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ABSTRACT

The heritage sites are known as a place which has been a vital contributor to our tourism
activities. With the increase in the number of visitors from time to time, the heritage
sites directly contributed to the national economic growth. The continuing efforts to
increase the number of visitors at heritage sites have been conducted together with the
provision of excellent facilities which generates satisfaction among visitors. However,
the existence of inadequate facilities at the heritage sites would affect the arrival of
visitors in our country. Melaka is one of the states which have heritage sites that need to
be upgraded with adequate and excellent facilities. Therefore, this research aims to
investigate the visitors’ satisfaction towards the quality of services and facilities which
have been provided at the Melaka Heritage site. A total of 135 respondents were chosen
among the visitors of the Melaka Heritage Site in order to get their feedback on the
satisfaction levels of the current facilities and services provided at the site. The data
gained from the questionnaires were analysed using the descriptive and inferential
analysis. Reliability test shows that the total of 52 variables indicates the Cronbach’s
alpha value >0.75. Most of services and facilities indicate high mean score from a
visitor’s perspective. Meanwhile, 16 variables of facilities and 12 variables of services
are significant (asymp <0.05) with visitors’ satisfaction, which correlated with
respondents’ profile at the medium level. Hence, the findings show that excellent
facilities and services in the tourism area may generate satisfaction among the tourists
as well as attract them to revisit. Even the provision of facilities and services at the
tourism area should take into consideration the tourists’ profile. This is because different
profiles may generate different values of satisfaction level and thus contribute to
Malaysian tourism industry.



ACKNOWLEDGEMENT

Firstly, 1 wish to thank God for giving me the opportunity to embark on my master
(MSc.) and for completing this long and challenging journey successfully. My gratitude
and thanks go to my supervisor, Dr. Sr. Rohayu binti Abdul Majid and my co-supervisor,
Associate Professor Haspalela binti Mohd Yusof for their guidance and encouragement
throughout the progress of this thesis. Thank you for the support, patience and ideas in
assisting me with this thesis.

My appreciation goes to the Miss Asmaliana binti Ashari, a Research and Development
Manager at the Tourism Melaka, who provided the data, facilities and assistance during
sampling. | also would like to express my heartfelt thanks to the staff of the Tourist
Information Centre at the Melaka Heritage Site in sharing the related information,
knowledge and assistance are greatly respected. Special thanks to my colleagues and
friends for helping me with this thesis.

Finally, this thesis is dedicated to my beloved husband, and
also my daughter, Heartfelt memory also goes to
my parents, siblings,

friends and those who are involved directly or indirectly in helping this thesis. Only
Allah can reward all of you courtesy and kindness. This piece of victory is dedicated to
all of you. Alhamdulillah and thank you.



TABLE OF CONTENTS

CONFIRMATION BY PANEL OF EXAMINERS
AUTHOR’S DECLARATION

ABSTRACT

ACKNOWLEDGEMENT

TABLE OF CONTENTS

LIST OF TABLES

LIST OF FIGURES

LIST OF ABBREVIATIONS

CHAPTER ONE: INTRODUCTION

1.1 Research Background

1.2 Problem Statement

1.3 Aim

1.4 Research Objectives

1.5 Research Questions

1.6 Scope and Limitation of Study

1.7 Significance of Study

1.8 Research Methodology

1.9 Research Design

1.10 The Arrangement of Chapters
1.10.1 Chapter One: Introduction
1.10.2 Chapter Two: Literature Review
1.10.3 Chapter Three: Research Methodology
1.10.4 Chapter Four: Results and Discussion

1.10.5 Chapter Five: Conclusion and Recommendation

Vi

Page

Vi
Xi
xii

Xiii

© © © ©O© N N oo o o0 B~ BB DD -

il
o o





