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ABSTRACT 

Customer loyalty was influenced by the perceived quality and affected to the loyalty. This 

study was aimed to determine the relationship between service quality and customer 

loyalty. The survey using questionnaires approach to 334 of customers at Bangi 

Wonderland Water Theme Park. The respondents were chosen using convenience 

sampling. For the purpose of this study, the questionnaire was adopted and adapted from 

Parasuraman (1988) for service quality and Han, Kwortnik and Wang (2008) for customer 

loyalty. The statistical analysis that the researcher used is Pearson correlation. The current 

study has indicated that, there is a significant relationship between service quality and 
customers' loyalty (r=.548**. n=334, p<0.05) The results obtained in this study depict, 
there is a significant relationship between service quality of service provided and 

customers' loyalty. This finding will help the facility manager to manage all of service 

quality dimension in order to attract customer to come to the centre. 

V 



TABLE OF CONTENT 

AUTHOR'S DECLARATION 

LETTER OF TRANSMITTER 

ACKNOWLEDGEMENT 

ABSTRACT 

TABLE OF CONTENT 

LIST OF TABLE 

LIST OF FIGURE 

LIST OF ABBREVIATION 

1.0 INTRODUCTION 

1.1 Background of Study 

1.2 Statement of Problem 

1.3 Research Question 

1.4 Research Objectives 

1.5 Research Hypothesis 

1.6 Significant of study 

1.7 Limitation of Study 

1.8 Delimitation of Study 

1.9 Definition of term 

2.0 LITERATURE REVIEW 

2.1 Introduction 

2.2 Concept of Service Quality 

2.3 Concept of Customer Loyalty 

2.4 Relationship between Service Quality and Customer's Loyalty 

vi 

Page 

11 

lll 

lV 

V 

Vl 

Vlll 

lX 

X 

1 

3 

3 

4 

4 

4 

5 

5 

6 

8 

8 

11 

12 



2.5 Concept of Theme Park 

2.6 Conclusion 

3.0 Methodology 

3.1 Research Design 

3.2 Sampling 

3.3 Instrumentation 

3.4 Data Collection Procedure 

3.5 Data Analysis 

3.6 Pilot Study 

4.0 RESULTS AND FINDINGS 

4.1 Introduction 

4.2 Descriptive Analysis 

4.3 Research Finding 

4.4 Hypothesis Testing 

4.5 Conclusion 

5.0 DISCUSSIONS, CONCLUSION, AND RECOMMENDATIONS 

14 

15 

16 

16 

17 

19 

20 

20 

23 

23 

25 

31 

32 

5.1 Introduction 33 

5.2 Discussion 

5.3 Conclusion 

5.4 Recommendation 

6.0 REFERENCES 

APPENDICES 

vii 

33 

36 

36 

37 

41 


