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ABSTRACT

The objective of this study is to determine the level of customers” satisfaction and
to recommend the most effective promotion tools that encourage customers to use the
Private Mailbox. The main findings analysis found most customers had low level of
customers satisfaction towards the service provided. The manual system, mechanism and
notice of payment and conditions of the mailbox indicated the low level of customers’
satisfaction. It is proven by the mean from the analysis which is below than value 4. The
mean value should be at least 4 to indicate satisfied. For delivery mail, most customers
were moderated as neither satisfied nor dissatisfied. The most effective promotional tool
was promotions through the media (newspapers and magazines) and this was closely
followed by promotion outside the post office such as sales promotion and trade shows at
shopping complexes. From the findings, the researcher has suggested that PPBSA need to
do some improvements and change the services of the Private Mailbox. PPBSA has to
computerize of the customers” data, the choice of method preference and the
documentation of customers’ complaints. It needs to improve the services in order to

increase the customers’ satisfaction.



TABLE OF CONTENTS

TABLE OF CONTENTS
ACKNOWLEDGEMENTS
LIST OF TABLES
LIST OF FIGURES
ABSTRACT
1.0 INTRODUCTION
1.1 Postal History In Brief
1.1.1 Postal Services
1.1.2 International Relations
1.1.3 History of Pos Malaysia
1.1.4 The Logo
1.1.5 Post Office in Malaysia
1.1.6 Private Mailbox
1.2 Background Of The Study
1.3  Problem Statement
1.4  Research Questions
1.5  Research Objectives
1.6 Scope Of Study
1.7 Significant Of Study
1.8  Limitation
2.0 LITERATURE REVIEW
2.1 Customers Satisfaction
2.1.1 Building Customers’ Satisfaction Through
Value
2.1.2 Building Customers’ Satisfaction Through
Quality
2.1.3 Building Customers’ Satisfaction Through
Service
2.2  Manual System In Customers’ Satisfaction
2.3 Mechanism Of Payment and Notice Of Payment
In Customers’ Satisfaction
2.4  Delivery Mail in Customers’ Satisfaction
2.5  Condition of Private Mailbox in Customers’
Satisfaction
2.6 Types of Customers’ Satisfaction
2.7  Importance of Promotional and Communication

PAGE
iv

vii

el S aianit-RC RN I- NV Y S I S

15

17

18

19
20

21
21

22
22
24





