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ABSTRACT

Thestudywascarriedoutwiththepurposeofinvestigatingtheservicedeliverysystem

anditsimpactsoncustomersatisfactioninrockclassichotelinTororodistrict.The

objectivesoftheresearchwere,tofindouttheimpactofservicedeliveryonconsumer

satisfactioninRockclassichotel,tofindoutthechallengesfacedbyRockclassichotel

inservicedelivery,tomakerecommendationsonimprovingcustomerservicesinRock

classichotel.Theresearcherappliedbothqualitativeandquantitativetechniquesin

designingtheresearch

Atotalof80respondentsparticipatedinthestudyandwereselectedusingsimple

random samplingmethod.Thedatawascollectedusingquestionnairesandinterviews

andpresentedusingtables,graphsandpiechartsforeasyanalysis.

Theresearchsummaryhasbeendrawnbasingontheabovethreemainresearch

objectivesandtheresearchfindingsaspresentedintheproblem statement.

Itwasfoundthattheimpactsofservicedeliverymajorlycustomerloyalty,greater

profitsthenfollowedbycommunicationandlastlyinternetcommunication.

Additionally,thefindingssummarisedthatchallengesfacedbyhotelsinservicedelivery

aremainlybuildingarelationshipwithcustomersfollowedbychallengesinmanaginga

brand.

Lastlythestudycameupwithrecommendationsonhowtoimproveoncustomer

serviceinthehotelandconcludedthattrainingofemployeesonhowtodeliverservices

isrecommendable,andthenporter’sgenericstrategiesshouldbeconsideredfollowed

bycreatingacustomerretentionprogram inordertoimproveonservicedelivery.
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CHAPTERONE

BACKGROUNDOFTHESTUDY

1.0Introduction

Thischaptercomprisesofbackgroundofthestudy,statementofproblem,purposeof

thestudyofobjectives,researchquestions,scopeofthestudyandsignificanceofthe

study.

1.1Backgroundtothestudy

Globally,inUSA,thehotelindustryreportedhigherperformanceinFebruarythanin

January2020,alongwithbetterindexedcomparisonswith2019,accordingtodatafrom

STR.February2022(percentagechangefrom February2019):Occupancy:56.9percent(-

8.2percent),Averagedailyrate:$137.39(+6.8percent),Revenueperavailableroom:

$78.24(-1.9percent).Onanominalbasis,thecountry’sADRlevelwasthehighestfor

anymonthsinceAugust2021.Whenadjustedforinflation,theFebruaryADRlevelwas

roughly5percentbelowthe2019comparable(JenaTesseFox,2022).

Also,inMalaysia,themanagementofSuteralodgeshasexpressedasatisfactionin

customerservicedeliverybythefrontofficedepartmentasitgainedabout64,791

customersintheyear2018/2019(KalasaandChristopher,2019).

InAfrica,accordingtoNigeria,therearecomplaintsonthelevelsofservicesrendered

thatarenotsatisfactoryandchargesthatarenotcommensuratetovalueofproducts

andservicesobtainedbycustomers.Andthisstartedwithaslightdecreaseinthe

number of customers since 2015 and rapidly in 2020, that is,

49.8%,44.7%,43.6%,42.6%,42.4andthen5%in2015,2016,2017,2018,2019and2020

respectively(Busayo,Ojo,2020).Thishasbeencausedduetoanincreasedrateof

employeeturnoverofmorethan60%(reportbyILO,2020).Furthermore,inSouthAfrica,

Employeesworkunderdifficultsituations,forlongandoddhoursandfaceunpleasant
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