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ABSTRACT

This research Was conducted to ﬁndA and get a better understanding of service quality level
and té examine thg relationship between service quality dimension and ,cuétorher
satisfaction. SERVQL:;AL modevl‘WilI be used to. measure customer satisfaction of service
provided by-Sabah Electricity Sdn Bhd (SESB) Kudat. Quiestionnaires were sent to 100
custorﬁer who visit customer -service ofﬁqe and attend their ‘Hari Bersama Pelanggan™
~events. Convenient sampling. meth.c;c; was used to determine the samplle sizé and 100 |
xespo*ndenfs*h'ad:given:their._prompt—.ffeedbackrwithin,:,,thefsuggested; ﬁme— frame. Each of
every research .q'uestion‘asked will Be answered and reported accordingly based on the
insightful ﬁhdings'results. Respondents were asked to rank their interpretation of service
quality dimenéions and as per expected the tangibility come first. After running sgveral
analyses on the data, only one independent yariable turns out to be signiﬁcant',in this
research which is/tangibility. All ﬁndings gathered in this research are very ﬁseful‘ to the
Sabah Electricity Sdn Bhd (SESB) to enhance their service quality IeVeI. Thus, they can offer

better service, improve their company image ad fulfil their client expectation in the near

future.

Keywords: customer satisfaction, tangibility, reliability, responsiveness, assurance,
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