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ABSTRACT

The purpose of this research is to study the identify the problems of baggage
handling by Malaysia Airlines especially in terms of service quality and to examine
the relationship between Service Quality and Baggage Handling Service Satisfaction.
Moreover, this study is to identify the level of customer satisfaction in relation to
service quality in baggage handling. It is believed that the attributes offered will
determine whether the customers have a good or poor expectation towards Malaysia

Airlines baggage handling.

The findings showed that the gaps between Consumer Expectation and Perceived
are wide. The researcher is also identifying that the reliability, tangibles and
assurance of the service quality are not influenced by Baggage Handling Service
Satisfaction. The results also showed most of the respondents were agree with the

service quality and moderate in their satisfaction.
In this study, researcher used primary data, quantitative research and non —

comparative scales for data collection. Based on reliability test, frequency analysis

and cross tabulation analysis, a clear findings and result is observed.

viii



	SERVICE QUALITY IN BAGGAGE HANDLING:THE CASE OF MALAYSIA AIRLINES
	DECLARATION OF ORIGINAL WORK
	LETTER OF SUBMISSION
	TABLE OF CONTENTS
	ACKNOWLEDGEMENT
	LIST OF TABLES
	LIST OF FIGURES
	ABSTRACT
	CHAPTER 1 INTRODUCTION
	1.0 Introduction
	1.1 Background and Setting
	1.2 Company Background
	1.3 Problem Statement
	1.4 Research Questions
	1.5 Research Objectives
	1.6 Theoretica l Framework
	1.7 Hypotheses
	1.8 Scope of Study
	1.9 Time Frame
	1.10 Significance of Study
	1.11 Definition of Terms
	1.12 Limitations of Study

	CHAPTER 2 LITERATURE REVIEW
	CHAPTER 3 RESEARCH METHODOLOGY AND DESIGN
	3.0 Introduction
	3.1 Brief Descript ion of Organization I Population I Area
	3.2 Data Collection
	3.3 Research Design
	3.4 Target Population
	3.5 Interview and Sampling Technique
	3.5.1 Types of Sampli ng Design
	3.5.2 Sampling Size

	3.6 Sampling Frame I Time Frame
	3.7 Quest ionnaire Design
	3.7.1 Structured Question s
	3.7.2 Multiple-Choice Question
	3.7.3 Rating scale

	3.8 Pre-test
	3.9 Field Work and Interviews
	3.10 Preparation and Analysis of Data

	CHAPTER 4 RESULTS AND INTERPRETATIONS
	4.0 Introduction
	4.1 Reliability Statistics
	4.2 Brief Description of Demographic / Consumer Profile
	4.3 Dimensions Contributi on to Consumers ' Expectation
	4.4 Consumers' Expectat ion Profile
	4.5 Level of Consumers' Expectation on Service Quality in Baggage Handling
	4.6 Gaps between Consumer Expectation and Consumer Perceived
	4.6.1 The Gaps Model of Service Quality

	4.7 The Relationship between Service Quality and Baggage Handling Service Satisfaction
	4.8 The Relationship between All Factors and Baggage Handling Service Satisfaction
	4.9 Regression Analysis
	4.10 Level of Consumer's Satisfaction

	CHAPTER 5 CONCLUSION AND RECOMMENDATION
	5.0 Introduction
	5.1 General Conclusion
	5.2 Suggestion / Recommendation

	BIBLIOGRAPHY
	APPENDICES



