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CHAPTER I 

INTRODUCTION 

 

1.1  Background of the Study 

Tourism and hospitality industries play important roles due to them being 

considered as an essential source of income within a country. As a result, a lot of 

countries competitively attempt to draw guests and tourists’ attention to their 

destination in regard to growth and enhance their nation’s life (Gardi et al., 2020 in 

Ali et al., 2021). Hospitality is a specific type of relationship between traveler and 

a host (Ali et al., 2021). In relation to this statement, it means that the hospitality 

industry includes providing services to guests, customers, or even travelers.  

Deep diving into the hospitality industry, guest experience is one of the key 

factors of hotel performance, particularly in the competitive environment. It is 

stated in the studies of Shaw & Ivens (2002) in Godovykh & Tasci (2020) that 85% 

of corporate management supports the idea that, in today’s market, customer/guest 

experience is the primary competitive advantage compared to price, product, and 

quality. To support this finding, experience is an essential aspect of providing a 

deep feeling of enjoyment that eventually establishes positive recollection 

(Csikszentmihalyi, 1990 in Godovykh & Tasci, 2020). 

Guest experience is an indispensable component of core service delivered 

by hotels, refers to the interactions and perceptions of the service consumed by
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the guests. Guest experience is “the overall assessment of customers’ interactions 

and observations of the services obtained at a hospitality establishment, which is 

part of the unique service proposition.” (James & Inyang, 2023). Studied by Poria et 

al. (2021), physical environment is found to play a significant role in shaping guest 

experiences and satisfaction. Additionally, prior studies investigated variables 

impacting guest experiences where the physical environment has obtained the most 

attention in it. 

Guest experience “occurs whenever a company intentionally uses services 

as the stage and goods as props to engage an individual” where it can be memorable 

in a good or bad way and engages with individual in an emotional, intellectual, 

physical or even spiritual level that is unique for each person (Diller et al., 2006 in 

Ford & Sturman, 2019). Pullman & Gross (2004) in Ford & Sturman (2019) 

mentioned that physical and relational are two main components of experience. The 

physical refers to all facilitating goods and supporting facilities that involves sights, 

sound, smells, feelings, etc. while the relational context refers to the interactions 

between service providers and customers, and interaction between customers to the 

other customers. Quality of standards of various services, marketing to customers, 

physical property, value for money, general atmosphere, brand name and 

reputation, personnel, quality standards at check-in and check-out, and guest room 

design and amenities are the key functional area of guest experience (Dube & 

Renaghan, 1999 in Ford & Sturman, 2019). 

Furthermore, guest experience is also categorized as one of the concern 

areas in hospitality field as it can contribute to customer loyalty, repeat visit, and 
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positive word-of-mouth (Mohsin & Lengler, 2015; Padma & Ahn, 2020 in 

Zarezadeh et al., 2022). Creating multisensory experience may result in a “wow” 

moment, satisfaction, and unique experience, in which it could enhance the guest 

experience during their stay in the hotel (Lee et al., 2019) 

Guest experience might be conceptualized as to be influenced by the 

physical environment. It is considered as one of the essential elements in shaping 

the nature of guest experience (Bitner, 1992 in Ali et al., 2023).The material or 

tangible surrounds of a place are referred to as the physical environment, where it 

consists of ambiance, decoration, and layout, such as the interior, décor, artefacts, 

and the furniture layout (Raghavendra et al., 2019a). It is the first element that a 

guest will experience after entering the hotel. In fact, a guest decided to stay in a 

certain hotel not only for their stay needs, but also to form a memorable experience.  

According to Ali et al. (2023), the dimension of physical environment 

consists of ambience, layout, and furnishing. In summary, hotel ambience refers to 

the overall impression of a place when sitting in a certain location of people who 

have a particular style or décor. Hotel layout is a dimension that should be precise 

where the furniture and fixture arrangement should be parallel to the spacious room. 

Hotel furnishing refers to the furnishing and decoration that are arranged with the 

fulfillment of valuable and unique opportunities for cultural experiences of the 

guests. Additionally, due to these physical environments, it could result in 

enhancing guest’s experience, arousal, pleasure, and emotions where they might 

feel satisfied and have the consideration to revisit the place again. 
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Cleanliness is a condition where there is no dirt and diseases which can harm 

ourselves and the environment in every living aspect on a daily basis (Jumarsa et 

al., 2020). In terms of service commitment, the cleanliness aspect is crucial, both 

the cleanliness of the staff itself, the staff area, and the entire hotel area. Cleanliness 

and tidiness of the room area are the essential things and necessary factors for 

personal health (Sudarmayasa et al., 2022). Based on a study conducted by Barber 

Scarcelli (2009) in Taştan & Soylu (2023), cleanliness is the main factor for 

customers to choose a certain business, visit, and spend time there. The finding of 

Zemke et al. (2015) in Ali et al. (2023) shows that hotel cleanliness is crucial to the 

guests where it enhances the guest experience and increases the level of satisfaction. 

It is stated in the study of Liu et al. (2021) that physical environment is one 

of the manifestations that shape guest experience. Following this statement, 

according to Harris & Ezeh (2008) in Ali et al. (2023), cleanliness is found to be 

the vital aspect in establishing a positive physical environment. Furthermore, the 

findings from Prasad et al. (2014) in Zarezadeh et al. (2022) also support that 

tangible attributes like cleanliness are identified to have correlation with guest 

experience. Thus, having positive guests’ experiences may result in the higher 

possibility for the guests to naturally become satisfied with the hotel and may 

establish strong increase to repeatedly patronized the brand for a long term (James 

& Inyang, 2023).  

The economy of Bali heavily relies on the tourism sectors and is also 

supported by the large number of local communities that are involved in tourism 

activities. Based on Tripadvisor through the travel planning and booking site in the 
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traveler’s choice awards category, Bali is the second highest rank for the best 

destination for tourism in 2024 among 25 countries. The Apurva Kempinski Bali is 

chosen by the writer as the research object to examine the influence of physical 

environment on guest experience with moderation of hotel cleanliness.  

The significance and originality of this research lies in the moderation of 

cleanliness where in several previous studies, cleanliness acts as a predictor in the 

physical environment dimension. Therefore, the study of cleanliness as a 

moderating factor is still rare and worth researching and this contributes to the 

novelty of the research.  

The Apurva Kempinski Bali is a 5-star luxury hotel with breathtaking views 

of the Indian Ocean and tropical gardens that present a majestic open-air theater. It 

is located in the Nusa Dua area which is the most popular area of luxury hotels in 

Bali and takes about 30-45 minutes from Bali Ngurah Rai International Airport. 

The Apurva Kempinski firstly opened on 6 February 2019 and offers a total of 475 

rooms, including Deluxe, Suite, and Villa rooms.  

The following are the bad reviews from 2020 - 2024 at The Apurva 

Kempinski Bali for independent variables of hotel ambience, hotel layout, hotel 

furnishing, and hotel cleanliness as moderating variable. 

Table 1. 1 Guest Review at The Apurva Kempinski Bali (2022 - 2024) 

Guests Reviews at The Apurva Kempinski Bali 

HA: Hotel Ambience 
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HL: Hotel Layout 
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HF: Hotel Furnishing 
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HC: Hotel Cleanliness 
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Source: Prepared by writer (Guest feedback and review from TripAdvisor & Traveloka, 

2024) 

 

From the table above, it is shown that there are several issues with the hotel 

ambience where the guests seem dissatisfied with the ambience of the hotel where 

it is loud, crowded, and has bad smell in the bathroom area. The problems of hotel 

layouts are characterized by the number of bad reviews where the guests complain 

about the distance from their room to the beach or restaurant areas, low bath 

amenities, or even lack of signage within the hotel. Hotel furnishing as seen, 
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customers are dissatisfied with the furniture after spending quite a high price for the 

hotel stay. Some of the furniture/facilities that tend to have problems are the air 

conditioner, toilet, room key access, and water boiler. For hotel cleanliness aspect, 

reviews above proves that The Apurva Kempinski Bali needs to raise their concerns 

in terms of cleanliness of the rooms more properly as it results in dissatisfied guest 

who expect good experience while staying at The Apurva Kempinski Bali.  

Based on the background study mentioned above, the writer decides to 

investigate whether physical environment includes hotel ambience, hotel layout, 

and hotel furnishing could influence the experience of the guests with moderation 

of hotel cleanliness. “THE INFLUENCE OF PHYSICAL ENVIRONMENT 

ON GUEST EXPERIENCE WITH MODERATION OF HOTEL 

CLEANLINESS AT THE APURVA KEMPINSKI BALI” is the title of this 

thesis in which the writer will present the further findings of this analysis. 

 

1.2  Problem Limitation 

For this research, the writer would like to confine the variables of the 

independent variables to physical environment (hotel ambience, hotel layout, hotel 

furnishing), with the dependent variable being guest experience to which the 

moderating variable is hotel cleanliness. The final limitation is that the research 

object will focus on The Apurva Kempinski Bali and limited to the period of 

September 2024.  
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1.3  Problem Formulation 

Based on the observation, background study, and title that is conducted by 

the writer, the writer prepares the following problems identification as follows: 

1. Does hotel ambience influence guest experience at The Apurva Kempinski Bali 

positively?  

2. Does hotel layout  influence guest experience at The Apurva Kempinski Bali 

positively?  

3. Does hotel furnishing influence guest experience at The Apurva Kempinski 

Bali positively?  

4. Does hotel cleanliness act as moderator between hotel ambience and guest 

experience at The Apurva Kempinski Bali positively? 

5. Does hotel cleanliness act as moderator between hotel layout and guest 

experience at The Apurva Kempinski Bali positively? 

6. Does hotel cleanliness act as moderator between hotel furnishing and guest 

experience at The Apurva Kempinski Bali positively? 
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1.4  Objective of the Research 

The objectives of the research are as follows: 

1. To identify whether hotel ambience influences guest experience at The Apurva 

Kempinski Bali positively. 

2. To identify whether hotel layout influences guest experience at The Apurva 

Kempinski Bali positively. 

3. To identify whether hotel furnishing influences guest experience at The Apurva 

Kempinski Bali positively. 

4. To identify whether hotel cleanliness acts as moderator between hotel 

ambience and guest experience at The Apurva Kempinski Bali positively. 

5. To identify whether hotel cleanliness acts as moderator between hotel layout 

and guest experience at The Apurva Kempinski Bali positively. 

6. To identify whether hotel cleanliness acts as moderator between hotel 

furnishing and guest experience at The Apurva Kempinski Bali positively. 

 

1.5  Benefit of the Research 

There are 2 (two) types of benefits as a result of the research of The 

Influence of Physical Environment on Guest Experience with Moderation of Hotel 

Cleanliness at The Apurva Kempinski Bali are as follows. 

1.5.1  Theoretical Benefits 

The aim of conducting this research is to answer and explain the 

phenomenon that occurs based on the explanation that happened in reality. 

In this research, the writer focuses more on the variables that influence guest 
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experience at The Apurva Kempinski Bali. Additionally, the findings of the 

research are anticipated to hold academic value and reference for fellow 

researchers, particularly with the variable employed in this study. 

 

1.5.2  Practical Benefits 

The practical benefits of conducting this research are as follows: 

1. For the Writer 

As this research requires the writer to collect data, analyze data, 

and do academic writing, the outcome of this research towards 

the writer is to gain valuable comprehensive insights and 

knowledge regarding the influence of physical environment 

(hotel ambience, hotel layout, and hotel furnishing) on guest 

experience with moderation of hotel cleanliness in the hotel 

sector. In addition, the writer will broaden her understanding of 

how to improve guest experience within a business or hotel 

industry. 

 

2. For the Company 

The result of this research is expected to become valuable 

insights and recommendations for the company to understand 

about the influence of physical environment (hotel ambience, 

hotel layout, and hotel furnishing) on guest experience with 

moderation of hotel cleanliness in the hotel sector. Thus, the 
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hotel can further increase the rate of good experience of the 

guests as well as raise the popularity of the hotel in the 

community. 

 

3. For the Researcher 

The output of this research is anticipated to be other researchers’ 

references on topics related to hotel ambience, hotel layout, hotel 

furnishing, hotel cleanliness, and guest experience in the 

hospitality industry.


