View metadata, citation and similar papers at core.ac.uk brought to you by fCORE

provided by Universiti Teknologi MARA Institutional Repository

KERETAPI TANAH MELAYU (KTM) COMMUTER : RAILWAY TRANSPORTATION
SERVICE SATISFACTION TOWARDS CUSTOMERS' LOYALTY

AMIR FIKRI BIN ZAWAWI
940623055041

BACHELOR OF BUSINESS ADMINISTRATION WITH HONOURS
(INTERNATIONAL BUSINESS)
FACULTY OF BUSINESS AND MANAGEMENT
UNIVERSITY TEKNOLOGI MARA
KAMPUS BANDARAYA MELAKA

JULY 2017


https://core.ac.uk/display/132531014?utm_source=pdf&utm_medium=banner&utm_campaign=pdf-decoration-v1

DECLARATION OF ORIGINAL WORK

BACHELOR OF BUSINESS ADMINISTRATION
WITH HONOURS (INTERNATIONAL BUSINESS)
FACULTY OF BUSINESS AND MANAGEMENT
UNIVERSITI TEKNOLOGI MARA
“DECLARATION OF ORIGINAL WORK?”

I, AMIR FIKRI BIN ZAWAWI, ( I/C Number : 940623055041)

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
degrees.

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

e All verbatim extracts have been distinguished by quotation marks and sources of

my information have been specifically acknowledged.

Signature: Date: 13th JULY 2017




ACKNOWLEDGEMENT

In the name of Allah, the most gracious and the most merciful. All praise to Allah for the good

health and wellbeing that were necessary in completing this task.

Much gratitude to Industrial Training Project Paper lecturer/advisor in UiTM Melaka Kampus
Alor Gajah, Mr. Zakimi Bin Ibrahim for his admiration, guidance and advice in completing this
project paper entitled "Keretapi Tanah Melayu (KTM) Commuter : Railway Transportation
Service Satisfaction towards Customers' Loyalty" from the drafting of title of the research,

constructing questionnaire and until the final presentation on the conducted survey.

On top of that, our appreciation also goes to everyone who helped us to complete this research

paper.



TITLE PAGE

TABLE OF CONTENT

DECLARATION OF ORIGINAL WORK
LETTER OF SUBMISSION
ACKNOWLEDGEMENT

TABLE OF CONTENT

LIST OF FIGURES

LIST OF TABLES
ABSTRACT

CHAPTER 1 INTRODUCTION

11
1.2
1.3
14
15
1.6

Background of the Study
Problem Statement
Research Objectives
Research Questions
Scope of Study
Limitation of Study

CHAPTER 2 LITERATURE REVIEW

2.1
2.2

2.3

Introduction

Theoretical Framework and Hypothesis
2.2.1 Cost

2.2.2 Convenience

2.2.3 Reliability

2.2.4 Safety

2.2.5 Station Premises

Customers' Loyalty

Page

V-Vii
Viii

viii

6-7

9-10



ABSTRACT

This research paper involves the investigation on customers' loyalty of Keretapi Tanah
Melayu (KTM) commuter railway transportation service satisfaction. This research
systematically analyzes some relevant literature regarding the underlying factors of service
satisfaction on customers' loyalty with the service offered by KTM commuter in Malaysia.
Several factors are identified that may give some impacts such as the costs or price offered,
convenience, reliability of time, safety and station premises of KTM service. Railway
transportation customers or passengers are more likely to be loyal as if the services provided

are satisfying.
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