THE RELATIONSHIPS AMONG THE PERCEIVED IMPORTANCE OF ASNB’S
AGENT FUNCTIONS, SELECTED DEMOGRAPHIC AND CUSTOMER
SATISFACTION ON SERVICES RENDERED BY ASNB’S AGENT :
MAYBANK, TAMAN MELAWATI, KUALA LUMPUR

EZDIANA HANANI BT HJ TUMINGAN
2002315596

Submitted in Partial Fulfillment of the Requirement for the Bachelor of Business
(Hons) Marketing

FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA
ALOR GAJAH, MELAKA

APRIL, 2005



TABLE OF CONTENTS

ACKNOWLEDGEMENTS
LIST OF TABLES

LIST OF FIGURES
ABSTRACT

CHAPTERS

1. INTRODUCTION
1.0 Preamble
1.1 Problem Statement
1.2 Research questions
1.3  Research objectives
1.4  Formulation of hypothesis
1.5  Significance of study
1.6  Background of study
1.7  The scope of study
1.8  Definition of term

1.9 Limitations of study

2. LITERATURE REVIEW
20 Preamble
2.1 Company background
2.1.1 Permodalan Nasional Berhad (PNB)
2.1.2 Amanah Saham Nasional Berhad (ASNB)
2.2 Overview of PNB’s service product
2.3 Overview of ASNB’s agent
2.3.1 Maybank, Taman Melawati as ASNB’s agent
2.3.2 Function of ASNB’s agent

2.3.3 Customer Perception

Pages

Vi

Vii

1-2

© 0 N O 0o b~ W

10

11

11-13
13-14
15-16
17-18
18-19
20
21



24

2.5

2.6

Characteristics of services

2.4.1 Key aspect of services

Customer satisfaction

2.5.1 Importance of customer satisfaction

Demographic

RESEARCH METHODOLOGY AND DESIGN

3.0
3.1
3.2

3.3

3.4

3.5

3.6

Preamble

Theoretical Framework

Measurement of the independent and dependent variables
3.2.1 Independent variables

3.2.2 Dependent variables

Data collection

3.3.1 Sources of data

3.3.2 Population of the study

3.3.3 Procedure of sample selection
Questionnaire development

3.4.1 Questionnaire designs

3.4.2 Pre-testing of the questionnaire
Instrumentation

3.5.1 Procedures for data collection

3.5.2 Analytical procedures and technique
3.5.3 Significance level

The reliability analysis

FINDINGS AND DISCUSSIONS

4.0
4.1
4.2

4.3

Preamble

Frequency distribution (Section A and B)

Cross tabulation & Spearman Rank Order Correlation
Coefficient

Cross tabulation & Chi-square

22-23
23-24
25-27
27-28
29-30

31
31-32
33

34-35

36-37

38-40

41-42

43
43-52
53-55

55-63



ACKNOWLEDGEMENTS

First and foremost, syukur alhamdulillah to Allah s.w.t , | am able to finish this

project paper properly.

My special thanks and deepest appreciation goes to my advisor, Pn Nooraini
Mohamad Sheriff for her valuable comments, advises, and general supervision in

preparing this research.

An appreciation also goes to my second examiner, En. Za’bah bin Mohamad for
contributed in evaluating my research. Besides that, | would like to say thanks to
my Programme Coordinator of BBA (Hons) Marketing student, Pn Zaihan Abdul

Latip and all lecturers that involved in make this research complete.

Not to forget, | would like to express my deepest appreciation to my supervisor,
En. Azuddin Abdullah Sham at the Unit Trust Operation Department and all staff
at Customer Service and Agent Department (PNB) for giving the invaluable

information that | needed for my project paper.

Last but not least, special thanks go to my beloved parents, friends and
respondents that helped me in doing this research. Without their supports, |

unable to complete this project paper successfully.

Thank You Very Much.

v



ABSTRACT

The service rendered by ASNB'’s agent is the focus of the study. Understanding
the customer satisfaction towards the function performed by ASNB;s agent and
the services provided by ASNB;s agent is a critical issues for principal, agent and

unit holders.

The major findings of this research found that for the function performed by
ASNB’s agent, the unit holders perceived it as important function to them and
ranking 1% is an ability of the agent to provide a standardized service for the unit
holders. Besides that, the level of customer satisfaction results to satisfactory for
all services provided by ASNB's agent. From this research, it indicates that there
is a significant relationship between perceived importance of function performed
by ASNB’s agent and customer satisfaction. It also indicates that there is a
significant relationship between selected demographic and customer satisfaction

on services provided by ASNB'’s agent.
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