SERVICE QUALITY OF HOTEL INDUSTRY IN
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Measuring the Servios quality of zn onganization is essential in determining wiether
am organization meels its costomers” expectations sucoessfullly for success of'the
Business. Service quality can be defined zs. “How well the service meets or exceeds
the custiomers” expeciations on & consistent basis.”

This mescarch is 2 empley service guality of hotel industry in Marmurar Nooh DS
division, Bamicalos. Reasons for imended to measure the service quelity of botels
located in Menmunai Nortl DS diviston is, due to the war ended peaosful situation in
the coumfiry most of the people who live in domestic znd ebooed willing 1o visit and
enjoy their lifie with enferiainment. Accordingly maost people visit te east part of the
conetry and alse Betticalea too.

The hotel and hespitality indastry more cantribute in attracting people to satisfy their
needs and wants. So this research focused, whether the extsting botels in Manmumai
Nezih DS division provide geality services lo mest castomer expectation?

[m order 1o meesurs the service quality, four varisbles are tzben into consideration.
These are Menagemeni kmowledge. Service Standards, Service delivery amd
Communication. Those variables and its mdicetors were usad to measure bath
cusiomers” expeciation and their peroepiion regarding hotel senvioss.

The structur=d questiongeire was usad to collect prmary datta for this study from 200
respondenis. Expectation question regarding costomer expect before they receive the
service from they stayed hofel, parcepiion refer services Frﬁ:um_mm from hotel
Cellacted data were aralyzed about servics quality with émzlpm% mean (P-E} and
evaluzted zs Positive, balance, negative service guality and, zlso find out service
quality gap also. ;

The study foand thst the discussed four variables indicated Negative. service guality.
Thad is. custamers wot meel their expectation from the service delivery. And also
servics gqualfity gap also exist. Therefore it was known from the conclussor,

Hottel service providers heve to upgrade their servioe defivery to satisfy the cnstomer
expectation. Evenmually this study recommmends some remadial actions that help to
improve the service guality of the orgamization.
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