EMPLOYEES ( FRONT - LINER- PERSONNEL )
PERCEPTIONS OF SERVICE QUALITY

AT BANK BUMIPUTERA MALAYSIA BERHAD

( BBMB BUKIT BINTANG, BBMB DAYABUMI, BBMB
KOMPLEKS PKNS, BBMB SEKSYEN 18 AND
BBMB PETALING JAYA.)

PREPARED FOR :
DR YEOP HUSSIN BIDIN

PREPARED BY :

NORFAZLI BIN ISMAIL
A paper submitted to MARA Institute Of Technology

in partial fulfilment of the requirement for the award of

Bachelor of Business Administration Degree in Finance

APRIL 1997



ACKNOWLEDGEMENT

Syukur Alhamdulillan 1o ALLAH S.W.T for his conseni lo make il happen. First of all,
a very special thanks and acknowledgement are due to Dr. Yeop Hussin Bin Bidin, my advisor,
Sfor his encouragement, guidance, advises, comments and help throughout the study of Service

Quality.

I would like to thank the Branch Manager and Executives of Bank Bumiputra Malaysia
Berhad in Jalan Bukil Bintang Kuala Lumpur, Kompleks Daya Bumi Kuala Lumpur, Pelaling
Jaya, Kompleks PKNS Shah Alam and Seksyen 18 Shah Alam for giving me their permission in

distributing the questionnaires to their staff.

I am especially grateful to Miss Suzana Abdul Kahfi, staff of BBMB Bukit Bintang for

her invaluable help in compiling information and obtaining material for me.

Thanks are also due to all my friends and colleagues especially Azizam, Kak Lina,
Yazid and Mish for their kindness, sightful comments, ideas and criticism. I would also like to
thanks everybody who are directly or indirectly involve in making this praject paper a success.

To mom and Dad, thank you for your support and love. I love you....

thank you very much.............c...

NORFAZLI ISMAIL
APRIL 1997



ABSTRACT

This research work undertake a study on factors that influence service quality
perception of the Bank Bumiputera Malaysia berhad ( BBMB ) employees ( front liner

personnel ) i scrutinized the BBMB froni liner personnel service quality that is perceive
by them.

Six well-found variables are under scrutiny in this research work. The variables
include training, empowerment, teamwork, incentives and rewards, communication and
technology and employee job-fit However, in this research, when these variables are
regressed with service quality, it was found that technology - employee job-fit variable is
‘undefined’. This is due to the negative perception of the BBMB front liner towards the
variable making it insignificant in BBMB service quality.lt could be submiited thai the
technology-emplayee job-fit variable does not measure service quality in BBMB.

This study also look at Bank Bumiputra Malaysia Berhad financial performance
Jor the past 5 years starting from 1992 to 1996.The objective is to determine as weather
the financial background of BBMB is strong and thence is capable for future business
operations. [t also determind as to how service quality variables affect the financial
performance of BBMB. In measuring the financial performance of Bank Bumiputra
Malaysia Berhad, 4 major ratios are taken into consideration. There are liquidity ratios,
laverage ratios, activity ratios and profitability ratios. The study found that Bank
Bumiputra Malaysia Berhad financial performance had shown a good improvement
during the years especially in controling their liguidity and leverage ratios. Both ratios
show that Bank Bumiputra Malaysia Berhad had managed their assets and liability
properly.
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