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Abstract

With the awakening of consumer maturity, exceptional1 service has been considered as 

the most important competitive advantage that could be the determining factor of a 

failure or success to a business. Realizing this, the management of Hotel UiTM Dungun 

has asked me to explore the current practice and identify the major aspect that has the 

most possibility of causing dissatisfaction to its valued customer. After series of studies 

and discussion, the management and I have come to a mutual agreement to conduct a 

research on:

1 Dr. Lewis J. Minor Foodservice Standards in Resorts p. 18
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Although there are many variables that contribute to customer satisfaction, this research 

will only focus on key elements that have the potential of making substantial impact on 

the service provided. Browse through and discover!
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