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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.
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