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Abstract

Following the merger and acquisition exercise in 2003, the local cellular industry is
becoming more volatile, competition is getting stiffer, and the customers seem to have
benefited from this development. Greater improvements on service quality are being
emphasised as achieving customer satisfaction has become the primary goal of these
cellular operators. A greater focus is also being placed in enhancing one’s corporate
image, as positive corporate image has been linked to customer satisfaction. The interest
in customer satisfaction is reflected in its ability to help build up customer loyalty,
enhance favourable word of mouth, lead to repeat purchases and improve the
company’s market share and profitability. The main purpose of this thesis is to establish
the relationship between corporate image and service quality towards customer
satisfaction in the Malaysian context. Based on past research works, three dimensions
namely financial background, social activities and services outlets were chosen to
represent corporate image. Likewise, service quality was described through five
dimensions. They were responsiveness, empathy, congestion, network quality and
coverage. Customer satisfaction was measured based on the overall feeling towards
each dimension of both constructs. A quantitative survey was conducted to gather
empirical data. A sample of 500 respondents were randomly picked and interviewed via
telephone to answer the structured questionnaires. The findings revealed that there was
a strong relationship between corporate image and customer satisfaction however

similar outcome was not evident for service quality and customer satisfaction.

ii



Acknowledgements

In the Name of ALLAH, the Most Gracious and Most Merciful

I wish to express my sincere thanks to those who have supported my endeavours during
my work. My supervisor, Associate Professor Dr Sofiah Abd Rahman, who guided,
encouraged and gave full support throughout this period. Professor Dr Hazman Shah
Abdullah who had contributed his ideas in understanding SERVQUAL.

A special gratitude and appreciate also went to my beloved husband, Shuhaimi bin
Daud, without whom I could not survive the long haul of finishing this work on a part
time basis. Not forgetting to my parents who had understood my work, and colleagues
that threw in their opinions in this thesis.

Wassalam.

iii



TABLE OF CONTENTS

CANDIDATE ‘S DECLARATION
ABSTRACT
AKNOWLEDGEMENT

TABLE OF CONTENTS

LIST OF TABLES

LIST OF FIGURES

LIST OF ABBREVIATIONS
LIST OF APPENDICES

CHAPTER 1: INTRODUCTION

1.0
1.1
1.2
1.3
1.4
1.5

Background of Research

Problem Statement

Research Objectives and Hypotheses of the Study
Scope and Limitation of the Study

Rationale, Significance and Benefit of the Study
Chapter Organisation

CHAPTER 2: OVERVIEW OF CELLULAR COMMUNICATIONS

2.0

2.1

Cellular Industry in Asia-Pacific

Cellular Industry in Malaysia
2.1.1  Statistics and Penetration Level of Cellular in Malaysia

2.1.2  Prepaid and Post-paid Services in Malaysia
2.1.3  Market Share of Cellular Operators in Malaysia

v

il
iii
iv
Xi
Xiii
Xiv

Xv

10

12
15
17



