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ABSTRACT

Customer satisfaction on banking services has become the most important factor in order
to increase the bank’s profit. The bank managers should realize that without customer,
they will not gain profit and cannot compete with other monetary institutions. This study
was conducted to examine the customer satisfaction particularly UiTM Pahang Students
over the banking services at Bandar Tun Abdul Razak Jengka based on the Kano Model.
A reduced Kano Model was adopted for this study based on the Kano three
characteristics namely the Dissatisfiers, Satisfiers and Performance. The study focused
on the UiTM students of five programs which were from OM221 (Bachelor in Office
Systems Management), BM112 (Diploma in Business Management), EC110 (Diploma in
Civil Engineering), ATI110 (Diploma in Agriculture and Technology and ACI110
(Diploma in Accountancy). The study found that the level of satisfaction among UiTM
Pahang (Jengka) students on the banking service at Bandar Tun Abdul Razak Jengka

Pahang was moderate.



TABLE OF CONTENT

Page

ST OF TABLIS. .o.oismvsnsms sismsmsnnsssisis s o ietsn s 405 s 65sesh s i 6465 i

LIST OF FIGURES .. iicoi0i 6555 511555550000 00505 Mimassmmsmmnsse snamnsssmnsmn o o5 s s s s ii

CHAPTER 1

INTRODUICTION. .« o 5 sssmmssansnaasieiics e iasanssensnsanansssnnssssssmamssmmmssman s s wus 1
Background of the Study.............oooiiiii 1
Statement of the: PEOBLEMLL ; : 5o s «sunesiisinsssansssnminmanmnmmmmsnsmns nooss o s snsnmns 4
ResEarch IODJEELIVES: .1 « ssasassssoniimannominismutbisbas tans s ns ssnssnsnsssanmoms o mnsans 6
RESEATCH QUESION cix ¢ 51555 1544 5as aphosmisibribmkismismmasmesamamsinssmmmn £ o s o » serss 6
Significance Of StUAY: ; : i : ossasommusummsimnianinsssstmnmnmnsmnesmrers s nnssnsssssses 7
Seope/Limitation Of StUAY .cc:ccsmisiseaiim00 55 55 3rs00rsamsmsmommnmenmnsmsmsmenss 8
IB= iatinTe7s TR ) =) o O PP ORI, 8

CHAPTER 2

LITERATURE BIEVTE W cosivmunss s rxss 55505 5505555 650 5500505050005 s s s 44514 3 10
TrIEPOTICIONL « 5 o5 & suummammmssss iesd i s raansssas 55535954855 5%55 44 55 3aimsinasimmmmmammannn 10
Customer satisfaction...........cooviiiiiiiiiiiii 12
Customer satisfaction (on banking services)..............ccooviiiiiiiinianininn 15
Evaluating the customer satisfaction....................oooiiiiiiiiiiiiinnn. 18

CHAPTER 3

METHODOLOGY ..ttt e 27
Research Desi@n.........ooviuiiiiiiiii i e 27
Sampling Frame...........ooiii 31
Population...... ..o 31
Sampling Technique. ..........oooiiii e 31
SAMPIE SIZE... et 32
Unit 0f @nalysis. ......oeeueieiii e 32
Data collection procedures. ..........ouvuuveiuiniietiiiiiiiiiiieieeenieenaeane 33
IRBHATEICHE: ; ; conmmmsmmmanans 15555555505 1450556551435 555 5 25 amammesosmrosmmmnmrisemmmmnmmr 33
Validity of INSIUMENT. .viommns it connsomannnnnsasreessenssssosssssnsss anmommmmmmms 33
Plans for Data AnalysiS..........ccouvuiriiiiiiiiiiii e, 34

CHAPTER 4

FINDIN G S . . e e e 37
INErOdUCHION. ...t 37
Survey Return Rate....... ... 39

DANUEIEE 5 75 55 5 5 55 0.hmsmisitn 5 652 65wk e nmwomnamian o n 60 62 mna 8 20 5 008 s M IRERAmEA RIS 41



CHAPTER 5

CONCLUSION AND RECOMMENDATION. .. .ottt 54
(910 016 L1018 0 ) s 54
(000) 111 1113 o) s P 55
ReECOMMENAAtIONS. ..ottt ettt e e 60
Recommendations for Future Research............cooviuiiiiiiiiiiiiiiiiinnn. 61

REFE REN CE S . o e 81

AP PEN DI CE S . ..o e e

APPETRIR. -5 65555 sensnmsmmmmnn s ks b rymm st oy e s vH S oo ¥ S SR SR SRS o R S

F2¥075 (o 11 [, /SRS U COR SRR



	NOORUL AMILIN BINTI HASHIM
	ACKNOWLEDGEMENT
	ABSTRACT
	TABLE OF CONTENT
	LIST OF TABLES
	LIST OF FIGURES
	CHAPTER 1 INTRODUCTION
	Background of the study
	Problem Statement
	Research objectives
	Research questions
	Significance of Study
	Limitation of Study
	Definition of Terms

	CHAPTER 2 LITERATURE REVIEW
	Introduction
	Customer Satisfaction
	Customer Satisfaction (on banking services)
	Evaluating the Customer Satisfaction
	Conceptual Framework

	CHAPTER 3 METHODOLOGY
	Research Design
	3.1 Basic Factors
	3.2 Excitement Factors
	3.3 Performance Factors

	CHAPTER 4 FINDINGS
	Introduction
	Survey Return Rate
	SECTION A: DEMOGRAPHIC DATA
	SECTION B: CUSTOMER SATISFACTION ON BANKING SERVICES(DISSATISFIERS)
	SECTION C: CUSTOMER SATISFACTION ON BANKING SERVICES(SATISFIERS)

	CHAPTER 5 CONCLUSION AND RECOMMENDATION
	Introduction
	Conclusion
	Recommendations
	Recommendations for Future Research

	REFERENCES
	Appendix



