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ABSTRACT

The objective of this research proposal is to examine tourist satisfaction with ferry services
in Langkawi. Additionally, this study aims to examine relationships between quality service,
high fares, and ferry safety assessment on tourist satisfaction toward ferry services in
Langkawi. 384 questionnaires were distributed to the community. This study used a
quantitative approach. The sample size was collected using convenient sampling. Data was
collected through an online survey. This study shows that the three factors of service quality,
high fares, and ferry safety assessment are the main factor that influences tourist
satisfaction.

Keywords: Tourist Satisfaction, Quality Service, High Fares, Ferry Safety Assessment

INTRODUCTION

Tourism is travel for pleasure or business; it is also the theory and practice of touring, the
business of attracting, accommodating, and entertaining tourists, and the business of
operating tours. The tourism sector in Malaysia also contributed to the most important
element that guarantees future business growth: tourist satisfaction. Today, many businesses
use traveler happiness as a key metric to measure the effectiveness of their operations. By
establishing the right process that ensures the services provided meet tourist expectations,
tourist satisfaction is achieved. According to the tourism literature, a study shows that tourist
satisfaction with a service or place is an important factor. This is because if tourists are
happy with their trip to a location, they may recommend it to others.

SIGNIFICANCE OF THE STUDY
The study aims to assess tourist satisfaction with ferry services in Langkawi. The findings
are expected to be significant for improving satisfaction levels among tourists. The study can
also serve as a reference for future research on ferry services in Langkawi. The expansion of
the tourist sector in Langkawi relies on addressing the issues faced by visitors. The study's
practical implications are valuable to a wide range of individuals, including visitors, tour
guides, and business people. The research question "To what extent are tourists satisfied with
the ferry service in Langkawi?" will be explored using a questionnaire as the primary tool for
evaluation. This study focuses solely on the questionnaire as the means of gathering data,
and any other approaches are beyond the scope of the research and may be considered study
limitations. In summary, the study anticipates significant findings regarding tourist
satisfaction with ferry services in Langkawi. It can guide future studies and be useful for
visitors, tour guides, and business people. The research will employ a questionnaire as the
primary tool for data collection, specifically exploring the research question mentioned.

1161


mailto:nurulaziah@umk.edu.my
admin
Highlight


LITERATURE REVIEW

Tourist Satisfaction

Tourist satisfaction plays an important role in ensuring the long-term viability of tourist
attractions. Tourist satisfaction is recognized as an important indicator of long-term tourism
sustainability. (Gidey & Sharma, 2017). It has the potential to aid in the development of
sustainable tourism. (Daud & Rahman, 2011; Razovic, 2013). Tourist satisfaction can determine
a tourism company's long-term success. (Gursoy et al., 2007; Razovic, 2013). Tourist
satisfaction is an important factor in determining long-term tourism development in a given
heritage site. It reflects the quality of tourism management in terms of services and visitor
motivation. Tourist satisfaction, according to Beard and Ragheb, is the level of affirmative
emotion and awareness formed after participating in certain leisure activities. It was defined by
Lounsbury and Polik as the tourist evaluation following the overall tourism experience.
Satisfaction is defined as the customer's overall evaluation of the service received in comparison
to the service expected. This definition captures the cognitive aspect of satisfaction; however, it
is important to note that satisfaction also has an emotional component. In the research of
(Miguel Jesus Medina-Viruel, 2019)

Quality Service
The tourist's assessment of the standard of service delivery performance associated with the
travel experience is defined as service quality. (Chen & Tsai, 2007). Recent service quality
definitions have expanded to include a visitor's emotional response. Service quality might thus
be determined by the visitor's overall assessment of a location based on their experiences and
internal sentiments. (Cong, 2016). A general definition of service quality is a visitor's evaluation
of the amenities and services offered at a location based on their personal feelings and
experience. SERVQUAL, a service quality model developed by Parasuraman et al. (1988),
recognized the tangible aspects of services. SERVQUAL is divided into five categories:
tangibles, empathy, dependability, responsiveness, and assurance. Service quality can be
defined as a company's ability to meet or exceed customer expectations. It is the difference
between the customer's expected and perceived level of service. Good service quality will
increase a company's profitability by increasing its customer base.

High Fares
Choosing a daily price is equivalent to choosing a travel expense. The market value of a holiday is
determined by its price. Therefore, price coordination through destination management and
coordination provided by tourism operators that supply vacations include management decisions
that balance supply and demand to control prices or inventory availability to maximize revenue
growth and profits (Ugurlu, Cosgun, and Ekinci, 2012). Maximizing profit from ticket sales
may increase funding but can meet customers' social needs for a trip. As reported by a local
newspaper article(Bernama, 2018). From an economic perspective, ferries promote economic
development by increasing land values, motivating sector tourism, and attracting excess
spending (Mittleman, 2018). The main feature of the price optimization issue for vehicles
(ferries).

Ship Safety
The rehabilitation of the tourism sector has been somewhat slowed down by a string of events
involving stranded passenger ferries in the waters off Kuala Kedah and Kuala Perlis. Imagine
that on the 23" and 28™ of October last year, two occurrences occurred within five days as a
result of the ferry becoming trapped on a sandbar and the buoy cable becoming
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entangled in the mouth of Kuala Kedah (Kosmo, 2022). Many tourists are also forced to
reconsider visiting Langkawi Island due to the ferry journeys, which have been cut in half
compared to the norm of 10 excursions in 2019. In addition, safety on the ferry is also the talk of
tourists. This is because they do not care about the safety of passengers. For example, not
requiring tourists to wear life jackets. Also, luggage storage is very disorganized. If there is an
accident, it will prevent the movement of passengers to get to the emergency door.

Research Hypothesis

The study's hypothesis is to determine whether the dependent variable and independent variable
have any relationship or correlation.

H1: There is a significant relationship between service quality and tourist satisfaction using the
ferry in Langkawi

H2: There is a significant relationship between high fares and tourist satisfaction using the ferry
in Langkawi.

H3: There is a significant relationship between ferry safety and tourist satisfaction using a ferry in
Langkawi.

Research Framework
As aresult, research on visitor satisfaction demonstrates a significant correlation between high
prices and quality service, as well as an evaluation of ship safety. Consequently, the model can
be altered as follows:

Independent Variables Dependent Variable

(Knop, 2019)
Quality service

(Mittleman, 2018)
Tourist satisfaction towards

High fares .
—> farry service in Langkawi

Ship safety assessment

(Serap et al, 2017)
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METHODOLOGY

Research Design

The purpose of this study is to investigate how users' perceptions related to quality services, high
fares, and ship safety ratings in ferry services. The researcher used a cross-sectional research
design, which involved collecting data from multiple individuals at one time. A quantitative
approach was employed, and a survey using a questionnaire was used as the research method.
The sample consisted of tourists aged 18 to 45 who had traveled and used ferry services in
Langkawi. The questionnaire included predefined options for demographic information. To
measure tourist satisfaction, a Likert scale was used, ranging from 1 (strongly disagree) to 5
(strongly agree). Data collected through the questionnaire will be analyzed using the Statistical
Package for the Social Sciences (SPSS), a statistical analysis tool. After the analysis, the study's
conclusions will be shared with the respondents, providing them with information about the
research findings.

Data Collection

Data collecting is a technique for compiling information from numerous sources to provide
thorough and trustworthy data. Data gathering enables people or organizations to assess
outcomes, provide meaningful answers to queries, and predict potential future possibilities and
trends. Data for this inquiry were gathered by a survey that employed a questionnaire. A
questionnaire is a tool for gathering data that involves asking respondents several questions.
Additionally, because it is standardized, this kind of research is typically less expensive and
simpler to manage than other approaches. Furthermore, because there is a large number of
participants in this study, the researcher used this strategy because it is an effective method to
collect data and information. The study used primary data to obtain data for this investigation.
Primary data is information that researchers obtain directly from primary sources through
experiments, surveys, and interviews. The largest type of data for research is primary data,
which is usually collected from the same place where the statistics were first discovered. In
addition, in this study, a descriptive quantitative research design was used. The target
population, visitors who use the Langkawi ferry service, was collected using a sampling
method.

Sampling
Non-probability convenience sampling will be used in this investigation as the sampling
method. Convenience sampling methodology enables researchers to choose any accessible
respondent of their choice, as opposed to choosing from the entire population. Convenience
sampling is employed in this study to cut costs and save time during the data collection phase.
Visitors who had been to Langkawi and traveled there by ferry were the ones that responded to
the questionnaire. It is possible to complete a questionnaire and generate statistics based on the
responses as the number of tourists visiting Langkawi rises.

Data Analysis

Frequency analysis, descriptive analysis, and reliability analysis are the three types of data
analyses that were used in this study. The collected data were analyzed with the Statistical
Package for the Social Sciences (SPSS) to demonstrate the relationships between the dependent
and independent variables as a set of statistical processes approximated by regression analysis.
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FINDINGS

Male 75 19.5
Gender
Female 309 80.5
Below 20 49 12.8
21-29 292 76.0
Age 30-39 0 0.0
40 -49 41 10.7
50-59 2 0.5
Malay 349 90.9
Chinese 18 4.7
Race Indian 5 1.3
Others 12 3.1
Single 300 78.2
Marital Married 80 20.8
Others 4 1.0

Table 1: Respondent Profile

Table 1 shows 384 profiles of the respondents and most of them are female which is 80.5% of
the total of the gender total while male only 19.5%. The majority of the respondents are at the
age of 21 — 29 years old which is 76% more than others. Meanwhile, for race, the highest
number of respondents are Malay with 90.9% while Indian has the lowest frequency with 1.3%.
For marital status, most of the respondents are single 78.2%, followed by married status with
20.8% and only 1% others. Thus, the data accurately reflect the real demographic compilation
on the tourist satisfaction towards ferry service in Langkawi.
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Variable Items N Mean
Standard
Deviation
Tourists  will recommend the
Langkawi ferry service to other tourists
who want to go there. 384 3.99 0.654
Tourists are overall satisfied with the ferry 384 3.97 0.625
service provided in Langkawi.
Tourists will use the ferry service again 384 4.01 0.658
after this.
Tourist
Satisfaction Tourists are satisfied with the service 384 3.96 0.657
provided by the staff.
Tourists feel comfortable while on the 384 3.97 0.654
ferry.
The staff on the ferry provide
obvious  physical facilities and 384 3.98 0.602
equipment to tourists while they are on
board.
In terms of service reliability, ferry
workers deliver the promised service
accurately and reliably. 384 4.00 0.594
Ferry service staff consistently offer a
good response, such as being ready to help 384 4.04 0.586
tourists immediately.
Servi li . . . .
ervice Quality Ferry service staff in Langkawi can provide
agood guarantee of tourist confidence and 384 4.07 0.564
trust in them
when using their services.
Ferry staff are receptive and aware of the
needs and concerns of their passengers. 384 4.05 0.594
Using the ferry service to
Langkawi is safe. 384 4.07 0.616
384 4.10 0.580

The ferry used has complete safety
features.
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384 4.05 0.666
Ship Safety

Assessment The crew gives a safety briefing.

384 4.08 0.611
The  crew staff  sufficient for

enforcement purposes.

384 4.08 0.573

The ferry specifications are suitable for
use as public transportation.

The price of ferry transportation in 384 3.85 0.797
Langkawi is too high.

The government and authorities need to
take steps to control the cost 384 4.07 0.632

of ferries in Langkawi.

The convenience and comfort when riding
the ferry in Langkawi are worth the high 384 3.86 0.739
fare.

High Fares

The high fare can guarantee the safety of 384 3.64 0.828
the passengers.

Most of the ferries used in Langkawi have
a high cost, causing customers to pay a 384 3.82 0.707
high fare.

Table 2: Descriptive Analysis of Tourist Satisfaction Towards Ferry Services in Langkawi

Table 2 demonstrates the mean and standard deviation of the study's dependent and independent
variables. The highest mean value in the dependent variable which is tourist satisfaction was
obtained by Question 3 with 4.01 (SD=0.658) where the respondent agreed to use the ferry
service again after this. The Independent variable for service quality had the highest mean value
that belongs to Question 4 with 4.07 (SD=0.564) which means that the respondent agreed that
service staff in Ferry Langkawi can provide a good guarantee of tourist confidence and trust in
them when using their services. From the service quality in the questionnaire, Question 1 has
the lowest mean value with 3.98 (SD=0.602) which means, the respondent agreed that the staff
on the ferry provide obvious physical facilities and equipment to tourists while they are on
board. After that, Question 2 from the ship safety assessment questionnaire has the highest
mean value with 4.10 (SD=0.580), followed by Question 4 and Question 1 while Question 3 has
the lowest mean value with 4.05(SD=0.666). It means the respondent agreed that the crew gives
a safety briefing. For the last independent variable, Question 2 has the highest mean value with
4.07 (SD=0.632) meaning that respondents agreed with the statement that the government and
authorities need to take steps to control the cost of ferries in Langkawi. While Question 4
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followed by Question 5 is the lowest mean in the high fares question. This means that
respondents agreed with the statement which is that high fares can guarantee the safety of the
passengers and most of the ferries used in Langkawi have a high cost, causing customers to pay

a high fare.
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Variable Number of Items
Reliability
Cronbach’s Alpha
Tourist Satisfaction 5 0.925
Quality Service 5 0.923
Ship Safety Assessment 5 0.922
High Fares 5 0.800

Table 3: Reliability Analysis between Service Quality, Ship Safety Assessment, and
High Fares toward Ferry Service in Langkawi.

The findings of the reliability analysis for each variable are presented in Table 3. All
variables have Cronbach's Alpha coefficient values of 0.800 and above. Tourist satisfaction has
the highest Cronbach's Alpha coefficient of 0.925. The service quality Cronbach's Alpha
coefficient value is 0.923. While the ship's safety assessment shows the value of Cronbach's
Alpha coefficient is 0.922. The last independent variable, which is high fares, showed a
Cronbach's Alpha result of 0.800. Therefore, all the questionnaire is acceptable and can be used in
the study.

Tourist Satisfaction Towards Ferry
Service in Langkawi

Pearson Correlation 0.561
Service Quality Sig. (2-tailed) <.001
N 384
Pearson Correlation
0.500
Ship Safety Assessment Sig. (2-tailed) <.001
N 384
Pearson Correlation
0.550
High Fares Sig. (2-tailed) <.001
N 384

Table 4: Pearson’s Correlation Analysis between Service Quality, Ship Safety
assessment, and High Fares toward Ferry Service in Langkawi.
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Relationship between Service Quality, Ship Safety Assessment, and High Fares toward
Ferry Service in Langkawi.

HI: There is a significant relationship between service quality and tourist satisfaction with ferry
service in Langkawi.

The results in Table 4 show that the correlation between service quality and tourist satisfaction
with ferry services in Langkawi is 0.561 which is considered a moderate positive correlation. In
addition, service quality has shown a significant positive relationship with tourists' satisfaction
with ferry services in Langkawi considering that the p-value is less than

0.05. In conclusion, hypothesis H1 is supported.

H2: There is a significant relationship between ship safety assessment and tourist satisfaction
with ferry service in Langkawi.

The assessment of ship safety and tourist satisfaction with ferry services in Langkawi with
0.500 also shows a moderate positive correlation. Furthermore, the evaluation of ship safety has
shown a significant positive relationship with tourists' satisfaction with ferry services in
Langkawi considering that the p-value is less than 0.05. In conclusion, hypothesis H2 is
supported.

H3: There is a significant relationship between high fares and tourist satisfaction with the ferry
service in Langkawi.

High fares and tourist satisfaction with ferry services in Langkawi show 0.550, which shows a
moderate positive correlation. Furthermore, high fares show a positive significant relationship
with tourist satisfaction with ferry services in Langkawi considering that the p-value is less than
0.05. In conclusion, hypothesis H3 is supported

DISCUSSION AND RECOMMENDATION

The discussion tries to provide answers to the issues and theories raised in the study's first
chapter. The aspects that affect tourists' satisfaction with ferry services as their chosen mode of
transportation for trips to Langkawi have generally been thoroughly investigated in this study.
To increase learning in the future, there are some recommendations for tourism businesses and
upcoming scholars based on the study's findings.

This study is important for the continuation of research in the future. It is recommended that
future researchers investigate and provide more information related to ferry services. For
example, a study on information about the benefits of ferry services to residents and visiting
tourists and identifying tourists' satisfaction with ferry services Next, choose a specific research
topic to make it easier for the respondents to understand the topic by including more
demographic information about the respondents. For example, age, race, gender, education
level, occupation, marital status, and other factors, for instance, can provide various conclusions
or findings from different perspectives. By doing so, the researcher can obtain more detailed
and accurate data.

Future researchers could also refine how the data were gathered for this study, particularly
concerning how the questionnaires were distributed. Instead of distributing questionnaires face-
to-face, future researchers can conduct a Google Form questionnaire distribution. For example,
some respondents do not want to answer and ignore the questionnaire presented by the
researcher. As a result, when distributing questionnaires to potential respondents, researchers
can get respondents quickly through contact via Twitter, Facebook, WhatsApp, and Instagram,
whether for group or personal purposes and in detail and precisely.
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CONCLUSION

In conclusion, this research has been done to identify the elements that determine tourist
satisfaction with the ferry service in Langkawi. Three independent variables which are
service quality, high fares, and tourist satisfaction have been chosen to determine the
relationship between the dependent variable, which is the number of tourists who prefer the
ferry as a mode of transportation in Langkawi. A total of 384 respondents from the age 21-29
years old were selected randomly to answer the questionnaire. Based on our survey it was
found that the hypotheses are supported by using the SPSS software to analyse the data using
384 respondents. It was found that all the hypotheses are supported. Moreover, all the
independent variables have a strong relationship with the dependent variables.
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