CUSTOHMERS 1EVEL OF SATISFACTION ON
SERVICES PROVIGED BY PUSAT PUKSUTAN
FELERA! TERRITORY

TERYAT FARMAS

AANAT SHARIZA! BIN BDHS SAFFIAN

EAGHELR IR BUSIRESS ADRINISTRATION
(HOKS) MARKETING
FACHLTY OF BUSINESS MARAGFHENT

UKIVERSIT] TEKMOLOBI RARA

smTa WIMARELE
EOTA KiRARAIY




TABLE OF CONTENTS

ACKNOWLEDGE
TABLE OF CONTENT
LIST OF TABLE

LIST OF FIGURES
ABSTRACT

CHAPTERS

: INTRODUCTION
11 Background
1.2  Problem Identification
1.3  Objectives
1.4  Significance of Study
1.5  Hypothesis (Research Questions)
1.6 Limitations
1.7 Definition of Terms

2 LITERATURE REVIEW

2.1 Service Quality

2.2 _Dimension of Satisfaction

2.3  Satisfaction Instrument
2.3.1 Dependent & Independent Variables

24 Relationship Between Service Quality And
Customer Satisfaction

2.5  The Search for Customer Loyalty

i

PAGE

vi

vii

- O O A =

13

14
17
20
26
22

29
30



3. RESEARCH METHODOLOGLY AND DESIGN
34 The Data Collection (Primary and Secondary)
3.1.1 Survey Instrument (Questionnaire)
3.2  Sampling Techniques
3.2.1 Sampling Size/Population
33 Procedure for Analysis of Data

4, ANALYSIS AND INTERPRETATION OF DATA

41 Frequency and Characteristic of the Respondents
Or Companies

4.2  Analysis of Problem Statement, Objectives
And Hypothesis Finding and Results

43 5 SEQUAL DIMENSION .

4.4 Cross Tabulation Chart

45 Comments and Suggestion

5. CONCLUSIONS

6. RECOMMENDATIONS

r

BIBLIOGRAPHY

APPENDICES

Appendix | - Photographs
Appendix || — Questionnaires

33
35
36
36

37

43

50

63

68

69

72



ACKNOWLEDGEMENT

This project paper would not be a reality if not for the contribution of few notable people.
Therefore | predominantly extend my highest gratitude to En. Kamarulzaman Bin Ishak,
my advisor for this project paper, whose guidance, comments and instructions

throughout the completion of this project paper has become an invaluable learning.

| am also grateful to my Manager, En. Saiful Ghani in Pusat Pungutan Zakat Labuan

and also the staff of PCSB for their substantial assistence and support to the project.
My special appreciation to the individuals that had been very cooperative in dispensing

their valuable time and thought in answering the questionnaire and for those directly or

indirectly involve in the making of this project.

Finally for my wife and family for the encauregement, support and indirect contribution in

the process of completing the project.

Thank you.



ABSTRACT

Today, Pusat Pungutan Zakat Federal Territory is very proud of their achievements. In
order to stay on top, PPZ had become convinced of the need for a company-wide focus

on the customer and for a planned resources and developmental approach to achieved

total customer satisfaction.

Therefore the objective of this study is to look into the level of customer satisfaction
focusing on PPZ Regional office in Labuan. To establish the objective, descriptive
research is utilised where questionnaire designed based on Servqual concept were
used. This study is to provide information to corporate executives and human resources

in order to improve the customer service used at PPZ.

The researcher intends to collect information that includes Consumer expectation,
Management perception, Service quality specification, Service delivery to customer and
Expected service to the internal types of customers in the PPZ Labuan regional offices

who are dealing in a zakat activities.

Recommendation and suggestion are also put forward to improve the present customer

service and any related factors for the maximisation of customer satisfaction.
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