
DETERMINING THE LEVEL OF CUSTOMERS’ 

SATISFACTION TOWARDS THE PRIVATE MAILBOX: A 

CASE STUDY OF PEJABAT POS BESAR SHAH ALAM
(PPBSA)

NORARIYANTIBT SAMSUL KAMAR 

2003478207

SUBMITTED IN PARTIAL FULFILLMENT OF THE 

REQUIREMENT FOR THE BACHELOR OF BUSINESS 

ADMINISTRATION (HONS) MARKETING

BACHELOR OF BUSINESS ADMINISTRATION 

(HONS) MARKETING 

FACULTY OF BUSINESS MANAGEMENT 

UNIVERSITITEKNOLOGI MARA 

ALOR GAJAH CAMPUS 

NOVEMBER 2005



BACHELOR OF BUSINESS ADMINISTRATION 

(HONS) MARKETING 

FACULTY OF BUSINESS MANAGEMENT 

UNTVERSITITEKNOLOGI MARA 

MELAKA

“DECLARATION OF ORIGINAL WORK”

I, Norariyanti Bt Samsul Kamar, (I/C Number: )

Hereby, declare that,

•  This work has not previously been accepted in substance for any degree, 

locally or oversea and is not being concurrently submitted for his degree 

or any other degree

• This project paper is the result of my independent work and investigation, 
except where otherwise stated

• All verbatim extracts have been distinguished by quotation marks and 

sources of my information have been specifically acknowledged

Signature: Date:



ACKNOWLEDGEMENTS

First of all, praise and gratitude to Allah S.W.T for giving me mercy and courage 

to complete this project paper as a requirement for the Bachelor of Business 

Administration (Hons) Marketing course.

Next, I am deeply concerned and grateful to my advisor Puan Siti Normah Binti 

Awang Tuah who gives me guidance and support from the beginning to the end. Not to 

be forgotten, I would also want to convey my thanks to my second advisor, Associate 

Professor Dr. Ariffin Bin Md Salleh who has given me advice through out this project. 

Thank you too to my language advisor Mr Bashir Shuaib and my SPSS advisor 

Mr Norazman Harun.

I am also indebted to my supervisor, Puan Nora Adorn, the Assistant Executive 

Customer Service and Marketing officer of Pejabat Pos Besar Shah Alam (PPBSA) and 

all the employees who have given me their cooperation and advice during my 

documentation.

Lastly, I would like to record my appreciation to my mother Puan Khatijah Binti 

Husin, my family and friends for their constant and unfailing support during the whole 

period of my study.

IV



ABSTRACT

The objective of this study is to determine the level of customers’ satisfaction and 

to recommend the most effective promotion tools that encourage customers to use the 

Private Mailbox. The main findings analysis found most customers had low level of 

customers satisfaction towards the service provided. The manual system, mechanism and 

notice of payment and conditions of the mailbox indicated the low level of customers’ 

satisfaction. It is proven by the mean from the analysis which is below than value 4. The 

mean value should be at least 4 to indicate satisfied. For delivery mail, most customers 

were moderated as neither satisfied nor dissatisfied. The most effective promotional tool 

was promotions through the media (newspapers and magazines) and this was closely 

followed by promotion outside the post office such as sales promotion and trade shows at 

shopping complexes. From the findings, the researcher has suggested that PPBSA need to 

do some improvements and change the services of the Private Mailbox. PPBSA has to 

computerize of the customers’ data, the choice of method preference and the 

documentation of customers’ complaints. It needs to improve the services in order to 

increase the customers’ satisfaction.
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