g narsarmrn
& -

R K S S S0 .Y e ¥ Tt ot Hai
& Ny G ey wad g el e S e B Ehis gy Y
Jo R G nged 5 NI G Y ARSI - T et BN S e
-, - By - Pl 8 WY Lo i PO i i N o N ] iy I g O ol
QETIQTAOTINN TG ORG LoH I SR
(O F o N ¥ R o 5 SRR S i L 8 RN LI SRR B e
LT I Agel o e ¥ A g I WS R e e L B
QVSTER WIS FECHTE DY (iR L SiThTNTY
N v N? e B e s TRt U Nt b B D e s ~ st Nl . i St Dol
e 8 ey A ke
s l" -~ W T f\'..\__.._‘\
(W 5 P R | \u.;ggj

VITARE CACEIA DEF A RITLIANNS
PR SN Hidat faf i RE YR S e

Wi ALK J"..S:‘.-..\.: SIS H BRI E A &
AT

?" Wi kv B /7

~—tf e 2

- -
83

BACHELOR OF BUSINESS ADMINISTRATION WITH HONOURS
(MARKETING)
FACHTY OF BUSINESS MANAGEMENT
UMVERSIT] TEKNOLOGE MARA
KOTA KINABALU, SARAH

APRE 2008



TABLE OF CONTENTS

CONTENTS

CHAPTER ONE

1.1 Introduction

1.2 Background of Study
1.3  Problem Statement
1.4  Objectives of Study
1.5 Research Questions
1.6  Significance of'Study
1.7  Limitations of Study
1.7.1 Time Constraints
1.7.2 Financial Constraints
1.7.3 Response Bias

1.8  Scope of Study

1.9  Definition of Terms

CHAPTER TWO: LITERATURE REVIEW

2.1 Bulk Billing for Government Department
And Agencies or “Sistem Bayaran Pukal

2.2  Collective Billing for Large Corporations

2.3 Customer Satisfaction

24 Understanding Customer Behavior

2.5 What Is Customer Satisfaction

CHAPTER THREE: RESEARCH METHODOLOGY AND DESIGN
3.1 Research Design

3.2 Sampling Design and Selection

3.3 Data Collection Method

3.4 Data Analysis Procedure

Y
(o] O OO o A B DN - 6
m

10
10
11
12

13
13
14
15



3.5 Theoretical Framework 16

CHAPTER FOUR: ANALYSIS AND INTERPRETATION OF DATA

4.1 SECTION A: RESPONDENT’'S DEMOGRAPHIC PROFILE  18-27

42 SECTION B: FEREQUENCY AND PERCENTAGE OF
PERCEPTION ON LEVEL OF SATISFACTION ON BULK

PAYMENT SYSTEM 28-45
43 SECTION C: PROBLEMS AND SUGGESTIONS
IDENTIFICATION 47-50

CHAPTER FIVE: CONCLUSIONS AND RECOMMENDATION

5.1 CONCLUSIONS 51-562
52 RECOMMENDATIONS 53
BIBILIOGRAPHY 54

APPENDICES 55



ACKNOWLEDGEMENT

| herewith present this study entitled, “A STUDY ON GOVERNMENT
SATISFACTION TOWARDS BULK PAYMENT SYSTEM IMPLEMENTS BY
SABAH ELECTRICITY SDN. BHD (SESB)” as a prerequisite of Bachelor

Degree in Business Administration (Hons.) Marketing.

| would like to grab this opportunity to express my deepest appreciation to the
Management of Cred'it Control Department for their kind and full cooperation in
this study. My earnest gratitude goes to the Senior Accountant of Credit Control
Depertment Pn. Zunaidah Osman, who gladly shared information regarding the
Bulk Payment Billing System as well as giving me permission to conduct the
study. | also would like to extend my gratitude to the staffs of Credit Control
Department, Pn.Siti Zeliha Musneh (Financial Officer), Ms. Francesca Sylvester
(Assistant Financial Officer), Pn. Dg. Suriana Daud, Pn. Irene Samuel, Pn. Hjh.
Rositah A. Shah, Pn. Aminoor Momin, Pn. Hadija Maidin, En. Lawrence Mobinsil,
Cik Rozilawatie Mohd. Sha, Pn. Rustinah Tatih, En. Micheal Marius and Pn.
llifadhila Karman who assisted me in completing my study as well as their fully

support and commitment in conducting the survey for this study.

My highest appreciation goes to my Advisor for Industrial Training Report

(MKT662), Ms. Ting Siew King for her support and guidance in this research.

iil



ABSTRACT

The main purpose of this thesis is to know the respondent’s satisfaction towards
Bulk Payment System provide Sabah Electricity Sdn. Bhd (SESB). How is their
level of satisfaction towards this company? The respondents of this study are 7
Government Agencies that join this payment system. All the 7 agencies are
Jabatan Hal Ehwal Islam Negeri Sabah (JAHEINS), Jabatan Perkhidmatan
Kebajikan Am, Jabatan Keretapi Negeri Sabah, Jabatan Perkhidmatan Haiwan
dan Perusahaan Te;nak, Yayasan Sabah, Dewan Bandaraya Kota Kinabalu
(DBKK) and Lembaga Tabung Haji. This study is conducted for the benefit for
this company since it's concerning feedback from their customers towards their
level of satisfaction. The result obtained is valuable to this company. Once result
have been identified on how is their level of satisfaction towards this payment
system, this company can adopt or to find better solution on how to improve their

billing payment system.
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