THE RELATIONSHIP OF SERVICE QUALITY TOWARDS CUSTOMER
SATISFACTION AT HOTEL SERI MALAYSIA
SEREMBAN, NEGERI SEMBILAN DARUL KHUSUS

HATIKAH HANUM BINTI KHALID
2016686616

Submitted in Partial Fulfilment of the Requirement for the Bachelor of
Business Administration with Honours
(Human Resource Management)

FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA
KAMPUS BANDARAYA MELAKA

JULY 2018



ACKNOWLEDGEMENT

In the name of Allah, the most gracious and the most merciful. All praise to Allah for
the good health and well being that were necessary in completing this project paper. In
addition, | also would like to record the infinite appreciate to those individuals who directly or
indirectly involve by provide assistance, support and extended guidance in completing this

final year project paper.

Special honor and appreciation goes to my dearest and beautiful advisor, Madam
Norraeffa binti Md Taib for providing clear guidance, technical support, suggestions and
determination serve regardless the time and circumstances to ensure that the project paper
can be completed according to the time given. Then, | would like to thanks to Madam
Suhaila Binti Kassim as my second examiner that also provide me a guidance, suggestion

and ideas in order to complete my project paper.

Besides, | would like to extend my appreciation to my supervisor Madam Lailatul
Akmal Binti Mohd Salleh as the Executives of Operation and Human Resources at Hotel Seri
Malaysia Seremban and other staff for their kindness in contributing the endless ideas,
information and opportunities to me in order to complete my internship as well as to make
this project paper going smoothly. Throughout in conducting this study, | had learned so

many things and gained priceless experience.

Last but not least, | was indebted to my beloved Human Resources lecturer, family,
friends and classmates for their moral support and remarkable encouragement. Thanks to
my beloved parent for their endless moral support, love, caring and understanding for their
support in financial aspects to pursue this project paper. Finally, special thank appreciate to
my friends and colleagues at University Teknologi MARA Kampus Bandaraya Melaka for
their friendship support and concern. Hopefully, this project paper is beneficial to all. Thank

you.



ABSTARCT

This research intended to explore the relationship of service quality towards
customer satisfaction at Hotel Seri Malaysia Seremban. The service quality dimensions
which are tangibility, reliability, responsiveness, assurance and empathy. A survey has been
conducted by distributed 85 questionnaires to the customers of Hotel Seri Malaysia
Seremban . The results of findings showed that the two of five which are tangibility and
responsiveness are influence on customer satisfaction. However, reliability, assurance and
empathy was not influence on customer satisfaction at Hotel Seri Malaysia Seremban.
Therefore, staff at Hotel Seri Malaysia Seremban should consider those dimensions of
service quality that create the dissatisfaction and lead to the low satisfaction among the
customers at Hotel Seri Malaysia Seremban and should provide the best way to solve the

problem.
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