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ABSTRACT

Satisfaction is a level of approval when comparing between what has been received and
what was expected that involve the needs and wants on making purchase decision.
Customer satisfaction is the measurement of how happy customers feel when they use or
bought the goods or service from retailer or supplier. When satisfaction is a positive, that’s
means what customer expects from their business can give something that they want or
need. Additionally, it is an overview of the user against low or relative service excellence.
On the other side, service quality that reflect the customer’s satisfaction in dimension of
service quality such as tangibles, reliability, assurances, empathy and responsiveness. This
research will explore how service quality influence customer satisfaction in the business-
to-consumer (B2C). Business to Consumer or B2C is used by businesses that want to
market products or services to consumers. B2C will conduct directly that business with
customer without using middleman. This research will be conducted research in Melaka
that have 15 bookstores in Melaka state. This research will be focusing on selected
bookstores such as Popular bookstore, MPH bookstore, TS Commerce bookstore, Kedai
Buku Pintar Sdn Bhd and other bookstore that have in area Melaka Tengah. Customer will
prefer to buying books at physical bookstore compared to buying books online. There are
some problems faced in bookstore from customer feedback. Back to research, the purpose
of conducting this research is to measure dimension of service quality towards customer
satisfaction in bookstore (Melaka). For the research methodology, the result was arranged
analyzed based on primary data. All the total of respondents that contributed is 151
respondents. The analysis will run by using SPSS software for analyzed the question
design, pilot test and descriptive study.

Keywords: Service Quality, Customer Satisfaction, Bookstore
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CHAPTER 1

INTRODUCTION

In chapter 1, it summarizes which gives the reader a comprehensive overview of the study.
It is started with a background of the research and providing the problem statement of the research
problem, research question and focusing the exactness of the objectives goals of this study. At the
end of this chapter consists of the limitation of the study that will clarify the research problem. The
issue of service quality there linked to the perception of customers to provide the best service to

the customers.

1.1  Background of Study

Satisfaction is a level of approval when comparing what received and what was expected
that involves the needs and wants on making a purchase decision. Customer satisfaction is the
measurement of how happy customers feel when they use or buy the goods or services from a
retailer or supplier. When satisfaction is positive, that’s mean what the customer expects from their

business can give something that they want or need. (Gloria, 2011)

From previous studies, the quality of services is referred to as far as this service can meet
the expected needs of our customers. Additionally, it is an overview of the user against low or
relative service excellence. (Muzahid & Noorjahan, 2009). On the other side, service quality that
reflects the customer’s satisfaction in the dimension of service quality such as tangibles, reliability,

assurances, empathy, and responsiveness.



This research will explore how service quality influence customer satisfaction in the
business-to-consumer (B2C). Business to Consumer or B2C is used by businesses that want to
market products or services to consumers. B2C will conduct directly that business with a customer
without using a middleman (Vinod Kumar & Gagandeep Raheja, 2012).

This research will be conducted research in Melaka that has 15 bookstores in Melaka state.
This research will be focusing on selected of the bookstores in area Melaka Tengah. The physical
bookstore is one of the places that customers - students or laymen will visit to find sources for
reading and references. The customer will prefer to buy books at a physical bookstore compared

to buying books online. There are some problems faced in the bookstore from customer feedback.

1.2 Problem Statement

The service quality offered to customers is a key factor in the service to gain customer
satisfaction. In this research, researchers want to identify how the quality of service affects
customers' satisfaction from the services provided by bookstores. Because of that, the researcher
will apply the SERVQUAL model are assurance, tangible, empathy, reliability and responsiveness

in this research.

From observation, the problems raised on the basis of customer services offered on
bookstores. Other than that, other dimensions also have issues that can be assessed to find out what
customer perceptions of service in bookstores. This research will be done because the bookstore
industry is unaware of the shortage of the services they provide for the customer and it has a

profound impact on customer satisfaction.



According to the journal Arcarani and Capaldo (2007), service handling has become a
common trend in the context of public management. Among the many services, quality of service
occurs when delivering the service to customers. In addition, customers are able to judge the
quality of service within an organization. Therefore, organizations need to use these five

dimensions to further strengthen the service quality of the organization.

The publishing industry in Malaysia is the most important industry as the industry has
received support from the government. The government has supported this industry in the field of
education, the need for a modest technical resource, commitment to the development of
information technology and dedicated entrepreneurs. However, the book publishing sector is not

satisfactory as there are some obstacles that prevent it.

The difficulties faced by the industry in measuring the success of a competitive market,
difficult to access industry in financial institutions. If this sector cannot meet the needs of its
customers, it opens up space for publications from abroad. Hence, by gaining support from the
government, it helps to enhance the performance of publishing industries which eventually aid to
incrementing the economy. Via funding given to the publishing sector by government, it allows

them to be more competitive with the foreign publishers.



1.3 Research Question

These research questions stated will help the researcher to answer and resolve the problem
statement.
1. What is the effect of service quality towards customer satisfaction in terms of tangibility at the

bookstores in Melaka?

2. What is the effect of service quality towards customer satisfaction in terms of reliability at the

bookstores in Melaka?

3. What is the effect of service quality towards customer satisfaction in terms of responsiveness at

the bookstores in Melaka?

4. What is the effect of service quality towards customer satisfaction in terms of assurances at the
bookstores in Melaka?

5. What is the effect of service quality towards customer satisfaction in terms of empathy at the

bookstores in Melaka?

1.4 Research Objective

These research objectives are related to the research problem and will explain the purpose
of the study.
1. To identify the effect of service quality towards customer satisfaction in terms of tangibility at
the bookstores in Melaka.
2. To identify the effect of service quality towards customer satisfaction in terms of reliability at
the bookstores in Melaka.
3. To identify the effect of service quality towards customer satisfaction in terms of responsiveness
at the bookstores in Melaka.
4. To identify the effect of service quality towards customer satisfaction in terms of assurances at
the bookstores in Melaka.
5. To identify the effect of service quality towards customer satisfaction quality in terms of

empathy at the bookstores in Melaka.



1.5  Scope of Study

It focused on the SERVQUAL model of service quality towards customer satisfaction in
bookstore Malaysia. It will discuss who are targeted respondent and where the location that the
researcher focuses to complete this research. It also helps the researcher to know how customer
satisfaction towards service quality in a bookstore by using the five-dimension model. All of this
important to the owner bookstore to understand what customers need and want to satisfy them by

the service quality.

1.5.1 The subject

To figure out the service quality effects towards customer satisfaction provide by using the
five-dimension model to fulfill the customer needs and wants. This also focuses on the element of

this subject are what the customer satisfaction.

1.5.2 The respondent

The researcher can determine the factors about customer satisfaction in service quality by

using a five-dimension model on a bookstore in Malaysia at the Melaka area. The respondent is
selected from a customer that visited the bookstore, student and also all community in Malaysia.

1.5.3 Location

The location was selected in Malaysia. The researcher more focuses on the Melaka area
for this study. This is because the researcher wants to know the service quality towards customer

satisfaction in the Melaka area.



1.6 Limitation of Study

The limitation of this research is the problem of the respondent by getting back their
questionnaire. Not all respondents will return the questionnaire to the researcher. To make it
achieved the sample size, the researcher needs to find more respondents to answer the
questionnaire again. The result could not be used to generalize the hypothesis as the respondents

and sample size are only focuses on selected areas — Melaka and not all over Malaysia.

1.7  Significance of Study

For bookstore owners, customer satisfaction needs to be given priority to improve service
quality to the customer. The owner of the bookstore can use this SERVQUAL model into their
business to ensure that customer satisfaction is achieved and their business will grow with this
research. This research is able to cope with the inadequacy of the service without them recognizing
the lack of value. There are many satisfactions given from customers based on the service quality

instrument.

1.7.1 The researcher

The researcher collects more information and better ideas on service quality towards
customer satisfaction at a bookstore in Malaysia. Other than that, it can recognize the importance

of customer satisfaction that makes the satisfy with the service provided by the bookstore.

1.7.2 Bookstore customer

By using the five-dimension model, the bookstore able to improve its service quality
provided to the customer. If that service improves, the bookstore will gain more profit and get
loyalty from their customers. This research can become a reference for the publisher or industry

to improve what service will have provided to the customer.



1.7.3 Booksellers

This research enhances understanding and identifies the most important five-dimension on
the service quality of bookstore in Malaysia. It also can help the employer or owner of the

bookstore to improve their service to the customer and giving some training.

1.8 Conclusion

On the first chapter, this research begins the general introduction will move to the
background of the study. A factor influences customer satisfaction towards service quality will
state in the problem statement, research questions and research objectives that focused on the
independent and dependent variable. Other than that, the researcher determines the scope,
significance, and limitations of the study. In chapter 2, is about what are the researcher findings
from the literature review study that related to service quality effect toward customer satisfaction

in the bookstore at Melaka.



CHAPTER 2

LITERATURE REVIEW

On chapter 2 is an analysis connected of literature on the topic of the research. Then the
researcher will come out the service quality dimension like tangible, responsiveness, assurances,
empathy and reliability that use in this research. Other than that, the research will cover up some
of the past research related to a bookstore in Malaysia.

2.1 Customer’s Satisfaction

In 1980, customer satisfaction refers to meeting one's expectation or in other words it is an
attitude or a sense of the use of the product or service. In addition, direct marketing activities are
also linked to satisfying customer satisfaction. Customer will make a repeat order or service if they
satisfied with the service given to them. Not only that, customers are able to share that satisfaction
with others and at the same time the sale of products or services increases. In simple words, when

it comes to positive results then the conversation becomes positive (Syed Ali & Ali, 2015).

According to Atigah, et. al., (2015), in term of customer satisfaction is a business that
provides services to ensure customer expectations are achieved. It can be measured by looking at
customer loyalty results for the business. In addition, the customer will warn the good of the
product or service if the customer satisfies their services. Customer satisfaction is subjective, as
today, there is still no researcher capable of establishing customer satisfaction based on user

experience.



In decades, customer satisfaction has been widely linked with marketing concepts in
business study. The verification process is labeled conventionally to assess customer expectations
through product or service performance. The assimilation will change either increasing or
decreasing according to expectations of satisfaction in performance (Ganiyu, 2017).

According to Ngo & Nguyen (2016), customer loyalty can be linked to the customer's
satisfaction as people are more likely to be rational and also reduce the risk of inclination if they
have a good relationship with the supplier.

2.1.1 Customer Satisfaction Analysis Model

Satisfaction

Functionality

Indifferent

Must-Be

Figure 2 1 Customer Satisfaction Analysis Model
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According to Kabu & Soniya (2017):

Customer relationship management law

Customer Satisfaction = Customer Expectations — Customer Satisfaction

The interval is divided into five (5) are low dissatisfied, relatively dissatisfied, general
satisfaction, relatively satisfied and high satisfied. It will change according to customer
expectations. The ways to improve customer satisfaction which improving customer experience
and managing customers effectively and reducing customer expectations. The first way is widely

used by all organizations to achieve great success.

2.2 Service Quality

Service quality is a key factor in business as it relates to customer satisfaction. Service
quality will have labeled as "customer judgment in product or service evaluation” (Niveen, 2015).
Service quality means the level of discrepancy between the normative expectation of customers in
the service and customer performance. In other words, it is a comprehensive assessment of the
organization or business services. Other than that, service quality describes the overall relative on

excellence and service perceptions. (Neupane & Devkota, 2017)

The definition of service quality as a how service on customer's perception is capable of
satisfying the customer’'s needs and wants. From the previous research show, service quality
becomes an important indicator of customer satisfaction. The organization can be seen from two
different angles if customer satisfaction can be fulfilled or not from service provided. The service
quality is an important aspect besides price and other cost elements. This because the offer given
the service provided to the customer is capable of giving a positive impact on the organization
(Gloria, 2011).
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In the seminal work of Uta (n.d), the service quality is defined as the result of a valuation
where customers can compare their expectations with the service they see. Since then, much
research has been carried out on this topic and more focused on role input to customer satisfaction.
Even in the global marketplace today, more than half of the value of money will be spent on
corporate training for service quality issues. In today's technological era, comparisons can be seen
on the website with the offered price and competitive advantage as well as the service quality. It
is critical for businesses to maintain and attract customers to be customers' loyalty to their products

or services.

2.2.1 Gaps Model of Service Quality

Expected

- 3
Customer f

Percerved

I . . External
{Service delivery Je- communications
. I Gap 4|\, customers
Gap 3
5 v
Company : .
a Customer driven service
Gap 1 design and standards
Gap 2

Company perception of
consumer expectations

Figure 2 2Gaps Model of Service Quality

This diagram above shows a visual of the Gap Model of service quality. In the seminal
work of Mary, Valarie & Dwayne (2010) to use this model, the organization needs to clear each

gap and take steps to manage and minimize the gaps. There are five (5) gaps:





