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The Effect on Customer's Satisfaction and Loyalty of the Hotel Employee's Kindness

Activity and Customer's Previous Knowledge
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Abstract

In this study is investigate analyzed the effect of hotel employees' kindness activity,
previous knowledge of the customer, customer satisfaction and customer loyalty. The
study shows that hotel employees' kindness activity perceived by hotel employees are
positive, customer show a friendly attitude toward hotel employee, and very influence on
hotel employees' kindness activity and customer satisfaction in the hotel. And then
the customer satisfaction is effect on customer loyalty. Also, it was suggested that
hotel employees' kindness activity include service qualities.

Key Words: kindness activity, customer satisfaction, customer loyalty.
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