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ABSTRACT

This researches paper is about a study on quality service that lead to customer
satisfaction towards the service provide by Bank Rakyat Bandar Baru Bangi. The
objectives of the study are want to identify the most important dimension of service
quality and to determine the ranking of the service quality dimension perceived by the
customer that lead to the customer satisfaction toward services provided by the Bank
Rakyat Bandar Baru Bangi. In this study, the primary and secondary data will be used.
This is including the interview, questionnaires, journals, books, and articles. In the end of
this study, the researchers conclude that the most important dimension of service quality
is assurance because have the highest means compare to another dimensions. The
highest mean is the highest ranking and the lowest ranking is the lowest ranking. It can
be concluded that the ranking of service quality dimension that perceived by the
customer that lead to their satisfaction towards the services provided by Bank Rakyat

Bandar Baru Bangi are assurance, tangibles, responsiveness, reliability and empathy .

Keyword: Service Quality

Paperwork type: Mode B

viii



	LEVEL OF SERVICE QUALITY PROVIDED BY BANK RAKYAT BANDAR BARU BANGI
	DECLARATION OF ORIGINAL WORK
	LETTER OF TRANSMITTAL
	ACKNOWLEDGEMENT
	TABLE OF CONTENTS
	LIST OF TABLES
	ABSTRACT
	CHAPTER 1 INTRODUCTION
	1.0 Background of Bank Kerjasama Rakyat (M) Berhad
	1.1 Background of the study
	1.2 Problem statement
	1.3 Research objectives
	1.4 Research questions
	1.5 Significant of study
	1.6 Limitation of study
	1.7 Scope of study
	1.8 Definition of Term

	CHAPTER 2 LITERATURE REVIEW
	2.0 Service Quality
	2.1 Customer satisfaction
	2.2 The relationship between the service quality and customer satisfaction
	2.3 Elements of service quality
	2.4 Conceptual framework

	CHAPTER 3 RESEARCH METHODOLOGY
	3.0 Research design
	3.1 Sampling
	3.2 Sampling size
	3.3 Sampling technique
	3.4 Unit of analysis
	3.5 Data Collection Method
	3.6 Data analysis
	3.7 Reliability Analysis
	3.8 Frequencies Distributor
	3.9 Descriptive Analysis

	CHAPTER 4 FINDINGS
	4.0 Introduction
	4.1 Findings

	CHAPTER 5 CONCLUSION AND RECOMMONDATION
	5.0 Conclusion
	5.1 Recommondations

	REFERENCES
	APPENDICES



