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Abstract— Service quality in the hospitality industry 

becomes one of the most important factors for gaining a 

sustainable competitive advantage and customers’ 
confidence in the highly competitive marketplace, and 

therefore service quality makes the hospitality industry a 

wider chance to find competitive differentiation for 

organizations. Hence it is considered as a major core 

concept and a critical success factor in the service sector.  

The research design chosen is descriptive type. The 

sample size taken to conduct the research is 98 employees, 

for the study the sampling techniques are convenient 

sampling; structured questionnaire was used for primary 

data collection. Secondary data was collected from earlier 

research work various published journals, magazines and 

online articles statistical tools are used for data analysis. 

After analyzing the data certain pitfalls are highlighted in 

which management has to concentrate for improvement. 

 

Index Terms— service, hospitality, sampling, market 

I.  INTRODUCTION 

  Administration quality in the cordiality business ends up a 

standout amongst the most significant elements for picking up 

a maintainable upper hand and clients' trust in the profoundly 

focused commercial center, and along these lines 

administration quality can give the friendliness business an 

incredible opportunity to make aggressive separation for 

associations. It is in this manner considered as a noteworthy 

center idea and a basic achievement factor in the 

neighborliness business. Effective lodging conveys 

astounding quality administration to clients, and 

administration quality is viewed as the life of inn.  

Numerous advantages can be accomplished by administration 

quality, for example, building up consumer loyalty, adding to 

business picture, setting up client unwaveringness, and giving 

an upper hand to a business. Administration quality execution 

can mean diverse to various individuals, for instance, workers 

may demonstrate higher view of administration quality than 

clients saw, and along these lines administrators and their 

representatives never prefer to distinguish inadequacies in 

administration quality..  

II. RESEARCH METHODOLOGY 

2.1.1    INTRODUCTION 

Research technique is that the specific framework or strategy 

adjusted choose, select, process, and analyze information a 

 
Manuscript received July 01, 2019 

Bibuko Joni-Coeur, MBA – II yr student, PRIST, Deemed to be 

University, Puducherry Campus 

Dr.S.Pougajendy, Associate Professor, MBA, PRIST, Deemed to be 

University, Puducherry Campus 

few point. During an examination paper, the methodology 

territory permits the per client to in a general sense regard an 

examination's general authenticity and obligation. 

 

2.1.2   TYPE OF RESEARCH: 

Undeniable examination style is used during this examination. 

An illuminating report is endeavored so as to set up and depict 

the traits of variables of excitement during a circumstance. 

Drawing in examination gives information with respect to the 

people or universe being considered. At any rate it will only 

portray the "who, what, when, wherever and the way. As such 

edifying examination is used once the goal is authentic and 

directly as achievable. 

 

2.1.3 OBJECTIVES OF THE STUDY 

 To find out the perception of customer toward of 

Hyatt Regency Hotel in New-Delhi. 

 To find out the quality of customer service of Hyatt 

Regency Hotel in New-Delhi. 

 

2.1.4 RESEARCH INSTRUMENT USED 

A sorted out overview has been used as an instrument for this 

examination. Sorted out survey is where there are clear, 

concrete and predestined request relating to the viewpoints 

for which the investigator accumulates data. Same overview 

has been used for all of the Respondents. 

 

2.2 QUESTIONNAIRE DESIGN 

The structured questionnaire consists of open ended, multiple 

choice, close ended, dichotomous questions, etc., 

 

2.3 DATA COLLECTION 

2.3.1PRIMARY 

Review was prepared. Suitable thought was taken to plot the 

request in such a way, that it is successfully grasped by the 

Respondents. An enormous segment of the request was 

various choices. Individual Interview was in like manner 

coordinated. The composed gathering methodology was 

grasped. The gathering was driven in English similarly as in 

Tamil on an accommodating date and time as controlled by 

the Respondents. 

 

2.3.2 SECONDARY DATA 

Discretionary data is the data accumulated from readymade 

information. These are reused information which has been 

starting at now amassed and set away in destinations and 

circulated as journals, books, and composing. 

 

2.4 PERIOD OF STUDY 

The study was undertaken for a period of one month in June 

2019. 
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2.5 SAMPLE SIZE 

98 workers have been taken for the investigation. 

 

2.6 SAMPLING METHODS 

2.6.1POPULATION 

 A populace can be characterized as including all 

individuals or things with the attributes, one wish to think 

about. 

 

2.6.2 SAMPLE 

As looking at the entire people is monotonous and all over 

non productive, all around a bit of the masses is far off from 

every other person picked for study which is called test.  

 

2.6.3 SAMPLING PROCEDURE 

Convenience examining may be a specific style of 

non-probability testing strategy that depends after taking in 

course of action from people advantageously out there to 

check out investigation. 

 

2.7 LIMITATIONS 

 There may be tendency in the assembled information.  

 Some delegates falter to reveal the nuances.  

 The test size of the examination was obliged to 98.  

 The data was assembled interestingly in Delhi. 

 

III. ANALYSIS AND INTERPRETATION 

 

CHI-SQUARE 

AIM:  To find the significant relationship between neatness 

and hospitality of the hotel 

H0: There is no significant relationship between significant 

relationship between neatness and hospitality of the hotel.  

H1: There is significant relationship significant relationship 

between neatness and hospitality of the hotel. 

  

Table No 3.1.1 

Factors 
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Strongly 

agree 
28 21 0 0 0 49 

Agree 21 27 0 0 0 48 

Neither 

agree nor 

disagree 

0 0 1 0 0 1 

Disagree 0 0 0 0 0 0 

Strongly 

disagree 
0 0 0 0 0 0 

Total 49 48 1 0 0 98 

Source: primary data 

 

 

 

Chi-Square Tests 

 Value df 

Asymptotic 

Significance 

(2-sided) Pearson Chi-Square 
13.555

a
 16 .632 

Likelihood Ratio 
15.571 16 .483 

Linear-by-Linear 

Association 
.347 1 .556 

N of Valid Cases 
65   

a.24 cells (96.0%) have expected count less than 5. The minimum 

expected count is .74. 

Calculated Value > Tabulated value 

Conclusion 

Since calculated value is less than the table value, accept H0 

There is no significant relationship between significant 

relationship between neatness and hospitality of the hotel. 

CORRELATION 

AIM:  To find out significant relationship between customer 

expectation and quality help to improve the works 

HO    : There is no significant relationship between customer 

expectation and quality help to improve the works 

H1     : There is significant relationship between customer 

expectation and quality help to improve the works 

 

Table No: 3.1.2 

Factors Yes No 

Yes 64 80 

No 34 18 

Total 98 98 

Source: primary data 

 

Using Pearson correlation: cross tabulation 

 

 

Correlations 

 Work 

Ratings Of 

Customers 

Work Pearson 

Correlation 
1 .009 

Sig. (2-Tailed)  .941 

N 65 65 

Ratings of 

Customers 

Pearson 

Correlation 
.009 1 

Sig. (2-Tailed) .941  

N 65 65 

Calculated value < Table value 
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Conclusion: 

Since calculated value is less than the table value, reject H0  

There is significant relationship between customer 

expectation and quality help to improve the works. 

IV. FINDINGS  

CHI-SQUARE 

Since calculated value is less than the table value, accept H0 

There is no significant relationship between significant 

relationship between neatness and hospitality of the hotel 

 

CORRELATION 

Since calculated value is less than the table value, reject H0  

There is significant relationship between customer 

expectation and quality help to improve the works. 

V. SUGGESTIONS 

 The study recommends the adoption of the selected 

service quality drivers by star-rated hotel as a 

remedy to the current hotel dilemma. 

 The service quality drivers of hotel service model 

were recommended as a useful design for practicing 

hoteliers with respect to the implementation of best 

practice.  

 The study results support the view that strategic 

management drivers have a significant effect on 

hotel service quality. 

CONCLUSION 

               The study results support the view that strategic 

management drivers have a significant effect on hotel service 

quality. The conclusions were based on the objectives of the 

study of the service quality drivers had a significant influence 

on the hotel. The results established that strategic 

management drivers were found to significantly and 

positively influence hotel service quality.  

 

When all the stated hypotheses were tested in the regression 

model they were found to have a significant relationship 

between themselves and hotels. The findings of the study 

established that hotels were operating under a highly 

competitive environment. However, the effect of the other 

drivers could not be ignored because they also had a 

moderately positive effect. These moderate results revealed 

that there were other unidentified latent variables which were 

influencing the service quality of hotels in New-Delhi. 

 

It was concluded that hotels needed to embrace service 

quality drivers in order to achieve sustainable competitive 

advantage. The results obtained from this study were 

important in terms of reflecting the situation on the usage and 

service levels of strategic management drivers of hotel 

performance in star-rated hotels in Hyatt Regency. The results 

further revealed a positive relationship between the individual 

services drivers and hotel quality. 
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