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ABSTRACT

Facilities and services are considered as the basic needs of the tourist when
they are visiting a place of interest to them. Therefore, understanding their level
of satisfaction are important to improve and provide better facilities and
services. The study identifies the satisfaction level towards the facilities and
services at Radak Adventure Camp, Gopeng, Perak. The study also compared
the satisfaction level based on the socio-demographic and trip characteristics
of the respondents. A total of 100 visitors answered the questionnaire during
the data collection that was conducted in January and February of 2019.
Descriptive analysis, satisfaction index (Sl), t-test analysis, and Chi-square
were used to analyze the data. Results shows that, most visitors were satisfied
with the facilities and services provided at Radak Adventure Camp. Gender,
nationality and frequency of visits are significant socio-demographic and trip
characteristics that influenced satisfaction level among visitors. It was
recommended that, the management will need to manage and maintains the
facilities to increase the number of repeat visitors and improve services to
increase satisfaction level among the visitors. Specifically, the management of
the place will need to improve the facilities and services for more comfortable
of the visitor and increase the visitor satisfaction level.



ABSTRAK

Kemudahan dan perkhidmatan adalah keperluan asas bagi pelancong ketika
mereka melancong ke tempat pilihan yang menarik bagi mereka. Oleh itu,
memahami tahap kepuasan mereka adalah penting untuk memperbaiki dan
menyediakan kemudahan dan perkhidmatan yang lebih baik. Kajian ini
mengenal pasti tahap kepuasan terhadap kemudahan dan perkhidmatan di
Radak Adventure Camp, Gopeng, Perak. Kajian ini juga membandingkan
tahap kepuasan berdasarkan ciri sosio-demografi dan ciri-ciri perjalanan
percutian terhadap pengunjung. Sebanyak 100 pengunjung menjawab soal
selidik semasa pengumpulan data yang dijalankan pada bulan Januari dan
Februari pada tahun 2019. Analisis deskriptif, indeks kepuasan (SI), analisis t-
ujian, dan Chi-square digunakan untuk menganalisis data. Keputusan
menunjukkan bahawa, kebanyakan pengunjung berpuas hati dengan
kemudahan dan perkhidmatan yang disediakan di Radak Adventure Camp.
Jantina, kewarganegaraan dan kekerapan lawatan adalah ciri sosio-demografi
dan perjalanan penting yang mempengaruhi tahap kepuasan di kalangan
pelawat. Sebagai cadangan, pihak pengurusan perlu mengurus dan
mengekalkan kemudahan untuk meningkatkan jumlah pengunjung berulang
dan meningkatkan perkhidmatan untuk meningkatkan tahap kepuasan di
kalangan pelawat. Khususnya, pengurusan tempat itu perlu meningkatkan
kemudahan dan perkhidmatan untuk lebih keselesaan pengunjung dan
meningkatkan tahap kepuasan pengunjung.
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CHAPTER 1

INTRODUCTION

1.1 Overview of Camping

In tourism industry, many sectors and sub sectors have been provided for
tourist to have different experiences in travelling and one of the tourism
industries is camping. World Tourism Organization (WTO) states that
estimated international tourist’s arrivals in 2013 have grew to 5% and is
estimated to rise 1.6 billion by 2020 (WTO, 2013). Therefore, these shows that
tourism is one of the largest employers in the world as it makes up a total of
10% of the world’s employment rate (Ecotourism Statistical Fact Sheet, 2000).
This statistic shows that the importance of tourism industry and it will be

continued to grow in future.

Camping is one of the tourism industries. Camping is defined as an outdoor
activity which usually takes place in the nature. It is the activity of spending
holidays living in a tent (Oxford University Press, 2013). ‘Campers’ is a tittle for
the tourist or person who have been practiced the camp. Moreover, campers
usually left their home and want to spend night in nature by living in a tent or
facility provided at the campsite. They usually want to be free and ‘out of the
comfort zone’. Camping can be considered as cheap accommodation

services.



Camping sites are known to be sites where the tourist comes along with their
own accommodation facilities such as tents or caravans. Besides, some
campsites provide facilities for tourist to sleep. Camping sites usually go hand
in hand with some additional recreational services, such as kitchen facilities,
toilet and shower facilities, and sauna facilities in some cases (Cooper,

Fletcher, Fyall, Gilbert, & Wanhill, 2008).

1.2 Background

Gopeng is a town which are located in Mukim Teja, Kampar District, Perak.
Approximately, Gopeng located 20 km south of Ipoh the capital of Perak.
Besides, the town located on the west side of the North-South Expressway
stretch of Tapah to Simpang Pulai. The limestones hills and the Titiwangsa
Mountains are clearly visible which the expressway penetrates between them
and the view of the Tapah-Gopeng stretch is one of the most picturesque areas

on the west side of peninsular Malaysia.

Gopeng once well-known for tin-mining industry, and now Gopeng is flourished
with eco-tourism and outdoor adventure. The town of Gopeng is known as
surrounded by jungles, rivers, waterfalls, mountains, caves (Gua Tempurung),

lakes and villages. These what make Gopeng a tourism destinantion.



One of the tourisms in Gopeng is Radak Adventure Camp. Radak Adventure
camp are established in 2007, where they focusing on providing outdoor
adventure services with the highest levels of customer satisfaction in meeting
customers' expectation. The beginning of Radak Adventure is with
mountaineering and now, their main focus is outdoor activities around Gopeng,

Perak.

Radak Adventure is promoting adventure tourism, which is based on specific
values, such as protecting the environment and bettering the lives of local
residents. It encompasses a number of related travel experiences that focus
on nature-related destinations and are designed to have a minimal impact on
the environment. Radak Adventure will continue to contribute to Malaysia’s
economic sector in tourism industry while promoting Malaysia to the world.
Moreover, Radak Adventure camp have more attractive sites throughout their
development in years since their established. For example, in 2013 Green Hut
Gopeng were built to attract their customers and within 2 years, the place did
receive many customers especially foreign who loves the surrounding
environment however, they have to move out of the place due to contract

ended.

In 2015, Radak Adventure Camp became to fames as their established new
product of outdoor tourism which are riverside camp, Gopeng. Riverside camp

Is located nearby the Kampar River where the sites are surrounded with trees,



limestones and mountain views. This for the customers to explore surrounding
areas and spend a few days to relaxing and enjoying the spectacular jungle
setting. Riverside Camp are using concept ‘Back to Nature’ where they
minimize any concrete building as for the customers to enjoy the nature. In
addition, they also offered camping site with camping equipment and local
food. Besides, Gopeng Guesthouse and café also established in the same
year where it located at Gopeng Bus Station. Gopeng guesthouse and café
serve as the first guesthouse in Gopeng, Perak. The café served local and
international delicacies and most of them are ‘Kampong’ theme where the

building concept is made from wood.

In Radak Adventure Camp, several activities outdoor provided as for
customers to feel adventure while in the camp. The activities are Whitewater
rafting, waterfall abseiling, sunset hiking, river tubing, cave exploration (Gua
Tempurung), and Eco X-race. These types of activities can be purchased

throughout the packaged provided in the Radak Adventure Camp website.

1.3 Problem Statement

Facilities and services are common on tourism industry as it's for the
comfortable for tourist or traveler to use. Some tourist prefers a place with
complete facilities and some services as they do not want any difficulties while

travelling. These tourists mostly are soft tourist where they depend on facilities



and services to relax themselves than backpackers. Moreover, the soft tourist
terms are defined as leisure tourism. Each company or sectors must provide
suitable facilities and services for their tourist as competitive among tourism
industries represent their company or sectors reputation. Even though
competitive service offerings are vital for market success, public opinion and
reputation of a firm constitute for a big share of corporate appearance in the
market, too. The reputation of a company is one key issue in corporate success
(European Performance Satisfaction Index (EPSI), 2009). Hansen,
Samuelsen, and Selseth (2008) states that, corporate reputation reveals itself
as the most significant driver for customer-perceived value and is therefore a

key issue in corporate success.

One of the reputations for the company is the facilities and services provided.
Reputation of the company can be prominent as the facilities and services
provided satisfy the visitor needs and wants. These satisfactions will be shared

through user generated content thus improve the reputation of the company.

Radak Adventure Camp is one of the famed in tourist destination which always
crowded with customers or visitor either local or foreign visitor. The number of
visitors who Vvisit these place increase year by year (Hasrul, personal

communication, 2018).



Director of Radak Adventure Camp, Mr. Hasrul (2018) states that, visitor
increase year by year especially for foreign visitors, however there was no
research about facilities satisfaction and services that has been done before.
Therefore, lack of data like visitor background, characteristics, services and

facilities satisfaction possibly happen.

In addition, the research is important as for maximizing level of satisfaction for
visitor in their recreational activities. This research also may help the organizer
to improve their quality of facilities and services. Therefore, research about
customer satisfaction index in context of facilities and services should be

conducted.

1.4 Objectives

The general objective for this study is to determine the level of satisfaction
visitor towards facilities and services provided at Radak Adventure Camp at
Gopeng Perak. The specific objectives of the study are:
a. To determine the level of visitor satisfaction towards the facilities and
services provided
b. To compare the satisfaction level based on their socio-demographic

and trip characteristics.



REFERENCES

Ahmad, N. (2014). What is the use of "Neutral" in a Likert scale? Retrieved
from
https://www.researchgate.net/post/What_is_the use_of Neutral in_a_likert_
scale.

Alam, I. (2005). Interacting with customers in the new product development
process. In: Kahn KB (ed), The PDMA handbook of new product
development. New Jersey, John Wiley & Sons: 249-262.

Ariffin, M.A.A., Maghzi, A. & Aziz, A.N. (2011). Understanding hotel
hospitality and differences between local and foreign guests. International
Review of Business Research Papers, 7(1): 340-349.

Conduit, J., & Mavondo, F.T. (2001). How critical is internal customer
orientation to market orientation? Journal of Business Research, 51:11-24

Cooper, C., Fletcher, J., Fyall, A., Gillbert, D. & Wanhill, S. (2008). Tourism
Principles and Practice. 4th ed. Harlow, England: Prentice Hall Financial
Times.

Cooper, R.G. (2011). Winning at New Products: Creating Value Through
Innovation, 4th ed. USA, Basic Books.

Ecotourism Statistical Fact Sheet (2000). The International Ecotourism
System. Retrieved from: http://www.active-tourism.com/factsEcotourisml.pdf.

European Performance Satisfaction Index (EPSI) (2009), EPSI EPSI-Rating
— Customer Satisfaction, Pan European Benchmark, Retrieved
from: www.epsi-rating.com.

Fah, L.K. & Kandasamy, S. (2011). An investigation of service quality and
customer satisfaction among hotels in Langkawi. Paper presented at the
International Conference on Management. Hydro Hotel, Penang Malaysia,
13-14 June 2011.

Google Map (2019). Radak Adventure. Retrieved from:
https://www.google.com.my/maps/place/Radak+Adventure/@4.4738502,101.
1649993,17z/data=!3m1!4b1!4m5!3m4!1s0x31cafa60b77a3885:0xc25478af7
32257a7'8m2!3d4.4738449!4d101.167188

Google Map (2019). Riverside Camp. Retrieved from:
https://www.google.com.my/maps/place/Riverside+Camp,+Gopeng/@4.4478
153,101.1962333,781m/data=!3m1!1e3!4m5!3m4!1s0x31cafaf055dal7eb:0x
808f16cdch230f6c!8m2!3d4.4478114d101.198422

Gough, J. (2012). Kinta and Perak: An Eco-Adventure Playground. Ipoh Echo

online. Retrieved from http://www.ipohecho.com.my/v2/category/ipoh-perak-
cover-stories/.

46


https://www.researchgate.net/post/What_is_the_use_of_Neutral_in_a_likert_scale
https://www.researchgate.net/post/What_is_the_use_of_Neutral_in_a_likert_scale
http://www.active-tourism.com/factsEcotourism1.pdf.%20Accessed%2024th%20April%2020193
http://www.epsi-rating.com/
https://www.google.com.my/maps/place/Radak+Adventure/@4.4738502,101.1649993,17z/data=!3m1!4b1!4m5!3m4!1s0x31cafa60b77a3885:0xc25478af732257a7!8m2!3d4.4738449!4d101.167188
https://www.google.com.my/maps/place/Radak+Adventure/@4.4738502,101.1649993,17z/data=!3m1!4b1!4m5!3m4!1s0x31cafa60b77a3885:0xc25478af732257a7!8m2!3d4.4738449!4d101.167188
https://www.google.com.my/maps/place/Radak+Adventure/@4.4738502,101.1649993,17z/data=!3m1!4b1!4m5!3m4!1s0x31cafa60b77a3885:0xc25478af732257a7!8m2!3d4.4738449!4d101.167188
https://www.google.com.my/maps/place/Riverside+Camp,+Gopeng/@4.4478153,101.1962333,781m/data=!3m1!1e3!4m5!3m4!1s0x31cafaf055da17eb:0x808f16cdcb230f6c!8m2!3d4.44781!4d101.198422
https://www.google.com.my/maps/place/Riverside+Camp,+Gopeng/@4.4478153,101.1962333,781m/data=!3m1!1e3!4m5!3m4!1s0x31cafaf055da17eb:0x808f16cdcb230f6c!8m2!3d4.44781!4d101.198422
https://www.google.com.my/maps/place/Riverside+Camp,+Gopeng/@4.4478153,101.1962333,781m/data=!3m1!1e3!4m5!3m4!1s0x31cafaf055da17eb:0x808f16cdcb230f6c!8m2!3d4.44781!4d101.198422

Griffin, A. (2005). Obtaining customer needs for product development, Kahn,
K.B. (Ed.). The PDMA handbook of new product development, 2nd ed. New
Jersey, John Wiley & Sons, Inc., 211-227.

Hansen, H., Samuelsen, B., & Selseth, P. (2008). Customer perceived value
in B-t-B service relationships: Investigating the importance of corporate
reputation. Industrial Marketing Management, 37: 206-217.

Irny, S.I. & Rose, A.A. (2005). Designing a Strategic Information Systems
Planning Methodology for Malaysian Institutes of Higher Learning (isp- ipta),
Issues in Information System, 6(1).

Kozak, M. & Rimmington, M. (2000). Tourist Satisfaction with Mallorca,
Spain, as an Off-seasons holiday destination. Journal of Travel Research,
38(3): 260-269.

Lukas, B.A. & Maignan, I. (1996). Striving for quality: The key role of internal
and external customers. Journal of Market-Focused Management. 1(2): 175-
187.

Oliver, R.L. (1980). A cognitive model for the antecedents and consequences
of satisfaction. Journal of Marketing Research, 17: 460-469.

Oliver, R.L. (1997). Satisfaction: A Behavioral Perspective on the Consumer.
New York: The McGraw-Hill Companies, Inc.

Oxford University Press (2013). Definition of Camping. Retrieved from:
http://oxforddictionaries.com/definition/english/camping.

Peppers, D. & Rogers, M. (2011). Managing customer relationships: A
strategic framework. 2nd ed., New Jersey, John Wiley & Sons, Inc.

Prahalad, C.K. & Ramaswamy, V. (2004). Co-creation experiences: The next
practice in value creation, Journal of Interactive Marketing. 18(3): 5-14.

Singh, A.S. & Masuku, M.B. (2014). Sampling Techniques & Determination of
Sample Size in Applied Statistics Research: An Overview. International
Journal of Economics, Commerce and Management, 2(11).

University of South Australia (2014, January). Customer Satisfaction Index.
Retrieved from: https://www.unisa.edu.au/siteassets/episerver-6-
files/global/business/centres/idc/docs/customer-satisfaction-index.pdf.

Westbrook, R.A. & Reilly M.D. (1983). Value-Percept Disparity: An
Alternative to the Disconfirmation of Expectations Theory of Consumer
Satisfaction. Advances in Consumer Research. 10 ed. Richard P. Bagozzi
and Alice M. Tybout. Ann Arbor, MI: Association for Consumer Research,
256-261

47


http://oxforddictionaries.com/definition/english/camping.
https://www.unisa.edu.au/siteassets/episerver-6-files/global/business/centres/i4c/docs/customer-satisfaction-index.pdf
https://www.unisa.edu.au/siteassets/episerver-6-files/global/business/centres/i4c/docs/customer-satisfaction-index.pdf

World Tourism Organization (2013). Retrieved from:
http://media.unwto.org/en/press-release/2013-08-25/international-tourism-
demand-exceeds-expectations-first-half-2013.

Yamane, T. (1967). Statistics: An Introductory Analysis. 2nd ed., New York:
Harper and Row.

Yooshik, Y.A. & Muzaffer, U.B. (2003). An examination of the effects of

motivation and satisfaction on destination loyalty: a structural model. Tourism
Management. 26: 45-56.

48





