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ABSTRACT

Customer satisfaction has become an important issue for commercial and public service
organizations. Thus, this paper seeks to present the subject on customer satisfaction of
service deliverance of Pertubuhan Peladang Kawasan Kuala Selangor (PPK KS). This
study intends to analyses and measures the level of customer satisfaction and then makes
some recommendation that can help PPK KS to be more competitive and efficient.
Beside that, this research enables an understanding of how customer perceive the
organisation, whether the performance meets their expectation, identifies priorities for
improvement, benchmark the performance of the organisation against other organisation,
increase profits through improved customer loyalty. Hopefully, this information will be
synthesized to generate a cogent approach to correlate customer satisfaction with service

improvement by PPK KS.

Based on findings and data analysis, most of the customers are “very satisfied” with the
service provided by PPK KS. The factors that influence customer satisfaction is
‘reliability’, and most of the customers agree PPK KS perform the service promised
dependably and accurately. However, most of respondent indicates PPK KS facilities,
personnel appearance and image are not attractive, and does not parallel with the service.
Product Marketing Department (Agriculture product counter) is perceived as the ‘most
satisfactory’ service counter, and the lowest perceived satisfied service counter is Project

Development Department (Project counter).
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