
 

De La Salle University – Dasmariñas 
TOURISM MANAGEMENT DEPARTMENT 

 

 

LEVEL OF CUSTOMER SATISFACTION OF THE DIFFERENT 

SERVICES IN SEVEN BRANCHES OF BORACAY SANDS SPA IN 

LAGUNA 

 

DE LA SALLE UNIVERSITY – DASMARINAS 

DASMARINAS CITY, CAVITE 

 

A THESIS PRESENTED TO THE 

COLLEGE OF TOURISM AND HOSPITALITY MANAGEMENT 

 

IN PARTIAL FULFILMENT OF THE REQUIREMENTS 

FOR THE DEGREE OF BACHELOR OF SCIENCE IN TOURISM 

MANAGEMENT 

 

RESEARCHERS 

DIO, MICHAELA ISABEL A. 

BELICANO, IRAH CAMILLE G. 

MANALO, JOCHELLE G. 

 

MR. JIMFORD TABUYO, MBA – TM 

THESIS ADVISER 

 



 

De La Salle University – Dasmariñas 
TOURISM MANAGEMENT DEPARTMENT 

 

 

Table of Contents 

Page 

Title Page         i 

Approval Sheet        ii 

Panel of Examiners        ii 

Acknowledgement        iii 

Table of Contents        iv 

List of Figure         v 

List of Tables         vi 

Abstract         vii 

Chapter 1 THE PROBLEM AND ITS BACKGROUND 

   Introduction       1 

   Background of the study     3 

   Statement of the Problem     5 

   Hypothesis       6 

   Significance of the study     6 

   Scope and Limitation of the Study    7 

   Definition of Terms      8 

Chapter 2 REVIEW OF RELATED LITERATURE 

Conceptual Literature      10 

   Research Literature      15 

   Synthesis       19 



 

De La Salle University – Dasmariñas 
TOURISM MANAGEMENT DEPARTMENT 

 

 

   Conceptual Framework     21 

   Conceptual Paradigm      22 

Chapter 3 METHODOLOGY 

   Research Design      24 

   Participants of the study     25 

   Instrumentation      26 

   Data Gathering Procedure     28 

   Statistical Treatment of Data     29 

Chapter 4 PRESENTATIONS, INTERPRETATION,    31 

     AND ANALYSIS OF DATA 

Chapter 5 SUMMARY OF FINDINGS,  

     CONCLUSION, AND RECOMMENDATION 

  Summary of Findings      47 

  Conclusion       49 

  Recommendation      51 

Output Action Plan        52 

Bibliography 

Appendix A – DOT Requirements 

Appendix B – Certification from Boracay Sands Spa 

Curriculum Vitae 

 

 



 

De La Salle University – Dasmariñas 
TOURISM MANAGEMENT DEPARTMENT 

 

 

List of Figure 

 

Page 

1. Conceptual Paradigm              29 

 

List of Tables 

Page 

1. Distribution of the Respondents      33 

2. Likert Scale         35 

3. Distribution of Respondents in terms of Gender    38 

4. Distribution of Respondents in terms of Age     39 

5. Distribution of Respondents in terms of Monthly Income   40 

6. Most Preferred Services from the Respondents    41 

7. Level of Customer Satisfaction based on Equity    43 

8. Level of Customer Satisfaction based on Expectation    45 

9. Level of Customer Satisfaction based on Perception    46 

10. Summary of Level of Customer Satisfaction in      

Boracay Sands Spa in Three Areas of Customers’ Response to Service  48 

11. Relationship between the Respondents Age in the Three Areas    

of Customers’ Response to Service      49 

12. Relationship between the Respondents Monthly Income in the  



 

De La Salle University – Dasmariñas 
TOURISM MANAGEMENT DEPARTMENT 

 

 

Three Areas of Customers’ Response to Service      51 

13. Relationship between the Respondents Gender in the Three Areas  

of Customers’ Response to Service      52 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

De La Salle University – Dasmariñas 
TOURISM MANAGEMENT DEPARTMENT 

 

 

LEVEL OF CUSTOMER SATISFACTION OF THE DIFFERENT SERVICES IN 

SEVEN BRANCHES OF BORACAY SANDS SPA IN LAGUNA 

 
ABSTRACT 

Belicano, Irah Camille 

Dio, Michaela Isabel 

Manalo, Jochelle 

 
This study assessed the level of customer satisfaction of the respondents to the 

different services in the seven branches of Boracay Sands Spa located in Laguna. The study 

used a quantitative research method which helps the researchers to determine the impact of 

perceived service quality of the therapists to their clients. The researchers used Krecjie & 

Morgan method which resulted to 350 sample size and divided to the seven branches which 

resulted to 50 respondents each branches. The study was based on the three areas of 

customer’s response to service: Equity is the equality of services given to their clients; 

Expectations contain the cognitive aspect which the tourist actually experiences how the 

service is delivered; and Perception contains a response to that service. Based from the 

findings, the highest mean according to equity was providing the right services. Based on 

expectations, it helps to release stress. Lastly based on perception, it provides the 

appropriate touch for the chosen services of the clients. In terms of age and gender, there is 

no effect on the three areas of customers’ response. In terms of monthly income, it has an 

effect on the three areas of customers’ response to service. 
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