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ABSTRACT

The global and complexity of today’s competitive business environment have make customers
satisfaction as one of the most important sources of competitive advantage for the service
industries. Many of the leading companies and organizations have started to exploit
opportunities to face this situation and recognized the importance to have systematic processes
to manage quality to gain and maintain this competitive position. Most of business
management is aware of the fierce competition in every sector and customer expectations have
never been greater. It is no longer sufficient just to maintain a business; it is to move forward if

a business wants to achieve a sustainable future.

The purpose of the study is to measure the service quality at One Stop Solution Pos Office
Butterworth. The research objective is to identify whether there is relationship between
independent variable and dependent variable. . In contrast, satisfaction is evaluated in the
present study by the customer on the basis of the quality of the service (in terms of employee
and organizational performance) which reliability, tangibility, and assurance is the most widely

use and applied scales for the measurement of perceive customers satisfaction.

The research found that service quality was the most important dimension for all customers at
the counter service. The greatest improvement in service quality would be achieved through
improved service convenience. The result also shows there is a strong relation between

dependent variable and independent variable.

The implication of these findings is important for the organization to know their level of

customers satisfaction from their service quality.

Vil



TABLE OF CONTENTS

TITLE

DECLARATION OF ORIGINAL WORK

LETTER OF SUBMISSION

ACKNOWLEDGEMENT

LIST OF TABLES

LIST OF FIGURES

ABSTRACT

CHAPTER 1

10 INTRODUCTION

11 BACKGROUND OF STUDY

12 BACKGROUND OF THE COMPANY

13  PROBLEM STATEMENT

14  RESEARCH QUESTION

15 RESEARCH OBJECTIVES

16  SIGNIFICANCE OFTHE STUDY
1.6.1- TO THE RESEARCHER
1.6.2- TO ORGANIZATION
1.6.3- TO EMPLOYEES

17  SCOPE OF STUDY

18 LIMITATION
1.8.1- TIME CONTRAIN
1.8.2 - RESPONDENT CO-OPERATION
1.8.3 - LACK OF SUPERVISION
1.8.4- COST AND BUDGETING

19 DEFINITION OF TERMS

19.1 - DEPENDENT VARIABLE
1.9.2 - INDEPENDENT VARIABLE
1.9.3- SERVICE QUALITY

1.9.4 -SERVQUAL

1.9.5- RELIABILITY

PAGE

Vi

vii



1.9.6- TANGIBILITY
1.9.7- ASSURANCE

CHAPTER 2 (LITERITURE REVIEW)

2.0 INTRODUCTION
21 VIRIABLES OF THE STUDY
2.1.1- SERVICE QUALITY
2.1.2- RELIABILITY
2.1.3- TANGIBLES
2.1.4- ASSURANCE
2.2  THEORITICAL FRAMEWORK
2.3 HYPOTHESIS
24  CHAPTER SUMMARY
CHAPTER 3
3.0 RESEARCH METHODOLOGY
31 RESEARCH DESIGN
3.2 POPULATION
3.2.1- SAMPLING SIZE
3.3 SAMPLING TECHNIQUE
3.4 DATA COLLECTION METHOD
35 RESEARCH INSTRUMENT
3.6 RESPONSE FORMAT
3.6.1 - STRUCTURED RESPONSE FORMAT
3.6.2- LIKERT SCALE
3.6.3 - SEMANTIC DIFFERENTIAL SCALE
3.7 PILOT STUDY
3.8  TRANSLATION
3.9 DATA ANALYSIS
3.9.1 - FREQUENCY ANALYSIS
3.9.2- DESCRIPTIVE ANALYSIS
3.9.3 - RELIABILITY ANALYSIS
3.9.4 - PEARSON CORRELATION ANALYSIS
3.9.5- MULTIPLE REGRESSION ANALYSIS
3.10 CHAPTER SUMMARY
CHAPTER 4
4.0 DATA ANALYSIS AND FINDING
41 FREQUANCY ANALYSIS ON DEMOGRAPHIC

4.2

DESCRIPTIVE ANALYSIS

23
24

25
25
25
27
29

35
36
37

B b W ww
S888888

GEERREEE_AAEA



