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Abstract—There is an increasing worldwide demand on the field
of interaction with wildlife tourism. Studies pertaining to the service
quality within the sphere of interaction with wildlife tourism are
plentiful. However, studies on service quality in wildlife attractions,
especially on semi-captured wildlife tourism are still limited. The
Sepilok Orangutan Rehabilitation Centre (SORC) in Sandakan,
Sabah, Malaysia is one good example of a semi-captured wildlife
attraction and a renowned attraction in Sabah. This study presents a
gap analysis by measuring the perception and expectation of service
quality at SORC through the use of a modified SERVQUAL, referred
to as WILSERV. A survey questionnaire was devised and
administered to 190 visitors who visited SORC. The study revealed
that all the means of the six dimensions for perceived perceptions
were lower than the expectations. The highest gap was from the
dimension of reliability (-0.21), followed by tangible (-0.17),
responsiveness (-0.11), assurance, (-0.11), empathy (-0.11) and wild-
tangible (-0.05). Similarly, the study also showed that all six
dimensions for perceived perceptions means were lower than the
expectations for both local and foreign visitors.

Keywords—Gap analysis, service quality, WILSERV, wildlife
tourism.

I.  INTRODUCTION

HE tourism industry has placed a great emphasis on

tourism products which focuses on the natural and
cultural resources of the region. In particular, tourism based on
interaction with wildlife has been increasing and demanded
worldwide [1]. As for the global market size of wildlife
tourism, 12 million trips annually have been estimated and is
growing at a rate of about 10% a year [2]. Sabah is gifted with
natural forest habitats and abounding with floras and faunas.
Wildlife tourism is one of the main tourism products in Sabah.
SORC, being a premier wildlife tourism attraction in Sabah
was initially established to ease human-wildlife conflict in
Sabah and to care for young orangutans orphaned because of
loss of habitat due to logging and deforestation, and also those
who have been illegally caught and kept as pets [3]. SORC is a
semi-captured wildlife attraction located in the district of
Sandakan and received 103,330 visitors in 2014 (Sabah
Parks/Wildlife Department/Sabah Agriculture Park).

II. PROBLEM STATEMENT

Measuring and managing visitor satisfaction is paramount
to all tourism businesses [4]. Visitor satisfaction is the central
factor in managing the competitive advantages and visitor
flow in a visitor’s destination. Therefore, service quality has
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become increasingly important to many tourism service
providers, including wildlife tourism attractions.

III. RESEARCH OBJECTIVE

The aim of this study is to examine the service gap at
SORC. Specifically, the objectives of the study are; (a) to
identify the visitors’ demographic and trip characteristic
profiles at SORC, (b) to determine the service gap at SORC
via the use of WILSERV technique, and (c) to compare
between local and foreign visitors service gap at SORC.

IV. SCOPE OF THE STUDY

This study was conducted at SORC, Sandakan, Sabah
which is located at East Coast of Borneo Island [5]. SORC is
surrounded by the Kabili-Sepilok Forest, a virgin jungle
reserve rich in tropical rainforest and mangrove swamp. This
study focused on the service quality on the semi-captive
wildlife in SORC. In this study, WILSERV was created to
measure the service quality at SORC. This study will
contribute to the literature and the organization.

V. LITERATURE REVIEW

A. Wildlife Tourism

Wildlife tourism covers two types of natural area tourism,
that includes adventure travel and nature based [6]. A study
from [7], [8], developed a conceptual framework for wildlife
tourism whfgich focused on three dimensions of wildlife
human interaction. It included hunting and fishing
(consumptive use), zoos and aquaria (low-consumptive) and
wildlife observation and photography (non-consumptive) [9].
Wildlife tourism can also be viewed from the site and
enclosure perspective where it can be viewed as closed or
captured enclosure (e.g. zoo and aquaria), in the wild (e.g. free
roaming in a national park or wildlife park), and semi-
captured enclosure (e.g. wildlife rehabilitation center such as
SORC) [10]. On another note, the size and scale of wildlife
tourism were divided differently, from large zoos and aquaria,
which are normally aligned with mass tourism, to small
privately administrated tours that specialized in wildlife tours
[11]. Currently, many wildlife tourism is progressively being
handled as part of a sustainable political viewpoint for
preserved area managers and conservation agencies as a
means of contributing practical results in order to supply
extended preservation for some areas [12], [13]. The tourism
industry compliments wildlife tourism and ecotourism as a
new interesting product to market while environmental and
conservation groups intend to observe wildlife tourism more
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as a means of conservation and security [14].

B. Visitor Satisfaction

Visitor satisfaction is one of the most generally investigate
subject in the hospitality and tourism field due to it plays an
essential role in the survival and future of every tourism
products and services [15], [16]. Most of the practitioners
from the 1980°s and 1990°s found that a satisfaction was
actually more a judgment or evaluation than an attitude and is
a complicated construct with various associated measurement
problem [17], [18]. Previous research has operationalized
satisfaction at both the overall satisfaction and attribute
satisfaction levels [19]. In addition, definition for satisfaction
is explained as “a segment develops a product or service
elements or itself, contributes a satisfying level of utilization-
relevant fulfilment” Oliver (1997: p.13) or as a general
evaluation of a acquisition [19].

The overall result on the research or the total of the relation
together with importance and the level of satisfaction via
experienced were summarized with all the attributes [20].
Thus, tourist satisfaction is important because it influences
consumption during the visit and the future loyalty of tourists
[21], [22]. More specifically, tourists who are satisfied with
their previous travel experience tend to be more willing to
revisit the destination and recommend the destination to
friends or relatives [23], [24].

C. WILSERV

The SERVQUAL [25] model proposes that the service
quality focuses on the distinction between expectation and
perceived achievement on the quality element. The gap of
service quality result is determined as service quality
equivalent to perceived performance less than expectation. In
short, service quality has dissimilarity in between customer
expectation of service as well as perceived performance. As
presumption, the greater the expectation than performance,
resulting less perceived quality than satisfactory and
eventually customer dissatisfaction occurs. SERVQUAL is
widely used in tourism studies [26]-[28] and other researchers
used it to study wildlife tourism [29], [30]. WILSERYV is
created for this study in order to suit the purpose of wildlife
tourism service and visitor satisfaction. WILSERV is adapted
from SERVQUAL and ECOSERYV [31], [32]. WILSERV has
six dimensions where the five initial dimensions (tangibility,
reliability, responsiveness, assurance and empathy) were
adapted from SERVQUAL and the sixth dimension is referred
to as wild-tangible [33], [34]. Wild-tangible was adapted from
ECOSERV’s eco-tangible (an additional dimension) that
highlighted importance of the physical facilities that were
environmentally friendly as well as minimized environmental
degradation [35].

VI. METHODOLOGY

The target group in this study focused on foreign and local
visitors who visited SORC aged 18 years and above. The
survey instrument was adapted from previous study. The
questionnaire consists of three sections whereby section A
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contains demographic questions, section B looks at trip
characteristics and section C consists of two separate sub-
sections (containing 24 items) to assess the respondents’
expectations and perceptions. The service quality items are
measured using the five-point likert scale based on the range
of (1) strongly disagree to (5) strongly agree. A pre-test was
conducted at Lok Kawi Wildlife Park (LKWP) in February
2017 to check the validity of the survey questionnaire. Data
collection was commenced by distributing questionnaires to
foreign and local visitors in March 2017. It was distributed
inside the viewing centre, main entrance/lobby and exit,
nearby lodging and at the restaurant of SORC.

TABLE I
DEMOGRAPHIC PROFILE FOR SORC (N=190)

Demographic Background

Frequency Percentage (%)

Male 77 40.5
Gender

Female 113 59.5
18-25 Years 64 33.7
26-33 Years 65 342

Age 34-41 Years 23 12.1
42-49 Years 8 4.2
50 and above 30 15.8

Africa 2 1.1

Eastern Europe 1 0.5

European Union 61 32.1

Origin North America 4 2.1
Oceania 1 0.5

Malaysian 116 61.1

Others 5 2.6

Primary School 1 0.5

. Secondary/college 42 22.1
I;)Iil‘gl:l;glsltc;ei:lell Vocational/Technical 8 4.2
Undergraduate 112 58.9

Postgraduate 27 14.2

Housewife 8 4.2

Clerical/supervisory 5 2.6

Self-employed 29 153

. Executive/Managerial 21 11.1

Occupation .

Professional 46 24.2

Retired 20 10.5

Private Company 20 10.5
Others 41 21.6

Once 144 75.8
Frequency of Twice 22 11.6
visit to SORC 3 to 5 times 15 7.9
6 times and above 9 4.7

Travelling alone 15 7.9
Visiting with " rf?lzrtliii:nd/or 136 71.6
whom Tour groups 30 15.8
Others 9 4.7

Bus 32 16.8

Taxi 9 4.7

Mode of Rented car 27 14.2
transport Hitched Hike 12 6.3
Tour bus 54 28.4

Others 56 29.5
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A total of 200 survey questionnaires were distributed
equally to all local and foreign visitors who visited SORC and
after screening process, only 190 responses were usable for
analysis. Cronbach’s alpha test was used to ensure reliability
of the instrument and descriptive tests were used for data
analysis.

VII. RESULT AND DISCUSSION

A. Demographic Profile

From the data collected at SORC, a total of 190 respondents
of foreign and local visitors completed the survey, giving a

response rate of 95%. The demographic information included
the following characteristic of participants; gender, age,
origin, highest education level and occupation. The trip
characteristic information included; frequency of visit to the
centre, visiting with whom and mode of transportation (see
Table I).

B. Gap between Expectation and Perception of Service
Quality (WILSERV) Dimension

Table II presents the gap of the 24 items of WILSERV for
SORC. Out of the 24 items, 22 items recorded negative gap
scores.

TABLEII
GAP BETWEEN EXPECTATION AND PERCEPTION OF SERVICE QUALITY (WILSERV) DIMENSION
No Question E)l(\g::::a?ifm Ple\g‘ce“e‘gt(i)(fn Ss:)ar};s
Tangibility
1 The center should offer an interesting visual associated with the service. 4.17 3.87 -0.30
2 The center should offer good physical facilities (parking and platform). 4.07 4.04 -0.03
3 Staff uniform should be neat and presentable. 3.93 4.01 +0.08
4 Viewing platform should be uncrowded. 4.07 3.66 -0.41
5 Information counter should have relevant information about the center. 4.23 4.04 -0.19
Average mean 4.09 3.92 -0.17
Reliability 0.809
Reliability
6 Staff should be good in dealing complaints from visitors. 4.11 3.87 -0.24
7 Staff should be knowledgeable enough to respond to visitors’ questions. 4.23 4.02 -0.21
8 Staff should be proficient. 4.17 4.04 -0.13
9 Staff should provide its services at a time it promises to do so. 4.21 3.96 -0.25
Average mean 4.18 3.97 -0.21
Reliability 0.811
Responsiveness
10 Queries should be dealt with efficiently and promptly. 4.08 3.97 -0.11
11 Staff should be responding to visitor request. 4.05 3.94 -0.11
12 Staff should always willing to assist visitors. 4.08 4.03 -0.05
13 Visible action should be taken when problems arise 4.14 3.99 -0.15
Average mean 4.09 3.98 -0.11
Reliability 0.840
Assurance
14 The center should have good security measures. 4.17 4.05 -0.12
15 Staff should be friendly and courteous. 4.17 4.13 -0.04
16 Staff should be trustworthy. 4.31 4.09 -0.22
17 Visiting hours should be convenient to all visitors. 4.07 4.01 -0.06
Average mean 4.18 4.07 -0.11
Reliability 0.807
Empathy
18 The center must be clean and well maintained. 4.24 4.16 -0.08
19 The center able to accommodate visitors with disabilities. 4.18 391 -0.27
20 The center should be easily accessible by public transport. 4.11 3.89 -0.22
21 Staff should be willing to give visitor individual attention. 3.90 3.96 +0.06
Average mean 4.11 4.00 -0.11
Reliability 0.820
Wild-Tangible
22 The facilities able to accommodate wildlife animals. 4.15 4.10 -0.05
23 The facilities able to assist in the care and protection of the wild animals. 4.17 4.11 -0.06
24 The center’s facilities are environmentally safe for wild animals and visitors. 4.12 4.11 -0.01
Average mean 4.15 4.10 -0.05
Reliability 0.869
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The five items which recorded the highest negative gap
scores are, “‘viewing platform should not be crowded” (- 0.41),
“the center should offer interesting visual associated with the
service” (- 0.30), “the centre should be able to accommodate
visitors with disabilities” (- 0.27), “staff should provide its
services at a time it promises to do so” (- 0.25), and “staff
should be good in dealing with complaints from visitors” (-
0.24). In addition, all six dimensions of WILSERYV indicated
negative mean scores ranging from -0.05 to -0.21. The
negative gap scores between the expectation and perception
may indicate that visitors were dissatisfied with the services
given by SORC. However, there are two items which indicate
positive gap scores, namely “staff uniform should be neat and
presentable” (+0.03) and “staff should be willing to give
visitors individual attention” (+ 0.06). This indicates that
SOCR performed well with regards to their staff attire and the
ability of their staff to attend to their guests. In addition, all
dimensions recorded acceptable reliability values of more than
0.8.

C. Average Mean Score in Expectation, Perception and
Service Quality Gap Score

Table III shows the gap between the average mean of
expectation and perception of the WILSERYV items in SORC.
It can be seen that the highest gap goes to “reliability” with the
gap score of - 0.21. This indicates that visitors are dissatisfied
with the “reliability” items served by SORC. This is followed
by “tangible” with the gap score of -0.17; “responsiveness”,
“assurance” and “empathy” share the gap score value of - 0.11
while the last item with the least dissatisfaction is “wild-
tangible” with the value of -0.05.

TABLE III
AVERAGE MEAN SCORE’S EXPECTATIONS, PERCEPTION AND GAP SCORE FOR
SERVICE QUALITY (N=190)

Average mean Average mean

Variable Item expectation perception Gap Score
Tangibility 5 4.09 3.92 -0.17
Reliability 4 4.18 3.97 -0.21
Responsiveness 4 4.09 3.98 -0.11
Assurance 4 4.18 4.07 -0.11
Empathy 4 4.11 4.00 -0.11
Wild-Tangible 3 4.15 4.10 -0.05
Overall Satisfaction 4.13 4.01 -0.13

D.Mean Gap between Local and Foreign Visitors
In accordance to answer objective three, Table IV

summarizes the mean gap scores between these two groups;
foreign and local visitors visiting SORC. Referring to Table
IV, the result shows the trend of negative gap scores on
service quality in both foreign and local visitors. As an overall
service quality conclusion, local (- 0.14) visitors showed
slightly more dissatisfaction compared to foreign visitors (-
0.13) towards the services and facilities provided. Foreign and
local respondents reviewed that SORC received negative value
in both expected and perceived outcomes of all service quality
(WILSERV) dimensions except for wild-tangible where the
mean gap score for foreign visitors was 0.0. As a result, SORC
has not reached both group’s expectation in providing good
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facilities and services towards all its visitors, however these
items still can be improved for the betterment of SORC in the
future.

TABLE IV
MEAN GAP SCORES BETWEEN LOCAL AND FOREIGN VISITORS VISITING SORC

Mean Mean Mean

Group Dimensions expected perceived gap
service score service score  score

Tangibility 4.02 3.80 -0.22

Reliability 4.14 3.90 -0.24
Responsiveness 4.04 3.92 -0.12

. Assurance 4.14 4.07 -0.07

Foreign

Empathy 4.01 3.90 -0.11

Wild-Tangible 4.15 4.15 0.00

Average mean 4.08 3.96 -0.13
Tangibility 4.17 4.07 -0.10

Reliability 4.33 4.04 -0.29

Local Responsiveness 4.14 4.08 -0.06
Assurance 4.23 4.06 -0.17

Empathy 4.21 4.05 -0.16
Wild-Tangible 4.14 4.06 -0.08

Average mean 4.20 4.06 -0.14

VIII. CONCLUSION

This study proposes the improvement in the areas which
focus on the six-basic dimension of service quality which will
lead to the ultimate service quality for the satisfaction of
visitors from SORC. Since “tangibility” dimension (SORC)
has the highest negative gap score value, the management
must take serious action to improve it. On the “tangibility”
dimension “viewing platform should be not be crowded”, a
review must be done on this item by the management to
overcome this issue as SORC receives hundreds of visitors in
a day.
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