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ABSTRACT 

T h e aim of this study is to ana lyse the relationships between four var iables: customer 

perception towards hotel employees ' performance: the perceived quality of hotel 

serv ices; the customer satisfaction level towards serv ices del ivered by P e r k a s a Hotel 

Keningau and the criteria of serv ices sought by hotel guests. 

According to Philip Kotler, Customer satisfaction depends on a product 's/service's 

perceived performance in delivering value relative to a buyer 's expectations. If 

performance e x c e e d s expectat ions, the buyer/user is delighted and that will certainly a 

worthy goal of the marketing company. David L. Kurtz/Kenneth E.Clow (1998) 

supported the fact that these customers will return and will tell others about the fantastic 

service they received. 

A questionnaire w a s designed to elicit the guests ' profiles, their satisfaction with the 

serv ices and facilities provided by P e r k a s a Hotel Keningau. About 170 questionnaires 

were completed by the hotel guests representing the local and foreign tourists. T h e 

analyzed data and dissemination of information were beneficial for assist ing the 

management in decision making related to the identification of problems or opportunities 

in identified through the study. 
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