A RESEARCH STUDY ON CUSTOMER SATISFACTION
TOWARDS MAINTENANCE SERVICE OFFERED BY
ORIGIN TECHNOLOGY (M) SDN BHD

ZUWARDI AZER B AB KARIM
99389235

BACHELOR OF BUSINESS ADMINISTRATION
(HONS) MARKETING
FACULTY OF BUSINESS AND MANAGEMENT
MARA UNIVERSITY OF TECHNOLOGY
MALACCA

OCTOBER 2001



LETTER OF TRANSMITTAL

Zuwardi Azer B Ab Karim

BBA (Hons) Marketing

Universiti Teknologi Mara (Kampus Melaka)
Km 26, Jalan Lendu

78000 Alor Gajah, Melaka

06 October 2001

Encik Ismadi B Ismail
Course Tutor For

BBA (Hons) Marketing

Faculty of Business and Management
78000 Alor Gajah, Melaka

SUBMISSION OF PROJECT PAPER

Your attentions are required for the above matter.

In order to fulfill the course requirement for BBA (Hons) Marketing, I Zuwardi Azer B
Ab Karim, would like to submit my project paper entitied “ A Study on Customer
Satisfaction Towards Maintenance Service Offered By Origin Technology (M) Sdu Bhd .
1 hope that this project paper will fulfill the course requirement.

I would like to thank you for the guidance that you gave along the preparation of the
project paper.

Thank you

Yours troly,

Zuwardi Azer B Ab Karim
99389235



ACKNOWLEDGMENT

" In the name of Allah, Most Gracious and Most Merciful

Fust and foremost, T would ke to thank God for giving me the strength to finish this
research report. I would hke to take this opportumity to extend my greatest gratitude to
my mum, dad and other family members who gave me constant support in completing the

thesis of this magnitude.

This research was under the supervision of my advisor, En Noor Azam B Abd Aziz. He
had giveh me his foll support to finish this thesis. A lot effort was taken in order to
complete this research report since there were many barriers and unpredictable problems.

Thank you for being a lecturer, advisor and friends who always give full support to me.

I would like to extend my utmost appreciation to Hj Ismail Hj Idris and all staff of Origin
Technology (M) Sdn Bhd, who are person of great compassion for their corporation,
knowledge and advice and also supplying the necessary data and documentation required

for this study.

Last but not least, thaok to my friends, individual who helped me whether directly or

indirectly throughout the completion of the study.

May Allah bless all of you Wassa}_am.



ABSTRACT
The aim of this research is to study on the customer satisfaction towards maintenance
service offered by Origin Technology (M) Sdn Bhd. This company involved in supplying
the products for" Information Techmology” purposes. The research study on the customer
satisfaction is to delivering or giving some idea to improve customer satisfaction in
external customer market place. The study based on customer satisfaction is taken from
Journal, reference book and questionnaire. This report was outlined the findings, analysis
and recommendations based on the questionnaires distributed to the customers. The
customer's characteristics are measured i this research. Then, the customers were asked
about their perception and opimion on satisfaction and dissatisfaction of the company.
The answers are analyzed by using Likert scale measurement where the result shows the
level of satisfaction whether customers satisfy, neither satisfy nor dissatisfy (moderate),
or dissatisfy. The customer's expectation is considered because satisfaction is a function
of perceived performance amd expectations. Generally, customers are satisfied with the
level of service effectiveness but most of them still expecting or hoping that Origin
Technology (M) Sdn Bhd should increase the level of customer satisfaction in order to
improve the market and customer performance. From the finding, the researcher
suggested that the company should improve or upgrade their facilities provide, send their
staff for training, employee development and management practice. Their satisfaction in
contributing to a positive goal is another that induces thelr loyalty to Origin Technology |
(M) Sdn Bhd. As a conclusion, Origin Technology (M) Sdn Bhd have to review and

improve its internal service offered in order to increase customer satisfaction.
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