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Abstract : The expansion of the hospitality industry is unmistakable. Services, by nature, are intangible. Hence, service
quality, in general, is a complicated process to be measured and evaluated. Hotels, as a service sector and part of the
hospitality industry, are growing rapidly. This research paper was carried out to identify the quality determinants that may
affect hotel guests’ service quality perception. In this research paper, each quality determinant will be discussed, illustrated,
and justified thoroughly via a systematic literature review. The purpose of this paper is to set the stage to measure the
significant influence of the service quality determinants on guest satisfaction. The knowledge produced from this study will
assist practitioners and/or hotel service providers to imply into their policies.
Keywords : service quality, hotel service, quality management, quality determinants
Conference Title : ICIESM 2022 : International Conference on Industrial Engineering and Systems Management
Conference Location : Prague, Czechia
Conference Dates : March 21-22, 2022

World Academy of Science, Engineering and Technology
International Journal of Industrial and Systems Engineering

Vol:16, No:03, 2022

O
pe

n 
Sc

ie
nc

e 
In

de
x,

 In
du

st
ria

l a
nd

 S
ys

te
m

s 
En

gi
ne

er
in

g 
Vo

l:1
6,

 N
o:

03
, 2

02
2 

pu
bl

ic
at

io
ns

.w
as

et
.o

rg
/a

bs
tr

ac
ts

/1
42

22
7.

pd
f

ISNI:0000000091950263International Scholarly and Scientific Research & Innovation 16(03) 2022 1

https://publications.waset.org/abstracts/142227.pdf

