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ABSTRACT

The goal of this study is to identify the effects of service quality towards customer satisfaction at
Islamic bank in JalanTun Ismail Kuantan, Pahang. The study also aims to examine the
relationship between service quality (Reliability, Tangibility, and Responsiveness) and customer
satisfaction, to investigate the most influencing factor of service quality (Reliability, Tangibility,
and Responsiveness) towards customer satisfaction and to know the best service quality
(Reliability, Tangibility, and Responsiveness) provided at Islamic Bank in Kuantan area. A
sample of 103 banking customers was drawn from Islamic bank in JalanTun Ismail. The
questionnaire was developed for this study was based on SERVQUAL model that identified the
influence three from five dimensions (reliability, tangibility and responsiveness) in banking
service environments on customer satisfaction. The results indicate that the three of
SERVQUAL dimensions have a positive influence on customer satisfaction. Responsiveness
was more significant in contributing to customer satisfaction in JalanTun Ismail area while

reliability follows after and tangibility was the least significant.



	THE EFFECT OF SERVICE QUALITY TOWARDS CUSTOMER SATISFACTION OF ISLAMIC BANK IN KUANTAN PAHANG
	DECLARATION OF ORIGINAL WORK
	LETTER OF SUBMISSION
	ACKNOWLEDGEMENT
	TABLE OF CONTENTS
	LIST OF FIGURES
	LIST OF TABLES
	ABSTRACT
	CHAPTER 1 INTRODUCTION
	1.0 INTRODUCTION
	1.1 Background of Study
	1.2 Problem Statement
	1.3 Original Theoretical Framework
	1.3.1 Theoretical framework

	1.4 Research Questions
	1.5 Research Objectives
	1.6 Hypothesis
	1.7 Significance of the Study
	1.7.1 Banks
	1.7.2 Manager
	1.7.3 Employees
	1.7.4 Researcher
	1.7.5 University Technology MARA (UiTM)

	1.8 Scope and Coverage of the study
	1.9 Limitations
	1.9.1 Time constraints
	1.9.2 Lack of knowledge
	1.9.3 Data collection method

	1.10 Definitions

	CHAPTER 2 LITERATURE REVIEW
	2.0 LITERATURE REVIEW AND THEORETICAL FRAMEWORK
	2.1 Service Quality
	2.1.1 Reliability
	2.1.2 Tangibility
	2.1.3 Responsiveness

	2.2 Customer Satisfaction
	2.3 Theoretical Framework

	CHAPTER 3 RESEARCH METHODOLOGY
	3.0 INTRODUCTION
	3.1 Research Design
	3.2 Population
	3.3 Sampling Design
	3.3.1 Sample Size
	3.3.2 Sampling Frame
	3.3.3 Sampling Technique

	3.4 Data Collection Method
	3.4.1 Secondary Data
	3.4.1.1 Paper-based Sources
	3.4.1.1.1 Book
	3.4.1.1.2 Electronic Sources


	3.4.2 Primary Data

	3.5 Research Instrument
	3.5.1 Questionnaire Design
	3.5.2 Likert Scale Questions

	3.6 Data Analysis and Results
	3.6.1 Frequencies Distribution
	3.6.2 Descriptive Statistics
	3.6.3 Reliability Test
	3.6.4 Pearson Correlation Coefficient
	3.6.5 Regression

	3.7 Plans for Data Analysis
	3.8 Work Schedule
	3.8.1 Gantt Chart


	CHAPTER 4 DATA INTERPRETATION AND ANALYSIS
	4.0 FINDING AND DISCUSSION
	4.1 Respondent‟s Profile
	4.1.1 Frequencies
	4.1.2 Frequency Table
	4.1.2.1 Table of Gender
	4.1.2.1 Percentage of Gender
	4.1.2.2 Table of Occupations
	4.1.2.2 Percentage of Occupations
	4.1.2.3 Table of how often do you visit Islamic Bank for your banking transactions?
	4.1.2.3 Percentage of how often do you visit Islamic Bank for your banking transactions?


	4.2 Descriptive Analysis
	4.3 Reliability
	4.3.1 Cronbach‟s Alpha per Variables
	4.3.2 Cronbach‟s Alpha All Variables

	4.4 Pearson Correlation Coefficient
	4.4.1 Hypothesis
	4.4.1.1 Hypothesis I
	4.4.1.2 Hypothesis II
	4.4.1.3 Hypothesis III

	4.4.2 Research Questions
	4.4.2.1 RQ 1
	4.4.2.2 RQ2
	4.4.2.3 RQ3


	4.5 Regression
	4.5.1 Regression Reliability
	4.5.2 Regression Tangibility
	4.5.3 Regression Responsiveness


	CHAPTER 5 CONCLUSION AND RECOMMENDATION
	5.0 CONCLUSION AND RECOMMENDATIONS
	5.1 Conclusion
	5.2 Recommendation

	REFERENCES
	APPENDICES



