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Abstract
The purpose of the study is to analyze the effect of service delivery procedures on customer satisfaction in five-star hotels in Nairobi CBD area. The study focuses on various objectives that make up the dependent and independent variables which will in turn be analyzed and presented after the data collection procedures. The study looked into various previous researches done on the same and identified the research gap which determined the target audience and the research group and site. As the researcher will proceed to data collection, the study will employ the use of questionnaires to collect relevant data for the study. The researcher will use census sampling technique whereby; the five-star hotels will be sampled using stratified sampling. Cluster sampling technique will be employed in that the sample will be categorized into two clusters namely: the entire service delivery team making up the hotel management and staff and the customers who frequently use the five-star hotels in Nairobi CBD area. The researcher will collect both qualitative and quantitative data which will be analyzed using SPSS and presented in form of tables and graphs for easy understanding. The study findings will, then, be presented and from which, conclusion and recommendations will be drawn to assist in future studies and to assist the hotels provide better services that satisfy the customers
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[bookmark: _Toc78786798]CHAPTER ONE
[bookmark: _Toc78786799] INTRODUCTION 
[bookmark: _Toc78786800]1.1 Background 
In order to obtain a proper marketing strategy and lure customers, hotel industries must focus on the quality of service they provide to their customers. Service quality, which is determined by the service delivery procedures, impacts the level of satisfaction of customers. This study aims to identify the effect of service delivery procedures on customer satisfaction. This chapter presents the background of the study, statement of the problem, purpose of the study, research objectives, research questions, and significance of the study.
This study refers to the disconfirmation theory which states that consumers of services tend to compare a service recently delivered with a standard almost similar service that they have developed or received before. Their level of satisfaction with then be determined by how this new service measures up with the standard service. This theory assumes that customers consume services based on their intentions, attitudes, and expectations (Oliver 1980).
[bookmark: _Hlk61867154]Customer satisfaction is the foundation of success for any business in the consumer service industry. The key goal of every successful organization or business is to upkeep a high level of client satisfaction by availing to their customers valuable and excellent customer service. Businesses are taught to listen, to be tolerant, patient and above all friendly and helpful. Business organizations, especially hotels frequently monitor their staff to make sure they continuously abide by and practice all of the rules and customer-based service practices. Across the globe, across the service industries, consumers prefer service providers who offer them best customer experience. In hotel industries to be specific, there is a need to educate the service providers on how they can better their services. Previous studies and deduced theories have been dwelling on how to improve service quality towards customer satisfaction, in this study, the researcher goes deep to specifically focus on the hotel industries. Consumers, according to various reviews posted on hotels’ websites many at times complain about the quality of service leading to their dissatisfaction thus this study peers to look into these concerns and come up with a solution that will help improve customer satisfaction. It is indeed viable that the quality of service and the level of satisfaction of customers are key themes addressed by every marketing theories and practices. Customer satisfaction is the key of providing quality services and by mastering the art of quality service delivery, level of customer satisfaction will be mastered.
[bookmark: _Toc78786801]1.3 Problem statement 
For the hotels to attain their aim of delivering quality and satisfactory service for its target customers, it is necessary to research on how the hotels can meet and exceed customers’ service delivery perceptions and expectations(Asirifi, 2014). Organizations’ management are determined to identify the level at which the consumers are well satisfied with their respective services and the specific kind of service quality standards their consumers would like in order to provide exactly what would be received positively. Fukey et al. (2014) in their study described a list of five definitive of service quality as a result of their research with service providers and consumers: Assurance, Tangibles, Responsiveness, Reliability and Empathy. 
Previous studies and deduced theories relevant to service industries have been focusing wholly on how to improve the quality of service towards customer satisfaction, there is, thus, a knowledge gap as very few studies have focused on hotel industry in specific. In this study, the researcher looks deeper by specifically focusing on hotel industry.
In a research to determine service quality measures that affect customer satisfaction, Asirifi (2014) discussed that assurance, tangibles and empathy are the most key to consumers’ evaluation of a quality service and thus, may have a positive effect on customer satisfaction. Krishna et al., (2010) after researching on service quality and it’s impacts on consumer satisfaction in retail businesses in India summarized that consumers have the highest expectations on fastness of service, error free transactions and security factors. Manyi (2011) while researching on the relationship between consumer satisfaction and the quality of service provided determined that, all the five dimensions of service worthiness were highly related to consumer satisfaction. The results of the study thus recommended that to satisfy consumers, hotels and other business organizations need to improve the above-mentioned dimensions of service quality. In a research conducted by Musyoka (2013) to determine whether there exists any correlation between quality of service and library user satisfaction among various universities in Kenya, it was concluded that service quality accounts for approximaly 73.9% of library user satisfaction. He discussed further that reliability factor contributes most towards the library user satisfaction. The study was limited to eight libraries and thus not all inclusive and the study outcomes could not be generalized to apply to the hotel and tourism industry. 
All the studies mentioned above by Asirifi (2014), Fukey et al., (2010), Manyi (2011) and Musyoka (2013) were conducted across different fields, technological, social and cultural contexts. The studies, at some point, also gave conflicting and contradicting results in regards to the quality of service dimensions affecting most on consumer satisfaction. All the researches, however, had a clear consensus that there exists a correlation between the quality of service provided and customer satisfaction. The key purpose of this study thus is to enhance this understanding and findings in the Kenyan hotel industry by providing more insights on the question: What procedures of service delivery affect customer satisfaction?
[bookmark: _Toc78786802]1.4 General objective
The general objective of the study is to analyze the effect of service delivery procedures on customer satisfaction in five-star hotels in Nairobi

[bookmark: _Toc78786803]1.5   Specific Objectives
The specific objectives of the study are:
i. To establish the effect of service delivery culture and efficiency on customer feedback in five-star hotels in Nairobi
ii. To examine the effect of service quality on customer satisfaction in five-star hotels in Nairobi
iii. To explore the effect of service delivery procedures on customer loyalty in five-star hotels in Nairobi
[bookmark: _Toc78786804]1.6	Research questions
i. What effect does service efficiency have on customer satisfaction in five-star hotels in Nairobi?
ii. What is the effect of service quality on customer satisfaction in five-star hotels in Nairobi?
iii. How do service delivery procedures affect customer loyalty in five-star hotels in Nairobi?    
[bookmark: _Toc78786805]1.7 Significance of the research
This study aims to determine the relationship between customer satisfaction and service quality a case study of five-star hotels in Nairobi, Kenya. These results will lead to a proper understanding of quality and operations dynamics entailed in the five-star hotel industry in Nairobi, Kenya and conclusively lead to customer satisfaction. The findings obtained from the research are significant as they will pave way for further research. 

Academicians and scholars will be able to determine further areas for study on customer satisfaction in hotels in Kenya that will improve better service delivery and performance in organizations. Scholars will also make references and any deductions from the results and conclusions of the research since it will avail additional information to the general body of literature in the field of customer satisfaction and service quality management. 

The study findings will also provide recommendations to the hotel managements in re-examining their quality of services and strategy development especially in the context of upscaling customer satisfaction and service quality. It will also give an insight on the sectors that need restructuring, improvement, or general overhaul of the planned strategies used in delivery of services and organizational based performance.









CHAPTER TWO
[bookmark: _Toc78786806]LITERATURE REVIEW
[bookmark: _Toc78786807]2.1 Introduction 
This chapter reviews the literature on the past studies conducted supporting the objectives of the study and giving insights on the same. The researcher looks into some of the secondary resources and materials providing insights on service delivery procedures and customer satisfaction and feedback. The discussion is divided into the following sections;
[bookmark: _Toc78786808]2.2.1 Service Delivery Culture and Consumer Feedback 
Service delivery culture, according to Asirifi (2014)  is a key variable in determing the kind of experience a consumer witnesses. A positive service delivery culture is determined by the kind of staff and their attitude towards serving the clientel. The demand for better customer services and experiences has been growing and is currently high and various businesses have been forced to quickly adopt the new trends in the market in order to meet these demands. Customer feedback is a key tool that successful business organizations, specifically hotels have used for self-marketing. This section focuses on how proper service culture leads to a better quality of service delivery and thus positive customer feedback.  

[bookmark: _Toc78786809]2.2.1.1 Service Efficiency
[bookmark: _Hlk78695640]DilPazir & Amin, 2012 in their research correlated and tried to find the relationship between the culture of service delivery and the nature of feedback given by the consumers of the services delivered. In their study, they reported that there are various variables determining positive feedback given by the clientels. One of the key variables, according to their research, is the manarism with which they were served and the experience they had while being served. this thus explained their significance in their statistical findings where they found out that a positive service culture directily correlates with positive user experience thus positive customer feedback. In their conclusion they reported that proper training of employees and staff is necessary for an improved culture of service. 
[bookmark: _Hlk49009006]Asirifi, 2014 defines a service delivery system as a proper formular followed to deliver services satisfying the user needs. In his study he further discusses various elements that define an efficient service delivery which ensures a proper culture of service provision. Efficiency in service delivery, in hotel industry, just like in any other form of business can be viewed in two different perspectives. According to Kingdom et al. (2018) efficiency in service delivery in hotels is defined by how well the hotels’ management minimally explore available resources like capital and human resources ensuring proper service delivery to the esteemed customers. Efficiency, however, can be viewed from the consumers’ perspective. Consumers, in hotel industries will term a service or a product efficient following the ease of accessing the service or products and how fast they are able to do so. Efficiency, thus from a consumer’s perspective is defined by two major factors; time and accessibility (Asirifi, 2014). Other factors like proper communication between the clients and the staff also determine the efficiency of the service or the product. 
Fukey et al. (2014) add that in order to improve efficiency while delivering services to customers in hotel industry, technology is a key factor that must be considered and adopted by the hotels. Adopting to the current trends in hotel industry like online service delivery boosts the efficiency with which the customers access the product and services offered. As the world change and people adopt and use technology, digitization of various services in five-star hotels leads to an improved efficiency in service delivery. Factors like online ordering of food, making online reservation prior to vising the hotels and food deliveries define efficiency better, a role played by technology (Kingdom et al., 2018) 
Just like management in various aspects of business, every hotel has its own unique measures of management leading to unique characteristics distinguishing it from other hotels. As Fukey et al. (2014) explain that there is no universal formula that can be followed by the hotels on how to enhance its’ performance. Hotels and restaurants have two possible options, as discussed earlier, to improve their efficiency. This entails looking at efficiency from the management perspective and from the consumers’ perspective as well.
According to Rudchenko (2017), in order to ensure efficiency, the first option, from the management’s perspective is to reduce the inputs that the hotels use in the process of service production. Minimizing inputs, in this case, entails; food and beverage input, labor in terms of the number of staff and their job description, minimizing rooms, energy and electricity and other expenses. 
The second option after reducing inputs, is to increase outputs, which are the outcomes that have been obtained from the strategic process of producing products and services, which in this instance refers to revenues and occupancy rate. The hotel management need to strategically consider both of these two options. Minimizing costs required for input can have positive short-term effects to the hotel business, but in the long-term there is a danger of impacting service quality, as well as customer and employee satisfaction (Asirifi, 2014). Maximizing revenue can be achieved by strategically leveraging the prices of products and services and hotel management need to attentively pilot their hotel’s price elasticity. The easiest way to increase efficiency and thus occupancy is to lower the selling price of services, but this contradicts with the ultimate goal of maximizing revenues. The ideal solution to this would be to raise prices while offering esteemed clients some added value with regard to the hotel’s main competitors at the same time (Fukey et al. 2014).
Kingdom et al., (2018) in their study, thus compares on how efficiency in management has an impact to the efficiency with which the esteemed consumers expect while accessing the products and services. With proper management, ensuring minimization of input capital, extra capital, for instance, can be obtained to enable the hotel invest in technology; a newest and most productive trend in hotel industry more so during this COVID-19 period. Technology plays a key role in management and service delivery thus determining efficiency and consumer feedback thus through its adoption, hotels can improve on the quality of service. With the most efficient manner of service provision, positive consumer feedback will be experiencd. 
[bookmark: _Toc78786810]2.2.1.2 Consumer Feedback on Services.
One key determinant of customer satisfaction is how well the producers of the services or products respond to the customers’ requests. According to Timmerman & Timmerman. (2013) customer feedback in hotel industry is the key foundation to customer satisfaction. Just like in other business or process of consumer-producer interaction, feedback informs the producer if the target audience is contented with what he or she produces. Feedback and reviews are aspects of marketing and needs assessment since they tell if the meal taken by the customer, for instance was to his or her expectation and if his or her need for taking the particular meal was accomplished (DilPazir & Amin, 2012). Kingdom et al. (2018), in their study explain that hotel industries are sensitive unlike other business industries like textile since in hotels, the product or the service affect the consumer directly and to the body. It is therefore very crucial that hotels focus on consumer feedback in order to determine whether their service or product was beneficial or detrimental to the body.
Kingdom et al. (2018) in their study of determining effective service delivery in hotel industry explain that in order to meet customer satisfaction and effective service delivery, hotels should focus more on what the customers want, rather than what they want to offer to the customer. Customer needs, according to Kingdom et al. (2018) is determined by seeking feedback on the previous services offered and conducting a continuous needs assessment. Focusing on the feedback assist hotel industries to restructure their services to fit the needs of their clients (Timmerman et al., 2013).
Efficiency in service delivery, according to Kingdom et al. (2018) determines the level of satisfaction of the target audience who are the customers. With better efficiency in terms of technology embracement, for instance, customers will experience faster and more convenient services. The kind of feedback given by the consumers can either be positive, neutral or negative. The positive or negative nature of feedback is determined by the customer experience during service delivery. A friendly and satisfactory customer experience leading to positive feedback is determined by the efficiency in both hotel management and the processes of service delivery. There is therefore a strong positive correlation between efficiency in service delivery and management and customer satisfaction which leads to positive feedback by the customers (Asirifi, 2014).
[bookmark: _Toc78786811]2.3 Service Quality and Customer Satisfaction
[bookmark: _Toc77072549]A user purchases a certain product or service expecting some kind of experience. Fulfilling these expectations determines if the user is satisfied or not. The level of satisfaction is determined by the customer experience while receiving the particular products or services (Asirifi, 2014). This section focuses on how the quality of service offered, determined by the culture of service delivery impacts either positively or negatively on the customer expereince.
[bookmark: _Toc78786812]2.3.1 Service Quality and service delivery culture
A case study of employee engagement at Java cafes by Asirifi, 2014 revealed that employee engagement and reward is indeed correlational to the kind of input and output produced by the employees thus determining the quality of service offered. Asirifi, thus concluded in his study that for a business francise to properly improve its customer’s experience, it is necessary for it to focus on employee engagement.
According to Fukey et al. (2014), service quality is defined as the extent to which a service or product fulfils the expectations or needs of the customers. Service quality can also be conceptualized as the general impression of consumers as regards to the excellence or weakness of the products or services. However, service quality, in its simplest definition is defined as “what the consumer gets out and is freely willing to pay for” rather than “what the service provider puts in”. Therefore, service quality can be best seen as the gap between the expected service and the actual perceived service (Kingdom et al., 2018).
All hotels provide common services and products, for instance, similar meals on the menu. What makes the deference, regardless of giving out similar services and products is the quality of the service provided. According to Rudchenko (1996) proper hotel brand is identified by the quality of services offered. Service quality is directly proportional with customer satisfaction in that, as the services provided increases their quality, the more contented the consumers become with the services (Timmerman et al., 2013). Five-star hotels tend to have huge branding strategies thus raising customer expectations. As customers’ expectation goes up, perception of the peered service quality is formed. With a peered perception of service quality consumers expect a particular quality of service from a particular standard of hotel. 
All the above discussed aspects of consumer satisfaction according to Timmerman et al, (2013) are improved by the culture of service delivery. Service quality, customer experience and customer satisfaction are therefore correlational in a positive form according to Asirifi (2014) In hotel industry, there are various aspects that determine the quality of service that the customer will appreciate as per the formed expectation and perception. Reliability, responsiveness, pricing and quantity are some of the key factors determining the quality of service offered to customers in hotel industry (Kingdom et al., 2018). Service quality is a key variable affecting customer satisfaction not only in hotel industry, but also in other forms of business. With proper needs assessment and customer feedback, proper quality of services offered in hotel industry can be achieved. Hotel management through various remedies can ensure service quality. Proper human resource management is one of the key factors that determines how the quality of services by hotels becomes. Customers not only look at the specific products and services, but also observe how the services are availed to them thus judging the services (Rudchenko, 2017).  
According to Timmerman (2013), service quality in the hospitality industry has become one of the most critical factors for achieving a sustainable competitive advantage over others and consumers’ confidence in a highly competitive marketplace. Service quality, therefore, can give the hospitality industry a great opportunity to create competitive differentiation for businesses. It is thus considered as a critical core concept and a significant success factor in the hotel and hospitality industry. 
A successful hotel, ideally, is one that delivers excellent quality products or service to consumers, and service quality is considered the life of hotel (DilPazir & Amin, 2012). Many more benefits can be achieved by the hotel’s service quality such as determining customer satisfaction, contributing to the picture of the business, determining customer loyalty, and identifying a competitive advantage to the hotel business. Service quality performance can entail different factors and can mean different things to different people, for example, staff may show higher perceptions of service quality than customers perceived, and thus the management and their staff never like to identify deficiencies in service quality (Amin, 2015).
[bookmark: _Toc78786813]2.3.2 Customer Satisfaction and customer experience
Almsalam, (2014) in his journal of Management Research and Reviews explains that consumer satisfaction is the result of a customer's impression of the value got in a transaction or relationship, where value is equivalent to the perceived service quality, compared with the worth expected from transactions or relationships with competing hotels. In order to achieve consumer satisfaction, it is critical to recognize and to foresee customers' needs and to have the option to fulfill them. Businesses, in this case, hotels, which can quickly comprehend and fulfill clients' needs, cause more prominent benefits than those which neglect to comprehend and fulfill them (Almsalam, 2014). Commitment towards quality improves the customers, degree of satisfaction, and increases profits and subsequently, the advantages picked up by the customers and the staff.
Additionally, according to (Kingdom et al., 2018) customer satisfaction is expressed depending on the expectation disconfirmation perspective. Prior to utilizing the services or products, customers consistently have their own assumptions regarding its value. After purchasing or utilizing the services or products, if the outcome is equivalent or on the other hand superior to their expectation, it implies the expectation has positive affirmation thus customer satisfaction. On the contrary case, if the outcome is lower than the expectation, we have negative affirmation thus customer dissatisfaction. Clients are supposedly fulfilled if there are certain affirmations of their expectations. Customer satisfaction prompts repeat purchases, loyalty and customer retention. satisfied customers are more prone to continue purchasing services or products. They will also tend to say positive things and to recommend the product or service to others. On the other hand, dissatisfied customers respond differently (Timmerman, 2013).
[bookmark: _Toc78786814]2.4 Conceptual framework
Based on the above literature reviewed, a theoretical framework for this research was developed and is shown in Figure below, the key objective of the research being to determine the relationship between service delivery processes and customer satisfaction. This study explores the disconfirmation paradigm of customer satisfaction theory which explains that customer becomes satisfied while using a new product by relating their expectations, intentions and attitudes which are then projected by the experience (Oliver 1980). As pictorially expressed in the conceptual framework below, the researcher strategically selects the variables to meet the above theoretical framework. 


Independent Variable 							Dependent variable
Service Delivery Process
Service culture, Service quality, Employee engagement, Customer experience
Customer Satisfaction
















[bookmark: _Toc78786815]CHAPTER THREE
[bookmark: _Toc78786816] RESEARCH METHODOLOGY
[bookmark: _Toc78786817]3.1Introduction 
This chapter presents the various steps that facilitated the execution of the study to satisfy its objectives. These steps included the location of study site/area, research design, target population, sample size and sampling strategies, data collection, data analysis and presentation, reliability and validity, limitations of the study and ethical considerations.
[bookmark: _Toc78786818]3.2 Research Design
[bookmark: _Toc63071718]By the nature of the research objectives, the researcher will adopt a descriptive research design where both qualitative and quantitative data will be collected from the preferred respondents. The researcher opts to use descriptive research design as this design will enable her describe into details the phenomenon and the situation at hand in hotel industry regarding service delivery and customer satisfaction. According to Babbie (2014), descriptive research design perfectly answers the how, what, when and where question rather than just focusing on why. The researcher looks forward to vividly describing the aspects of service delivery and its impacts on customer experience and satisfaction. This can be perfectly done by answering the how, what, when and where questions thus descriptive research design. The researcher by collecting both qualitative and quantitative data opts to use co-relational research design where she will compare the relationship between various variables stated thus determining the relationship, either positive or negative correlation between the variables. Correlational design will be deemed as the most effective as the researcher will be interested in determining how service delivery impacts customer experience and satisfaction; variables she has no control of. 
[bookmark: _Toc78786819]3.3. Population and Sampling 
[bookmark: _Toc78786820]3.3.1 Population
A population is the total collection of elements about which inferences are made and refers to all possible cases, which are of interest for a study (Sekaranz, 2013). The population of the study will be hotels in Nairobi. In the hotels, the researcher will be aiming specifically the hotel staff. All the categories of the staff will be considered, i.e., different levels and ranks of the staff in front office, 
. The researcher considers the staff from different hotels as the key research population as they are the service providers and they interact with the customers in a day-to-day basis. They are thus able to provide the most relevant data on how they serve the customers and the customers’ reaction to the service.
 The participating population will be drawn from the fifteen five-star hotels in Nairobi within or around CBD which include Hilton Hotel Nairobi, Intercontinental hotel Nairobi, Fairmont the Norfolk Hotel, Nairobi Serena Hotel, Safari Park Hotel, Nairobi, Laico Regency Hotel, Sarova, The Stanley Hotel and Dusit D2 hotel amongst others.
Selection of the sampling location is an integral part of any research activity Mugenda and Mugenda (2013). Nairobi county as a metropolitan region has several hotels and eateries which would provide perfect data for this research.
Nairobi will be considered since it is the most marginalized community with the highest population and has some of the top-most ranked five-star hotels in the country and thus it’s a research within Nairobi will project the behavior of the other five-star hotels in the other regions in the country.
[bookmark: _Toc78786821]3.3.2 Sample size and sampling procedure
According to The Tourism Regulatory Authority, 2018-2019 licensing act, supported by Google Maps there are 15 five-star top rated hotels within Nairobi CBD and its very near environs. According to Cytonn Hospitality Report (2017) five-star hotels in Nairobi have a minimum number of employees approximated at 100 and maximum going to over 250 employees. According to The Kenyan Association and Hotel Keepers and Caterers standards, a hotel qualifies to be called a five star when it meets certain qualifications. In terms of human resource, it should have enough number of staff who can comfortably serve the clients at any given time regardless of the surge of clients at a time. According to this board, depending on the size of the hotel, a five-star hotel should have 100 employees who can shift as per the operational hours. Using this report, it thus means that within five-star hotels, considering the minimum number of 100 employees, there are approximately a minimum of 1500 hotel staff working in Nairobi five-star hotels within the CBD and its very near environs.  
A sample population was, however, obtained from the 15 hotels by the researcher contacting the hotels personally through their contacts provided by the Tourism Regulatory Authority in their licensing act. The table below shows the numbers provided by each hotel.
	FIVE-STAR HOTELS WITHIN NAIROBI CBD
	NUMBER OF EMPLOYEES

	Hilton Hotel Nairobi
	212

	Intercontinental hotel Nairobi
	220

	The Fairmont Norfolk
	156

	The Sarova Stanley Hotel
	186

	Nairobi Serena Hotel
	232

	Safari Park Hotel
	195

	Laico Regency Hotel
	120

	Sarova Panafric Hotel
	115

	Dusit D2
	112

	Sankara Hotel
	146

	[bookmark: _Toc77072560][bookmark: _Toc78743395][bookmark: _Toc78779049][bookmark: _Toc78786822]Villa Rosa Kempinski
	178

	[bookmark: _Toc77072561][bookmark: _Toc78743396][bookmark: _Toc78779050][bookmark: _Toc78786823]Pride Inn Azure Hotel Nairobi
	183

	[bookmark: _Toc77072562][bookmark: _Toc78743397][bookmark: _Toc78779051][bookmark: _Toc78786824]Golden Tulip Nairobi
	152

	[bookmark: _Toc77072563][bookmark: _Toc78743398][bookmark: _Toc78779052][bookmark: _Toc78786825]Radisson Blue Hotel & Residence
	137

	[bookmark: _Toc77072564][bookmark: _Toc78743399][bookmark: _Toc78779053][bookmark: _Toc78786826]Mövenpick Nairobi
	108

	[bookmark: _Toc77072565][bookmark: _Toc78743400][bookmark: _Toc78779054][bookmark: _Toc78786827]TOTAL
	                                                  2452



The above numbers might not reflect the actual total number of employees as most of the hotel management admitted that they have given some of the staff leave following the current COVID-19 situation.
As discussed earlier, the researcher will use census sampling method, where the researcher will come up with 15 hotels within Nairobi CBD and its very near surrounding where data will be collected from various respondents, that is the hotel managers, staff, and the hotel users. The researcher settled on this number as it’s according to the Tourism Regulatory Authority which indicate that there are at least 15 five-star hotels within Nairobi CBD and it’s very near environ.
This study will therefore settle on 75 employees working in the five-star hotels in Nairobi. This is attained by randomly selecting 5 employees from various departments which have direct contact with the clients namely; reception, housekeeping, accommodation and top level management having access to the client data from all the 15 five-star hotels. 
The sample size will thus be determined using a formula suggested by Mugenda (2010) as shown below where: 
N is the population size; and n is the desired sample size. A 95% confidence level is assumed for the equation using this formula.

     Sample size = 2452 (75)/ 2452+ 75 = 72.7740 hotel workers
Sample size = 73 hotel workers 
A 5% error is assumed following the random sampling technique that will be used in selecting the 15 hotels. The user will use 100 as a minimum no of the hotels’ employees as per the Cytonn report to calculate the sample size, this will also contribute to the 5% error during data collection and analysis.
For hotel users, the study, using the above stated sampling procedures (simple random sampling procedure), the researcher will obtain data from 3 users in each of the 15 hotels in Nairobi CBD. This thus will bring the number of respondent users to;
3 (15) = 45 Five-star hotel users 
[bookmark: _Toc78786828]3.4 Data collection
Mutai (2001) defines research instruments as tools by which research data is collected. This study will collect data using a semi-structured type of questionnaire that will include both open and close ended questions. Open-ended form of questions is to give the respondents a chance to give their open view on the asked question at hand while the close ended type of questions will be for the basic questions that require direct answers for instance a yes or a no. With the current unprecedented era of COVID-19 and the lockdown measures, the researcher will develop google forms used for surveys containing the questions in the questionnaires. The researcher will the contact the various hotels management and seek for permission to conduct the research, thereafter, when permission is granted, the researcher will share the google form link to the 5 members of staff as indicated above. Once filled the researcher will obtain data from the backend of the google form in an excel sheet which will then be analyzed.  
The researcher will ensure instrument validity by exploring data collection tools that have been used before by other researchers. The researcher will ensure that the questionnaire will entail measurable Likert scales that have been used in previous successful research studies in the same field.
[bookmark: _Toc78786829]3.5 Data Analysis 
According to Babbie (2014), quantitative analysis is the numerical representation and manipulation of observations for the purpose of describing and explaining the phenomena that those observations reflect. Data will be analyzed through quantitative and qualitative techniques. Quantitative analysis will involve the use of numeric measures to evaluate the objectives of the study. This will be done through assigning numerical values to questionnaire responses to the Statistical Package for Social Sciences (SPSS) software. Analysis will then be done based on descriptive and inferential statistics. Under descriptive statistics the researcher will use the mean, mode, frequency and percentages to describe the data sets. These will be presented in tables and charts.
[bookmark: _Toc78786830]3.6 Ethical considerations
Voluntary participation and informed consent will be obtained from the participants and respondents and a guarantee will be given to them that their responses will only be used for the stated purposes. In addition, the privacy and confidentiality of the respondents and their information will be upheld and secured. Data and information obtained from other people’s work in the literature review was professionally acknowledged.  Lastly, the researcher will be bound by law to consider the risks involved in the research and disclose them to the potential respondents so that they can make informed decision concerning whether to be involved in the study or not (Wambiri and Muthee, 2012).
















[bookmark: _Toc78786831][bookmark: _Toc451658373]CHAPTER FOUR: 
[bookmark: _Toc78786832]DATA PRESENTATION AND ANALYSIS
[bookmark: _Toc451658374][bookmark: _Toc78786833]4.0 Introduction
This chapter presents the data collected from the respondents. The data concerning the effect of service delivery procedures on customer satisfaction in five-star hotels in Nairobi CBD is presented. The presentation of data starts with the response rate and demographic information from the respondents.. The study results and findings are presented using frequency tables and bar charts as seen below.
[bookmark: _Toc451658376][bookmark: _Toc78786834]4.1 Response rate
The study targeted a total of 73 hotel workers. Following the current COVID-19 situation, the researcher collected data using online questionnaire in the form of Google forms sent to the respondents in various hotels. A total of 59 (80.8%) respondents replied to the online questionnaire. This response rate is appropriate and reliable to provide the actual projection of what hotels do in order to satisfy their customers. 
[bookmark: _Toc451658377][bookmark: _Toc78786835]4.2 Demographics
The demographic data that was collected by the researcher included the participant’s, gender, highest level of education attained, and the duration/experience of work as a hotel staff working in various levels of hierarchy in the hotels. The demographics are presented in the next section.
[bookmark: _Toc78786836]4.2.1 Gender
The study sought to establish the gender of respondents. The results are given in Table 4.1. The results indicate that there were more female respondents  52.5 percent as compared to males 47.5 percent.
[bookmark: _Toc452223800]Table 4. 1: Gender of participants
	                         Gender

	
	Frequency
	                                                    Percent

	Valid
	Male
	28
	47.5

	
	Female
	31
	52.5

	
	Total
	59
	100.0



[bookmark: _Toc78786837]4.2.2 Highest level of education
The level of education of the participants was also considered. The data analysis indicated that the majority (71.2 percent) of hotel workers’ had diplomas (40.7 percent) and certificates (30.5 percent) as shown in the Table 4.2. 
Table 4. 2: Level of education
	                                             Level of education

	
	   Frequency
	                                                               Percent

	Valid
	Certificate level
	18
	30.5

	
	Diploma
	24
	40.7

	
	Degree
	11
	18.6

	
	Masters
	6
	10.2

	
	Total
	59
	100.0



[bookmark: _Toc78786838]4.2.3 Work experience as a hotel staff
The study established the work experience of the respondents in terms of the duration worked as professional hotel staff. Their work experience was given in terms of years. As indicated in Table 4.3 most hotel workers (50.8%) had working experience ranging from 1 to 4 years. Those with 11 years and above work experience were in the minority. 
Table 4. 3: Work experience 
	

	
	Frequency
	                                                   Percent

	Valid
	0-4 years
	30
	50.8

	
	5-10 years
	18
	30.5

	
	11 years and above
	11
	18.6

	
	Total
	59
	100.0


[bookmark: _Toc78786839]4.2.4 Current work position
The study sought to determine the current position for the respondents and categorize them into  either top-level management, mid-level management or support staff. As shown in the Table 4.3  the result indicated that the majority of workers in a hotel in Nairobi CBD are the support staff  (54.2 percent) followed by the mid-level management (23.7 percent) then the top-level management as the minority group (22 percent).
Table 4. 4: Position of the respondent
	
	Frequency
	                                                                            Percent

	Valid
	Top Level Management
	13
	22.0

	
	Mid-level Management
	14
	23.7

	
	Support Staff
	32
	54.2

	
	Total
	59
	100.0



[bookmark: _Toc78786840]4.3 Service efficiency
The study sought to determine what exact measures do most of these 5-star hotels within the Nairobi CBD put in place to determine service efficiency while serving their customers. The researcher used a 4-point Likert scale and a tool by Coyle (2015) to measure service efficiency provision.  The results are as in the Table 4.5.
	Table 4.5   Service efficiency

	
	N
	Minimum
	Maximum
	Mean
	Std. Deviation

	Our hotel regularly provides proper communication on any development i.e., offers to the clients via various communication channels.
	59
	1.00
	4.00
	2.9661
	.92785

	Our hotel’s location is easily accessible by the customers
	59
	1.00
	4.00
	3.9661
	.88991

	Our hotel’s location is easy for the customers to access either physically or via the internet
	59
	1.00
	4.00
	3.0678
	.82763

	The waiters/waitresses in our hotel are well trained on mannerism and being user friendly to the customers internet
	59
	1.00
	4.00
	2.8136
	.99090

	Enhancing the waiters/waitresses grooming and presentation skills has invited more positive feedback from our customers
	59
	1.00
	4.00
	3.0847
	.91516

	The general infrastructure and setup of our hotel including additional enhancements like Wi-Fi installation has impacted positively on the number of consumers coming
	59
	1.00
	4.00
	2.9644
	.93694

	Valid N (listwise)
	59
	
	
	
	



On a scale of 0-4 where 0 represents neutral, 1 represents totally disagree, 2 represents disagree, 3 agree and 4 totally agree the researcher determine the mean responses of the respondents as per the above measuring tools. The result reveal that most respondents either agree or totally agree with the above measures resulting to service efficiency thus the various mean values of 2.9 and above.
[bookmark: _Toc78786841]4.4 Service quality
The study also collected data using a 4-point Likert scale and a tool by Coyle (2015) to measure service quality. Similarly, the respondents were asked to either agree or disagree on the aspects of service quality provided. Table 4.6 shows the respondents’ reaction to various service quality aspects asked.

	Table 4.6 Service quality

	
	N
	Minimum
	Maximum
	Mean
	Std. Deviation

	Our services are fairly priced in terms of quality, quantity and value
	59
	1.00
	4.00
	3.1017
	.86493

	My hotel is able to avail meals as requested by the customers with reliability
	59
	1.00
	4.00
	3.0000
	.85096

	We are fast and prompt in terms of delivering any ordered meal by the customers
	59
	1.00
	4.00
	3.0508
	.85951

	We have all the meals availed as stated in the menu as per the customer’s expectation
	59
	1.00
	4.00
	3.0169
	.79852

	Our staff are well trained in creating an empathetic and ambient environment to the customers
	59
	1.00
	4.00
	3.0000
	.85096

	Valid N (listwise)
	59
	
	
	
	



The results on a scale of 0-4 where 0 represents neutral, 1 represents totally disagree, 2 represents disagree, 3 agree and 4 totally agree revealed that most respondents agreed on the measures provided in regards to service quality provision to their customers as revealed in the table above where mean is 3.0 and above.
[bookmark: _Toc78786842]4.5 Service delivery procedures 
The study, using similar methods gathered data on service delivery procedures from the respondents using a 4-point Likert scale and a tool by Coyle (2015) to measure and determine the service delivery procedures. Table 4.7 contains the respondents’ data on service delivery procedures. 










	Table 4.7 Service delivery procedures

	
	N
	Minimum
	Maximum
	Mean
	Std. Deviation

	We have several service delivery methods including home delivery
	59
	1.00
	4.00
	3.0508
	.81840

	There are adequate staff especially waiters/waitresses thus can easily serve huge traffic at a go
	59
	1.00
	4.00
	2.9831
	.84060

	Our restaurants are well equipped with all the necessary facilities including housing services that can be availed to the customers
	59
	1.00
	4.00
	3.0169
	.90003

	Our staff are well trained on how calmly deal with all sorts of customers including the rude ones
	59
	1.00
	4.00
	2.9831
	.81983

	A proper system is in place ensuring a flow of services thus no delays of orders and service delivery
	59
	1.00
	4.00
	3.1017
	.82410

	Valid N (listwise)
	59
	
	
	
	



On a scale of 0-4 where 0 represents neutral, 1 represents totally disagree, 2 represents disagree, 3 agree and 4 totally agree the study determine the mean responses of the respondents as per the above measuring tools. The result reveal that most respondents either agree or totally agree with the above measures resulting proper service delivery to the customer as the mean scores are above 2.9 as shown in the table 4.7.
[bookmark: _Toc78786843]4.6 Customer satisfaction 
The study collected data about the satisfaction levels of the customers by wanting to know how the hotels receive feedback and the measures in place to ensure proper feedback. The Table 4. 8  reveals the responses as per the data collected. 

	[bookmark: _Hlk78613330]Table 4. 8 Customer satisfaction

	
	N
	Minimum
	Maximum
	Mean
	Std. Deviation

	We have several customer feedback channels where customers can express their feelings about our services
	59
	1.00
	4.00
	3.0169
	.79852

	We get positive feedback on our social media sites from the customers
	59
	1.00
	4.00
	3.1356
	.83990

	We have common customers who have been loyal to the services that we offer for a relative period
	59
	1.00
	4.00
	3.0508
	.81840

	We serve at least 30 customers on a daily basis
	59
	1.00
	4.00
	2.9831
	.84060

	Valid N (listwise)
	59
	
	
	
	



The results on a scale of 0-4 where 0 represents neutral, 1 represents totally disagree, 2 represents disagree, 3 agree and 4 totally agree revealed that most respondents agreed on the measures provided in regards to customer satisfaction where the least mean is 2.9




[bookmark: _Toc78786844][bookmark: _Hlk78695449]CHAPTER FIVE
[bookmark: _Toc78786845]DISCUSSION, CONCLUSION AND RECOMMENDATIONS
[bookmark: _Toc78786846] 5.1 Introduction
This chapter gives an overview of the general findings of the impact of service delivery procedures on customer satisfaction in hotel industry. The chapter gives an in-depth discussion of the study findings, in relation to the research questions and objective; theoretical framework; and literature review. The chapter also provides recommendations.  In this section the findings of the study are discussed based on the research objectives. 
[bookmark: _Toc78786847]5.2Summary
The main aim of this study was to determine the relationship between customer satisfaction and service delivery culture practiced by various 5-star hotels in Nairobi CBD. The study came up with dependent and independent variables which formed the objectives and study questions. Service delivery culture, service quality and service efficiency were the key independent variable which formed the research objectives. The researcher wanted to determine how the named independent variables impact customer satisfaction, which was the dependent variable of the study. The study explored the disconfirmation paradigm of customer satisfaction theory which explains that customer becomes satisfied while using a new product by relating their expectations, intentions and attitudes which are then projected by the experience. By the nature of the research objectives, the study adopted a descriptive research design where both qualitative and quantitative data were collected from the preferred respondents. The population of the study was hotels in Nairobi. In the hotels, the researcher aimed specifically the hotel staff by randomly selecting various ranks amongst them. Data was then analyzed through quantitative and qualitative techniques. Quantitative analysis involved the use of numeric measures to evaluate the objectives of the study.
5.3 Discussion 
Following the presentation of data done in chapter four, this section discusses the findings of the study with regard to the study questions the study sought to answer. The study singled out three key independent variables that impact the dependent variable, customer satisfaction. Service efficiency, service delivery procedures and service quality were thus further researched on by collecting data from the hotels in Nairobi CBD
5.3.1 What effect does service efficiency have on customer satisfaction in five-star hotels in Nairobi?
This study tried to find the relationship between the culture of service delivery and the nature of feedback given by the consumers of the services delivered in Nairobi CBD 5-star hotels. One of the keypoint of focus was the manarism with which the customers were served and the experience they had while being served. Most respondents admited that it is throught their proper service delivery culture that they get positive feedback from the customers. This thus explained as seen in the findings that there is a significance in the statistical findings between service delivery culture and customer in that where there is a positive service culture there will be positive user experience thus positive customer feedback
5.3.2 What is the effect of service quality on customer satisfaction in five-star hotels in Nairobi?
A proper hotel brand is identified by the quality of services offered. According to the data obtained it is evident that service quality is directly proportional with customer satisfaction in that, as the services provided increases their quality, the more contented the consumers become with the services. Five-star hotels in Nairobi CBD tend to have huge branding strategies thus raising customer expectations. As customers’ expectation goes up, perception of the peered service quality is formed. With a peered perception of service quality consumers expect a particular quality of service from a particular standard of hotel. This thus according to the finding of the study, it is clear that with higher standards of services offered, customers tend to get more satisfied. 
5.3.3 What is the effect of service delivery procedures on customer loyalty in five-star hotels in Nairobi
During the research, the study wanted to determine what the service delivery processes adhered to by five-star hotels in Nairobi CBD were. According to the findings, among the key measures taken especially during this period of COVID-19 pandemic is home delivery as a delivery procedure. Customer feedback became even more positive when this measure was put in place in the hotels In CBD. Most consumers tend to go for efficiency thus with efficient delivery procedures for both goods and services, according to the findings of the study, increases the rate of customer satisfaction.
[bookmark: _Toc78786849]5.4 Conclusion
From the results obtained, it can be concluded that consumer satisfaction is the result of a customer's impression of the value got in a transaction of service and money, where value is equivalent to the perceived service quality, compared with the worth expected from transactions or relationships with competing hotels. In order to achieve consumer satisfaction, therefore, it is critical to recognize and to foresee customers' needs and to have the option to fulfill them. It is also mandatory to deliver high quality services through the most efficient means possible. Hotels which can quickly comprehend and fulfill customers’ needs, cause more prominent benefits than those which neglect to comprehend and fulfill them
From the above study and the data collected and analyzed, it is just to conclude that proper service delivery culture in any form of business including the hotel industry leads to higher levels of customer satisfaction. For hotel owners and its management to obtain a higher market value, it is necessary that they look into customer satisfaction levels and the kind of feedback they receive from the current customers as satisfied customers are marketers. This study’s finding are in line with the theory as it shows that by the hotel staff in Nairobi CBD delivering quality services to the consumers, their expectetions are meet and thus provide positive feedback showing satisfaction on content. 

[bookmark: _Toc78786850]5.4 Recommendations 
The limitations in the current study as discussed in the first chapter calls for some other studies to be carried out in the future that can help bridge the gaps.  Other studies could thus be done to try and find out how hotels can gain a bigger market value especially during these times of  social distancing and strict government protocals on COVID-19 measures. To fill the gap further, other study sites and areas as well as smaller and even lerger hotels can be considered in order to get a different set of data that could render otherwise conclusions.  
Some other factors could also be put into consideration when looking at hotel staff, their empathy and mannerism and how this affects their performance, a huge factor that impacts customer satisfaction. 
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[bookmark: _Toc451658449][bookmark: _Toc78786852]Appendix 4: Research Work Plan

	
	
	Months

	Phase
	Activity
	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11
	12

	1
	Literature review
	
	
	
	
	
	
	
	
	
	
	
	

	2
	Proposal writing 
	
	
	
	
	
	
	
	
	
	
	
	

	3
	Development of Research Instruments 
	
	
	
	
	
	
	
	
	
	
	
	

	4
	Proposal Defense at Departmental level
	
	
	
	
	
	
	
	
	
	
	
	

	5
	Proposal corrections
	
	
	
	
	
	
	
	
	
	
	
	

	6
	Piloting
	
	
	
	
	
	
	
	
	
	
	
	

	7
	Data collection
	
	
	
	
	
	
	
	
	
	
	
	

	8
	Data Analysis
	
	
	
	
	
	
	
	
	
	
	
	

	9
	Report writing
	
	
	
	
	
	
	
	
	

	
	
	

	10
	Report presentation to supervisor
	
	
	
	
	
	
	
	
	
	
	
	

	11
	Report defense and Final Submission
	
	
	
	
	
	
	
	
	
	
	
	


[bookmark: _Toc428784496][bookmark: _Toc434384196][bookmark: _Toc451658447]



[bookmark: _Toc78786853]Appendix: Questionnaire for  hotel staff
Dear respondent,
This questionnaire contains questions on the effect of service delivery procedures on customer satisfaction in five star hotels in Nairobi.  It is divided into five small sections. Please note that completing this questionnaire is voluntary and the information you provide is anonymous and strictly confidential. Your responses will be used for academic purposes only. The questionnaires will be analyzed collectively and no individual response or questionnaire will be traced to the respondent or their company. 

For any further clarification, feel free to contact: 

Millicent Adoyo – Tel: +254 721 687 312

Part A: General Information
Please mark with an (x) or (tick) in the box with the appropriate response.  Mark one box only for each question.
1. Indicate your gender.  	Male		[  ]       Female		[  ]
2. What is your highest level of education attained?
Diploma 	[  ]	Undergraduate 	[  ] 	Bachelors 	[  ]	Masters 	
[  ] Others (specify) ________________________________
3. What is your experience working in hotel industry in Kenya?
1– 4 years 	[  ]		5 – 10 years	[  ]           11 years and above	[  ]
4. What is your current position/level as a hotel worker? 
Top Level Management	[  ]	Mid-level Management [  ]       Support Staff	 [  ]
Part B: Service efficiency 
The statements below present some of the factors describing the relationship between service efficiency and customer feedback. On a scale of 0-4 where 0 represents neutral, 1 represents totally disagree, 2 represents disagree, 3 agree and 4 totally agree, rate your level of agreement or disagreement with the statements.

	Statement
	0
	1
	2
	3
	4

	Our hotel regularly provides proper communication on any development i.e., offers to the clients via various communication channels. 
	
	
	
	
	

	Our hotel’s location is easily accessible by the customers 
	
	
	
	
	

	Our hotel’s location is easy for the customers to access either physically or via the internet
	
	
	
	
	

	The waiters/waitresses in our hotel are well trained on mannerism and being user friendly to the customers 
	
	
	
	
	

	Enhancing the waiters/waitresses grooming and presentation skills has invited more positive feedback from our customers
	
	
	
	
	

	The general infrastructure and setup of our hotel including additional enhancements like Wi-Fi installation has impacted positively on the number of consumers coming 
	
	
	
	
	



Part C: Service quality 
The statements below present some of the factors revealing the service quality offered in your hotel. On a scale of 0-4 where 0 represents neutral, 1 represents totally disagree, 2 represents disagree, 3 agree and 4 totally agree, rate your level of agreement or disagreement with the statements
	Statement
	0
	1
	2
	3
	4

	Our services are fairly priced in terms of quality, quantity and value 
	
	
	
	
	

	My hotel is able to avail meals as requested by the customers with reliability
	
	
	
	
	

	We are fast and prompt in terms of delivering any ordered meal by the customers 
	
	
	
	
	

	We have all the meals availed as stated in the menu as per the customer’s expectation
	
	
	
	
	

	Our staff are well trained in creating an empathetic and ambient environment to the customers
	
	
	
	
	




Part D: Service delivery procedures
The statements below present some of the factors revealing the service delivery procedures and measures in your hotel. On a scale of 0-4 where 0 represents neutral, 1 represents totally disagree, 2 represents disagree, 3 agree and 4 totally agree, rate your level of agreement or disagreement with the statements
	Statements
	0
	1
	2
	3
	4

	We have several service delivery methods including home delivery
	
	
	
	
	

	There are adequate staff especially waiters/waitresses thus can easily serve huge traffic at a go
	
	
	
	
	

	Our restaurants are well equipped with all the necessary facilities including housing services that can be availed to the customers
	
	
	
	
	

	Our staff are well trained on how calmly deal with all sorts of customers including the rude ones 
	
	
	
	
	

	A proper system is in place ensuring a flow of services thus no delays of orders and service delivery
	
	
	
	
	



Part E: Customer satisfaction
The statements below present some of the metrics that measure service satisfaction among the customers in the hotel. On a scale of 0-4 where 0 represents neutral, 1 represents totally disagree, 2 represents disagree, 3 agree and 4 totally agree, rate your level of agreement or disagreement with the statements
	Statements
	0
	1
	2
	3
	4

	We have several customer feedback channels where customers can express their feelings about our services 
	
	
	
	
	

	We get positive feedback on our social media sites from the customers
	
	
	
	
	

	We have common customers who have been loyal to the services that we offer for a relative period
	
	
	
	
	

	We serve at least 30 customers on a daily basis 
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