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Abstract : Customer satisfaction and customer loyalty are the most important outcomes of marketing in which both elements
serve various stages of consumer buying behavior. Excellent service quality has become a major corporate goal as more
companies gradually struggle for quality for their products and services. Therefore, the main purpose of this study is to
investigate the influence of service quality on customer satisfaction and customer loyalty at one telecommunication company in
Malaysia which is Telekom Malaysia. The scope of this research is to evaluate satisfaction on the products or services at
TMpoint Bukit Raja, Malaysia. The data are gathered through the distribution of questionnaires to a total of 306 respondents
who visited and used the products or services. By using correlation and multiple regression analyses, the result revealed that
there was a positive and significant relationship between service quality and customer satisfaction. The most influential factor
on customer satisfaction was empathy followed by reliability, assurance and tangibles. However, there was no significant
influence between responsiveness and customer satisfaction. The result also showed there was a positive and significant
relationship between service quality and customer loyalty. The most influential factor on customer loyalty was assurance
followed by reliability and tangibles. TMpoint Bukit Raja is recommended to device excellent strategies to satisfy customers’
needs and to adopt action-oriented approach by focusing on what the customers wanted. It is also recommended that similar
study can be carried out in other industries using different methodologies such as longitudinal method, enlarge the sample size
and use a qualitative approach.
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