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ABSTRACT

The main purpose of the study was to find out the impact of service delivery on guest
satisfaction in the hotel industry. The specific objectives of the study were to find out the
impact of employee engagement, service quality, and service culture on guest satisfaction in
Mable Resort hotel. The study used disconfirmation theory.  The target population was 65
employees and guests who were selected from the hotel in housekeeping department. The
study adopted Stratified random sampling technique. Open and closed ended questionnaires
were used to collect date from the respondents. The beneficiary of study will be the policy
makers in the hospitality industry, other researcher and hotel stakeholders. The study findings
indicated that employee engagement, service quality, service culture guest satisfaction in Mable
Resort Hotel. The conclusions of the study were as follows; Mable Resort hotel had not
implemented quality control techniques which limited guest satisfaction. Employees lacked the
skills to perform their duties due to limited training in the hotel. The recommendation of the
study was as follows; hotel should implement quality control tools. This will ensure customers
are well satisfied when acquiring the services of the hotel and attract more guests from the

market.



CHAPTER ONE

Background of the Study

1.0 INTRODUCTION

This chapter presents the background to the study, statement of the problem, purpose of the
study, objectives of the study, research questions, and scope of the study, significance of the

study, conceptual framework and definition of operational terms.

1.1 Background of the study

Tourism industry is one of the most important players in the growth of economies both
locally and globally in the past years. Mueni, (2019).Guest satisfaction is one of the greatest
tools in steering the growth of hospitality industry. According to Min et al, (2017) hotel
service is recently regarded as one of core business making up the tourism complex
system. Therefore hotels need to differentiate their service delivery by meeting the needs
of their Guests better by improving Guest satisfaction and delivering quality service that is
higher than that provided by competitors.

In Italy, hotel industry consists of many different services including accommodation, restaurant,
and cafes and catering. According to the J D power, (2014), North America hotel guest
satisfaction index study, four seasons hotel and resorts, kimpton hotels ,Hilton Garden Inn,
each rank highest in guest satisfaction in their respective segment s. Guests are happiest at

these hotel brands.

International luxury hotels offers such as four seasons hotel in Italy offer high quality
amenities , fully service accommodations , on-site full service restaurants and highest level

of personalized and professional service in major cities.
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