
OtiO ! li'WI> •. ^sj OK*. 

> j- if 1/1"w\ 3 ? > 

i < * / \--*n*» r n n ' *jr*i*rD 

T O O D A Jk f l T Q * r ICHVI " T 

Lis . a ^ i s U J - o 

V J . . 0 : 0 : E J J : »£a 5 w . w :7:D oXDi.ur.:t n3"y?J:.i-iv s 

'-" 7 f -7* • J • 

R A i v - S S 

__'VAW_,v..W 3 ^ A i L f i 
W . w u w J i — u 

2C 



A C K N O W L E D G E M E N T 

Bismillahirrahmannirrahim, I am so grateful with the blessing to complete this 

research report within the specified time given. Thanks to Allah S.W.T for giving me 

an energy and patience in completing this project paper. 

In this opportunity, I would like to express my deepest appreciation to UiTM for 

giving me this opportunity to follow this program to the end. My highest appreciation 

also goes to my advisor, Mr.Cyril Supain for his support, guidance, comments and 

help in all matters relating to the completion of this project. Without his guidance, I 

would not have come this far. His patience and guidance meant a lot to me. Not 

forgetting to thanks to my Marketing Research (MKT 537) lecturer, Mr. Franklin 

Hazley Lai for his support and guidance. 

I would also like to extend my gratitude to RTD Sabah Director and the management 

and staffs of RTD Keningau branch for their help and assistance in providing me the 

space, time and opportunity to conduct the survey. I also would like to thank all 

respondents of this study who have willingly participated to give their opinions about 

the services they received. 

My deepest gratitude go to all my family and friends, especially to my wife Mrs. 

Noorijah H, daughters and sons Nina, Noni, Haziq and Hadif for their support, pray, 

kind words and motivation to see me get through all the difficulties of completing this 

project. 

iv 



T A B L E O F C O N T E N T S 

D E C L A R A T I O N OF ORIGINAL W O R K 

L E T T E R OF SUBMISSION 

A C K N O W L E D G E M E N T 

L I S T OF T A B L E S 

L I S T OF F I G U R E S 

L I S T OF ABREVIATIONS 

L I S T OF DEFINITION OF TERMS 

ABSTRACT 

CHAPTER 1 INTRODUCTION 1 

1.1 Background of the Study 1 

1.2 Problem Statement 2 

1.3 Research Objectives 4 

1.4 Research Questions 5 

1.5 Research Hypotheses 5 

1.6 Significance of the Study 6 

1.7 Definition of Terms 6 

1.8 Summary 8 

CHAPTER 2 L I T E R A T U R E R E V I E W 9 

2.1 Introduction 9 

2.2 Counter Services at Road and Transport Department 9 

ii 

iii 

iv 

v 

vi 

vii 

viii 

ix 



2.3 Concept Definition of Customer Satisfaction 12 

2.4 Expectation Disconfirmation Theory of Customer Satisfaction 14 

2.5 Key Drivers of Customer Satisfaction 16 

2.6 Significance of Customer Satisfaction 17 

2.7 Measurement of Customer Satisfaction 18 

2.8 Past Researches on Customer Satisfaction of Counter Services 22 

2.9 Summary 24 

C H A P T E R 3 R E S E A R C H METHODOLOGY 25 

3.1 Introduction 25 

3.2 Research Design 25 

3.3 Population and Sampling Method 26 

3.4 Research Instrument 26 

3.5 Pilot Study 27 

3.6 Data Collection Procedures 28 

3.7 Data Analysis Procedures 28 

3.8 Summary 30 

CHAPTER 4 R E S E A R C H FINDINGS 31 

4.1 Introduction 31 

4.2 Cronbach's Alpha for Research Data 31 

4.3 Demographic Profiles of the Respondents 32 



A B S T R A C T 

This study is about measuring customer satisfaction on counter services that are 

provided at the Road and Transport Department in Keningau branch office. The 

objectives of this study are: (i) To determine the level of customer satisfaction for 

counter services in RTD Keningau Branch; (ii) To determine the level of customer 

satisfaction for counter services quality in RTD Keningau Branch; (iii) To determine 

the level of customer satisfaction for employee performance at the counter in RTD 

Keningau Branch; (iv) To determine the level of customer satisfaction for office 

facilities in R T D Keningau Branch; and (v) To determine the relationship between 

counter service quality, employee performance at the counter, and office facilities 

with customer satisfaction. This study undertakes a quantitative and descriptive 

approach using survey as the main method to gather information through self-

administered questionnaire. This study involves 150 customers who patronize RTD 

counter services at Keningau branch. The study found that customer satisfaction for 

the services at the counter of RTD Keningau was low particularly for office facilities. 

It was also found that there are significant relationships between counter service 

quality, employees' performance at the counter and office facilities with customer 

satisfaction but the relationship is weak. It is recommended that for future research, 

more branches are included in the study so that comparison of service quality and 

satisfaction for service is enabled. 
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