This survey is divided into 8 sections: 

· Respond to each question with whatever knowledge you have. There is no right or wrong answers. Be honest and realistic in your assessment. 

· For Section 1 to  7, state your agreement based on the following scales;



   1               2             3            4             5            6              7

Strongly Disagree |________|_______|_______|_______|_______|_______| Strongly Agree

Based on any Hypermarket (Giant, Tesco, etc) that you frequently visit, please rate the questions below: The XYZ refers to the hypermarket of your choice.
	Section 1: Service quality 
In terms of service delivery, this retail store XYZ:  

	has an excellent overall service
	1
	2
	3
	4
	5
	6
	7

	has a service of very high quality
	1
	2
	3
	4
	5
	6
	7

	provides a high standard of service
	1
	2
	3
	4
	5
	6
	7

	delivers superior service in every way
	1
	2
	3
	4
	5
	6
	7

	
	
	
	
	
	
	
	

	Section 2: Trust.

	The employees of retail store XYZ can be trusted at all times
	1
	2
	3
	4
	5
	6
	7

	Retail store XYZ can be counted on to do what is right 
	1
	2
	3
	4
	5
	6
	7

	“The employees of retail store XYZ have high integrity
	1
	2
	3
	4
	5
	6
	7

	
	
	
	
	
	
	
	

	Section 3: Commitment.

	I am very committed to maintain my relationship with the employees of retail store XYZ
	1
	2
	3
	4
	5
	6
	7

	My relationship with the employees of retail store XYZ is very important to me
	1
	2
	3
	4
	5
	6
	7

	I plan to maintain my relationship with the employees of retail store XYZ
	1
	2
	3
	4
	5
	6
	7

	
	
	
	
	
	
	
	

	Section 4: Relationship strength.
	
	
	
	
	
	
	

	My overall assessment of the strength of this relationship is excellent.
	1
	2
	3
	4
	5
	6
	7

	I would like to have a very close relationship with this store.
	1
	2
	3
	4
	5
	6
	7

	
	
	
	
	
	
	
	

	Section 5: Relationship quality

	The overall assessment of the quality of this relationship with contact employee is excellent.
	1
	2
	3
	4
	5
	6
	7

	The overall assessment of the quality of this relationship with the company is excellent.
	1
	2
	3
	4
	5
	6
	7

	


	Section 6: Satisfaction

	I am very satisfied with the service provided by XYZ store.
	1
	2
	3
	4
	5
	6
	7

	XYZ store does a good job of satisfying my needs.
	1
	2
	3
	4
	5
	6
	7

	The service provided by XYZ store is very satisfactory.
	1
	2
	3
	4
	5
	6
	7

	I believe that using XYZ store is usually a very satisfying experience.
	1
	2
	3
	4
	5
	6
	7

	I made the right decision when I decided to use XYZ store.
	1
	2
	3
	4
	5
	6
	7


	Section 7: Loyalty

	I say positive things about retail store XYZ to other people
	1
	2
	3
	4
	5
	6
	7

	I recommend retail store XYZ to someone who seeks my advice
	1
	2
	3
	4
	5
	6
	7

	I encourage friends and relatives to shop at retail store XYZ 
	1
	2
	3
	4
	5
	6
	7

	I consider retail store XYZ as my first choice in the next few years
	1
	2
	3
	4
	5
	6
	7


Section 8: 
1. How old are you? ________ years

2. What is your gender? 

1.
Male


2.
Female

3. What is your race? 

1.
Malay


2.
Indian

3.
Chinese

4.
Others. (please specify) ________________

4.   What program are you registered for?


1.
Undergraduate

2.
Masters

3.
PhD

5.
What stream of study are you pursuing?


1.
Arts


2.
Science

6.   What is the status of your candidacy?


1.
Part time


2.
Full time

7.   Do you live in or outside campus?

1.
In campus


2.
Outside campus

8.  What year did you join this school?
______________

9.   What course are you pursuing?

_______________________________________

10. What major are you doing?

_______________________________________

11.  How many courses have you registered for this semester?
_______________

12. What is your CGPA level?

1. Below 2.00

2. 2.00 – 2.33

3. 2.34 – 2.67

4. 2.68 – 3.00

5. 3.01 – 3.33

6. 3.34 – 3.67

7. Above 3.67

Thank you very much

Topic 5: Antecedents of customer loyalty in a retail environment

Relationship Marketing, Service Quality
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