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Judul : Customer Comparative

Hotels’ Servi gf i ~
Is’ S Q/&@ N ’EFS

Process
N 0
Abstract ¢
omion, a growing number of hotels have begun %:I' the

pro nts that can be converted to a competitive ad gefOne way in

ts m%ﬁnovate and learn, as they respond to their competitivel@nvironment,
is by means of benchmarking. Current practice in hotel benchmarking involves gauging glésts’
satisfaction and perception through either guests comment cards or reports from the hotéls’ guest
satisfaction studies cofilucted by an wapAe@ppro @ri'o ater do nofimeasure the
hotel’s performance against that of competing hotels. Thus, in this study, we proposed a

hierarchy process to cafparatively bench
technique to comparatiyely rank ei
areas in Penang, Malaysia.

and their star ratings, w
namely, the hotel, the fror
values. Four members were
comparison

lytic Hierarchy

In the wake of increasing
importance of service i
which hotel manageme

on«dour key main attributes

%)ers - rsgfl,
sta eac: an

e% obtalmcomparlson pragesses were the rankings
: o :

hotel industry in the sense that the outpu 9 gefito determine where the hotel
stands on service performance relative to its compé 2 consequently, identify specific areas of
comparative advantages and disadvantages.

Keywords: guest satisfaction, Analytic Hierarchy Process, comparative benchmarking, service
performance.
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