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ABSTRACT 

The aim of this study is to determine the level of service quality and customer satisfaction 

toward the service counter of Majlis Daerah Papar. There are few reasons for measuring 

for measuring customer satisfaction; (1) to get closer to customer, (2) measure continuous 

improvement by related to value-added process and are put with internal measurement to 

evaluate the process, (3) to achieve customer driven improvement through provides data 

for innovation, and (4) to link customer satisfaction measurement to internal systems. 

This study was indicated that the percentage of customer good perception was 77.3% 

whereas only 1.3% was found to have bad perception towards MDP service counter. It 

can be concluded that the service quality and customer satisfaction was high. 

Nevertheless, there also a few aspects that MDP should take into account for better 

counter service. It was suggested that service quality and customer satisfaction can be 

improved by implementation of ICT-based administration; enhance attractiveness of 

service counters; and provide training and development to the staffs. 
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