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ABSTRACT 

The title for this study is the relationship between service quality and customer 

satisfaction among staff in Pemodalan Nasional Berhad. The purpose of this study was 

to investigate which dimensions are the best predictors of overall servIce qualIty 

perceived by the customers in Permodalan Nasional Berhad. Besides that, this study also 

want to investigate the levels of customer satisfaction towards service quality at 

Permodalan Nasional Berhad. Other than that, this study also wants to identify the 

relationship between service quality and customer satisfaction towards Permodalan 

Nasional Berhad. The data were gathered through the questionnaire distributed to the 

staff at Permodalan Nasional Berhad and 100 respondents were chosen in order to 

determine the relationship between ervice quality and customer satisfaction in 

Permodalan Nasional Berhad. 1he dy was found that there is positive relationship 

between service quality and customer satisfaction in Permodalan Nasional Berhad. 
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