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ABSTRACT  

Service quality is crucial for every logistic company to consider in order to expand their 

business in the market. The development of technology has leads to business activity. 

However, lack of service quality had been identify as the major barriers for logistic company 

to expand their business. Factors that influenced service quality had been discuss by several 

researchers. This research had identify the factors that influence perceived service quality 

among Port Klang Trading client and had come out with recommendations that the company 

used in order to enhance the current service quality. This descriptive study used survey 

method in data collection. These data was collected using questionnaire that had been 

distributed to the respondent. Data is gathered using a cross-sectional study due to the fact 

that these data was collected once and not continuously. The sample size for this research 

were 80 respondents from the Port Klang Trading client out of 100 total population. These 

respondents were being selected through cluster sampling technique from five departments 

in the company. The basis of the research was based on Servqual theory by Parasuraman 

(2009) which were reliability, assurance, tangibility, empathy and responsiveness. In 

particular, this research provided an insight regarding factors that influence service quality 

towards Port Klang Trading Company 


	FACTORS THAT INFLUENCE PERCEIVED SERVICE QUALITY AMONG PORT KLANG TRADING CLIENT
	DECLARATION OF ORIGINAL WORK
	LETTER OF TRANSMITTAL
	ACKNOWLEDGEMENT
	TABLE OF CONTENTS
	LIST OF FIGURES
	LIST OF TABLES
	ABSTRACT
	CHAPTER 1: INTRODUCTION
	1.1 BACKGROUND OF STUDY
	1.1.1 Background of company

	1.2 PROBLEM STATEMENT
	1.3 RESEARCH OBJECTIVE
	1.4 RESEARCH QUESTION
	1.5 SIGNIFICANCE OF STUDY
	1.5.1 Organization of PKT
	1.5.2 Employee of PKT
	1.5.3 Researcher

	1.6 SCOPE AND COVERAGE OF STUDY
	1.7 DEFINITION OF TERM
	1.7.1 PKT Company
	1.7.2 Service
	1.7.3 Quality
	1.7.4 Servqual
	1.7.5 Reliability
	1.7.6 Assurance
	1.7.7 Tangibility
	1.7.8 Empathy
	1.7.9 Responsiveness


	CHAPTER 2: LITERATURE REVIEW
	2.1 PERCEPTION
	2.2 SERVICE QUALITY
	2.3 PERCEIVED SERVICE QUALITY
	2.4 SERVICE QUALITY DIMENSIONS
	2.4.1 RELIABILITY
	2.4.2 ASSURANCE
	2.4.3 TANGIBILITY
	2.4.4 EMPATHY
	2.4.5 RESPONSIVENESS
	2.4.6 THEORETICAL FRAMEWORK

	2.5 HYPOTHESIS

	CHAPTER 3: RESEARCH METHODOLOGY
	3.1 RESEARCH DESIGN
	3.1.1 Purpose of study
	3.1.2 Extent of researcher interference
	3.1.3 Study setting
	3.1.4 Research strategies
	3.1.5 Unit of analysis
	3.1.6 Time horizon

	3.2 SAMPLING DESIGN
	3.2.1 Population
	3.2.2 Sample Size
	3.2.3 Sampling Method

	3.3 DATA COLLECTION METHOD
	3.3.1 Primary Data
	3.3.2 Secondary Data

	3.4 DATA ANALYSIS
	3.4.1 Reliability analysis
	3.4.2 Descriptive analysis
	3.4.3 Correlation analysis
	3.4.4 Multiple regression analysis


	CHAPTER 4: DATA ANALYSIS AND INTERPRETATION
	4.1 RELIABILITY ANALYSIS
	4.2 DESCRIPTIVE ANALYSIS
	4.3 CORRELATION ANALY
	4.4 Multiple Regression Analys
	4.4.1 Model summary
	4.4.2 Coefficients


	CHAPTER 5: CONCLUSION AND RECOMMENDATION
	5.1 CONCLUSION
	5.2 RECOMMENDATIONS
	5.2.1 Keeping proper documentation and confidentiality
	5.2.2 Improvement of company’s operation and delivery
	5.2.3 Keep an up-to-date and high technology

	5.3 FUTURE RESEARCH

	REFERENCE
	APPENDIX



