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ABSTRACT

A Study on the Effects of Hotel Service Quality on Customer
Satisfaction and Customer Loyalty
: Focused on Five-Star Hotels in Suzhou, China

Chen Ruiyuan
Kim Hyoungtae

This study investigated the impacts of hotel service quality on customer satisfaction and its
subsequent influence on loyalty in the context of five-star hotels in Suzhou, China. The aim was to
derive specific strategies for enhancing customer satisfaction and fostering loyalty through an
examination of both the academic advancements and practical management aspects of China's
hospitality industry. A blend of theoretical and empirical approaches was employed, with the
former laying the foundational understanding of service quality, customer satisfaction, and
loyalty. Building on this theoretical framework, a structured questionnaire was administered to
fulfill the research objectives. The geographical scope was confined to Suzhou's five-star hotels,
and the empirical data collection spanned from March 8th to May 22nd, 2021. The content scope
focused exclusively on the nexus between hotel service quality, customer satisfaction, and loyalty.
Statistical analysis was performed using SPSS 26.0 for Windows. The findings reveal that: @ Service
quality significantly affects customer satisfaction, with four out of the five dimensions—"variety,”
“certainty,” “reliability,” and “responsiveness’—positively influencing satisfaction. @ Similarly,
service quality significantly impacts loyalty, as evidenced by the positive associations of the
aforementioned four dimensions with loyalty. ® Customer satisfaction plays a pivotal role in
shaping loyalty. It is noteworthy that the study's sample was limited to Chinese clientele in
Suzhou's luxury hotels, and future research should include international guests from diverse
backgrounds. Additionally, the reliance on self-reported questionnaires necessitates caution due

to potential response bias.

Keywords: hotel service quality, customer satisfaction, customer loyalty, five-star hotels, Suzhou
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