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ABSTRACT

The main objectives of this study were to identify the factors that influence customer
satisfaction towards Hotel Sentral Riverview Melaka.. The variables included in this
research are tangible, reliability, responsiveness, assurance and empathy as
independent variables and customer satisfaction as the dependent variable. A survey
questionnaire which consisted of seven section. Section A consists of the
respondents ' demographic data Next, Section B until Section F was related to the
independent variables while in Section G is related to dependant variables. 125
respondents from guests who stay on the Hotel Sentral Riverview Melaka were
selected as a sample. Cronbach’s Alpha was used to determine the reliability and
validity of the questionnaire. From the findings, there were a strong relationship
between tangible, reliability, assurance and empathy with customer satisfaction.
However, there were weak relationship between responsivenss and customer
satisfaction with correlation value 0.224. Future researchers could concentrate on
determining assurance that influence customer satisfaction when responsiveness is
not a factor and reasons for place is currently becoming the leading factor in

determining customer satisfaction.

Keyword: customer satisfaction, hotel, service quality, tangible, reliability,

responsiveness, assurance, empathy

Xii



	INFLUENCE OF SERVICES QUALITY ON CUSTOMER SATISFACTION TOWARDS HOTEL SENTRAL RIVERVIEW MELAKA
	DECLARATION OF ORIGINAL WORK
	LETTER OF SUBMISSION
	ACKNOWLEDGEMENT
	TABLE OF CONTENTS
	LIST OF FIGURES
	LIST OF TABLES
	LIST OF ABBREVIATION
	ABSTRACT
	CHAPTER 1: INTRODUCTION
	1.0 Introduction of Study
	1.1 Background of the Study
	1.2 Background Of Hotel Sentral Riverview Melaka
	1.3 Problem Statement
	1.4 Research Questions
	1.5 Research Objective
	1.6 Research Hypothesis
	1.7 Significant of Study
	1.8 Scope Of Study
	1.9 Limitation Of Study
	1.10 Definition Of Terms
	1.10.1 Tangibles
	1.10.2 Reliability
	1.10.3 Responsiveness
	1.10.4 Assurances
	1.10.5 Empathy


	CHAPTER 2: LITERATURE REVIEW
	2.0 Introduction
	2.1 Service Quality
	2.2 The Concept and Importance of Service Quality
	2.3 Customer Satisfaction
	2.4 Customer Expectations
	2.5 Customer Satisfaction In Hospitality Industry
	2.6 Service Quality and Customer Satisfaction
	2.7 Analytical Framework

	CHAPTER 3: RESEARCH METHODOLOGY
	3.0 Introduction
	3.1 Research Design
	3.1.1 Purpose of Study
	3.1.2 Type of Investigation
	3.1.3 Unit Analysis
	3.1.4 Study Setting
	3.1.5 Extend Researcher Interference
	3.1.6 Research Strategy
	3.1.7 Time Horizon

	3.2 Target Population
	3.3 Sampling Design
	3.3.1 Sampling Size

	3.4. Data Collection Method
	3.4.1 Primary Data
	3.4.2 Secondary Data

	3.5 Data Analysis
	3.5.1 Reliability Analysis
	3.5.2 Descriptive Analysis
	3.5.3 Pearson Correlation Analysis
	3.5.4 Regression Analysis

	3.6 Conclusion

	CHAPTER 4: DATA ANALYSIS AND DISCUSSION
	4.0 Introduction
	4.1 Reliability Test
	4.2 Descriptive Analysis
	4.2.1 Frequency Analysis

	4.3 Correlation Analysis
	4.3.1 Hypothesis Testing

	4.4 Regression Analysis
	4.4.1 Model Summary


	CHAPTER 5: CONCLUSION AND RECOMMENDATIONS
	5.0 Introduction
	5.1 Conclusion
	5.1.1 Research Objective 1
	5.1.2 Research Objective 2
	5.1.3 Research Objective 3

	5.2 Recommendation

	REFERENCES
	APPENDIX



