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CHAPTER 1

INTRODUCTION

Introduction

This chapter focused on the background of the study which is the factors
contribute towards customer satisfaction at Bank Simpanan Nasional (BSN) Merbok.
The presentation of this chapter begins with the research background, followed by
the problem statement, research questions, research objectives, scope of the study,
significant of the study and lastly the definition of terms and concepts used in this

study.

Research background

Nowadays, customer satisfaction is the most important aspect in an
organization and should be concern by the upper management to make sure that the
service or product that provided by them can make customer satisfy and exceed their
expectation. This can give impact to the organization in order to maintain the good
reputation and name of that particular organization which can enhance customer
loyalty for customers continuously use their service or products. Most organizations
viewed the customer satisfaction as the primary goal that needs to be achieved by
the organization and be a competitive advantage for the organization to make their
organization look different from the other organizations (Chiung, 2013). According to
Anton (1996), customer satisfaction is the evaluation of the pre-purchasing
expectations from the product, with the results achieved after the act of purchasing. It
means that the customers already make the expectation about the service or product
before get the service and product compare to actual performance after getting the

service or purchasing of products. This comparison can show to the customer



