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Abstract 

Tourism industry is always the major contributor to gross domestic products (GDP) in all the 

countries around the world. Globally, travel and tourism directly contribute approximately 

USD$4.7 trillion to GDP in 2020. Tourism industry contributed 5.9 percent to the GDP of 

Malaysia as tourism is among the largest industries in Malaysia. Tourism industry has direct 

impact the hotel industry. When the tourism industry is growing aggressively, it will directly 

boost the business of the hotel industry. According to the 2019 Malaysia Hotel Industry 

Survey of Operations, it shows that there is 70.2% occupancy for the luxury hotels in 

Malaysia in 2018. The hotel industry in Malaysia has been experiencing a massive growth 

before year 2020. According to the data of Tourism Malaysia, the number of hotel rooms 

grew to 308,210 in 2018, which is with a growth of over 80%. In 2019, there are over 

700,000 hotels and resorts in the globe. The statistics also shows that there are over 4,400 

luxury hotels with 4 and 5-star worldwide.  

However, because of the Covid-19 outbreak, the hotel industry has undergone massive losses 

and few luxury hotels were being shut down due to low occupancy resulting from 

international travel ban and movement restriction in Malaysia. Although the Covid-19 had led 

to an aggressive decrease to the hotel industry, the occupancy has risen from around 25-30% 

to 55-60% a few months ago due to the recovery stage of Covid-19. According to Baggonkar 

(2021), the occupancy of luxury hotels had a significant increase till 31 July 2021. Most 

youngsters are now love travelling and pursuing of staying in the luxury hotel as they like to 

enrich their life experiences. As there is a growing trend of enjoying exclusivity, it caused the 

growth of luxury hotels around the world. Most luxury hotels are still able to sustain because 
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of the high level of loyalty and satisfaction of the customers. In reality, customer satisfaction 

is the key driver that will affect the hotel business performance. High customer contentment 

will lead to high customer loyalty and intention of repurchase, thus, increase the hotel 

profitability. Hence, the factors influencing customer satisfaction towards luxury hotels is 

considered as a highly important issue for hotel industry. Customer satisfaction is the vital 

element that brings the business to be successful. When customers are satisfied, their 

repurchase or revisit intention will be increased. Hence, it will bring the continuous increase 

of profitability for the hotel as well. When the luxury hotel provides personalization service 

to their guests, it will lead to higher customer satisfaction.  

Keywords: Service Quality, Customer Satisfaction, Hotel, Malaysia   

1. Introduction 

1.1 Background of Study  

Luxury hotel is an emerging trend in current days and some of the famed hotel brands are 

planning to open new hotels in 2023 (Ng, 2021). To maintain the success of the hotels, 

customer satisfaction has been an important barometer for the purpose of assessing the hotel 

performance (Li et al, 2020). Delighted and satisfied customers tend to be the returning and 

loyalty customers for the hotels. Whereas, customers who are very dissatisfied tend to be the 

one who will spread the negative words which will affect the hotel reputation and image (Li 

et al, 2020). This had thoroughly shown the urgency of the luxury hotels to strive for 

customer delight and satisfaction in order to be successful. 

Customer satisfaction is defined as the psychological concept where the guests feel 

well-being and pleasure resulting from the products or services provided (Mai, Pham Le & 

Nguyen, 2015). Previous researchers have found that there are various factors that affect 

customer satisfaction towards luxury hotels. One research published by Lee, Toh & Kim 

(2016) indicated that customer perceptions towards the luxury hotel have notable impact on 

customer satisfaction. The results showed that most customers would have high perceptions 

and anticipations to the service quality provided by the five-star hotels. When they received a 

high standard of services as they perceived, they feel satisfied and delighted. 

According to Nurcahyo, Fitriyani & Hudda (2017), the results indicated that the quality of the 

hotel facility is also among the factor that affect customer satisfaction towards the luxury 

hotel. Customers will perceive to enjoy the high quality of facilities and amenities when they 

stay in luxury hotels or so-called five-star hotels. A research by Li (2020) indicated that 

service quality, corporate image and self-service technology (SST) also the factors that have 

significant influence on customer satisfaction. The results of this study showed that the most 

crucial factor is service quality, followed by SST and corporate image. It shows that guests 

are normally stay in luxury hotels to enjoy a supreme service from the service providers. This 

study by Li (2020) also pointed out that the SST in Malaysia’s hotel industry is relatively 

weak. 

Furthermore, another research by Vo et al. (2021) indicted that service quality and online 

guest reviews are also the factors that bring significant influence on customer satisfaction 
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towards the luxury hotel. The outcomes indicated that the service quality boosts customer 

satisfaction and assists customers to search for reviews through online before reserving a 

hotel room.  

Previous researchers clarified various factors that could influence customer satisfaction 

towards the luxury hotels. Most of the results of the researches state that the service quality is 

the most significant factor which impacts most on customer satisfaction towards the luxury 

hotel. 

1.2 Problem Statement 

In this highly competitive market, customer satisfaction, is a highly concerned issue that must be 

emphasized by every organization especially the hotel industry in order to increase customer loyalty, 

attract new customers as well as improve their business performance (Yap, 2019; Chung & Al-Khaled, 

2021). According to Hirschmann (2021b), there is aggressive growth of luxury hotels in recent years and it 

offers more choices for customers to stay while travelling (as shown in Figure 1). Hence, to keep 

customers being satisfied has become a crucial matter for the hotels to compete and sustain in the market.  

 

Figure 1.1. Number of hotels in Malaysia from 2010 to 2019 (Source: Statista, 2021) 

In 2020, because of the outbreak of Covid-19, Malaysia’s hotel industry has undergone with 

massive losses and the shutdown of the hotels because of the on-and-off lockdown and travel 

bans as well as restrictions for foreign visitors. One of the studies conducted by Ghazali and 

Ishak (2021) claimed that the losses of the hotel industry has reached to the amount of 

RM68,190,364. 

The condition of Covid-19 is getting better in the second half of year 2021 in all the countries 

over the world, as well as in Malaysia. Malaysia is now in a recovery phase as the borders for 

domestic and international travels are slowly reopened (Sunil, 2021). Malaysia’s hotel 

industry will not be able to sustain for long without international tourists so there is a need for 

the reopening of international travels (Yap, 2021). To safeguard the health and safety of the 
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guests, most hotels in Malaysia has implemented strict protocols and prevention measures by 

following the latest guidelines set by the local government and health authorities (Nilashi et 

al, 2021).  

Past literature reveals that customer satisfaction is a crucial factor that needs to be prioritised 

to enable business success (Ghaith, Mutia & Zukime, 2018; Yap, 2019). The hotel may reveal 

the customer preferences on hotels’ services through online reviews written by customers to 

have a better interpretation on customer dimensions of preferred and perceived services 

(Nilashi et al, 2021). The Covid-19 pandemic will have certain influence on the customers’ 

preferred hotel services and the hotels need to redesign the customers’ experiences to retain 

their customers and attract new customers. Key stakeholders in the hotel industry will need to 

explore and understand the various possible changes, especially factors that lead to the 

formation of customer satisfaction among their guests. Therefore, factors influencing the 

customer satisfaction towards luxury hotels among young adults in Klang Valley will be 

investigated in this research. 

1.3 Significance of Study 

This proposed research is mainly focusing on the factors affecting the customer satisfaction 

towards luxury hotels among young adults in Klang Valley. The findings of this research 

might be beneficial for the luxury hotels in order to improve their business performance as 

well as increase customer retention. The study should be able to provide ideas for the hotels 

on the customers’ current requirement that will make them satisfied with the services 

provided. Through this research, the hotels can have a better understanding and a clearer view 

on customer satisfaction which would be a great advantage for them in this highly 

competitive market. 

1.4 Research Objective 

This research aimed investigating the factors influencing customer satisfaction towards the 

luxury hotels among young adults in Klang Valley. This will help the luxury hotels to have 

better understanding on customer satisfaction and thus, can increase the volume of customers. 

The specific objectives are: - 

1. To examine the influence of service quality on customer satisfaction.   

2. To examine the influence of online guest reviews on customer satisfaction. 

3. To examine the influence of customer perceived value on customer satisfaction.  

1.5 Research Questions 

RQ1: What is the influence of service quality on customer satisfaction? 

RQ2:  What is the influence of online guest reviews on customer satisfaction? 

RQ3:  What is the influence of customer perceived value on customer satisfaction? 
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1.6 Hypothesis 

H1: Service quality positively affects customer satisfaction of young adults towards luxury 

hotels in Klang Valley 

H2:  Online guest reviews positively affects customer satisfaction of young adults towards 

luxury hotels in Klang Valley 

H3: Customer perceived value positively affects customer satisfaction of young adults 

towards luxury hotels in Klang Valley 

1.7 Limitation of Study 

The main study limitation involves the research scope where there are various factors that 

could bring effect to customer satisfaction towards the luxury hotel, but it is not being able to 

cover all in this research. Another limitation is the target population for this research is small 

and only focusing on an area which is Klang Valley. Thus, it can only represent the point of 

view of people in Klang Valley. 

2. Literature Review 

2.1 Service Quality 

Service quality can be defined in various ways. Parasuraman, Zeithaml & Berry (1988) 

referred service quality as “the distinction between customer expectations and performance 

along the quality dimensions”. In quoting Kotler and Armstrong (2010), service quality is 

referred to the capability of service providers in retaining its customer. Ramya, Kowsalya & 

Dharanipriya (2019) define service quality as the capability of the service provider to offer 

the service that satisfies the customers in a timely and efficient manner resulting in improved 

business performance. 

Service quality is a very important component of a successful business because of its 

relatipnship with customer satisfaction in the hotel industry (Alauddin et al., 2019a). Bayad et 

al. (2021) claims there are a total of five service quality dimensions as stated by Parasuraman 

et al. (1988). These consist of the reliability dimension, tangibleity dimension, empathy 

dimension, assurance dimension and responsiveness dimension. Tessera, Ibiwani & Noraini 

(2016) pointed that the dimension of assurance does have the most significant influence on 

customer satisfaction, and the customers will be satisfied when employees are highly 

knowledgeable, skilful and also very polite. 

Many studies have shown that service quality related to customer satisfaction (Sharma & 

Srivastava, 2018 in citing Parasuraman, Berry & Zeithaml, 1988; Cronin, Hult & Brady, 2000 

Buttle, 2004 & Ko et el, 2011). The hotel must make sure that their employees are being 

trained well and knowledgeable to provide high quality of service to the guests. Furoida & 

Maftukhah (2018) claim that when high service quality is provided, it will improve customer 

satisfaction, which resulting customer loyalty. Nunkoo et al. (2019) assess the association 

between service quality and customer contentment in the hotels with different grading across 

South African. The impacts of service quality on customer satisfaction is depending on the 

hotel star ratings. The result shows that service quality is positively influencing customer 
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satisfaction as if service quality is not incline with the hotel star ratings, the customers will 

feel unsatisfied. Chan & Wong (2006) concluded that good service is the dominant factor that 

influencing customer satisfaction, which will impact also on the customers’ final hotel 

selection (Fatemeh et al., 2016). 

H1: Service quality affects positively customer satisfaction of young adults towards luxury 

hotels in Klang Valley 

2.2 Online Guest Reviews 

Online guest reviews are gradually becoming a crucial part for customers when evaluating 

which goods or services to purchase (Vo et al, 2021). Wang et al. (2021) stressed that to 

determine the influencing factors of customer satisfaction through online reviews is very 

essential. Desy, Adinoto & Rahmat (2018) says that many guests take online reviews in their 

consideration before making the decision in choosing accommodation. Erkan & Evans (2016) 

declares that customer reviews are more powerful than friends’ opinions. Karlsson & Strom 

(2021) affirms that customer reviews will have less biased and hence provide a more 

objective opinion.  

The hotel industry has always been a highly competitive industry. It becomes even more 

competitive as a result of the Internet’s rapid growth and the existence of online travel agents 

such as Booking.com, TripAdvisor, Trivago and so on (Lv et al., 2020). Hotel guests’ 

experiences and satisfaction is able to be expressed on online platforms in a textual form in 

detail (Xiang et al, 2015). The positive comments and negative comments will have certain 

effects on the customer satisfaction towards the hotels (Vo et al., 2021). Sangeetha & Sooriya 

(2019) claims that the overall hotel ratings on the online platform reflects the customer 

satisfaction of the guests. To further explain, customers would give positive comments and 

higher ratings to the hotel if their expectations are met or surpassed, whereas, customers 

would give negative comments and lower ratings to the hotel if the satisfaction is lower than 

their expectations (Kim, Kim & Heo, 2016). These positive and negative reviews can be the 

influencing factor on the customers’ satisfaction and decisions on whether to stay in that hotel 

(Wang et al., 2021 in citing Rodriguez-Diaz et al., 2017). Zaid & Law (2019) claims that 

hotel managers are now more aware of the power of online guest reviews which will affect 

the customer satisfaction and in turns, affect the hotel business performances. 

H2:  Online guest reviews positively affects customer satisfaction of young adults towards 

luxury hotels in Klang Valley 

2.3 Customer Perceived Value (CPV) 

Zeithaml (1988) defines the customer perceived value (CPV) as the overall appraisal of 

consumers of products and services according to their perceptions of what is received and 

offered. Asgarpour et al. (2015) claims that CPV is a consequence from consumers’ 

pre-purchase expectation and post-purchase evaluation, which is expectation versus received. 

Previous researchers reveal that there are many factors that influence the perceived value of 

the customers towards a hotel (Mohammed & Al-Swidi, 2019; Wong, Mostafa & Saeed, 2020; 

Liu et al., 2020). Among them, Mohammed & Al-Swidi (2019) claims that corporate social 
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responsibility establishes high perceived value. Wong, Mostafa & Saeed (2020) claims that 

room quality, cleanliness, service, location and sleep quality have influence on CPV. Liu et al. 

(2020) claims that the hotel’s free add-on services influence the customer perceived value and 

influence on the customer satisfaction to the hotel as well. Studies have shown that customer 

perceived value will bring notable impact to customer satisfaction to the hotel industry. 

Kusumawati & Rahayu (2019) states that CPV has positively influence customer satisfaction. 

They state that the marketers should always ensure that the customers enjoy quality service in 

compliance with the perceived value to achieve customer satisfaction. Lu et al. (2015) claims 

that customers in luxury hotels were satisfied and contented when their perceived value of 

service met with their expectation and matched with the price they paid. The management of 

the hotel should understand guest perceptions in order to maximize positive customer 

experiences. Tuncer, Unusan & Cobanoglu (2020) identifies that CPV links positively with 

customer satisfaction. They declare that food quality is the crucial dimension in evaluating 

the customer perceived value to the hotel. Paulose & Shakeel (2021) reveals that when the 

perceived value of service is high, it will increase the satisfaction level of customers.  

H3: Customer perceived value positively affects customer satisfaction of young adults 

towards luxury hotels in Klang Valley 

2.4 Customer Satisfaction 

Customer satisfaction is the prior issue in the modern hotel industry (Radojevic, Stanisic & 

Stanic, 2017). Customer satisfaction is extremely crucial to the hotel success because it 

affects the choices and decisions of guests on whether to return to the hotel (Dost Mohamad 

et al., 2017 in citing Yoon & Uysal, 2005). Sharma & Srivastava (2018) declares that 

customer satisfaction is hard to define as the level of satisfaction is judged by different 

customers. However, a person’s sentiments of joy or disappointment as a result of the 

perceived performance of products or services in accordance to his or her expectation can be 

defined as satisfaction (Alauddin et al., 2019b in citing Kotler, 2000). Priyo, Mohamad & 

Adetunji (2019) clarifies that customer satisfaction generally is the customer judgement on 

what will be received from products and services. Customer contentment is reached when the 

perceived service performance exceeds the pre-purchase expectation of customers according 

to the expectation disconfirmation theory (Radojevic, Stanisic & Stanic, 2017 in citing Oliver, 

1977, 1980). 

Sharma & Srivastava (2018) claims that a customer is said to be satisfied when the hotel’s 

perceived services surpass the customer’s expectations, which will lead to the customer to 

become returning guests and loyal guests as well. Lee et al. (2018) affirms that highly 

satisfied customers will have high intention to be the loyal guests of the hotel and willing to 

spread positive words to recommend the hotel to others. In the framework of hotel industry, 

customer satisfaction can be guaranteed through the environment of the hotel, hospitable 

employees, standardised room service, delicious cuisines and so on (Priyo, Mohamad & 

Adetunji, 2019). As a result, the hotels should emphasize on customer satisfaction to be able 

to compete and sustain in this highly competitive market. 
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Nonetheless, there is a limited number of studies related to the topic of this study. Therefore, 

the conduct of this study contributes to the literature by expanding the existing literature on 

customer satisfaction towards luxury hotels among young adults and provides a 

cross-reference or a secondary source for future researchers who intend to conduct a study on 

a similar field of interest. 

2.5 Conceptual Framework 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 2.1 Proposed Conceptual Framework (Vo et al., 2021; Li, 2020; Lee, Toh & Kim, 

2016) 

3. Methodology 

3.1 Research Approach 

The research will be conducted using quantitative method which is a method that collects and 

analyses data that can be represented numerically and can be measured (Goertzen, 2017). 

Quantitative research uses sampling methods and the dissemination of online surveys, 

questionnaires and so on to collect information from existing and potential customers 

(Question pro, 2021). Mehrad & Tahriri (2019) claims that quantitative research is based in 

part on deductive reasoning, in which the logic progresses from general to specific. Hence, 

Almeida, Faria & Queiros (2017) declares that quantitative method is cost-efficient, high 

representativeness and shorter time frame.  

This study will be using online questionnaire to gather data and information of young adults 

in Klang Valley to better understand the perspective of young adults in Klang Valley on the 

customer satisfaction towards the luxury hotel. Online questionnaires can enhance the 

honesty level and it is anonymity due to there is no physical interaction between the 

researchers and participants (Dewaele, 2018). For this study, the questionnaire will be 

disseminated to 384 young adults in Klang Valley through online. This research will apply 

non-probability sampling method.  

 

Service Quality 

Online Guest Reviews 

Customer Perceived Value 

Customer Satisfaction 
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3.2 Population, Sample and Sampling Method 

Population can refer to a set or group of people that share a common set of characteristics 

(Momoh, 2021). The size of population is referring to the number of individuals within a 

subjectively designated geographic area (Anon, 2021). The population of young adults aged 

between 15-64 years old in Malaysia is 22.7 million (DOSM, 2021). However, the population 

of young adults in Klang Valley is 8.2 million (Macro Trends, 2021). Therefore, the target 

population size is 8.2 million.  

A sample is referred to a particular group of people from whom that a researcher will collate 

data and information (McCombes, 2019). Sample is used in statistical research when the 

population size is too large for all individuals to be included (Kenton, 2021). According to 

Krejcie & Morgan (1970), when the population is equal or more than 1 million, 384 samples 

is needed for research. Since the population size is 8.2 million, the sample size for this 

research will need 384 respondents to have the confidence level of 95% that the real value is 

within ±5% of margin error of the surveyed population value, in accordance with the sample 

size table shown in Table 3.1. 

Table 3.1. Sample Sizes for Different Sizes of Population at a 95% Confidence Level (Source: 

Saunders, Lewis & Thornhill, 2016) 
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The sampling method that will be used in this research is the non-probability sampling which 

means that individuals will be selected based on specific criteria (McCombes, 2019). Under 

non-probability sampling, a convenience sampling method is to be applied in this research. 

Convenience sampling is a method of gathering samples by taking samples which are located 

around a location conveniently (Edgar & Manz, 2017). Meanwhile, any young adults in 

Klang Valley will be distributed with the online questionnaire.  

3.3 Data Collection Procedure 

The data of this study will be collected from the online questionnaire that is distributed to the 

respondents. The data will be also collected from the previous studies on this particular topic. 

Hence, primary and secondary data will be adopted in this study. Ajayi (2017) claims that 

primary data is the real-time data collected for the first time by researchers while secondary 

data is the information that is gathered previously by other researchers.  

3.4 Research Measurement and Instrument 

This study will be carried out using online questionnaire. Online questionnaire is a structured 

survey that is completed by the target audience via the Internet (Usability, 2021). The online 

questionnaire will be distributed to the target audience via various platforms such as 

WhatsApps, Course Networking (CN) and email to assess the factors affecting the customer 

satisfaction towards the luxury hotel among young adults in Klang Valley.  

3.5 Questionnaire Design 

The questions of the online questionnaire for this study will be adopted from the previous 

studies. It will consist of three sections. Section A will be the demographic profiles of the 

respondents, including the location, age, gender, occupation and monthly income. Section B 

will be the information on the independent variable such as service quality, online guest 

reviews and customer perceived value. Section C will be the information on the dependent 

variable which is the customer satisfaction towards the luxury hotel. The questions will be 

designed with the five-point Likert scale, in which 1=Strongly Disagree, 2=Disagree, 

3=Neutral, 4=Agree, 5=Strongly Agree. 
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3.6 Independent Variables (IVs) 

Table 3.2. Questionnaire Design for Independent Variables 

 

3.7 Dependent Variable (DV) 

Table 3.3. Questionnaire Design for Dependent Variable 

 

4. Data Analysis Methods for Hypothesis Testing 

4.1 Pearson’s Correlation 

The Pearson’s correlation test is used for measuring statistical relations between two 

continuous variables (Statistics Solutions, 2021). It is responsible for computing the overall 

effects of change to one main variable. when there are changes that are taking place with 

other variables (Question Pro, 2021). This particular test is used to evaluate the correlations 

between the independent variables consisting of service quality, online guest reviews and 
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customer perceived value, and the dependant variable which is customer satisfaction. When 

determining the nature of the correlation, it must be kept in mind that a correlation value of 

±1 means a perfect correlation, a correlation value between ±0.50 and ±1 shows a strong 

correlation, a correlation value between ±0.30 and ±0.49 shows medium correlation, a 

correlation value below ±0.29 shows a small correlation and the value of 0 means there is no 

correlation (Statistics Solution, 2021). 

4.2 Regression Analysis 

The multiple regression analysis allows an evaluation of interrelations between two or more 

variables of the research (Alchemer, 2021). In this analysis, the multiple regression test will 

be carried out because there are more than 2 research variables. In order to carry out an 

interpretion of the output of the multiple regression analysis, in the event the p-value is equal 

to, or less than 0.05, then it means the relationship is statistically significant and in the event 

the p-value is higher than 0.05, the relationship would not be lablled as being statistically 

significant (Minitab, 2019a). 

4.3 Reliability Test 

Reliability test allows researchers to investigate the properties of measurement scales and the 

elements that make up the scale (IBM, 2017). Cronbach’s Alpha is a test that is used to 

evaluate the internal consistency or the reliability of measuring instruments such as 

questionnaires and surveys (Chetty & Datt, 2015). It is commonly utilized for the 

questionnaire that is designed with the Likert scale (Laerd, 2018). Hence, this test is chosen 

to test the reliability of the questionnaire of this research as the questionnaire for this research 

develops with the Likert scale. If the results of the Cronbach’s alpha is equal to or more than 

(≥) 0.7, then it indicates a high internal consistency and is acceptable in most social science 

research conditions (UCLA, 2021). 

4.4 Normality Test 

The normality test in statistics is utilized to evaluate whether a collection of data is tailored 

for normal distribution since many statistical functions need the distribution to be normal or 

almost normal (Klima, 2021). The normality test that will be conducted in this research is 

statistically method, which is the skewness-kurtosis test. Skewness measures the asymmetry 

of the probability distribution of any variables about its mean, whereas, kurtosis indicates the 

height and sharpness of the bell curve’s central peak (Klima, 2021). It is said to be normal 

distribution when the skewness is 0 and the kurtosis is 3. When the p-value is equal to or less 

than (≤) 0.05, the hypothesis of normality will be rejected (Minitab, 2019b).  

5. Summary 

This is a research that examines the factors affecting the customer satisfaction towards the 

luxury hotel among young adults in Klang Valley. This research aims to have a better 

understanding on the impacts of service quality, online guest reviews and customer perceived 

value on the customer satisfaction towards the luxury hotel among young adults in Klang 

Valley. The research will be conducted with the online questionnaires using Google Form. It 
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will be distributed to 384 young adults that stay in Klang Valley. A non-probability sampling 

will be applied in this research as the respondents are selected in the range of young adults in 

Klang Valley. The tests that will be used for hypothesis testing are Pearson’s Correlation and 

Regression Analysis. Reliability test (Cronbach’s alpha) and normality test 

(skewness-kurtosis test) will also be used to test for the strengths and degree of the 

relationship between the independent variables (service quality, online guest reviews and 

customer perceived value) and dependent variable (customer satisfaction).  
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