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ABSTRACT

The significance attempt in this study is to examine the factors affecting customer
loyalty towards online games. This study explores the relationship between five
factors which consist of entertainment, sociality, challenge, control, and interactivity
that could influence factor of customer loyalty towards online games. This study also
tries to figure out what are the most factor that influencing factor of customer loyalty
towards online games among students. Therefore, the entertainment gives the

greatest impact on customer loyalty towards online game

In order to perform the statistical analysis, Statistical Packages for the Social Science
(SPSS) version 21.0 was used. By using the SPSS, the researcher could identify
and test the reliability of the questions given, the descriptive statistics, and the

relationship between each variable.

The respondents for this study were 100 citizens of Melaka which focusing on
students. Besides that, in this study, 100 sets of questionnaires had been
distributed. All respondents will be responding from questionnaires given in order to

get result on the factors affecting customer loyalty towards online games.

This study was using descriptive research to collect the information that related in the
factors affecting customer loyalty towards online games. Therefore, in this study,

there are two ways in gathering data which included primary and secondary data.

xii



	FACTORS AFFECTING CUSTOMER LOYALTY TOWARDS ONLINE GAMES
	DECLARATION OF ORIGINAL WORK
	LETTER OF SUBMISSION
	ACKNOWLEDGEMENT
	TABLE OF CONTENT
	LIST OF FIGURE
	LIST OF TABLES
	ABSTRACT
	CHAPTER 1 INTRODUCTION
	1.1 BACKGROUND OF THE STUDY
	1.2 PROBLEM STATEMENT
	1.3 RESEARCH QUESTIONS
	1.4 RESEARCH OBJECTIVES
	1.5 SIGNIFICANCE OF STUDY
	1.5.1 Game Programmers
	1.5.2 Researcher
	1.5.3 Future Researchers
	1.5.4 University of Teknologi Mara (UiTM)

	1.6 SCOPE OF STUDY
	1.7 LIMITATIONS OF THE STUDY
	1.7.1 Small Sample Size
	1.7.2 Bias and Invalid
	1.7.3 Respondents’ Cooperation
	1.7.4 Misinterpretation

	1.8 DEFINITION OF TERMS
	1.8.1 Online Game
	1.8.2 Entertainment
	1.8.3 Sociality
	1.8.4 Challenge
	1.8.5 Control
	1.8.6 Interactivity

	1.9 SUMMARY

	CHAPTER 2 LITERATURE REVIEW
	2.1 INTRODUCTION
	2.2 CUSTOMER LOYALTY TOWARDS ONLINE GAME
	2.3 ELEMENTS OF ONLINE GAMES
	2.3.1 ENTERTAINMENT
	2.3.2 SOCIALITY
	2.3.3 CHALLENGE
	2.3.4 CONTROL
	2.3.5 INTERACTIVITY

	2.4 THEORETICAL FRAMEWORK
	2.4.1 Variable
	2.4.2 Dependent Variable
	2.4.3 Independent Variable

	2.5 HYPOTHESIS
	2.6 CONCLUSION

	CHAPTER 3 RESEARCH DESIGN AND METHODOLOGY
	3.1 INTRODUCTION
	3.2 RESEARCH DESIGN
	3.3 DATA COLLECTION METHOD
	3.3.1 Primary Data
	3.3.2 Secondary Data

	3.4 QUESTIONNAIRE DESIGN
	3.5 STRUCTURED QUESTIONS
	3.6 SAMPLING DESIGN
	3.6.1 Target Population
	3.6.2 Sampling Technique
	3.6.3 Sample Size

	3.7 DATA ANALYSIS
	3.7.1 Reliability Test: Cronbach’s Alpha (Cronbach α)
	3.7.2 Descriptive Analysis
	3.7.3 Correlation Analysis
	3.7.4 Regression Analysis
	3.7.5 Coefficient of Determination (R2)

	3.8 SUMMARY

	CHAPTER 4 DATA ANALYSIS AND INTERPRETATION
	4.1 INTRODUCTION
	4.2 SURVEY RETURN RATE
	4.3 DEMOGRPAHIC PROFILE OF RESPONDENTS
	4.3.1 Gender
	4.3.2 Age
	4.3.3 Marital Status
	4.3.4 Online Gaming Experience
	4.3.5 Time in Online Game Each Time
	4.3.6 Time in Online Game Per Week
	4.3.7 Place of Gaming

	4.4 RELIABILITY ANALYSIS
	4.4.1 RELIABILITY STATISTICS

	4.5 RESEARCH OBJECTIVE 1
	4.6 RESEARCH OBJECTIVE 2
	4.6.1 ENTERTAINMENT
	4.6.2 SOCIALITY
	4.6.3 CHALLENGES
	4.6.4 CONTROL
	4.6.5 INTERACTIVITY

	4.7 RESEARCH OBJECTIVE 3 AND HYPOTHESIS TESTING
	4.7.1 CORRELATION ANALYSIS
	4.7.1.1 Correlation between Entertainment and Customer Loyalty
	4.7.1.2 Correlation between Sociality and Customer Loyalty
	4.7.1.3 Correlation between Challenges and Customer Loyalty
	4.7.1.4 Correlation between Control and Customer Loyalty
	4.7.1.5 Correlation between Interactivity and Customer Loyalty


	4.8 RESEARCH OBJECTIVE 4
	4.8.1 Coefficient of Determination (R2)
	4.8.2 Anova2
	4.8.3 Regression

	4.9 SUMMARY

	CHAPTER 5 CONCLUSION AND RECOMMENDATIONS
	5.1 INTRODUCTION
	5.2 CONCLUSIONS
	5.2.1 Level of customer loyalty towards online games
	5.2.2 The perception towards entertainment, sociality, challenge, control, and interactivity that affect customer loyalty towards online games
	5.2.3 Correlation between entertainment, sociality, challenge, control, and interactivity with customer loyalty towards online games
	5.2.4 Factors that gives the greatest impact on customer loyalty towards online game

	5.3 RECOMMENDATIONS
	5.3.1 Recommendations to Game Programmers or Game Developers
	5.3.1.1 Create more entertaining games
	5.3.1.2 Develop game that create moral values
	5.3.1.3 Strengthen gamer’s sense of control
	5.3.1.4 Focus on game technologies

	5.4.1 Recommendations to Future Researcher
	5.4.1.1 Broaden the sample size of the study
	5.4.1.2 Add other variables in the study
	5.4.1.3 Study on the negative impact of playing online games


	REFERENCES
	APPENDICES



