
1 
 

 

 

 



2 
 

 

 

 

 

 

 

 

 

 

 



3 
 

 

 

 



4 
 

Chapter 1: Summarized research proposal (RP) 

Background: 

Financial services, tourism, trade and logistics, professional services, and other services 

that support business and industry constitute Hong Kong's traditional Four Key 

Industries. They have been the primary force behind Hong Kong's economic growth, 

creating jobs and encouraging the growth of other sectors. 

 

(Value addition and employment within the Four Key Industries: Tourism) 

 

One of Hong Kong's primary economic pillars is tourism. Tourism contributed over 

2.6% of GDP in 2023. Hong Kong's economy and society greatly depend on tourism. 

However, one of the key factors influencing tourism is how satisfied guests are with the 

services provided by hotels. In order to optimize customer pleasure and generate profit 

guarantees, hotels would continuously improve their quality in response to the growing 

economy of society. 

 

However, complaints against quarantine hotels quadrupled, returning travel-related 

difficulties to third place, according to a report released by the Consumer Council of 

Hong Kong on February 6, 2023. As the tourism industry gradually recovered from the 

new normal brought on by the pandemic, complaints about it rose 111% to 2,573 cases  
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increasing client happiness. 

 

Research aim: The study's goal is to look at the key factors affecting ABC Hotel guests' 

satisfaction. 

 

Research objectives: Examining the primary determinants of ABC Hotel customers' 

satisfaction is the aim of this study. The study also intends to investigate the following 

elements in order to raise visitor satisfaction with the ABC Hotel in Hong Kong:  

Reviewing the literature on various facets of customer satisfaction; analyzing and 

identifying the elements that affect it; using analytical techniques to investigate the 

connection between the factors found and customer satisfaction; and recommending 

that ABC Hotel address its disparities in light of the study's conclusions. 

 

Research question: What effects do variables have on ABC Hotel patron satisfaction? 

 

The survey of population: The population survey will gather 300 questionnaires from 

visitors to the ABC Hotel chain who are at least eighteen years old. 

 

Sampling technique (Sharma, G., 2017): Customers of the ABC Hotel chain who are 

older than eighteen will be selected by convenience random sampling. 

 

(Etikan, I. and Babatope, O., 2019) Pilot study: It will be completed before the 

questionnaire survey is distributed. A sample of thirty ABC Hotel guests will be selected 

at random. 
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Hypothesis 4 (H4): There is a substantial correlation between the hotel's business 

district's environmental features and customer satisfaction. 

 

Research problem: ABC Hotel is having trouble in Hong Kong's highly competitive 

market, as a fall in sales and lower earnings are the outcome of client attrition.  

Significance of the research: The study is a necessary prerequisite for ABC Hotel to 

remain up to date with shifts in the consumer market and consumption patterns.  

- To improve the quality of services and facility hardware, to adjust hotel marketing 

strategies, to identify the most effective room pricing schemes, etc.  

- To successfully increase the satisfaction levels of hotel visitors; - To be found on 

the hotel staffing optimization, new hotel offerings, and capabilities. 
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Research schedule and work plan: Project benchmark The following is the Grantt Chart 

for the proposed research study:- 

No. Activity Duration 

1 Conduct literature reviews and research on 

relevant books, journals, articles, etc. 

42 weeks 

2 Describe the hypothesis and conceptual 

framework 

2 weeks 

3 Pilot survey questionnaire and research 

methodology 

8 weeks 

4 Collecting pilot questionnaires and analyzing 

data 

8 weeks 

5 Perform validity and reliability testing, review, 

and content creation 

8 weeks 

6 Complete the last survey form and analyzing the 

results.  

8 weeks 

7 Writing the final report 8 weeks 

8 Conclusion, restrictions, and suggestions 8 weeks 

9 Final revision, reference and appendix 8 weeks 

10 Research project submission 2 week 

Table: Research schedule and work plan 
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Chapter 2 

Critically evaluate and critique: Analyse the strengths, weaknesses, and limitations of 

the study 

 

Critical Evaluation of the Study: 

Strengths 

1. Focused Scope: The study centers on a specific hotel chain (ABC Hotel) within 

Hong Kong, allowing for a more in-depth analysis of customer satisfaction 

factors. 

2. Practical Relevance: Given the importance of tourism and hospitality in Hong 

Kong’s economy, the findings are highly applicable to real-world hotel 

management and customer experience strategy. 

3. Industry-Specific Insight: By analyzing a single hotel chain, the study may offer 

tailored recommendations that are directly implementable by the ABC Hotel, 

increasing its managerial usefulness. 

4. Potential for Comparative Analysis: The study can serve as a benchmark for 

comparing customer satisfaction across different chains or regions in future 

research. 

5. The title clearly identifies: The title clearly identifies the study’s focus on patron 

satisfaction within Hong Kong’s hotel industry, specifically the ABC Hotel 

Chain. It hints at a specific scope, which is good for feasibility. 

6. Good rationale: The introduction establishes the importance of patron 

satisfaction in the hotel industry and highlights the significance of the Hong 

Kong market. It provides a good rationale for selecting the ABC Hotel Chain as 

the case study. 
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7. Identifies several factors: The literature review cites relevant studies and 

identifies several factors influencing hotel patron satisfaction, such as service 

quality, location, and pricing. It demonstrates familiarity with key theories, such 

as the SERVQUAL model. 

8. Explicit research questions and objectives: The RP lays out explicit research 

questions and objectives. These are generally in line with the study's goal of 

determining the variables that affect customer happiness. 

9. The SERVQUAL model: The RP references the SERVQUAL model, which is 

widely used in hospitality research. 

10. Understanding patron satisfaction: The RP states that the study will contribute 

to understanding patron satisfaction in Hong Kong’s hotel industry. 

11. The RP is logically organized: The RP is logically organized, with sections for 

the introduction, literature review, methodology, etc. 

 

Weaknesses 

1. Limited Generalizability: Focusing solely on the ABC Hotel Chain may make 

it difficult to generalize the findings to the broader hotel industry in Hong Kong. 

2. Potential Sampling Bias: If customer feedback is collected only from specific 

locations or through online surveys, it may exclude certain demographics, such 

as older or foreign guests less likely to respond digitally. 

3. Lack of Theoretical Framework: If the study does not anchor its investigation 

in established customer satisfaction models (e.g., SERVQUAL, Kano Model), 

its academic rigor may be weakened. 

4. Overemphasis on Quantitative Data: If the study relies solely on numerical 

survey results without qualitative insights (like interviews or open-ended 

responses), it may miss contextual factors that influence satisfaction. 
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5. Sample Size: An insufficient or non-representative sample size may limit the 

generalizability of the results. 

6. Time Constraints: A short study duration may not capture seasonal variations in 

patron satisfaction or long-term customer preferences. 

7. Subjectivity of Satisfaction: Patron satisfaction is inherently subjective and 

influenced by personal experiences, complicating objective conclusions. 

 

Limitations 

1. Geographic Constraint: The study focuses only on hotels located in Hong Kong, 

which may not reflect satisfaction drivers in other cultural or regional contexts. 

2. External Influences: Factors like economic downturns, political unrest, or 

global pandemics can alter hotel patronage dynamics. 

3. Response Bias: Participants may provide socially desirable answers, skewing 

data away from authentic experiences. 

4. Time-Specific Data: If data was collected during a specific season (e.g., peak 

tourism or post-COVID recovery), it may not accurately represent year-round 

trends. 

5. Changes in Consumer Behavior: Hong Kong’s hospitality industry is rapidly 

evolving. Factors influencing satisfaction today may not hold in the near future 

— a temporal limitation. 

6. Dependence on Self-Reported Data: Customer satisfaction is often measured 

through subjective self-reports, which can be prone to recall bias or social 

desirability bias. 

 

 

 



14 
 

Recommendations for Improvement 

1. The title: Revise the title to reflect the scope and methodology more precisely. 

2. Expand the Sample: Include multiple hotel chains or extend the study across 

different regions of Hong Kong, more diverse group of respondents across 

different demographics to improve external validity. 

3. Employ a Mixed Research Methods Approach: To gain a deeper understanding 

of client experiences, combine quantitative surveys with focus groups or 

qualitative interviews. 

4. Apply a Theoretical Model: Ground the study in established frameworks like 

SERVQUAL, the Expectancy-Disconfirmation Model, or Herzberg’s Two-

Factor Theory to enhance its academic contribution. 

5. Customer Profiles segment: Analyze satisfaction across different customer 

segments (e.g., business vs. leisure travelers, local vs. international guests) for 

more nuanced insights. 

6. Conduct Longitudinal Research: Track satisfaction trends over time to identify 

seasonal shifts or the impact of service improvements. 

7. Incorporate Staff Perspectives: Include insights from hotel staff or management 

to triangulate customer data and identify operational gaps. 

8. Incorporate Competitor Analysis: Include a comparative analysis with other 

hotel chains to contextualize ABC's performance. 

 

Conclusion 

This study on patron satisfaction in the ABC Hotel Chain offers valuable, context-

specific insights for hotel managers in Hong Kong. However, its narrow focus, potential 

methodological limitations, and lack of broader generalizability limit its academic and 

industry-wide applicability. By incorporating theoretical models, mixed methods, and 
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broader samples, the research can be significantly strengthened and made more 

impactful. 

After the presentation, the incorporating the comments and feedback given as below: 

 The review lacks depth and critical analysis. It merely summarizes existing studies 

without evaluating their findings or discussing how they relate to the research 

question. 

 It does not sufficiently justify the selection of variables or explain how the study 

builds on or diverges from previous research. 

 The objectives and questions are too broad and lack specificity, making it difficult 

to measure or achieve actionable results. 

 There is no mention of how the study will address the contextual uniqueness of 

Hong Kong or the ABC Hotel Chain. 

 The title lacks specificity regarding the factors being studied. Additionally, it 

could be more concise and engaging to better reflect the research’s objectives. 

 The introduction is overly broad and lacks a clear problem statement or research 

gap. While the relevance of patron satisfaction is acknowledged, the introduction 

fails to specify why this study is necessary or what unique contribution it makes. 

 The methodology is underdeveloped and lacks sufficient detail. For example, there 

is no information on the sampling strategy, sample size, or data analysis techniques. 

 It does not explain why the mixed-methods approach is appropriate for this study. 

 Ethical considerations are not addressed. 

 The theoretical framework is not fully explained or integrated into the study. 

 It is unclear how the SERVQUAL dimensions will guide data collection and 

analysis. 

 The expected contributions are vague and lack specificity. 
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 It does not explain how the findings will benefit stakeholders (e.g., hotel managers, 

policymakers). 

 The RP contains grammatical errors and lacks clarity in some sections. 

 The formatting is inconsistent, making it difficult to read. 

 

As a result, this study will be modified to include "Customer Satisfaction in Hong Kong 

Hotels - Analysis of the Role of Service Quality" based on the lesson's presentation 

remarks and feedback. The degree to which hotel customers believe that certain hotel 

qualities are vital in increasing their happiness and customer value is a key factor in 

determining the perception of hotel service quality (Marković and Raspor, 2010). 

Before the analysis of hotel service quality, the customer satisfaction should be 

discussed. 
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Chapter 3 

An alternative approach in research design to address the shortcomings  

Mixed Methods Research: Customer Satisfaction in Hong Kong Hotels - Analysis of 

the Role of Service Quality 

Studying customer satisfaction in Hong Kong hotels is a good fit for a mixed methods 

research methodology, especially when examining the significance of service quality. 

This strategy enables a more thorough and nuanced examination of consumer 

perceptions and experiences by fusing qualitative and quantitative methodologies. The 

design, justification, and implementation of the mixed methods research for this 

particular project are described in this section. 

 

1. Justification for Using Mixed Methods  

A mixed-methods approach is selected due to the topic's complexity: Both quantifiable 

data and in-depth qualitative insights are necessary for the multifaceted constructs of 

customer happiness and service excellence.  

 

• Complementarity: While qualitative data can offer context and a deeper 

comprehension of these patterns, quantitative data can assist in identifying trends and 

patterns.  

•  Triangulation: The validity and reliability of the research findings are improved by 

combining data from several sources, such as surveys and interviews.  

•  Exploratory and Explanatory Power: While qualitative data helps elucidate the 

"why" underlying interactions between variables (such as satisfaction and service 

quality dimensions), quantitative data may also highlight these linkages.  
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2. Goals of the Research  

The following are the goals of the study: 

•  To evaluate the connection between customer satisfaction and service quality in 

hotels in Hong Kong.  

•  To determine which aspects of service quality—such as assurance, responsiveness, 

and dependability—have the most effects on client satisfaction.  

•  To investigate how guests view and anticipate the level of service at hotels in Hong 

Kong.  

•  To give hotel managers practical suggestions for raising customer happiness and 

service quality.  

3. Questions for Research  

1. Quantitative Questions:  

•  How do customer happiness and perceived service quality in Hong Kong hotels 

relate to one another?  

•  Which aspects of service quality—such as responsiveness, tangibles, and 

dependability—have the most effects on client satisfaction?  

 

2. Qualitative Questions:  

•   How do patrons at Hong Kong hotels perceive and characterize service quality?  

•  What are the main standards for service quality that Hong Kong hotel guests have?  

 

4. Design of Research  

The study will employ a convergent parallel mixed methods design, whereby 

qualitative and quantitative data are collected simultaneously, analyzed separately,  
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• Variables:  

- Dimensions of service quality (empathy, assurance, responsiveness, 

dependability, and tangibles) are independent variables.  

- Customer satisfaction, as determined by Likert-scale items, is a 

dependent variable.  

 

• Data analysis:  

- Descriptive statistics to compile opinions on service quality and client 

satisfaction levels. 

- Multiple regression analysis is used to identify the elements of service 

quality that significantly affect customer happiness. 
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2. The qualitative element  

• Goal: To learn more about how guests view and interact with service quality 

at hotels in Hong Kong. 

 

• Approach:  

- Interviews: Twenty hotel guests participated in semi-structured 

interviews to learn more about their expectations and experiences with 

service quality.  

- Sampling: Purposive sampling is used to choose participants from a range 

of backgrounds, including locals, tourists, and business travelers.  

- Interview Guide: The main topics of discussion will be: i) Expectations 

of service quality in Hong Kong hotels; ii) Positive and negative 

experiences with hotel service quality; and iii) Ideas for raising the caliber 

of services.  

 

• Data analysis: Using thematic analysis, find recurrent themes and patterns in 

the expectations and experiences of customers.  

 

5. Data Collection Tools:  

1. Survey Instrument 

• Using the SERVQUAL model as a guide, the survey will comprise:  

        - Tangibles: Comfort, cleanliness, and facility appearance.  

- Reliability: The ability to deliver services exactly as promised is known 

as reliability.  

    - Response: The readiness to assist clients and offer timely support.  
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2. Interview Protocol 

• Use open-ended questions to entice people to talk about their specific 

experiences. 

• Instance inquiries:  

   - ask "Can you describe a time when you were particularly satisfied or   

dissatisfied with the service quality in a Hong Kong hotel?"  

   - ask "What aspects of service quality do you prioritize when staying in a 

hotel?" 

 

6. Data Integration 

At the interpretation stage, the quantitative and qualitative data will be combined to 

offer a thorough grasp of how service quality affects customer happiness. 

 

 Example: If the survey identifies "Reliability" as the most critical dimension of 

service quality, interview data will be used to explore why customers value 

reliability and what specific practices contribute to this perception. 

 Convergence/Discrepancy: Any inconsistencies between quantitative and 

qualitative findings will be analyzed to uncover hidden insights or contextual 

factors. 
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8. Potential Challenges and Mitigation Strategies 

 Challenge: Low response rate for surveys.  

- Mitigation: Use online and in-person distribution channels (e.g., 

hotel guests via email, front desk). 

 Challenge: Social desirability bias in interviews.  

- Mitigation: Ensure anonymity and create a comfortable, non-

judgmental environment for participants. 

 Challenge: Difficulty in integrating quantitative and qualitative findings.  

- Mitigation: Use a structured framework for data integration (e.g., 

comparing themes with statistical trends). 

 

9. Expected Outcomes 

•  Identification of the key elements of service quality that influence guests' 

satisfaction in Hong Kong hotels. 

•  A deeper comprehension of client experiences and expectations about service 
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quality. 

•  Useful suggestions for hotel managers looking to raise client happiness and 

service quality. 

 

10. Contribution to the Field 

This mixed-methods study will advance theory and practice by:  

•  Increasing the SERVQUAL model's applicability to hotels in Hong Kong. 

•  Offering practical advice for raising the standard of service in the hospitality 

sector.  

•  Closing the gap between qualitative consumer experiences and quantitative 

trends.  
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Chapter 4 

The expected findings to enhance the knowledge, practice, and management 

The expected findings from the research on factors influencing patron satisfaction in 

Hong Kong's hotel industry, particularly regarding the ABC Hotel Chain, can 

significantly enhance knowledge, practice, and management in several ways: 

1. Enhanced Knowledge Base 

 Understanding Guest Preferences: Insights into specific factors that drive 

satisfaction, such as service quality and amenities, can deepen the understanding 

of guest behavior and expectations. 

 Cultural Insights: Recognizing the diverse cultural backgrounds of guests can 

inform tailored service approaches, improving overall guest experiences. 

2. Improved Practices 

 Service Excellence Initiatives: Findings can lead to the development of targeted 

training programs for staff, emphasizing the importance of responsiveness and 

personalized service. 

 Facility Upgrades: Identifying key amenities that enhance satisfaction can guide 

investment decisions in facility improvements and upgrades, ensuring they align 

with guest expectations. 

3. Strategic Management Decisions 

 Data-Driven Strategies: Utilizing feedback mechanisms and guest data can 

inform management about areas needing improvement, enabling proactive 

adjustments to services and offerings. 
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 Allocation of Resources: The research's conclusions can help hotel management 

prioritize allocating resources to projects that have the biggest effects on visitor 

happiness, like staff training or technological upgrades. 

4. Marketing and Branding 

 Targeted Marketing Campaigns: Understanding guest demographics and 

preferences allows for the creation of more effective marketing strategies, 

enhancing brand positioning and reach. 

 Reputation Management: Insights into the impact of online reviews and ratings 

can guide management in developing strategies to enhance the hotel's online 

reputation and attract more guests. 

5. Brand Reputation 

 Online Reviews and Ratings: A strong online presence and positive reviews can 

significantly influence potential guests’ decisions and satisfaction levels. 

 Implementation Recommendations 

 Training Programs: Develop ongoing training for staff focusing on customer 

service excellence. 

 Regular Assessments: Conduct regular assessments of facilities and services to 

ensure they meet guest expectations. 

 Marketing Strategies: Adapt marketing strategies based on guest demographics 

and preferences to enhance outreach. 
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6. Long-Term Relationships 

 Loyalty Programs: Findings can inform the design of loyalty programs that cater 

to guest preferences, fostering long-term relationships and repeat business. 

 Feedback Utilization: Establishing a systematic approach to gathering and 

acting on guest feedback can create a culture of continuous improvement, 

enhancing guest loyalty. 

7. Adaptability to Market Trends 

 Responsive Practices: The research can help management stay attuned to 

emerging trends in the hospitality industry, allowing for quicker adaptation to 

changing market demands. 

 Crisis Management: Understanding factors influencing satisfaction can aid in 

developing strategies for crisis management, ensuring guest needs are met even 

in challenging times. 

8. Service Quality 

 Staff Training: High-quality service training leads to improved guest 

interactions and satisfaction. 

 Responsiveness: Quick and effective handling of guest requests significantly 

boosts satisfaction levels. 

9. Facilities and Amenities 

 Room Comfort: The quality and comfort of rooms, including cleanliness and 

modern amenities, are crucial for guest satisfaction. 
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 Leisure Facilities: Access to recreational amenities (e.g., pools, gyms) 

positively influences guest experiences. 

10. Location 

 Accessibility: Proximity to major attractions, public transport, and business 

districts affects guest preferences and satisfaction. 

 Safety and Environment: A safe and pleasant surrounding environment 

enhances guests' overall experience. 

11. Pricing Strategies 

 Value for Money: Competitive pricing aligned with perceived value is essential 

for maintaining satisfaction. 

 Promotional Offers: Special deals and loyalty programs can enhance guest 

retention and satisfaction. 

12. Guest Feedback Mechanisms 

 Feedback Collection: Regularly soliciting guest feedback through surveys and 

reviews helps identify areas for improvement. 

 Action on Feedback: Demonstrating responsiveness to guest feedback can 

further enhance satisfaction and loyalty. 

13. Cultural Sensitivity 

 Understanding Diverse Needs: Awareness and accommodation of cultural 

differences among guests contribute to a more personalized experience. 

14. Technological Integration 
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 Digital Services: Implementing technology for booking, check-in/check-out 

processes, and customer service can streamline operations and improve guest 

satisfaction. 

 Wi-Fi and Connectivity: Reliable internet access is increasingly important for 

both leisure and business travelers. 

By focusing on these areas, ABC Hotel Chain can improve patron satisfaction, leading 

to increased loyalty and competitive advantage in Hong Kong’s dynamic hotel market. 

Regular analysis and adaptation to evolving guest expectations are essential for long-

term success. 

 

Conclusion 

By leveraging the expected findings from this research, the ABC Hotel Chain can 

enhance its operational practices, improve guest satisfaction, and maintain a 

competitive edge in Hong Kong’s dynamic hotel industry. The integration of research 

insights into management strategies will foster a culture of excellence that resonates 

with guests, ultimately driving business success. 

Assessing user happiness is a crucial initial step in figuring out how satisfied guests are 

with hotel services. Hotel services can be divided into four groups: Hotel Facilities, 

Services Quality, Hotel Environment and Hygiene Quality, 

 

When the hotel management budget is limited for hotel services, it is helpful to analyze 

the relative relevance and performance rankings of the various components in order to 

prioritize the allocation of resources. The amounts of input resources must also be 

included in a comprehensive assessment of hotel services. As evidenced by the  
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