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ABSTRACT 
Theme park is one of the tourism products in Malaysia that generate the 
income to the country and influence the growth of tourism economy. Theme 
park in Malaysia has been the selected as the prior destination among the 
residents and tourist as it is one of famous attraction site for the purpose of 
leisure, recreational, entertainment and enjoyable activities besides providing 
tourist experience at the destination. The proposed research has been selected 
in one of the biggest and famous theme park in Malaysia which is Sunway 
Lagoon Theme Park located in the city of Petaling Jaya in Selangor. The 
objective of the research is to determine the visitor satisfaction at the attraction 
site, theme park of Sunway Lagoon Water Theme Park. Satisfied visitors also 
will influence the repetition of visitor to the theme park and build loyal customer 
and influence repeat visitor. Review from the primary data source which is 
journal papers of research study on related topics takes place. The data 
collection that able to gather the required respondents by the usage of stratified 
random sampling has been carried out. The descriptive and cross-sectional 
studies and quantitative data by using Statistical Package of Social Sciences 
(SPSS) has been selected in performing data analysis. The findings obtained 
showed a wide choice of recreational activities, service quality (using 
SERVQUAL dimensions) and queue management aspect has conclude that all 
the variables has positive relationship in towards determining visitors 
satisfaction. An additional information of pull and push factors determinants 
has been concluded in the aspect of motivation among visitors. The results 
obtained able to contribute to the related tourism products besides for the 
educational references for the future.  
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INTRODUCTION 
Globalization and the growth of economic have had an economic impact on the area of 
leisure and recreation. The theme park industry which sometimes known as tourism 
product for some countries has been growing rapidly globally in this emerging market 
either regional or world widely. The development of the theme park in the last three 
decades has affected the size, capacity, products and entertainment offerings. Theme 
park attraction has able to improve destination image, enhance tourism, benefit the 
economy and provide education, recreation and entertainment opportunity for people. 
Other than that, theme park offering employability opportunity for local residence to 
sustain the country and accelerates the country economic growth. Contemporary 
theme park provides services such as accommodation, online booking services, night 
entertainment, activities and transportation services other than the rides, 
performances, retail outlets and food and beverage services.  
 
Asian countries such as China and Malaysia are developing theme parks in order to 
increase revenue. The growth of economy of theme park as tourist destination would 
increase economy input and provide leisure and recreational activities to people. 
There are many theme parks in the market which include large scale theme park with 
thrilling rides, historical features, art galleries, museums, botanical gardens, zoos, and 
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wildlife parks. Meanwhile, Malaysia is an ideal place for people to enjoy theme park as 
the country fortunate for having green environment and suitable climate and weather. 
There are many theme park has been built in Malaysia such as Genting Highlands 
Theme Park, Sunway Lagoon Theme Park, A’Famosa Theme park, Cosmo’ World 
Theme Park, Bukit Merah Lake town Resort, LEGOLAND Theme Park the latest one 
and many more. These growing rate and sustainability of the theme park industry is 
affected by the attendance of the consumer and visitors.  
 
The selected theme park for this research study is Sunway Lagoon Theme park. It is 
located in heart of Petaling Jaya. Sunway Lagoon Theme Park has located 
strategically with surrounded attraction such Sunway Convention Centre, Sunway 
Resort hotel and the massive and famous Sunway Pyramid Shopping Mall. The theme 
park also can be access easily by many public transportation especially public bus and 
reachable by nearby city such as Subang Jaya, Shah Alam and Kuala Lumpur. Theme 
park has provides an attraction in the city for the local community, residences and also 
tourist abroad. Theme park provides enjoyment for the visitors and create a leisure 
period that visitor can spend with their family, friends and relatives. Theme Park which 
often has been symbolized as family trip vacation as the theme comprise activities and 
games that can cater various age group from the amusement theme suitable for 
children and up to the extreme that may located in the attraction as well. Theme park 
as the tourism product has contributed to the growth of the economy not only for 
tourism industry however overall economy of Malaysia. The objective for this research 
study to determine the customer satisfaction in Sunway Lagoon Theme Park located in 
Petaling Jaya and the intention of the customer to revisit the theme park in the future. 
The identification of the dependent variables includes the various choices of 
recreational activities on the theme park site, queue management, safety and security, 
and service quality at the theme park.  
 
 
METHODOLOGY 
This research study has used the descriptive study. Descriptive studies often designed 
to collect data that describe the characteristics of persons, events, or situation. 
Descriptive for this purpose of research study is quantitative in nature. In this research, 
it involved the collection of quantitative data of satisfaction ratings and demographic 
data, however it may also entail the collection of qualitative data. The research also 
used the quantitative data. In this case the research study on Determining Visitors’ 
Satisfaction in Sunway Lagoon Theme Park has been collected once and does not 
involved pre and post evaluation in answering the questionnaire. The questionnaire 
has been constructed as the sections have been divided by three parts. The first part 
is demographic profile. The second part will asked on the aspects and factors for this 
research study. The questionnaire has been distributed during August 2015 using 
stratified random sampling method. Stratified sampling method is where the population 
is classified into strata and separate samples are selected from each stratum. The 
random sampling stratified the study are able to select any potential respondents 
based on each strata regardless of their demographic background profile. Overall, the 
sample size for this study is 120 respondents. The Statistical Packages of Social 
Sciences (SPSS) software has been used to analyse the data and interprets it. 
Descriptive statistics: Cross tabulation, Frequencies, Descriptive, Explore, Descriptive 
Ratio Statistics were used to analyse the data. 
 
 
RESULTS AND DISCUSSION 
The elaboration of the findings for the first section of the questionnaire will be 
discussed as below. This section focused on the aspect of the respondents’ 
demographic profile. The respondents are made of 120 people for this study. 52.50 % 
(63 respondents) are female while another 47.50 % (57 respondents) are male. The 
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total respondents of 120 are made up of 24.0 % of below 18 years old (29 respondents 
mostly are secondary and primary students), 28.0 % are 19-24 years old (33 
respondents), 20.0 % are between 25 to 34 years old (24 respondents), 14.0 % are 
35-44 years old (17 respondents), 11.0% are 45-55 years old (13 respondents) and 
3.0 % are above 55 years old (4 respondents). Out of 120 respondents, 24% are 
Malay (29 respondents), 26% are Chinese (31 respondents), India are 18% (22 
respondents) and 32% are foreign tourist (38 respondents). From the first figure, the 
study concluded that Malay, Chinese and India are made up of 68% local respondents 
and 32 % are foreign tourist as respondents. Both primary and secondary level 
education are 11% (13 respondents) and 34% (41 respondents) respectively. These 
two groups or respondents might be range from the age of 11-24 years old. Vocational 
level are 10% of the respondents (12 respondents) whereas tertiary level is 45% (54 
respondents). 
 
The length of stay influenced by the age group of the visitors. The age group have the 
average to spend half day at the theme park, but we believed the senior citizen are 
less likely to spend full day at the park. The results that show they are staying more 
than half day may be caused by the family vacation that involved entire group that 
required them to spend more together to strengthen the family bonding among them. 
Visitors travelling by group such families, friends, relatives, clubs and association and 
colleague under company program such as Family Day tend to spend time more in the 
theme park as the spend almost full day in the theme park. However, visitors travelling 
solo or fewer crowds tend to spend less time in the theme park. This may be caused 
travelling in large group of participation will required more time as they might going for 
lunch together, performing activities in a group and consuming more time and many 
other factors. Group travelling among friends and relatives are those who are the 
combination of students and working adult. Students who make up the highest 
percentage under the category of travelling group among friends and relatives may 
under a school programs, classmates vacation, school holidays trips and many more. 
Meanwhile, adult working people make up the large percentage of group travelling 
under clubs, association and company programs.  
 
 
CONCLUSION 
This study determined the visitors’ satisfaction in Sunway Lagoon Theme Park. Kuala 
Lumpur, Malaysia. Visitors’ satisfaction has been summarize into three variables which 
are wide choice of recreational activities, service quality and queue management. The 
first factor has been to the highest percentages of satisfaction among respondents. 
This variable has measure of the attractiveness of the park division, enjoyment and 
suitability of the park as family trips. The results had favourable answer at 84%, 93%, 
90% respectively. The variables of service quality has combined some aspects such 
as assurance (aspect safety and security), tangibility (aspect facilities and services 
offered), reliability (aspect information and accessibility) and responsiveness and 
empathy (aspect in delivering services by the staffs). Among these aspects, reliability 
has the highest contribution (62%). This indicates respondents are satisfied with the 
information and accessibility to the theme park for both on-site and off-site. Next 
followed by delivering of the service among the staff which is responsiveness and 
empathy dimensions. The findings obtained was valid as the results obtained through 
factors being measure are fit the theories and around which the study has been 
designed. The study has measure the right concept by relating factors influencing 
visitors’ satisfaction with the stability and consistency of the measurement. The 
findings also is reliable as the results obtained are without bias (error free), hence 
ensure consistent measurement across time and across the various items in the 
instrument. 
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