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CHAPTER I 

INTRODUCTION 

 

1.1 Background of the Study 

The hotel industry is highly competitive and places a strong emphasis on 

customer satisfaction. Providing best-in-class facilities coupled with an exceptional 

service experience has become the critical aspect for hotels to attract and retain 

guests in today's interconnected global marketplace. Customer loyalty is considered 

a crucial factor for success in this industry, as repeat business from loyal customers, 

along with positive word of mouth, have the potential to captivate new customers. 

Customers are likely to develop loyalty when they find satisfaction in the facilities 

and services offered. The perceived quality of service influencing customer 

satisfaction, leads to a consistent effort to provide the best for the guest which 

ultimately affects their intention to return . 

Bali is a tropical island located west of the island of Java and east of the 

island of Lombok, Indonesia. This island of the gods is covered in forests and 

colored by beautiful beaches. Therefore, it is not surprising that many foreign 

tourists want to visit this magical island. This is what makes Bali’s nature highly 

preserved by the government. The Ritz-Carlton, a brand which is now under 

Marriott International, is one of the most well-known luxury hotel chains in the 

world. It all started in 1983 when William B. Johnson bought the Ritz-Carlton, 

Boston and the rights to The Ritz-Carlton name. The brand was then developed 

internationally until today, it has a total of 108 properties spread across 30 countries 
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around the world including one of the most visited islands in Indonesia, Bali. The 

Ritz-Carlton Bali is a five-star luxury hotel located on the southern part of Bali in 

Sawangan, Nusa Dua. It was officially opened on 16 December 2014, built on a 

sprawling 12,7 hectares white beach front and elevated cliff top setting. The resort 

is situated on beautifully landscaped tropical gardens with stunning panoramic 

views over the azure Indian Ocean, which are designed to reflect the Balinese 

culture and offer guests an authentic experience. In accordance with its motto "We 

are Ladies and Gentlemen serving Ladies and Gentlemen", the Ritz-Carlton Bali 

always applies the credo, three steps of service, service values, and the employee 

promise. The Ritz-Carlton Bali features 313 combined ocean suites and villas, 

supported by outstanding facilities and exceptional service standards from the 

Ladies and Gentlemen. It will indeed create an unrivaled experience for all of the 

guests staying. 

The Ritz-Carlton Bali itself has built an excellent reputation for its luxurious 

accommodations and top-notch service, and it recognizes the importance of 

prioritizing customer satisfaction. However, the dynamic and ever-changing nature 

of the market demands continuous efforts to assess and improve service delivery, 

surpassing customer expectations. Moreover, luxury hotels in Bali are continuously 

increasing and starting to develop after the COVID-19 pandemic. Originating from 

the writer's experience, The Ritz-Carlton Bali consistently welcomes feedback and 

suggestions from guests. Consequently, regular monthly meetings are conducted 

with all employees to promote the advancement and development of the hotel. 

Identifying the factors that contribute to manage customer satisfaction is essential 
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for the hotel's management to develop effective strategies that elevate guest 

experiences. 

Two critical dimensions that significantly influence customer satisfaction in 

the hotel industry are facilities and service quality. Qualified facilities are one of 

the main reasons guests choose to stay at a hotel. Various facilities provided by the 

hotel of course greatly influence the experience of guests who stay. The 

measurement includes focusing on room condition and atmosphere, room design, 

facility condition, lighting, color and visual layout. The Ritz-Carlton Bali as a 

luxury hotel certainly has standard facilities that serve as a reference in building 

and improving the quality of guests’ stay. It appears to incorporate traditional 

concepts with a distinctive Balinese touch. However, as many hotels nowadays 

have been using sophisticated technology for their facilities, keeping the traditional 

concept without any enhancement makes The Ritz-Carlton Bali seems outdated. 

Considering that the hotel has been operating for nine years, some of the facilities 

are prone to damage, even though they have undergone various soft maintenance 

efforts. 

Apart from providing outstanding facilities, delivering a phenomenal 

service is another way to gain a competitive advantage and maintain customer 

satisfaction. Service quality reflects the emotional commitment and dedication of 

the staff to their roles, which directly impacts the level of service extended to guests. 

It involves building and maintaining strong connections with customers, 

personalizing services reflecting on their preferences, and addressing their needs. 

A good quality of service allows for customer satisfaction and will attract new 
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customers. It basically refers to how guests see the excellence of services provided, 

in several aspects like responsiveness, reliability, assurance, tangible, and empathy. 

If the company can produce good quality then consumers will be satisfied. The Ritz-

Carlton Bali for sure has always maintained a level of service quality by performing 

service in accordance with the Standard Operational Procedures (SOP). However, 

sometimes especially on the peak seasons, things went out of control causing the 

customer to be unsatisfied. Conditions such as delayed service and rooms not being 

ready after check in time are still the most frequent problems that have not been 

fully resolved by The Ritz-Carlton Bali. Another issue that should also be given 

more attention is the cleanliness of the rooms and facilities. 

The explanation shows that satisfaction is the final step in utilizing facilities 

or services. Satisfaction is a response to the fulfillment of customer expectations. It 

describes how the facilities and service provided can meet a certain level of 

expectation and result in the excitement of customers. A company seeks to ensure 

the utmost satisfaction of its customers. However, this is not an easy thing 

considering the increasingly fierce competition in a world full of dynamics. 

Changes are not just about customer preferences and feelings, but also the 

environment around them. These changes indirectly affect customers' social 

interactions and cultural views. For that reason, companies must know the 

importance of maintaining customer satisfaction. A satisfied customer becomes a 

valuable asset for the company, either by offering positive feedback or by 

contributing to increased profits through loyalty, because customer loyalty has a 

long-term positive relationship with profitability. Guest satisfaction at The Ritz-
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Carlton Bali can be measured from the overall experience felt during the guest's 

stay at the hotel. Indicators used to measure customer satisfaction can include 

customer surveys and analysis of customer loyalty levels. 

Traveling experiences for tourists are often uploaded on the internet. One of 

the most popular sites is called Tripadvisor. Tripadvisor is the world’s largest travel 

guidance platform from America that operates on a global platform. This site and 

app is based on user-generated content, where travelers across the globe can get 

guidance from those who have been at the place before. Tripadvisor is available in 

43 markets and 22 languages, which makes it easier for any user. With more than 

one billion reviews and opinions of nearly eight million businesses, users can 

discover a lot of recommendations, compare prices, and even make online 

reservations directly (Tripadvisor, 2023). The main highlight is that travelers can 

provide a trustworthy review of the experiences they had. 

 Here are some reviews that writer received from the Tripadvisor app 

regarding The Ritz-Carlton Bali: 
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Figure 1.1 Guest Review of The Ritz-Carlton Bali on Tripadvisor 

Source: Tripadvisor (2024) 

And below are some hotel’s Guest Incident Action (GIA) that writer 

received from the Ritz-Carlton Bali’s Management: 
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Figure 1.2 Guest Cases in Hotel’s GIA 

Source: The Ritz-Carlton Bali (2023) 

In reference to the research of Nur and Fadili (2021) with the title of ‘The 

Influence of Service Quality and Facilities on Customer Satisfaction at Travelers 

Hotel Jakarta’, it shows that there is a partial and simultaneous influence between 

facilities and service quality on customer satisfaction at Travelers Hotel Jakarta. 

The same results were also obtained from the research of ‘The Influence of 

Facilities and Service Quality on Customer Satisfaction at Bukit Serelo Lahat 
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Hotel’ by Nidyawati and Hartini (2021), it was concluded that both facilities and 

service quality contribute to influence customer satisfaction. 

While there is existing research on the individual influence of facilities and 

service quality on customer satisfaction in the hospitality industry, comprehensive 

studies that analyze the two factors together are limited, especially in the context of 

luxury hotels like The Ritz-Carlton Bali. This study aims to bridge this gap in the 

literature by examining the combined influence of facilities and service quality on 

customer satisfaction. Through a thorough analysis of these factors and their 

interrelationships, the study's findings will offer valuable insights for The Ritz-

Carlton Bali's management. The results will aid in making informed decisions 

pertaining to facilities and service optimization strategies. Moreover, the research 

outcomes will contribute to the body of knowledge within the hospitality industry 

and serve as a reference for other luxury hotels striving to improve customer 

satisfaction and maintain a competitive edge in the market. 

Observing the phenomena above, the writer chose the title of this final paper 

to be “The Influence of Facilities and Service Quality on Customer Satisfaction at 

The Ritz-Carlton Bali”.  

 

1.2 Problem Limitation 

Due to the limitation of time, the writer limit the problem of the research to 

facilities with the indicator of visual layout and facilities condition and service 

quality with the indicator of responsiveness, reliability, and tangible at The Ritz-
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Carlton Bali, and the research object will be all of the guests of The Ritz-Carlton 

Bali. 

 

1.3 Problem Formulation 

Drawing from the problem limitation above, problem formulation in this 

final assignment can be made, such as: 

1. Do facilities have an influence on customer satisfaction at The Ritz-Carlton 

Bali? 

2. Does service quality have an influence on customer satisfaction at The Ritz-

Carlton Bali? 

3. Do facilities and service quality have an influence on customer satisfaction 

at The Ritz-Carlton Bali? 

 

1.4 Objective of the Research 

Here are some objective of the research: 

1. To identify whether facilities have an influence on customer satisfaction at 

The Ritz-carlton Bali. 

2. To identify whether service quality has an influence on customer 

satisfaction at The Ritz-carlton Bali. 

3. To identify whether facilities and service quality have an influence on 

customer satisfaction at The Ritz-Carlton Bali. 
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1.5 Benefit of the Research 

Understanding the influence of facilities and service quality towards 

customer satisfaction has led to several benefits that can be separated into two types, 

which are: 

1.5.1 Theoretical Benefit 

The theoretical contributions of this research inform better practices in 

managing customer satisfaction and deeper understanding into consumer behavior 

within the hospitality industry. It enhances the body of literature on hospitality 

management, providing valuable insights for future research. 

1.5.2 Practical Benefit 

The practical benefits of this research includes: 

1. For The Ritz-Carlton Bali: enable to identify areas of development that leads 

to operational improvements, giving The Ritz-Carlton Bali a competitive 

edge in the hospitality market. 

2. For the Writer: conducting research on this topic allows the writer to 

expertise in hospitality management and gain valuable insights that can be 

applied to future research. 

3. For the Customers: the research ultimately benefits customers by assuring 

their needs and preferences are met to increase satisfaction. Customers will 

have an elevated experience during their stay at The Ritz-Carlton Bali. 


