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ABSTRACT

Tourist satisfaction measurement has become an important issue in the tourism industry because
this industry necessitates a high level of interaction between contact personnel (frontline
employees) and tourist, and because quality perceptions are primarily based on the performance
of subjective (intangible) criteria. Thus, the amount of satisfaction with services provided by
tourists may have a direct towards on the level of satisfaction with services provided by tourists.
The purpose of this study is to assess the relationship between accommodation, food quality,
customer relations and tourist satisfaction. The debate is based on the findings of a study of
Malaysian tourists. The purpose of this research is to examine the relationship of
accommodation, food quality, and customer relations between tourist satisfaction among local
tourist in Malaysia. It is discovered accommodation, food quality, and customer relations were
that affected tourist satisfaction among local tourist in Tourism Industry Malaysia. The local
tourist around the Peninsular of Malaysia were targeted respondents and a total of 256
respondents were successfully responded through the online survey. Data collected was
analysed by using Statistical Package for Social Science (SPSS) version 29.0.

Keywords: Tourist Satisfaction, Tourism Industry, and Local Tourist.

INTRODUCTION

Many countries rely on this thriving industry for money, jobs, private-sector growth, and
infrastructure development. Tourism expansion is encouraged in developing countries when
manufacturing or natural resource exporting are financially unfeasible.

There are various and diverse reasons why people wish to travel. The rising ease of
access to the many components of the travel experience has led to tourism’s fast development
in a short period of time. Many countries now offer affordable transportation to, from, and within
previously inaccessible regions. Major cities, resort areas, near airports and major thoroughfares,
and rural areas offer high-quality lodging and food at various prices. The contemporary travel
industry owes its ability to provide secure, agreeable, and gratifying travel experiences to
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proficient travel enterprises and excursion organisers, promotional efforts by governmental
tourism bureaus, and state-of-the-art technological advancements that expeditiously link tourism
elements for prospective voyagers.

This study investigates the link between tourist satisfaction and accommodation, food
quality, and customer relations. The growing prosperity of nations such as Taiwanese, S. Korea,
and Malaysia, as well as the vast populations of China, India, and Indonesia, are driving the
rapid growth of tourism in Asia. Verdict provides the top five tourism locations in Asia Pacific
in 2022, according to Global Data, based on tourist arrivals, traveler demand, and flow
databases.

According to Global Data, in 2022, China will receive 43.4 million international tourists,
making it the most popular destination in Asia. According to Global Data’s traveler demands
and flows database, Hong Kong, Macao, and Taiwan are forecast to be China’s most important
source markets in 2022. According to Global Data’s 2022 travelers demands and flows database,
26.6 million tourists will visit Thailand, the second-most popular Asia Pacific destination.
Global Data predicts that China, Malaysia, and India will be the most significant source markets
for the destination.

There are three objectives of this research:

1. To investigate the link between accommodation and tourist satisfaction in Malaysia.
2. To examine the connection between food quality and tourist satisfaction in Malaysia.
3. To examine the link between customer relations and tourist satisfaction in Malaysia.

SIGNIFICANCE OF THE STUDY

Researchers

The study's outcome will aid researchers in assessing the correlation between three factors -
accommodation, food quality, and customer relations - and the satisfaction of local tourists in
Malaysia. The findings of this study will assist researchers in gaining a better understanding of
the factors that impact the satisfaction of local tourists with e-hailing services.

Owners
This study aims to gather information on individuals' satisfaction with services. This study aims
to evaluate the quality of accommodation, food, and customer relations to understand the types
of behaviours that may arise when using these services. It is important to understand the
behaviour of customers and their decision-making process when using services, whether as
individuals or as a group. Gathering data will help owners understand the factors that influenced
their purchase of a service.
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Tourism sector
The data will provide valuable insights to the tourism sector regarding how people make
decisions when purchasing tourism products and services, as well as the factors that can
influence their decision-making process. The outcome will allow the tourism sector to enhance
their management and effectively convince people to buy their tourism services. These studies
help the tourism sector understand what factors are important in making usage decisions. This
study contributes to the development of tourism planning.
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LITERATURE REVIEW

Accommodation

Accommodation pertains to the various lodging options that are accessible to tourists,
such as hotels, motels, resorts, bed and breakfasts, and vacation rentals. The standard of lodging
can greatly influence the overall experience of a tourist. Tourists are more likely to have a
positive experience if the accommodations are clean, comfortable, and well-maintained.
Conversely, if the lodging is unclean, uncomfortable, or inadequately maintained, it is probable
that travellers will have an unfavourable experience (Gerwe et al., 2021).

Accommodation is supplied to meet the needs of tourist who are traveling, such as a
place to stay or a temporary dwelling. Tourist accommodation is made up of two distinct
components. Supply and demand are the two components. It demonstrates that tourist
accommodation relates to who provides services to tourists or tourism customers (Silaban et
al., 2019).

Food Quality

It is important to emphasise that food and drinks are essential components that tourists
must consume. The quality of food can potentially enhance a tourist's interest in a particular
location and prompt them to reevaluate their selection criteria. It has been discovered that the
quality of food is a determining factor in the perceived value of tourism. This is because food
quality affects not only tourist satisfaction, but also other aspects related to it (Richards et al.,
2021).

The important factor in tourist satisfaction is the variety and quality of food provided
by fast food businesses. Price and product quality are two criteria recognized as related to tourist
satisfaction. Food quality towards tourist impressions of food and their purchasing decisions.
The quality of food has been identified as the most important factor in determining the ratings
of different types of establishments by tourists. To ensure that the expectations of tourists are
met and that they are satisfied, it is essential to use high-quality food (Uslu et al., 2020).

Customer Relations

Customer relations are also a critical aspect of the tourism industry. Effective
communication, responsiveness to customer needs, and providing a personalized experience
can help create loyal customers who return time and again. Having staff members who are
friendly, knowledgeable, and responsive to customers' needs can greatly contribute to
establishing a positive reputation for a business. Establishing strong customer relationships can
result in favorable reviews and recommendations, ultimately drawing in new customers
(Stojiljkovi et al., 2019).
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As the growth of tourism and customer relations has become a crucial aspect for all
businesses, the marketing approach of customer relationship development has been extensively
researched. The absence of hesitancy in delivering positive feedback to a product, the
preservation of client connections, the convenience of sale, and the speed with which items are
promoted all indicate a tourist loyalty to that product (Pambudi et al., 2021).
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Tourist Satisfaction

The concept of tourism is commonly used in tourism marketing literature (Nasir et al.,
2021). Definition of Tourist satisfaction Tourist satisfaction pertains to the degree of
gratification or satisfaction that a tourist encounters during their travel experience. It is a
subjective evaluation of the overall experience, including various factors such as
accommodation, transportation, attractions, food, and customer service. The satisfaction of
tourists is influenced by their expectations before travelling, the actual experience they have
during their trip, and the comparison they make between the two. Tourist satisfaction is an
essential measure of the success of the tourism industry, as it can impact tourists' decision to
return to a destination or recommend it to others (Pai et al., 2020).

Accommodation is an essential element of a tourist's overall travel experience and can
significantly impact their level of satisfaction. Room Quality. The quality of the room is a
crucial factor that can significantly impact a tourist's satisfaction level. The level of cleanliness,
comfort, size, and available amenities in a room can significantly affect a tourist's overall
satisfaction. Staff Service. The staff's quality of service is also a crucial antecedent of tourist
satisfaction. Friendly and helpful staff can make a significant difference in a tourist's
experience, while rude or unhelpful staff can leave a negative impression (Nisar et al., 2020).

The relationship between accommodation, food quality, and customer relations toward
tourist satisfaction in Malaysia

The correlation between accommodation and tourist satisfaction. The location of
accommodation can also impact tourist satisfaction. Tourists may be more satisfied if their
accommodation is conveniently located near tourist attractions or other amenities. Tourist
satisfaction is the level of service provided by accommodation providers. Friendly and helpful
staff, personalized attention, and efficient check-in and check-out processes can all contribute
to a positive experience for tourists. On the other hand, poor service, rude staff, or long wait
times can lead to dissatisfaction. The quality of accommodation can have a significant impact
on tourist satisfaction. Tourism businesses should prioritize high-quality accommodation and
customer service to ensure that tourists have positive experiences and are more likely to return
in the future (Biswas et al., 2020).

The correlation between accommodation and tourist satisfaction. The quality of food is
a crucial aspect that can significantly affect the satisfaction of tourists, especially in the tourism
industry. Tourists often seek out local cuisine and dining experiences as an important part of
their travel experience, and the quality of food and dining options can influence their overall
satisfaction with their trip. When tourists have access to high-quality food options that meet
their expectations, they are more likely to have positive feelings about their destination and
their trip. Good quality food can enhance the overall experience of travel and create lasting
memories for tourists (Kala et al., 2020).
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The correlation between accommodation and tourist satisfaction. Effective customer
relations can also impact tourist satisfaction in other ways. For example, businesses that actively
seek feedback from customers and make changes based on that feedback are more likely to
meet customers' needs and expectations, leading to increased satisfaction. Likewise, offering
personalized experiences and creating a sense of community can help tourists feel valued and
appreciated, which can contribute to higher levels of satisfaction (Khan et al., 2022).
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Research Hypothesis

For a hypothesis to be considered valid, it must be both testable and realistic, while also
considering current knowledge and methodologies. A hypothesis is a prediction or explanation
of a relationship between two variables. It suggests that an independent variable and a
dependent variable have a systematic connection. As a result, the research suggests:

HI: There is a relationship association between accommodation and tourist satisfaction.
H2: There is a relationship Food quality correlates positively with tourist satisfaction.

H3: There is a relationship Customer relations correlate positively with tourist satisfaction.

Conceptual Framework

The conceptual framework for this research is seen in Figure 2.1. The three factors that make
up the independent variable that will be proposed are accommodation, food quality, and
customer relations. Local tourist satisfaction in Malaysia is the dependent variable.

Independent variable (IV) Dependent
variable (DV)
Accommodation
Food Quality | Tourist Satisfaction

Customer Relations /

Figure 2.1: Conceptual Framework of accommodation, food quality, and customer relations
toward Tourists’ Satisfaction.
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METHODOLOGY

Research Design

The study's design incorporates the factors that impact tourist satisfaction among local tourist
in Malaysia. A quantitative technique will use in this study, and data will collect from
individuals using a self-directed questionnaire. The relationship between accommodation, food
quality, customer relations, and tourist satisfaction among local tourist in Malaysia is the subject
of a descriptive study. The descriptive study design assists in answering the research questions
and achieving the research objectives.

Population and sample size

Overall, the population including the international and domestic tourist is 231.3 million. The
research population of this study only involves local tourist in Malaysia. The target population
for local tourist is 131.66 million. To determine the sample size, Krejcie and Morgan (1970)
sample was used in this study. Krejcie & Morgan (1970):

S = sample size

X2 ~ the table value of chi-square for 1 degree of freedom at the desired confidence level
(3.841) N = the population size of domestic tourist in a year

P = the population proportion (assumed to be 0.5 since this would provide the maximum
sample size)

d = the degree of accuracy expressed as a proportion (0.5)

x*NP (1 —P)
d*(N — 1)+ (x*P (1 — P))
3.841(2054000000) (0.5) (1 —0.5)

57 (0.05)2(2054000000 — 1) + 3.841(0.5) (1 — 0.5))

1972353500

5135000.958
S =384.099
S=384

The exact amount of sample size for the population are 384 but the return of the questionnaire
answered by respondents collected the data for 256 respondents.
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Data Collection

The data collection method utilised in the initial stage of this study involved online surveys
administered through Google Forms. The researcher chose to use this platform of technology
tools because it is both free and user-friendly. It also makes it easier for the researcher to collect
all the data from tourists who are local to the area. The second stage of data collection involved
conducting fieldwork. The questionnaire was utilised as the primary instrument for data
collection in this study. There are six sections in the questionnaire that require respondents to
provide answers. A questionnaire was distributed among the local tourists in Malaysia to collect
data.
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Sampling

Csikszentmihalyi et al., (2014) Sampling is a technique for obtaining data in academics to learn
regarding a particular population by studying the findings of a sample of people rather than
focusing on some specific individuals. Probability sampling and non-probability sampling are
the two major sample methodologies used in this study. Random samples are used in probability
sampling, enabling important inferences more about overall demography to be drawn. Non-
probability sampling is frequently related with qualitative research and the construction of
research articles. The non-probability approach, for example, a simple sampling method, was
chosen as the sample design in this investigation. Facility sampling is a sampling strategy that
involves selecting participants from a target group based on specific criteria, such as
accessibility, geographic location, capacity at a given time, or willingness to participate. This
method is non-probability or non-random in nature.
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Research Instrument

The items measuring the chosen research constructs were adopted from prior related research
in the field of tourism consumer behaviour.

Table 1: Measurement items

Measurements Number of items in Scales Author
the questionnaires used

Section A: Demographic 6 Adapt

information

(Dependent Variables) 5 Adopt Khan et al |

Section B: Tourist satisfaction (2020)

(Independent Variables) Section 5 Adopt Stojiljkovi et

C: Customer Relations al_, (2019)

(Independent Variables) 5 Adopt Jeaheng et al |

Section D: Food Quality (2020)

(Independent Variables) 5 Adopt Gossling et al |

Section E: Accommodation (2021)

Total 26
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Data Analysis

The primary data will be examined by researchers using the Statistical Programmers for
Social Science (SPSS) version 29.0. SPSS is a program-based data processing and analysis
window that allows you to create tables and pie charts. Computers aided researchers in lowering
the effort required to determine information and making quantitative analysis easily and
quickly. The researcher uses descriptive statistics, reliability statistics, Pearson's correlation,
and regression to evaluate quantitative data.

FINDINGS

Demographic Profile of Respondent

Research Instrument

The items measuring the chosen research constructs were adopted from prior related research
in the field of tourism consumer behaviour.

Table 1: Measurement items

Measurements Number of items in Scales Author
the questionnaires used

Section A: Demographic 6 Adapt

information

(Dependent Variables) 5 Adopt Khanetal

Section B: Tourist satisfaction (2020)

(Independent Variables) Section 5 Adopt Stojiljkovi et

C: Customer Relations al_ (2019)

(Independent Variables) 5 Adopt Jeaheng et al ,

Section D: Food Quality (2020)

(Independent Variables) 5 Adopt Gossling et al,

Section E: Accommodation (2021)

Total 26
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Table 2: Demographic Profile of Sample

Characteristics Frequency %%
Gender Male 91 35.55
Female 165 642
Age 18-20 vears old 15 64
21-30 years old 115 451
31-40 vyears old a5 362
41-50 years old 28 109
51 and above 3 14
Race Malay 157 614
India 638 265
Chinese 31 121
Occupation Student a1 357
Governments 13 51
Private Sector 129 303
Freelancer 8 3.1
Self-employed 15 58
Travel Frequencies 1-2 Times 78 304
3-5 Times 113 44
More than 5 Times 63 256
Travel Period Public Holiday 108 424
Semester Break Weekends 42 179
Anytime 102 397

The respondent profile is summarized in Table 2. The total number of respondents for male was
91 respondents while the number of females was 165 respondents. The highest percentage of
respondents was age from 21-30 years old which have (45.1%), second highest is the age
range 31-40 which have (36.2%), third is 41-50 years’ old which has (10.9%), fourth is 18-20
years old which was (6.4%), and the last is age range below 50 years” old and above which
have (1.4%).

There were 256 respondents who consist of Malay (157 respondents), India (68
respondents), and Chinese (31 respondents) had responded to the questionnaire. The highest
percentage of respondents was Malay (61.4%) and follow by Indian respondents which have
26.5%, third is Chinese respondents who have 12.1%.

Next, the total number of respondents for student was 91 respondents and 35.7%, the
respondent for governments was 13 respondents and 5.1%. The questionnaire was completed
by 3.1 % of those is freelancer (8 respondents). 5.8 % (15 respondents) of self-employed have
responded. The highest respondents were 50.3 % (129 respondents) is private sector.

Furthermore, there were 30.4 % (78 respondents) who had travel frequencies for 1-2
times who answered the questionnaires. The highest were 44 % (113 respondents) who had
travel more, and the lowest were 25.6 % who had travel is (65 respondents). Moreover, public
holiday had the greatest percentage of responders (42.4%). (108 respondents). The
questionnaire was completed by anytime travel period by 39.7% (102 respondents). Semester
break weekends had the lowest participation rate, at 17.9 % (45 respondents).
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Reliability Test

A reliability system is used to assess a system's overall stability and performance over a
particular period and under various testing situations. The pilot test was conducted with 30
people before being circulated to 256 people via an internet survey.

Table 3: Results of Reliability Test

Variable Number of Cronbach’s Alpha Strength of
items coefficient Association
Aecommodation 5 0.905 Excellent
Food Quality 5 0.917 Excellent
Customer Relations 5 0.904 Excellent
Tourist Satisfaction 5 0.905 Excellent

Cronbach's Alpha Coefficient values for the independent and dependent variables in this study
are shown in Table 3. We may deduce from the table above that all the variables were more
than 0.9. Consequently, the conclusion presented is reliable and may be accepted in this study.
The accommodation variable that impacted tourist satisfaction among local tourists in
Malaysia was measured using 5 questions, and the Cronbach's Alpha result for this section's
question was 0.905, which was excellent. As a result, the coefficients derived for the
accommeodation variable questions were reliable.

Following that, there were five questions in assessing the food quality variable that
affected tourist satisfaction among local tourist in Malaysia, and the result was 0.917, which is
considered excellent. As a result, the coefficients calculated for the food quality variables
were reliable.

Five questions were utilised to measure the dependability variable that affected
customer relations among local tourist in Malaysia, and the outcome for this section's question
was 0.904, which was outstanding. As a result, the coetficients produced for the reliability
variable questions were reliable.

Finally, five questions were utilised to assess tourist satisfaction among local tourist in
Malaysia, and the Cronbach's Alpha result for this section's question was 0.905, indicating
excellent. As a result, the coefficients derived for these questions in assessing tourist
satisfaction among local tourist in Malaysia were also reliable. Since the Cronbach's Alpha
charge for the wvariables exceeded 0.7, it may be concluded that surveys are extremely
trustworthy and that the study can proceed.
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Descriptive Analysis

This study has analysed the mean and standard deviation for section C, D, E and F of the
questionnaires.

Table 4: Descriptive Statistics

Variables N Mean Standard Deviation
Accommodation 256 89695 1.42030
Food Quality 256 7.8672 1.65859
Customer Relations 256 9.0977 1.15904
Tourist Satisfaction 256 82693 1.42030

Table 4 displays on the independent variable and dependent variable, the mean and standard
deviation analysis. Accommodation factor, food quality factor, and customer relations factor
was independent variable while dependent variable was tourist satisfaction among local
tourist in Malaysia. The highest mean value was customer relations, which is 9.0977, where
respondents agreed more on this factor. Meanwhile, the lowest mean value was food quality
factor, which is only 7.8672, where in this study the respondents agreed lower for that variable.
The data set with the standard deviation of more than 1 out of 256 respondents shows the more
dispensing values.

Pearson Correlation

One of the most important analyses that examined the linear relationship between the two
variables was Pearson's correlation analysis. The goal of this study was to see if there were any
relationships between the independent variables (accommodation, food quality, and customer
relations) and the dependent variable (tourist satisfaction). If the relationship is substantial,
the researchers must determine what degree of association strength is acceptable.
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Hypothesis 1

H;: There is relationship between accommodation factors and tourist satisfaction among local
tourist in Malaysia.

Table 5: Correlation coefficient for accommodation factors and tourist satisfaction local tourist in Malaysia.
Tourist Satisfaction

Accommodation
Tourist Satisfaction Pearson correlation 1 0.752%*
Sig. (2-tailed) 0.000
N 256 256
Pearson cotrelation 0.752%* 1
Accommodation Sig. (2-tailed) 0.001
N 256 256

Table 5 shows the Pearson correlation coetficient, the significant value, and the total number
of respondents (256). The p-value was 0.001, which was the same with the 0.01 level of
significance. The accommodation and tourist satisfaction exhibited a high positive link with
a correlation value of 0.752.

Hypothesis 2

Hj: There is relationship between food quality factors and tourist satisfaction among local tourist
in Malaysia.

Table 6: Correlation coefficient for food quality factors and tourist satisfaction among local tourist in

Malaysia.
Tourist Satisfaction
Food Quality
Tourist Pearson 1 0.778%%
Satisfaction FOHEIEH_DH
Sig. (2-tailed) 0.000
N 256 256
Pearson 0.778%* 1
correlation
Food Sig. (2-tailed) 0.000
Quality
N 256 256

Table 6 shows the Pearson correlation coefficient, the significant value, and the total number
of instances (256). The p-value was 0.001, which was same with the 0.01 level of
significance. The correlation value of 0.778 revealed a high positive relationship between
food quality and tourist satisfaction.
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Hypothesis 3

Hi: There is relationship between customer relations and tourist satisfaction among local
tourist in Malaysia.

Table 7: Correlation coefficient for customer relations and tourist satisfaction among local tourist in Malaysia.

Tourist Satisfaction
Customer Relations
Tourist Pearson correlation 1 0.82p%*
Satisfaction Sig. (2-tailed) 0.001
N 256 256
Pearson correlation 0.826%% 1
Customer Relations Sig. (2-tailed) 0.001
N 256 256

Table 7 shows the Pearson correlation coefficient, significant value, and case count of
256. The p-value was 0.001, which was same with the 0.01 level of significance. With a

correlation value of 0.826, there was a high positive link between customer relations and
tourist satisfaction.

Table 8: Summary of Correlation Analysis

Hypothesis Significant Conclusion Correlation Conclusion
Value Value
1 0.001 Accepted 0.752 High Positive
2 0.001 Accepted 0.778 High Positive
3 0.001 Accepted 0.826 High Positive

Researchers used Correlation Analysis to determine the linear relationship between the two
variables that were indicated as the study's goals. Table 8 shows the results of the Correlation
Analysis, which revealed a strong positive association between accommodation, food
quality, and customer relations. In addition, there is a strong link between accommodation,
food quality, customer relations among lpcal tourist in Malaysia.
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DISCUSSION & RECOMMENDATION

The study analysing the relationship between accommodation, food quality, customer relations,
and tourist satisfaction. The purpose of this study is to determine the relationship between
accommodation, food quality, customer relations, and tourist satisfaction among local tourists
in Malaysia.

This study suggests that more research on local tourist travel in Malaysia conducted,
because this research was limited to Malaysian visitors, it was unable to draw any conclusions.
The results of this study may differ if it is extended to international visitors in Malaysia. As a
result, instead of focusing just on local tourists, other tourists were otherwise expected to answer
out surveys.

Additionally, this study solely considers of three characteristics that influence tourist
satisfaction with accommodation, food quality, customer relations, among local tourist in
Malaysia. Nevertheless, this study may be overlooking other crucial aspects that impact tourist
satisfaction among local tourist in Malaysia. Consequently, future researcher’s may propose
additional variables, such as transparency factors, to test their new discovery.

The study is then reduced to 256 samples, which may be utilised to define the target
population. According to Krejcie and Morgan (1970), if the amount is sufficiently reliable,
higher sample sizes might be applied to analyse millions of Malaysian tourists. Consequently,
to improve the validity and reliability of their investigations, future researchers should raise
their sample size.

Furthermore, rather than respondent responding a scale online survey questionnaire,
uses an interview method construct open-ended questions to respondents. Researchers may
receive a high interview response rate, and uncertainties or partial answers can be pursued on
straight away. Consequently, these strategy will eliminate misunderstanding and considerably
to improve study findings.

Finally, future researchers should be undertaken to remain up to date on variables that
might impact tourist satisfaction with accommodation, food quality, and customer relations. It
is feasible to assess the factors that influence tourist satisfaction, which may assist business
owners in implementing more successful marketing tactics. Academics in the future might
create a unique framework for analysing tourist satisfaction with tourism industry. Because
client happiness with e-hailing services is variable, regional surveys must be conducted to
measure customer satisfaction.
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CONCLUSION

In conclusion, the researcher must clearly state the study's goal in relation to this chapter's problem.
This study investigates how accommodation, food quality, and customer relations impact the
satisfaction of local tourists in Malaysia. The research framework has been developed based on the
literature that has been reviewed. The researcher wanted to see how each element related in the
dependent variables and the independent variables.

This research examines the correlation between accommodation, food quality, and customer
relations and how they impact the level of satisfaction among local tourists in Malaysia. Research
goals have been accepted, it’s aimed to examine the relationship between accommodation, food
quality, and customer relations that influence tourist satisfaction among local tourists in Malaysia.
The joy of local tourists in Malaysia can be affected by factors such as accommodation, food quality,
and customer relations. Predictions can be made about the impact of these factors on tourist
satisfaction.
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