
SATISFACTION LEVEL AMONG CUSTOMERS 
TOWARD THE SERVICE-QUALITY GIVEN BY THE 

STAFF COUNTER OF TABUNG HAJI, KOTA 
KINABALU 

SHAHFRI BIN MD. MUKTAH 

BACHELOR OF BUSINESS ADMINISTRATION 
(HONS) MARKETING 

FACULTY OF BUSINESS MANAGEMENT 
UNIVERSITI TEKNOLOGI MARA 

KOTA KINABALU, SABAH 

FACULTY OF BUSINESS MANAGEMENT 
UITM SABAH BRANCH 

APRIL 2006 



ACKNOWLEDGE 

Favorable opinion to the Lembaga Tabung Haji management, lead by Haji Abu 

Bakar Bin Yusoff, because of the opportunity given to me to do the practical training at 

the Tabung Haji. Special thank also for my advisor Haji Rasali Bin Ghani, and Haji 

Mohamad Bin Haji Ahamadur because of the support and help during my practical 

training. Thank for Haji Samat Bin Mansur, the manager of marketing unit, Madam 

Rohaiza Binti Hamid, the manager of financial, and to the all staffs of Lembaga Tabung 

Haji Kota Kinabalu. Thanks for the learning and information given to complete my 

research. 

A huge appreciation goes to the management of the Universiti Teknologi Mara, 

especially to the Bachelor of Business Administration coordinator, Mr. Mohd Shamlie 

Salisi for his coordination and always keeps remained us about the schedule of this 

project paper, MKT 660. Appreciation to Mr. Sabley Dading and Miss Jacqueline Koh 

because of help and support to teach me on how to complete this project paper, and 

answer all my problems about the settlement and suitable approaches to be used. 

Thanks because your willingness to spent your time on two hours for every Friday to see 

me and teach me how to complete these research. 

I would like to extend my deepest gratitude to my family, especially to both my 

mother and father because of their support and understanding. Last, but not least, to all 

my beloved friends, who have sharing ideas, and knowledge on how to finish the project 

paper. 

May Allah S W T bless you all. 

V 



PARTICULARS 

TABLE OF CONTENTS 

PAGES 

DECLARATION OF ORIGINAL WORK II 

LETTER OF TRANSMITTAL III 

LIABILITY OF DISCLAIMER IV 

ACKNOWLEDGEMENT V 

TABLE OF CONTENTS VI - VIII 

LIST OF TABLE IX - X 

LIST OF CHARTS < XI 

LIST OF DIAGRAM XII 

ABSTRACT XIII 

CHAPTER 1: INTRODUCTION 

1.1 Introduction And Background of Study 1 &2 

1.1.1 Objectives of Tabung Haji 3. 4 & 5 

1.1.2 Products Provided By Tabung Haji 6 

1.1.3 Advantages To Save Money In Tabung Haji 7 & 8 

1.1.4 Background of Study 9 

1.2 Problem Statement 10& 11 

1.3 Objectives 12 & 13 

1.4 Significance of Study 14 

1.5 Research Questions 15 

1.6 Limitation And Scope of Study 

1.6.1 Limitations of Study 16 

V I 



1.6.2 Scope of Study 

1.7 Definition of Terms 

17&18 

19&20 

CHAPTER 2: LITERATURE REVIEW 

PARTICULARS PAGES 

2.1 Customer Satisfaction Towards Company 21 & 22 

2 .2 Focus On Customers 23 

2.3 Customer Requirement on Service-Quality 24 - 27 

2.4 Managing Services Quality 28 

2.5 The Importance of Quality-Service 29, 30 & 31 

2.6 Hiring Employees or Sales Personnel 32 & 33 

2.7 Service-Quality Model 34. 35 & 36 

CHAPTER 3: RESEARCH METHODOLOGY AND DESIGN 

3.1 Data Collection 

3.1.1 Primary Data 37 

3.1.2 Secondary Data 38 

3.1.3 Survey Methods 39 

3.2 Sampling Size 40&41 

3.2 Research Framework 42 

VII 



ABSTRACT 

This study is mainly purpose looking for the satisfaction level among customers 

towards the service-quality given by the staff counter on Tabung Haji, Kota Kinabalu. 

The most important element on this study is a questionnaire. From the respondent's 

feedback and the data on the questionnaire, some important conclusion can be set up 

especially for the most appropriate findings. 

From the questions given to the respondents, result also covered in answering 

the question, what is the exact requirement of customers, in order to get the most 

qualified service. At the same time, from the respondent's feedback, researcher can 

collect, analyze and make some conclusion about the respondent's ideas and opinion on 

how to improve the quality of service and it is including the skills and improvement of, 

handling customers, and to minimize conflict. 

XIII 


