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CHAPTER 1

INTRODUCTION

The role of the public sector in shaping the development of the nation
has always been extensively debated in the Malaysian parliament but
received less attention in the research literature. In the case of local
government in Malaysia, their position as the lowest of the three levels in the

government hierarchy, they are very close to the public.

Local government can be defined as one level of government that
exists in the country. Its establishment aims to provide opportunities for local
residents to take part in the administration. These institutions have financial
autonomy and the right to enact laws relating to jurisdiction and are subject to
local government, power under state government. However, the federal
government, through the National Council for Local Government and Housing
and local government directing authority assist and control the local
government in the country. Local government functions provide municipal
services in the areas specified. Among these services are public healthcare,
public sanitation, and providing solid waste collection system. There are three
types of local government in Malaysia which are the City Council, the

Municipal Council, and District Council (Dewan Bahasa dan Pustaka, 2011).

Bachelor of Administrative Science (Hons) 1



	CUSTOMER SATISFACTION ON COUNTER SERVICE AT MAJLIS BANDARAYA MELAKA BERSEJARAH (MBMB)
	CLEARANCE FOR SUBMISSION OF THE RESEARCH BY THE SUPERVISOR
	DECLARATION
	TABLE OF CONTENTS
	CHAPTER 1 INTRODUCTION
	1.1 Problem Statement
	1.2 Research Objectives
	1.3 Research Questions
	1.4 Scope of study
	1.5 Significance of the Study
	1.6 Definition of the Terms and Concepts
	1.7 Limitations of the Research

	CHAPTER 2 LITERATURE REVIEW AND CONCEPTUAL FRAMEWORK
	2.1 Background of MBMB
	2.2 Overview on Customer Satisfaction
	2.3 Factors that Contribute to Customer Satisfaction
	2.3.1 Employees Performance
	2.3.2 Physical environment
	2.3.3 Waiting time

	2.4 Conceptual framework
	2.5 Hypotheses

	CHAPTER 3 RESEARCH DESIGN AND METHODOLOGY
	3.1 Research Design
	3.2 Unit of Analysis
	3.3 Sample Size
	3.4 Sampling Technique
	3.5 Measurement/ Instrumentation
	3.6 Data Collection
	3.7 Data Analysis

	CHAPTER 4 FINDINGS OF THE SURVEY AND DATA ANALYSIS
	4.1 Reliability for the Study
	4.2 Descriptive Statistic
	4.3 Mean Analysis
	4.4 Inferential Analysis and Discussion
	4.4.1 Overall Customer Satisfaction
	4.4.2 Employee Performance
	4.4.3 Physical Environment
	4.4.4 Waiting Time

	4.5 Summary for Findings
	4.6 Discussion of Major Finding.

	CHAPTER 5 RECOMMENDATION AND CONCLUSION
	5.1 Implications for the Practice
	5.2 Recommendations
	5.3 Conclusion

	REFERENCES
	APENDIX -QUESTIONNAIRE



