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AI}STIIAC'T

As lhc dclclopmcnr ol a.comnroda{io. lircilirics i\ r primry requtumeor .l iire

pron.lio .l lotrdsm Acco nlidJrnn such borel, kiaurrDt and Lesons .r. vcLl

nnDor.nl lo dcv.lopthc t.urisnn u$rr

lh. ovcrall lindi.g rl this studl sulgcsts rh.t lhc cur.Dcr sdlnlildnrn dcFnds on

h.Lr qell horeh ud Enaurers fc xble !) rullill rrd nrcer ctr{.nrc'L .\nLr.i3ri.i

lnvad$1r,. exceednr! thcsc cxtc!hlnin Lrilllead lo cu$onrer satislacti.n.l,Lrlh.r lhis

e y rrtuvides sonrc insichl, ard irNillabl. ,nlin ton 10 rhe o\re$ olthe ldcls

Nn$an Lliyr is raFidl_r crpmdir! !,uri\i dcsrirurion in S Lrnk. lhc

accommodrlion seclor is rcsporsibl. lor trridiog troplc srrh r surhble place !o

sr.y OneoIdic milorrlnqs 6rt|c Nrsa liliy,h.lrl i.du\r) irrbal!(Nrh in llre

tresc.cc ol nudcm and na. holeLcrealcs incr.ascd compcritior. lo m.ellh. gro$iDs

deinmdrl horcl inJ n$.oqNr\brlebeena.rivel) uDg.diDghorh.rdrcnaurxtrts.

NoDenreless. to bc ablc $xl- compcrili!r in rhr inJusry. i1 i5 cruoial lor hotcl

openlos to conshlcDll! improvc rhcn s..vic.s nnvlrJs lchie\i.g cuslonrer

sllislhcln , a\ ir is the yaidiick ro inpLor. rclcnu. l|c scrvi.cs such xs s.NLlc

pro\ided, food arrl bcvcr.gcs. htrdrn rc*nftes.l]ricc,r lce\ chlrAcs and flonotion
h,vc taken to this study 1o measure 1h. cunorrcr s.tisia.ljon. tlt !i.r.1 rhis stril] is

o n.r ". L.a.

Irditr 150 quednnnuircs *ere issucd lo l[. cuslon]cnlvho laycJ in rhc hor.lr,nd

o.o.rir-f,l in ccJlr,rJl nJ

rr$aur!n's. The collecled dara prcs.nrcd thr.ulh drc ricqu€ncy rlb e rod anllyzed

thnutsh de\riftlljr srlLinics 5uch.s mcan and stnndad dclixri.n. cruss {$trldn)n

miLlsis indeEndcnr6anrple I rest md.mla tc$.

 ccordi|r 1o rhc r.suh. obtaildd !h!t the cusonier salkfacti;r otr lhc s. 'i..s o!'

ior.pr.l-.lin ' .:l l1 .w,l n'.:.& -.i
higbl! \arislied rvith lhe human rcsotrrccs d dj. ho{ch ald r{au nrr Clu\lomers

lo.e 1'o',0. ', , 
" ' "\,' 1 .c, tb .d-.., t. , .,t ,.t

lnd the tourk werc hieh\ salisficd silh lbo scnices .l holels ind Le-i.uraDh And

tltrc *N no rrsnilican! diiGrn.e b.l{ccn nrc !..d..s olrhc cu$onre^- Dlace ol Lhe

cu$omds. ciril nrlls ol lhe cusrones aod the acc croupol rc.ui0turA.



aod lesldurmts. wnhlhisresdd. hotcl md rcsraurmr o*nes $ill belble to improre

rhcir clmm nelnod or opentiotr ud mu.aenc.t ol horeh bd res]lururs. Ir h
enrisased i\al dns study sftvD as rererence lb.lulure Esemh in lhc hotel indusry.

Ketrords: CusloDcr satisfaction, tloreh. Rcsranrdls, seBice pDvided, lood and

beveraecs, pricc/aees chdses. human Esources, prcnotion.
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