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ABSTRACT
Ecotourism is a foremost promoted tourism product by the
Malaysian government and significantly contributed to rural
communities’ income. The objective of this study was to explore
the empirical evidence of the relationships among service quality,
satisfaction, and revisit intention to an ecotourism site in
Sarawak, namely, Semenggoh Nature Reserve by considering the
moderating effect of the destination image. A total of 157
international and domestic tourists who visited the Semenggoh
Nature Reserve took part voluntarily in this study. WarpPLS 6.0
software was used to perform the Partial Least Squares Structural
Equation Modeling and hypotheses testing. The results revealed
that service quality was found to significantly and positively
impacting satisfaction, whereas satisfaction was found to drive
revisit intentions. Additionally, the destination image was found
to have a significant positive impact on tourist’s satisfaction. The
study further revealed that the destination image does not
enhance the relationship between satisfaction and revisit intention.
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1. Introduction

Tourism is one of the fastest-growing industry which undergone tremendous growth for
the last 50 years and it has become one of the major global economic sectors (Nilashi
et al., 2019; Oviedo-García et al., 2016; Scott et al., 2019). In the Asia Pacific, Malaysia
is one of the top 5 destination countries and the government has put much effort into
boosting the tourism industry in order to diversify the economy (Al-Mulali et al.,
2019). According to the Department of Statistics Malaysia Official Portal (2019), in the
year 2018, the tourism industry contributed 15.2% of Gross Value Added of Tourism
Industries (GVATI) and 6.5% of Tourism Direct Gross Domestic Product (TDGDP)
to Malaysia Gross Domestic Product (GDP). Besides, the statistic released by Malaysia
Tourism Promotion Board (2019) shows that, in the year 2018, Malaysia has received
a total of 25.8 million international visitor arrival with a revenue of RM 84.1 billion
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