juta’s hotel has started its operation since 1987 until now where it about 28 years
and provides many types of room with different rates (normal, government and
corporate). The hotel’s report shows a positive increasing in terms of profit from 2010 to
2013 but it decline in the year of 2013 to 2014 (Figure 1.0). Based on this, it shows that
there is a problem with the hotel that caused the profit to decline from 2013 to 2014.
Based on my findings during a discussion with the hotel manager, guest room is one of
the assets that contribute Juta’s hotel main income with 50%. In addition, it will also help
customers to save their time and money. It is vital for the management to solve any
problem with the guess rooms’ accommodation to ensure the customers’ satisfactory and

at the same time to increase the chances of staying longer in the hotel services business.



