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Determinant of Hotel Service Quality toward Customer Satisfaction : A Study in
UiTM Dungun Hotel

ABSTRACT

This paper use to study the relationship between service quality and customer
satisfaction in Hotel UiTM Dungun, Terengganu. The conceptual model is adopted based on
the service quality model (SERVQUAL) which measures various dimensions of service
quality and their relationship to customer satisfaction. Researcher use the tangibility,
reliability and responsiveness dimension. These dimensions is then tested using the data that
are collected in the hotel. The objective is to know the relationship between tangibility,
reliability and responsiveness toward the customer satisfaction and determine the most
significant variables for the customer satisfaction. Researcher use the questionnaire method to
collect the data. The result from the correlation analysis state that all of the independent
variables have strong correlation with the customer satisfaction. From the regression analysis
also found the best predictor/variable is the tangibility dimension. From the regression also
only two variables is significant which is the tangibility and responsiveness. This research

can give improvement to the growing literature on the hotel industry and tourism in Malaysia.

Keyword : Customer satisfaction, quality, hotel service, reliability, responsiveness,

tangibility.
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