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abstract 

At present, the Reliance SMAS, the No. 1 ground 

operator in Malaysia is looking forward for the 

improvement of its drivers, tour guides, tour 

package provided and the condition of its 

excursion coaches as well as to find out the major 

problems encountered by tourists during their tour 

with Reliance SMAS excursion coach. The Kuala 

Lumpur Inside-Out Tours which operates on a daily 

basis is found not very efficient because of some 

major problems which are encountered by tourists 

during the tour. A closer look and opinions from 

tourists into the operation is vital in order to 

improve this situation where Malaysia is now 

heading to its second program of Visit Malaysia 

Year (VMY) which will be held in 1994. 

This research is carried out to study, identify 

the tourist evaluations on Reliance SMAS drivers, 

tour guides, tour package provided and excursion 

coaches performance as well as to find the 

solutions and recommendations to overcome and 

better its service. 

It is hoped that, the recommendations made would 

provide Reliance SMAS with some ideas on how to 

further improve its service performance. 
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