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ABSTRACT

“Excellent services and customer is our priority”. These phases are really
emphasizing on customer services. It means the company should give excellent
services and give the customer a priority to get their attention and loyalty.
Customer satisfaction is very important because their will retain to the company
since their satisfy with the services provide thus it will profitable for the company.
This study mainly purposes to identify the customer satisfaction level towards
services provitded by Takaful Nasional Kota Kinabalu. Beside that this study also
will identify the level of customer retention towards services provided by Takaful
Nasional and Correlation between the customer satisfaction and customer

retention.

This study also conducted to 100 respondents which is customer of TNSB and all
respondents give their feedback towards the questionnaire given. The finding of
this study shows that most of the TNSB customers are male rather than female.
Their also already become customer since two to five years ago. Most of the
customer of TNSB satisfied with the services provided by TNSB and retain with
the company. This study also has the customer suggestion and recommendation to
improve the services provided by TNSB. This is useful to the company as
guidance to improve their services to make the customer fully satisfied and loyal

with them.



