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ABSTRACT

Customer satisfaction has become an important issues for fast food restaurants. The
purpose of this research is to study the customer’s satisfaction towards the food
quality, service quality, perceived value and customer satisfaction towards Kentucky
Fried Chicken (KFC) in Bandar Hilir, Melaka. The research methodology used in this
study was convenient sampling technique where 370 respondents were where chosen
to answer the questionnaire.Besides on findings and data analysis, most of the
customers are satisfied with the service quality at the KFC in Bandar Hilir, Melaka,
these have been concluded in a DINESERV. The factors that influence customer
satisfaction are tangibles, assurance, reliability, responsiveness and empathy. After
that, the second most of the customers are satisfied with the perceived value or the
price of the KFC itself. This has been found in data analysis. Other than that, the
researcher is also able to give some recommendations and suggestions on how to
improve and increase customer satisfaction of the customer after the analysis, findings
and interpretation.This study will identify their weaknesses in order to achieve
customer’s satisfaction. The researcher hopes that this study could help this
organization to overcome their problem so that they can maintain their established
named as the one of the well — known fast food in Bandar Hilir, Melaka also in
Malaysia.
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CHAPTER ONE

INTRODUCTION

1.1 INTRODUCTION

Fast food nowadays are being more well-known to the world. The service that
provide make the users feel satisfied with the services that given by this fast food
company. The fast food owner should take advantage on this opportunity by providing a
package that suitable for tourists. They also can provide a tourist with such as those

served ala carte in the cafeteria or in snack bars, and in vending.

As satisfaction is one of the central ingredients to prepare sure that the fast
food restaurants can achieve a high measure of service experience for their
customer, it is significant for the director or the owner of fast food restaurant to

hit the books and increase the tone rendered to the clients.

Satisfaction can be defined as a comparison between the “expectation” and
performance (Oliver, 2010). In previous research, Choi and Chu, 2001; Tam, 2000
has proved that satisfaction has been an excellent predictor of repurchase
intentions. Through this, it can be concluded that, customer satisfaction is
important to a fast food restaurant as it will help them to be in the food industry

in the long-term of period.

1.2 BACKGROUND OF STUDY

The beginning of fast food was in 1912 in American with the opening of fast food

restaurant called the Automat in New York. The owner, Joseph Horn and Frank

il
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