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ABSTRACT

This study investigated the usage of Importance Performance Analysis (IPA) to
improve service quality among guests of luxury hotels in Kuala Lumpur.
Questionnaires were used to obtain the perceptions of importance and performance of
service quality from luxury hotel guests. Nine items of service quality were identified
as areas need to be improved by luxury hotels in Kuala Lumpur namely furnishings in
the room, quality of service of the restaurant, quality of the restaurant foods, receiving
confirmation of reservation, helpful and friendly staffs, timely service, the check in
and check out process, first impression of the hotel and dealing with complaints. From
this study, it provides an opportunity to recognize, in ranking order, features that are
considered important by the guests staying in luxury hotels and able to identify the
areas of divergence in hotel service quality.

ii



ACKNOWLEDGEMENT

Firstly, we are grateful to the God for the good health and wellbeing that were
necessary to complete this research. We wish to express our sincere thanks to Madam
Norfadhilah Binti Mohd Akhuan, Coordinator of the Faculty Hotel and Tourism
Management, for providing us with all the necessary facilities for the research.

Our gratitude and thanks go to our lovely supervisor Sir Mohd Taufik Bin Zamri @
Zimri, Lecturer of Faculty Hotel and Tourism Management. Thank you for the
support, patience and ideas in assisting us with this project. We take this opportunity
to express gratitude to all of the lecturers and members of Faculty Hotel and Tourism
Management for their help, support and cooperation during this research being held.
Special thanks to our colleagues and friends for helping us with this research.

To our respectful respondents at Kuala Lumpur, thank you for the time and
cooperation that have been given. Also thanks to our parents for the unceasing
encouragement, support and attention. We also place on record, our sense of gratitude
to one and all, who directly or indirectly, have lend their hand in this venture.

iii



TABLE OF CONTENTS

AUTHOR'S DECLARATION

ABSTRACT

ACKNOWLEDGEMENT

TABLE OF CONTENTS

LIST OF TABLES

LIST OF FIGURES

LIST OF ABBREVIATION/ NOMENCLATUll.E

Page

iii

iv

v

viii

IX

X

CHAPTER ONE: INTRODUCTION 1

1.1 Background ofthe Study 1-2

1.2 Problem Statement 2-3

1.3 Research Objective 3

1.4 Research Question 3

1.5 Significant of the Study 3-4

1.6 Operational Definition 4-5

1.7 Scope 5

CHAPTER TWO: LITERATURE REVIEW 6

2.1 Luxury Hotel 6

2.1.1 Overview of Luxury Hotel 6

2.1.2 Luxury Hotel in Malaysia 7

2.2 Service Quality 7-8

iv



CHAPTER ONE

INTRODUCTION

1.1 BACKGROUND OF THE STUDY

In 2014, tourism industry was recorded as the sixth highest contributor to the

Malaysian economy (Economic Transformation Program Annual Report, 2014). It is

supported with the growth of tourist arrivals by 6.7 per cent (27.4 million) and

receipts at RM72 billion compared to RM65.4 billion in 2013. Among the tourism­

related activities, accommodation sub-sector has expanded 5.9 per cent during the

first half of2014 (January - June 2013: 5.2 per cent) reinforced by the increase in the

total supply of hotel rooms from 189,843 in 2013 to 197,030 as at the end of June

2014 with Kuala Lumpur continues to contribute the highest supply at 17.4 per cent

(Economic Report, 2014).

The aforementioned statistics are in response towards Malaysia Tourism

Transformation Plan (MTTP) which is one of the strategies to achieve National Key

Economic Area (NKEA) in developing high nation income by 2020. Through MTTP,

the Ministry of Tourism and Culture (MOTAC) has outlined twelve Entry Project

Points (EPP) to ensure these strategies are able to realize the year 2020 objectives

(Economic Transformation Program Annual Report, 2013). One of the EPP's is to

improve rates, mix and quality of hotels which the central goal is to attract high yield

tourists by ensuring the optimal mix and quality of hotels are provided with high

quality service. In order to attract high yield tourists, this EPP aim to develop more

four and five star hotels in Malaysia. These progresses show that the MTTP is

rigorously monitored to ensure that the NKEA can be realized successfully to

contribute at least 36 million tourist arrival and RM168 billions of tourism receipts by

2020. The implementation of Malaysian Year of Festival (MyFest) campaign is aimed

to boost the tourism sector and maintain Malaysia as popular destination in the world

as align in MTTP.

According to Horst Schulze former Vice Chairman of The Ritz-Carlton Hotel

Company as cited in (Leaders Megazine, 2011) terms luxury is having something that

is exceptional. But the interpretation of what is exceptional has changed in the
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