wo @ & R o R R Y g R R L T |
I : o N : ot N it N N S Sl o S & \Q
PIVE S S P O S S S T S e s R T - e O

PR At et B i . v —— TR
O S X L ey

ot e 08 Sa i
EL @t abdhe bl atir el \...'-....-.-'.._.---\.\../

P ” B SRy meLe =R =P e " = aa
R & N Y 2 VTR e et e ]
- TS R = I, S e S S S N

BEZTRT Yo Ay mmm g
Bimd s b LG T —F M NSTEE aE.C 2l & -
u.:‘\-.-‘ U isietdl I8 S llibaioidaid  SadSatun

-2 B -

A T 5 3 L ~ = &

P 0 5 I o PR T0 A B s R o NS {5 [ S L M 14
- EX Ty
L i



ACKNOWLEDGEMENTS

First and foremost, | would like to express my gratitude to Allah SWT as | was
able to complete my research successfully entitile “A Study On Causes And
Extent Of Service Failure In Hotel Industry Of Kota Kinabalu, Sabah”. | would like
to extend our heartfelt gratitude to our advisor Assoc. Prof. Dr. Worran Haji Kabul.
| truly appreciate all of your guidance and advice in during us conducting this
research. Without your expertise and direction, this dissertation would not have
been possible. | am also eternally grateful for the professional development that
you offered to me. | would also like to acknowledge , Mr Arif Haji Barun as a
manager at Dz Hotel for his guidance in doing my practical and helping to
completing this research. Besides, | would like to thank to my parent for their
support and courage to me, in which has motivate me to pursue the best for this
research. Lastly, | would like to extend my gratefulness to all my friends and

everyone who directly and indirectly contribute to the completion of my project

paper.

Thank You



TABLE OF CONTENTS

TITLE PAGE

DECLARATION OF ORIGINAL WORK

LETTER OF TRANSMITTAL
ACKNOWLEDGEMENT
TABLE OF CONTENTS
LIST OF TABLE

LIST OF FIGURES
ABSTRACT

Chapter 1: INTRODUCTION

1.1 Introduction

1.2 Problem Statement
1.3 Research Objectives
1.4 Research Question
1.5 Scope of the Study

1.6 Significance of the Study

Chapter 2: LITERATURE REVIEW AND CONCEPTUAL FRAMEWORK

2.1 Literature Review

2.1.1 An improper service provider response to a service delivery system

Page

iv

viii

7

2.2.2 An ineffective response of the service provider to customer requirements 8



2.2.3 Unprompted service provider actions
2.2.4 Inappropriate customer behaviour

2.2 Conceptual Framework

Chapter 3: RESEARCH METHOD
3.1 Research Design

3.2 Unit of Analysis

3.3 Sample Size

3.4 Sampling Technique

3.5 Measurement/Instrument

3.6 Data Collection

3.7 Data Analysis

Chapter 4: FINDING
4.1 Introduction
4.2 Profile of the Respondents

4.3 Respondent's Preferences

4.4 Responses of the Respondents on the Type of Service Failure

in Hotel

4.5 Response of the Respondent on the Level of Important Aspect in

Hotel Services

4.6 Response of the Respondent’s Rating on the Hotel that they are

Currently Stayed

4.7 The Correlations between the Level of Importance and Rating

on the Services Provided with the Service Failure

10
11

12

15
15
15
16
16
17

19

20

20

23

26

36

45



ABSTRACT

Nowadays, people are aware on the importance and the right of having quality services.
In hotel industry that is getting boost especially in the area of this research which is Kota
Kinabalu city, the issue on service failure should be concerned. Therefore, the purpose
of this research is to identify the causes and extent of service failure as well as to come
up with some recommendation on service recovery. Based on the result finding in this
research, it was found that service failure occurs when customers’ expectation and
important aspect in rendering the services are failed to be attended by the service
provider. In identifying the extent of service failure, the researcher has used Pearson
Correlation to see the correlation between the aspect that is considered important in
services and the rating on standard of services that is perceived by the respondents.
The result shows that much important aspect that is failed to be attended is the extent to
the service failure. In conclusion, since service failure is inevitable, thus it is important for
the hotel service provider to emphasize on effective service recovery to retain their

customers.
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