Int. ] Sup. Chain. Mgt

617

Vol. 8, No. 3, June 2019

An Evaluation towards the Service Quality for
the Tourism Sector in the East Coast

Economic Region (ECER), Malaysia

Mohd Saiful Izwaan Saadon™, Aleff Omar Shah Nordin™, Nur Amalina Mohamad Zaki™
Tan Owee Kowang * Norshahrizan Nordin"

#School of Maritime Management & Business, Universiti Malaysia Terenggan Kuala Nerus, Terengganu Darul
Iman, Malaysia.

lsaiful.izwaan@umt.edu.my
2aleff.shahQumt.edu.my

Samalina@umt.edu.my

*Azman Hashim International Business School, Universiti Malaysia Terengganu Johor Bahru, Johor Darul
Ta’zim, Malaysia.

doktan@utm.my
"School of Business Innovation & Technopreneurship, Universiti Malaysia Perlis Kangar, Perlis, Malaysia.

Snorshahrizan@unimap.edu.my

Abstract— In theory, the integration of Kano Model
and SERVQUAL into Quality Function Deployment
is to remove the assumption of linear and to offer
innovative input. Kano Model characterizes
attributes for product or services based on the level of
customer satisfaction towards the attributes.
Indirectly it can facilitate SEVQUAL to determine
level of priority to the improvement process required
by the organisation based on certain categories
requested, in which this is going towards into the
improvement of customer satisfaction. Kano Model
also enables SERVQUAL to focus on interesting
attributes and it is popular in the service innovation
process. According to the theory, the process of the
integration of Kano Model and SERVQUAL into
QFD will allow us to construct a model of service
quality for the tourism sector which can satisfy
customer’s needs and wants. This will grant a high
level of customer satisfaction. This study can
determine attributes according to the categories of
basic needs, performance needs and excellence needs.
By doing so, we eventually will be able to determine
basic elements, performance elements and the
excellent elements for the service quality for the
tourism sector. These dimensions can be a reference
to organisations when they plan their activities for
their activities related to the service quality in the
future.

Keywords—  Kano Model, SERVQUAL, Quality

Function Deployment, Tourism Sector.

1. Introduction

This study will assess the level of service quality of
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tourism sector in East Coast Economic Region
(ECER). The main objective of this study is to
identify the key factors influencing the level of
customer satisfaction towards the tourism sector in
ECER. The study also conducted to measuring the
level of customer satisfaction on airport services,
island tourism and hotel services at ECER. The
study will be divided into three main components,
namely: the quality of service at the main airport at
ECER, second: service quality in major resort
islands in ECER (water transport & chalet) and
third: the quality of hotel services in ECER. These
three components play the important role in the
tourism sector in ECER. SERVQUAL model
consists of five main dimensions will be used to
measure the level of customer satisfaction for the
services sector. These dimensions are reliability,
assurance, tangible, empathy and responsiveness.

In this study several new dimensions will be added
to adjust the SERVQUAL model with the tourism
sector in ECER. In addition, the Kano Model will
be used for the identification of tourism attraction
factors in ECER. This research will use the
questionnaire instrument as the basis instrument for
obtaining information.

A questionnaire form will be design based on the
SERVQUAL Model and the Kano Model. The
questionnaire form will be distribute to the
respondents based on sampling design. In this
study, repondents are consists of domestic and
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foreign tourists who are directly using the airport,
having traveled to resort islands and staying at
hotels in the ECER. Data obtained from the
questionnaire will be analyzed using statistical
methods such as Mean Analysis, ANOVA and
Analysis Kano to obtain the results of the study.
Finally, expected that this study will be able to
identify the major factors that influence the level of
customer satisfaction in the tourism sector in ECER
and a comprehensive understanding of the level of
customer satisfaction towards the tourism sector in
ECER.

2. Literature Review

2.1 Kano Model

A deeper understanding on needs and customer’s
needs are a man prerequisite to achieve customer
satisfaction [1]. Kano Model is the most complete
model to illustrate the statement above. As
compared to other previous quality models, which
were linear or one dimension [2], Kano Model
suggested a new concept which is non-linear and
with two dimensions (priority is given to service
and customer satisfaction is fulfilled) [3]
Sometimes attributes in services can be in non-
linear position. Attributes of service quality does
not always produce results as expected and at times
it receives dissatisfaction from the customer [4].
Thus, Kano Model has classified each will
influence customer satisfaction when it is being
fulfilled. The parts are basic, one dimensional and
attractiveness. [5] The basic quality needs is basic
attributes in quality service in customer satisfaction
concept. If these attributes were not fulfilled, the
customer will be in a very dissatisfied situation.
Accomplishing the ‘must have’ puts the service
provider in a not dissatisfied situation. [6] — [7].
The needs of one dimension gives satisfaction
when it is provided and it gives dissatisfaction
when it is not provided [8]. In simple words, when
there are more attributes, the level of satisfaction
will be high too and when the attributes are less,
the level of satisfaction is lower. [9].The needs of
One Dimensional is very important for service
provider to compete in the market and to set-up
situation where customer always talk about their
good services [10].

The attributes for needs of the attractive power
gives satisfaction to customers when it is provided
and dissatisfaction arises when it is not provided
[11]. Customers do not look into the needs in this
group but when it is translated positively by the
service provider, it will produce satisfaction. In

other words, it satisfies but not as needs for
customer satisfaction [12]. Attributes in this group
are very useful as a weapon to attract loyal
customers.

22  SERVQUAL

SERVQUAL is the most frequent used model for
service quality sector [13] SERVQUAL basic
model consists of five dimensions and they are
Tangible (physical facilities, equipment or staff
appearance), Reliability (ability to perform service
as  promised accurately and  honestly),
Responsiveness (willingness to assist customer to
produce the best service), Assurance (knowledge
and worker attitude, and their talent to obtain the
trust and confidence) and Empathy (care and pay
individual attention to every customer). There are
also five obstacles which cause the failure to the
service quality. The obstacles are 1. Gap between
customer wants and management perception. This
situation happens perhaps due to lack of
understanding towards customer wants from certain
aspects of service. 2. Gap between management
perception and specification of quality.

This happens when there was misunderstanding on
management assumption on customer wants and
thus it forms assumption with the specification of
real service quality which has been existed. 3. Gap
between specification of service quality and the
delivery of service. The gap formed when there is
problem during the delivery of service which
probably due to the failure of staff and other
factors. This failure will happen even though there
is specification and arrangement to perform the
service. 4. Gap between accomplishing of service
and external communication. This gap normally
happens when the real service quality given to
customer is different as compared to the promotion
given to the customer. 5. Gap between services
which should be given and the real service given to
customer. This gap can exist if one or more gaps
are done by the service provider.

2.3 Quality Function Deployment

QFD is a tool to define development of standard
quality with customer’s needs and wants and then
to translate them as design objective and critical
point if quality assurance which can be used along
the phase of manufacturing process or services
[14]. Through few phases it was found that QFD
can correlate needs and wants of customer with
technical needs with the aim to create quality
product or services [15]. By wusing QFD
manufacturer or service provider can afford to
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translate customer’s needs and wants to
characterised quality which can be measured and
then producing product or services which can
satisfy needs and wants of all parties [16]. These
main objectives of QFD are: first is to improve
communication about customer’s needs and wants
in all organisations and secondly to improve the
level of completeness for any specification and to
enable us to focus directly to customer’s needs and
wants [17]. QFD helps to explain the hidden and
vague customer’s needs and wants and it also
forbids changes or misunderstanding through
specific and detail research on the basic benefits of
needs and wants [18]. QFD is a systematic process
which has been used widely to identify and solve
various issues function which involve product
manufacturing, process, service, and strategy in an
effort to improve customer’s satisfaction [19]. The
benefits obtained from the application of QFD are
reducing of cost for design and service, able to
make early changes during the process of design,
reduce the time for product improvement, less
problem during the early stage of product
manufacturing process and service, the increment
of organisation’s performance, more useful input
from marketing process purposes, improve service
quality and the most important is to improve
customer satisfaction [20]. QFD gives organisation
a quantitative method that can be a value-added to
the honesty and accurateness in the process of
translating customer’s needs and wants to the
service element in the organisation [21]. In this
study, a change on application of QFD has been
suggested. Normally, a value of parameter is given
between the correlation of customer’s needs and
wants and its technical needs. The value is 9 for
strong correlation, 5 for moderate and 1 for weak
correlation. This study suggested to use Pearson
Correlation method to substitute the perimeter.
Pearson Correlation Method can illustrate more
accurate strong correlation between 2 groups of
perimeter [22]. Besides that, the type of correlation
between the two groups can be determined [23].

It is also suggested correlation between technical
needs which is the roof to the Quality House is
defined using Pearson Correlation Method. It is
hoped that this can be an improvement to Quality
House used in this study.

3. Research Methodology

3.1 Research Framework

SERVQUAL

QUALITY FUNCTION SERVICE QUALITY IN THE

DEPLOYMENT TOURISM SECTOR
KANO MODEL

Figure 1. Research Framework

This research proposed to integrate the
SERVQUAL model with the Kano Model. The
results then will be integrate into the Quality
Function Deployment for developing the Service
Quality for the Tourism Sector in ECER, Malaysia.

3.1 Description of Methodology
3.2.1 Pilot Test

A pilot test is conducted to detect weaknesses in
design and instrumentation and to provide proxy
data for selection of a probability sample. It should,
therefore, draw subjects from the target population
and simulate the procedures and protocols that have
been designated for data collection.

3.2.2 Data Collection

There are two major approaches to gathering
information about a situation, person, problem or
phenomenon. Sometimes, information required is
already available and only need to be extracted.
However there are times when the information
must be collected. Based upon these broad
approaches to information gathering data are
categorized as: Secondary data and Primary data.
Secondary data are collected from secondary
sources such as governments, publications,
personal records, census and primary data are
collected through: observation, interviews and/or
questionnaires. According to data collection
procedures in qualitative research involve four
basic types: Observations, Interviews, Documents
and Audio-Visual Materials. In this study a
questionnaire was prepared to get idea about the
customer’s experiences in the tourism sector for
ECER, Malaysia. The questionnaire was developed
based on research question and frame of reference.
The logical structure of questionnaire followed the
order of service quality dimension in the frame of
reference. For understanding the importance and
satisfaction of each statement service quality
dimension a 7-scale was used (1=strongly disagree,
7= strongly agree).
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3.2.3 Questionnaire

These questionnaires have two categories. There
are  questionnaire  for  maritime  tourism
transportation operator and the tourist that use the
services. The purpose of questionnaire for the
maritime tourism transportation operator is to
determine the sample size in this study. Then
questionnaire for tourist will use SERVQUAL
method for the purpose of determining the level of
customer satisfaction.

3.2.4 Questionnaire Process

Once the research came up with the first draft of
questionnaire, thirty questionnaires will be handed
out each to the maritime tourism transportation
operator and tourist that use their services before
and they were asked whether the questions made
sense to them and were they easy to understand.
After refining questions, the well improved
questionnaire will be develop accordingly.

3.2.4 Data Analysis

After collecting all the data the process of analysis
begins in order to summarize and rearrange the data
several interrelated procedure are performed during
the data analysis stage. For qualitative data
analysis, statistical tools such as Microsoft Excel
and SPSS are used for data input and analysis. The
statistics results were presented by graphical form
with detailed description.

4. Conclusion

By integrating Kano Model and SERVQUAL into
QFD, construction of training course model which
the tourism service provider can understand their
customer’s needs and wants. This model can
overcome linear problem or SERVQUAL model.
This new model can produce quality in tourism
service which consists of unexpected aspects. This
can be achieved by using Kano Model. Service
provided also will obtain benefit through this
model. With QFD, the tourism service provider can
identify needs to be prepared in order to satisfy
their customer expectations.
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