Exploring the Customer Expectations
Towards Shuttle Service By KTMB

EXPLORING THE CUSTOMER'S EXPECTATION TOWARDS SHUTTLE SERVICE BY
KTMB

NORAINI BINTI ISMAIL
2002656324

Submitted in the Partial Fulfillment
of the Requirement for
Bachelor of Business Administration
(Hons) Marketing

FACULTY OF BUSINESS MANAGEMENT
UiTM, SHAH ALAM

OCTOBER, 2004



Exploring the Customer Expectations
Towards Shuttle Service By KTMB

<

=

BACHELOR OF BUSINESS ADMINISTRATION
WITH HONOURS (MARKETING)
FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA

SHAH ALAM

‘DECLARATION OF ORIGINAL WORK’

I, NORAINI BINTI ISMAIL (I/C Number: 790814-07-5618)

Hereby, declare that;

e This work has not previously been accepted in substance for any degree, locally
or overseas, and is not being concurrently submitted for this degree or any other
degree.

e This Project Paper is the result of my independent work and investigation, except
where otherwise stated.

o All verbatim extracts have been distinguished by quotation marks and source of

my information have been specifically acknowledged.

Signature: “&Y\\W\&; Q/Q\\w:& Date:__3- W0- 2004

il



Exploring the Customer Expectations
Towards Shuttle Service By KTMB

TABLE OF CONTENTS

Acknowledgement

List of Tables
List of Figures
Abstract
Chapter
1.0 Introduction
1.1 History of Railways
1.2  History of KTMB
- 1.3 History of Shuttle Service
1.4 Problem Statement
1.5  Objectives of the Study
1.6 Importance of the Study
1.7 Limitations of the Research
1.8  Definition of Terms
2.0  Literature Review
21 Concepts
2.1.1 Railways Service
2.1.2 Shuttle Service
2.1.3 Marketing Service
2.1.4 Customer Expectations
2.2  Summary of Literature
3.0 - Research & Methodology

3.1

Research Design

vi
vii

10
11

12

13
14
22
26
33

36

40



Exploring the Customer Expectations
Towards Shuttle Service By KTMB

ACKNOWLEDGEMENT
‘In the name of Allah, Most Gracious and Most Merciful’ Praise to Allah for his abundant
generosity. Without His Kindness, | would not have strength to write and finish this
thesis.
First and Foremost, | would like to convey my appreciation and thanks to Allah S.W.T for
giving me the blessing and strength in completing this manuscript. In writing this thesis, |
have been guided by having the opportunity to discuss the ideas contained in it with my

advisor, Pn. Siti Zaleha Sahak and En. Rosli Abdul Rahim, my examiner.

Special thanks also to my Supervisor at KTMB KL Sentral, En. Zulkifli Ismail for his
kindly advises, instruction, teaching and guidance during I'm doing my practical training
in that company and all KTMB staffs for their encouragement and support towards the

completion of my study.

‘Finally, special appreciated to my family, Pn. Normah Hj. Japar, my sister Dek Nor and
my young brother Amat for their understanding and financial support. Not forgetting to
my lovely friends, Ummi, Irmatul, Shaz and Ady for their support, critics and

encouragement had motivated me to complete this thesis. May Allah bless all of us.

iv



Exploring the Customer Expectations
Towards Shuttle Service By KTMB

ABSTRACT

This study will focus on customer’s expectation towards shuttle service of KTMB. KTMB
main target are those Malaysian working in Singapore. So, this will bring benefits to the
consumers itself. The customers will not have to face the city’s notorious traffic
congestion. T herefore, the consumers will be able to use Shuttle Service as another
mode of transport. to Singapore. KTMB sees this as a big opportunity to extend its
service as well as to capture the potential markets. For this purpose a structured
questionnaire will be design to obtain all the relevant information in order to fulfill the
research objectives. Actually, KTMB is still waiting for the approval of the Singapore

Government.
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