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ABSTRACT

Inrecent years, tourismis one of the naj or industries which have hi gh de mand
and the custorer is central tothe hatel industry and custoner satisfaction is a vital
elenent inservice quality assess ment as the higher custoner satisfaction that helpto
create custorer val ue and directly increase customer loyalty. The main objective of
thisstudyistoexamnethei npact of service quality on custoner satisfactioninluxury
hatel in Mlaka by using SERVPERF nodel. Besides, this study is to identify the
di nensions of service quality that affecting customer satisfaction inluxury hatel in
Melaka. It is conceptualized that service quality is deter mned by five di nensions
include tangible reliability, responsiveness, assurance and enpathy. Specificaly;
perfor mance-only neasurenent scale (SERVPERF) was conducted to distribute
questionnaires to customers stayed in four and five stars hatels in Melaka. The
quantitative nethod are usedinthis research Atatal of 387 respondents are callected
by using convenient sanpling The reliability of data was conducted by using SPSS
soft ware. FFomthe findings of this study revealed that except responsiveness, al the
other four d mensions include tangible reliability, assurance and enpathy are
significantly related to custoner satisfaction Among these, enpathy is found to be
the most influertial deter mnant to custoner satisfaction fdlowed by tangi e,
assurance and reliability. Thus, this study concluded that understanding the
perceptions of custoners and their relaive inportance of these d nensions will
definitely hel p nanagers to enhance custoner satisfactioninluxury hatel in Mlaka
Keywords: Luxury hatel, Service quality, SERVPERF dinensions, Qustomer
saisfaction



ABSTRAK

Dalam tahun-tahun kebelakangan in, pelancongan nerupakan salah satu
industri tama yang nempunyai per mintaan yang tinggi dan pelanggan adal ah pusat
kepada industri hatel dan kepuasan pelanggan merupakan elemen penting dalam
penilaian kualiti perkhidmatan sebagai kepuasan pelanggan yang lebih tinggi yang
me mbantu newyj udkan nilai pelanggan dan neningkat kan pel anggan secaralangsung
kesetiaan (Qbjektif wama kgjianin adalah untuk nmengkaji kesan kualiti per khi d matan
terhadap kepuasan pelanggan d hatel newah d Melaka dengan nenggunakan nodel
SERVPERF. Selain ity kgjian in adalah untuk nengenal pasti d nensi kualiti
perkhi dnatan yang ne mpengaruhi kepuasan pelanggan d hatel newah di Melaka. la
di konsepkan bahawa kualiti perkhidnatan dtertukan deh li na d nensi ter nasuk
ketara, kebolehpercayaan, responsif, jaminan dan emnpati. Secara khusus, skala
pengukuran prestasi (SERVPERF) telah dijalankan untuk nengagi hkan soal selid k
kepada para pelanggan yang tinggal d hatel enpat dan lina bintang di Ml aka
Kaedah kuartitatif d gunakan dalamkajianin. Seramai 387 responden di ku mpul kan
menggunakan persanpelan yang nudah Kebolehpercayaan data dlakukan dengan
menggunakan perisian SPSS [Daripada penemnuan kaian in nenunjukkan bahawa
kecuali respons, senua empat d nensi yang lainter masuk ketara kebol ehpercayaan,
janminan dan enpati adalah berkaitan dengan kepuasan pelanggan Antarain, enpati
di dapati penentu yang paling berpengaruh terhadap kepuasan pelanggan diKkuti
dengan ketara, jamnan dan kebol ehpercayaan deh ity kaian in nenyi npul kan
bahawa nemaham persepsi pelanggan dan keperntingan relaif d nensi in pasti akan
me mbantu para pengurus untuk neningkat kan kepuasan pelanggan d hotel me wah di
Vel aka
Kata kunci: Hotel newah, Kualiti perkhidmetan, D nensi SERVPERF, Kepuasan

pel anggan.
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CHAPTER ONE

I NTRODUCTI ON

This chapter introduces the background of the study regarding the i npact of
service quality on customer satisfaction in luxury hotel in Mlaka There are also
problem statenent, research questions and objectives, the scope of study and
significant of study wll be discussedinthis chapter.

11 Background of Sudy

In recent year, tourismhad energed as one of the najor industries in the
economc sector in Mlaysia Accordingto Milaysian Touris m Board statistics (2017)
showed that Mlaysia had reached ataa of 25 9milliontourist arrivals and incom ng
tourist receipts are achieved RMB2 1 hillionin 2017 years. The travel and touris mare
growng fast and as a nmgjor corntributor toward Malaysia Goss Donestic Product
(GDP), which was 4.8 per cert in 2017 years reported by The World Travel and
Touris m Council Report (WI'TC) (2018).

Nowadays, Mlaka is one of the nost farmous tourist destinations due to its
well preserved cutural heritage. The denand for the hospitality sector inMel aka was
expectedto evol ve as wth the increasing nunber of tourists. Thus, the hatel industry
has been devel oping rapidly inrecent year in order to satisfy the de mand of tourists.
The rapid developing in the hatel sector wthin the Mlaka wll help to boost the



econony andtouris msectar. Thus, it dso de nonstratedthat intense comnpetition exists
that the hatels have intheir fight for larger narket share (Ahnmad, 2014).

Inthis era of fierce conpetition and challenges, the hatel business nust strive
to concentrate on neeting the needs and expectations of custoners because custo ner
satisfaction has been a strategic issue for the past few years (Zaibaf, e al., 2013).
Custormer satisfaction is considered as infl uencing the custoner repurchase irntertion,
loyalty and retertion indirectly significart to increase the conpany profitability and
fuue returns (B-garaihy, 2013). Further, Vilkins et a., (2010) highlighted that the
higher level of service quality that contributes to custoner satisfaction, loyalty,
enhances repurchase behaviour and a ned to sustain in the hospitality business

environnent.

Service quality has becorre a critical issue inthe touris mand hospitality sect or
(Cheng et a., 2012). Inthis increasingly conpetitive narket, offering superior service
quality is regarded as a key factor as it is a critical source of the conpetitive edge
whi ch deter mnes the success or fail ure of the touris mand hospitality busi ness ( Tsaura
et a., 2014). Thus, the hotel business pays atentionto custoners’ expectation andtries
tosatisfy the mby offering excellent customer service that custoner a ways expected
fromthe service provider inorder to keep satisfiedand loyalty customers (Lim 2014).
Hence, itissignificant to neasure the service quality as it is defined as a key asset for

an organi zation which able influence on customer satisfaction anmong hatel sector.

Ho we ver, there have been several studies on howto establish neasure nent and
operational scale for the assess nent and eval uation of service quality (Pantel oukas,
Asopo, & Buwag, 2012). There was the previous study shown the utilized of
SERVPERF nodel to evaluate service quality for examning the main factors
influencing on custoner’s satisfaction (Shafiq et al, 2013). Thus, the purpose of this
research is to investigate the relationship bet ween service quality and custoner
satisfactioninluxury hatel in Mlaka S nce customers have their own perception and
attitude toward service quality. A aresult, itissignificant to understand how well the
service quality influence on customner satisfaction and indirectly significant to build

custoner retention and loyalty.



12 Proble mState nent

Inthe Milaysia context, hotel service has recently been regarded as one of the
mai n busi nesses that constitute the touris mindustry, and considered as one of the fast-
grow ng industries inthe past fewyears. In anincreasingly conpetitive narket, hatel
busi ness strives to i mprove thensel ves and a ways update their service in order to
attract custoners ( Ninh et a., 2015). As the custoner has more aware of their needs
and requirenents and they denmand a high level of service quality (Pantel oukas et a.,
2012). Further, the changing of custoner perceptions and expectations makes it
difficut to evaluate and nanage service effectively. Therefore it is essertial for
service providers to concentrate on the nost inportant service d nension as a
measure nent scale

Besides, nany existing literaure revealed that nost of the research
I nvesti gati ng service qualityin various industries such as banki ng, tel eco mmuni cation
and restaurants (Fauz Mbh’d Khams & Rosenaliza AbRashid 2018, Temba, 2013;
Quang Nguyen et a., 2018). There is still faces the challenges on quality of service
whi ch leads to customer saisfaction by nairntaining customers who are loyal tothe
services sector. Hbwever, there are very few numbers of studies on hospitality in
Malaysia currently (Khan & Fash, 2014) particular in Mlaka Asao most of the
previous studies conductedinsmall and nedi umsize hatel (Syed Zamberi et d., 2018;
Dennis A Rauch et a., 2015). To address these issues, the research can be conducted
in hotels outside the m d-scale segnents. This is because it is considered nat
meaningfu exercise for understanding the custoner perception of quality in the
m dscale hatel since customers looking for nore affordabl e accommodations nainly
of the contrast bet ween price and quality (Dennis et d., 2015).

As a result, this study is atenpted to fill the gap inthe literature which is
intended to examne the d nensions of service quality that affecting customner
satisfaction in luxury hotel in Mlaka Further, ths study aso evaluates the
relationshi p bet ween service quality and custoner satisfaction



13 Research Questiors

The research questions are fundanental parts of this research since it would
deci de onthe area of concern and deter mne the appropriate nethodol ogy. There are a
fewquestions are devel oped and stated as fdlow

i.  What is the relaionship bet ween service quality and custoner satisfaction in
luxury hatel in Mlaka?

ii.  What are d nensions of service qualitythat affecting custoner satisfaction in
luxury hatel in Mlaka?

iii.  What are the nost significant d nensions of service quality that influences

custorer satisfactioninluxury hotel in Mlaka?

14  Research (ojectives

The objective of the study was to exanine the impact of service quality on
custoner satisfaction in luxury hatel in Mlaka. In order to achieve the research
pur pose, research oy ectives were established as agui deline throughthis research The
research objectives were stated as bel ow

i. To investigate the relationship between service quality and customer
satisfactioninluxury hotel in Ml aka.

ii. To idertify the d nensions of service quality that affecting customer
satisfactioninluxury hotel in Mlaka

iii. To examnethe nost significant d nensions of service qualitythat infl uences

custoner satisfactioninluxury hatel in Mlaka



15  Scope of Sudy

The scope of the study for this research was to examne the i npact of service
quality on custorer satisfaction in luxury hatel in Mlaka The service quality
di nensions to be idertified including tangibe reliability, responsiveness, assurance
and enpathy (Abebe Tessera Aisa Hussain & Ahnad, 2016, Ninh et d., 2015
Te mba, 2013). Besides, this research was conducted and focused onthe tourist vsiting
inluxury hotel in Mlaka Thisis because Mlaka is regarding as one of the popul ar
tourist destinations and becones atop-pick holiday gateway due toits uni que heritage.
By referringto Chief Mnister Datuk Seri Idris Haron (2018), from The Star Online
clai ned that the population of tourist in Mlaka had reached around 16.7 nillionin
the year 2017. Inthis research the researcher had selected 384 respondents as the
sanple size who have to usit in high-end hotel Melaka. Aso SERVPERF nodel is
adoptedinthis research The study wll be conducted wthina g ven poirnt of ti ne and
the research instrunent that wil be used are the web questionnaires wth cl osed-end

questi ons.

16  Sgnficant of Sudy

Inthis conpetitive environnent, the hatel arganization nust understand the
consuners’ needs and wants to fulfil their satisfaction was a strateg c issue recently.
Custorer satisfaction is referred to as influencing the repurchasing a m and
significantlyincrease profitability, hel ps nmaintaincustoner loyalty and retention et,
consuners have becone nore concerned about the service provided by the hatelier
nowadays. Hence, it is very significant for the hotelier toidentify howthe quality of
service wll affecting custoner satisfaction inthe hotel sector whichis important in

the conpetitive service busi ness nowadays.

In addition this research findings wll benefit the hatel sector that focuses in
Mal aysia as infor mati on provi des a val uabl e insight which mght hel pthe manage ment
of hatels to acquire the knowedge and better understanding in order to devel op the
appropriate straegy and planning Therefore, this study is inportant to better



understand the custoner perception toward the service quality anmong the haotel
industry. By understanding the current custoners, this study provides deeper insight
for the hatelier to build up the service quality perfor nance which increases customer
satisfaction and naintain their profitability inthe narketplace. Qher than that, the
findings of this study may be used as a point of reference for future researcherstotheir
wor kK if there is lack of previous research regarding the i npact of service quality on

custoner satisfactioninluxury hatel in Mlaka

17 Summary

This chapter of this research ai ns toirtroduce an overview of the study. The
background of study related the i npact of service quality on custoner satisfactionin
luxury hatel in Mlaka Also the problemstatement that generates know edge gap
throughout this research The research questions and objectives have been stated in
this chapter. The scope of the study focuses onthe tourist to Mvisit the high-end hatel in
el aka.

Additionally, the significant study is to cortribute infor nation to hotelier
business as understanding customner satisfaction that assisted the hatel sector to
i nprove service quality. Lastly, the researcher proceeds tothe next chapter for further

discussedthe literature review



CHAPTER TWO

LI TERATURE REM EW

This chapter discussesthe literature and related modelstothe research problem
This literature revewexpl ai ned the definition of the luxury hatel, service quality and
custoner satisfaction The SERVPERF di nensions wll be discussed as representing
independents variables such as tangible reliahility, responsiveness, assurance and
enpathy that affecting custoner satisfaction representing a dependent variable inthe
luxury hatel in Mlaka The theoretical franmework and conceptual framework are
described wththe relevant variabl es and discussed howthey wererelaedinthis study.

21  Defintionof Luxury Hotel

The i nportance of luxury is essertial to any society, but the experience of
luxury varies from person to person (C Lu et d., 2015). The way each person
experiences luxury depends on a “luxury mndset” (Berstein, 1999). The word ‘“luxury”
cones from“Luxus” which neans “soft or luxurious life, (excessive) indulgence and
luxuri ousness, opulence” (Tynan et al., 2010). Asq Tynan et al., (2010) defined the
luxury product as “premi um prices, high quality and non-essertial products and
services that see mto be rare, prestigous, uni que, and au hertic and provi de hi ghlevels
of envotional and synbolic val ues through customner experiences. In aher words, there
are prev ous studies showed that irtrinsically notivated consuners of luxury products



tend to be the focus on the actual quality of products and their ability to offer self-
directed pleasure, proposingthat buyi ng luxury products nay be a great way to satisfy
self-estee m( Truong and Mt Coll, 2011).

Inaddition pricingisanindicator of luxury (A Khattab & A dehayyat, 2011),
with high prices of dstinguishing luxury hotels fromnon-luxury hatels. Athough the
luxury if often defined by premumprices ineconomi cs, it is generally agreed that the
definition of luxury is considerably subjective, where ordinary endpoint and the
starting poi nt of luxury are a natter of degree of consuner judge ment ( Miler and Mils,
2012, Tynan et d., 2010; M gneron and Johnson 2004). Therefore, it is essertial to
investi gate the service quality fromconsuner’s perspectives anong luxury hatel. It is
I nportart toseek what val ues are they concern fromluxury hospitality servi ces.

Past studies revealed that nost research investigating service qualityin hatels
have been conducted in m d-scale and econony hotels (Unmesh, 2005 Mnh et 4.,
2015; Dennis et d., 2015, Syed Zanberi et d., 2018). In addition, hatel devel opers
showed that the majority of the developrment wil take place outside the tradtional
m d-scalle and econonic segments, wth nany hael brands devel oping unique
concepts and brands ai ned at attracting the ‘next generation’ of tourists. Ho wever,
howdothese hatel developers and operators create uni que concepts that wil appeal to
the ‘next generation’ of tourists wthout appropriate infor nation as to how service
quality is conceptualized by luxury hotel custorers? Therefore, service quality

research nust be conducted inluxury hatels.

22 Defintionof Service Quality

There are several researchers who have defined service quality in different
manners. According to Parasuranman, Berry and Zeithmal (1985) viewed service
qualityis dfferences between perception and expectation of custoner toward service
quality. This seens to coincide wth Roest and Pieters (1997), defined the service
quality is the relative and cognitive dfference bet ween enpirical norns and

perfor nance of service benefits. Wiile aher researcher defined service quality as a





