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ABSTRACT

The purpose of this research is to investigate the effectiveness of service quality
implemented by KLAS In-Flight Catering towards customer satisfaction. The other objective is
identifying the level of customer satisfaction towards the service implemented by KLAS In-Flight
Catering through various dimensions which is tangibility, reliability, responsiveness, assurance
and empathy. A survey questionnaire which consisted of three parts to measure demographic
factors, independent variables and dependent variable was constructed. 50 respondents were
selected randomly from nine international airlines which are KLAS IFC current customers. The
result shows that mean average of customer satisfaction is 3.85 which are at average and
satisfaction level. This research is hoped to enhance the level of service quality through various

dimensions and thus increasing the level of customer satisfaction.

viii



TABLE OF CONTENTS

PAGE

ACKNOWLEDGEMENT
LIST OF TABLES

LIST OF FIGURE
ABSTRACT

CHAPTER
1.0 INTRODUCTION

1.1 Introduction

1.2 Company Background
1.3 Background of Study
1.4 Problem Statement
1.5 Research Question
1.6 Research Objective
1.7 Significant of Study
1.8 Scope of Study

1.9 Time Frame

1.10 Limitation of Study
1.11 Definition of Term

2.0 LITERATURE REVIEW

2.1 Introduction

2.2 What is Quality Service?

2.3 SERVQUAL MODEL

2.4 Customer Satisfaction

2.5 Impact of Service Quality on Customer Satisfaction
2.6 Theoretical Framework

2.7 Research Hypothesis

Vi
Vil

viii

21
21
24
25
27
29
29



	KLAS IN – FLIGHT CATERING: MEASURING THE EFFECTIVENESS OF SERVICE QUALITY TOWARDS CUSTOMER SATISFACTION
	“DECLARATION OF ORIGINAL WORK”
	LETTER OF SUBMISSION
	ACKNOWLEDGEMENT
	LIST OF TABLE
	LIST OF FIGURE
	ABSTRACT
	TABLE OF CONTENTS
	CHAPTER 1
	1.1 Introduction
	1.2 Company Background
	1.2.1 Company Vision
	1.2.2 Company Mission
	1.2.3 Company Quality Policy
	1.2.4 KLAS In-Flight Catering Division
	1.2.5 KLAS In-Flight Catering Division Facilities and Operational Overview

	1.3 Background of Study
	1.4 Problem Statement
	1.5 Research Questions
	1.6 Research Objectives
	1.7 Significant of Study
	1.7.1 For the Researcher
	1.7.2 For the Company
	1.7.3 For the Customer

	1.8 Scope of Study
	1.9 Time Frame
	1.10 Limitation of Study
	1.10.1 Lack of Resources
	1.10.2 Airport Security Restrictions
	1.10.3 Inexperience Researcher
	1.10.4 Time Constraint
	1.10.5 Respondents Cooperation

	1.11 Definition of Term
	1.11.1 In-Flight Catering
	1.11.2 KLAS
	1.11.3 AdHoc Flight
	1.11.4 Pax
	1.11.5 Ratio
	1.11.6 Customer Satisfaction
	1.11.7 Expectation
	1.11.8 Quality Service


	CHAPTER 2:
	LITERATURE REVIEW
	2.1 Introduction
	2.2 What is Quality Service?
	2.3 SERVQUAL MODEL
	2.4 Customer Satisfaction
	2.5 Impact of Service Quality on Customer Satisfaction
	2.6 Theoretical Framework
	2.7 Research Hypothesis

	CHAPTER 3
	RESEARCH METHODOLOGY
	3.1 Introduction
	3.2 Data Collection Method
	3.2.1 Primary Data
	3.2.2 Secondary Data

	3.3 Research Design
	3.4 Population
	3.5 Sample Size
	3.6 Questionnaire Design
	3.7 Data Analysis

	CHAPTER 4:
	DATA ANALYSIS AND FINDINGS
	4.1 Introduction
	4.2 Frequency Analysis
	4.2.1 Respondent Profile

	4.3 Reliability Analysis
	4.4 Respondent Response towards Dependent Variable (Customer Satisfaction)
	4.4.1 Research Question 1
	4.4.2 Research Objective 1

	4.5 Respondent Respond towards Independent Variables (Service Quality)
	4.5.1 Research Question 2
	4.5.2 Research Objective

	4.6 Cross tabulation Analysis and Hypothesis Testing between Customer Satisfaction(Independent Variables) and Customer Satisfaction (Dependent Variable).
	4.6.1 Research Question 3
	4.6.2 Research Objective 3

	4.7 Hypothesis Testing
	4.7.1 Tangibility (Hypothesis 1)
	4.7.2 Reliability (Hypothesis 2)
	4.7.3 Responsiveness (Hypothesis 3)
	4.7.4 Assurance (Hypothesis 4)
	4.7.5 Empathy (Hypothesis 5)


	CHAPTER 5
	CONCLUSIONS AND RECOMMENDATIONS
	5.1 Introduction
	5.2 Conclusion
	5.3 Recommendations

	BIBLIOGRAPHY
	APPENDICES



