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3) In what extent if any, is there a correlation between good value creation of a 

company and high profitable shares? 

4) In what extent if any, is there a correlation between good relationships with 

customers and customer satisfaction? 

5) In what extent if any, is there a correlation between the research and 

development with customer satisfaction? 

 

Hypotheses: 
 

1) Alternative Hypotheses: There is a strong correlation between customer 

decision making buying a product/service and the quality of this 

product/service. 

Null Hypotheses: There is no correlation between customer decision making 

buying a product/service and the quality of this product/service. 

2) Alternative Hypotheses: There is a strong correlation between good value 

creation of a company and high profitable shares. 

Null Hypotheses: There is no correlation between good value creation of a  

company and high profitable shares. 

3) Alternative Hypotheses: There is a strong correlation between good 

relationships with customers and customer satisfaction. 

Null Hypotheses: There is no correlation between good relationships with 

customers and customer satisfaction. 

4)  Alternative Hypotheses: There is a strong correlation between the research 

and development with customer satisfaction. 

Null Hypotheses: There is no correlation between the research and 

development with customer satisfaction. 

 

Methodology  
This chapter includes the methods the authors have used to gather information of the 

necessary data needed for conducting the research, which is based on Consumer 

Behaviour in Marketing and also in Customer satisfaction in various stars hotels in 

Cyprus. It covers the combination of methods, validity of the research, quantitative 

approach and reviewing of the literature. 
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3.4 Combining methods 
 
The Methodology chapter of this project deals with the system of investigation 

designed to research the topic. It identifies and explains the methods and the research 

approaches which were used in carrying out and implementing the research. But how 

do we judge what is right and wrong or bad and good?  

 

The authors believe that there is a strong association that, when undertaking a 

research, to quantitative research is associated with the hypothetic-deductive method 

of theory testing and qualitative data with seeking patterns in the data to inductively 

generate theory. To simplify things, what the authors are saying is that, the methods 

that are used for the collection of quantitative data can be used to generate hypothesis 

and develop theory, but also that the qualitative research can be used to test 

hypothesis. 

 

The study is aiming to make out the point that, nobody should see one approach to 

research as superior to the other, for, some research questions may demand qualitative 

data, others quantitative data or a combination of the two. After all, both approaches 

have strengths and weaknesses. So, why not mix the two approaches for even better 

results, which shall have more dynamics?!  

 

In this case, an argument could be put forward to support combining the two 

approaches, so as to maximize the strengths and minimize the weaknesses of each 

method. The assumption here is that quantitative and qualitative methods are 

complementary rather than competing approaches. At this point the author would like 

to refer to the work of Bryman (1998). Bryman explores a range of different ways of 

combining qualitative and quantitative methods, as shown below: 

 

1. Either quantitative research helps facilitate qualitative research, or 

qualitative research helps facilitate quantitative research. For example, a 

piece of qualitative research could be used to establish the research questions 

to be addressed by quantitative research. 
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Question 10 

d. Friendly Service (1 for Excellent-5 for Poor) 
 
 
The highest percentage 48.13% (90 people) have answered that the service was 

friendly, whilst a 9.63% (18 people) have answered that the service was not friendly 

(Chart on Appendices-Descriptive Statistic Charts) 

 
Question 10 

e. Quality of food? (1 for Excellent-5 for Poor) 
 
 
The highest percentage 32.09% (60 people) have answered that the food quality was 

excellent, whilst a 12.83% (24 people) have answered that the food quality was poor. 

(Chart on Appendices-Descriptive Statistic Charts) 

 

Question 10 

f. Menu Variety? (1 for Excellent-5 for Poor) 
 
 
The highest percentage 28.88% (54 people) have answered that the menu variety was 

excellent, whilst a 12.83% (24 people) have answered that the menu variety was poor. 

(Chart on Appendices-Descriptive Statistic Charts) 

 
Question 10 

g. Value of price paid? (1 for Excellent-5 for Poor) 
 
 
The highest percentage 27.27% (51 people) have answered that the menu variety was 

between medium to excellent, whilst a 12.83% (24 people) have answered that the 

menu variety was poor. 

(Chart on Appendices-Descriptive Statistic Charts) 

 

Question 11 

If you wanted to get married in a hotel in Cyprus, what would be a factor for you? 

 

According to the answers 43.85% (82 people) wants to get married by the sea, 

29.95% (56 people)  
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7b) the actual question is why such a large percentage. The answer to this is limited 

time to settle and clean the room due to the fact that they do not have the appropriate 

guidance or supervision and short staff.  

 

On the third question the result is that 46.5% of the dining experience is medium to 

poor (Appendices-Questionnaire 1-Quantitative Method, question 10) seeing this we 

can only conclude that the overall dining experience is not as expected. The answer to 

this could be a lot of things like shortage on staff, unqualified and untrained staff. 

Again the root of the problem could be the low supervision and guidance, the low 

salary etc.  

5.2 CONCLUSION 
 
This study aimed at ascertaining the factors that influence the consumer behaviour 

and customer satisfaction. At the beginning of the research we posed a number of 

hypothesis and according to our findings there is: 

 

1) A strong correlation between customer satisfaction and high profitability. 

2) A strong correlation between customer decision making buying a product 

/service and the quality of this product/service. 

3) A strong correlation between good value creation of a company and high 

profitable shares. 

4) A strong correlation between good relationships with customers and customer 

satisfaction. 

5) A strong correlation between the research and development with customer 

satisfaction. 

 

Generally our findings are correlated with most of the research studies have been 

done before. The controlled factors in decision making buying a product are the 

quality, the durability, the brand name and the price of the product. Also consumers 

buy something in accordance with their needs and satisfaction. 

 

Our research can be base purpose of further research on this topic with more deeply, 

precisely, profound investigation. Furthermore, this paper is also useful for both 

consumers and marketers to understand the way of thinking of each other. If 
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APPENDICES 

Questionnaire 1-Quantitative Method 
 

CUSTOMER SATISFACTION ON HOTEL INDUSTRY AND 

WEDDING PLANING 
This questionnaire is for people who have visited a hotel, and for people who want to 

have or had their marriage in Cyprus Hotels 

* Required 

 

1.Are you married? * 

Mark only one. 

YES 

NO 

 

2.Where are you from? * 

Mark only one. 

UK 

RUSSIA 

GERMANY 

CHINA 

POLAND 

GREECE 

CYPRUS 

SPAIN 

BULGARY 

Other: 

 

3.Do you have any children? * 

Mark only one. 

YES 

NO 
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4.How would you rate your overall Hotel stay * 

Mark only one. 

Excellent 

Good 

Average 

Fair 

Poor 

Other: 

 

5. Who arranged your room reservation * 

Mark only one. 

Travel Agent 

Internet 

Other: 

 

6.When arriving at the Hotel, How accurate where the information regarding 

your reservation * 

Check all that apply. 

Everything was ok 

Incorect Name 

Incorect address 

Incorect Arrival Date 

Incorect Room Requested 

Other: 

 

7.Rate the following: a)Check-in Efficiency * 

Mark only one. 

1 2 3 4 5 

Excellent Poor 

 

b)Cleanliness and servicing of your room during the stay * 

Mark only one. 

1 2 3 4 5 

Excellent Poor 
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c)Value of room for price paid * 

Mark only one. 

1 2 3 4 5 

Excellent Poor 

 

8.How would you rate the overall attitude of the staff. * 

Mark only one. 

1 2 3 4 5 

Excellent Poor 

 

a. Rate the reservation staff * 

Mark only one. 

1 2 3 4 5 

Excellent Poor 

 

b. Front desk clerk staff * 

Mark only one. 

1 2 3 4 5 

Excellent Poor 

 

c. Housekeeping Staff * 

Mark only one. 

1 2 3 4 5 

Excellent Poor 

 

d. Public relation staff * 

Mark only one. 

1 2 3 4 5 

Excellent Poor 
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9.Where all the facilities in your room in working order * 

Check all that apply. 

Everything was ok 

Problem with the Air-condition 

Problem with the Bathtub Drain 

Problem with the water Temperature 

Problem with the TV 

Problem with the Lighting 

Other: 

 

10. How would you rate the overall Dining Experience (All Hotel Restaurants or 

pool bar etc.) this includes wedding ceremony * 

Mark only one. 

1 2 3 4 5 

Excellent Poor 

 

a.Where you seated promptly? * 

Check all that apply. 

Yes 

No 

 

b.Was your order taken promptly? * 

Check all that apply. 

Yes 

No 

 

c.Was your food served promptly? * 

Check all that apply. 

Yes 

No 
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d. Friendly Service? * 

Mark only one. 

1 2 3 4 5 

Excellent Poor 

 

e. Quality of food? * 

Mark only one. 

1 2 3 4 5 

Excellent Poor 

 

f. Menu Variety? * 

Mark only one. 

1 2 3 4 5 

Excellent Poor 

 

g. Value of price paid? * 

Mark only one. 

1 2 3 4 5 

Excellent Poor 

 

11.If you wanted to get married in a hotel in Cyprus, what would be a factor for 

you * 

Mark only one. 

Lower budget from that in your country 

Combining the wedding with holidays 

Married by the sea 

 

12.What would be a priority for you and your guests at your wedding? 

a)Wedding food * 

Mark only one. 

1 2 3 4 5 

Low High Priority 
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b)Wedding Ceremony * 

Mark only one. 

1 2 3 4 5 

Low High Priority 

 

c)Wedding Chapel (church) * 

Mark only one. 

1 2 3 4 5 

Low High Priority 

 

d)Transportation * 

Mark only one. 

1 2 3 4 5 

Low High 

 

e)Decoration * 

Mark only one. 

1 2 3 4 5 

Low High 

 

f)Wedding Cake * 

Mark only one. 

1 2 3 4 5 

Low High 

 

g)Staff Friendliness * 

Mark only one. 

1 2 3 4 5 

Low High 

 

13.If you were to visit the same area again would you stay at the same hotel? * 

Mark only one. 

Yes 

No 
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13.  Based on your personal opinion, which are the factors that can determine the 

success or failure of consumer-based marketing strategies? 

duct itself  
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Descriptive Statistic Charts 
 

Question 1 

Are you married? 
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Question 2 

Where are you from? 

 
Question 3 

Do you have any children? 
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Question 4 

How would you rate your overall Hotel stay? 

 
Question 5 

Who arranged your room reservation? 
 

 
 
 
 
 



81 
 

 
Question 6 

When arriving at the Hotel, How accurate where the information regarding your 
reservation? 
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Question 7 

Rate the following: a) Check-in Efficiency (1 for Excellent-5 for Poor) 

 
 
Question 7 

b) Cleanliness and servicing of your room during the stay (1 for Excellent-5 for Poor) 
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Question 7 

c) Value of room for price paid (1 for Excellent-5 for Poor) 

 
 
Question 8 

How would you rate the overall attitude of the staff (1 for Excellent-5 for Poor) 
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Question 8 

a. Rate the reservation staff (1 for Excellent-5 for Poor) 

 
 
 
Question 8 

b. Front desk clerk staff (1 for Excellent-5 for Poor) 

 
 












































