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ABSTRACT

This research was conducted to carry out a study entitled “Customer Satisfaction
towards the Service Quality at Mahkota Medical Centre”. Compared to year 2012
complaints received by Mahkota Medical Centre for year 2013 had increase by 15%. The
purpose of this study is to determine the level of customer satisfaction in Mahkota
Medical Centre. Besides that, this purpose is to determine the relationship between the
service quality and customer satisfaction. Finally, this research has been conducted to
determine the dimension of service quality that the most contribute to customer
satisfaction of Mahkota Medical Centre. In order to completing this research, the
hypothesis was been constructed and focused on the objective to determine whether there
has significant relationship between those tangibility, reliability, responsiveness,
assurance, empathy between customer satisfactions. For this study, customersin Mahkota
Medical Centre were chosen as respondents. A questionnaire had been distributed to
those who involved which are 217 participants. The data was obtained from primary data
by using questionnaires. All data collected through the questionnaires were analyzed

systematically by Statistical Package for Social Science (SPSS).

The results show the dimension of service quality which are tangibility,
reliability, responsiveness, assurance and empathy have relationship toward customer
satisfaction. From the findings, most of the customers were satisfied with the service
quality provide by Mahkota Medical Centre. Recommendations toward industry and
future research have been identified to help Mahkota Medical Centre and future research

to increase customer satisfaction towards Mahkota Medical Centre.

xii



	CUSTOMER SATISFACTION TOWARDS SERVICE QUALITY AT MAHKOTA MEDICAL CENTRE
	DECLARATION OF ORIGINAL WORK
	LETTER OF SUBMISSION
	ACKNOWLEDGEMENTS
	TABLE OF CONTENTS
	LIST OF TABLE
	LIST OF FIGURE
	ABSTRACT
	CHAPTER 1 INTRODUCTION
	1.1 Background of study
	1.2 Background of the Company- Mahkota Medical Centre Healthcare
	1.3 Problem Statement
	1.4 Research Questions
	1.5 Research Objectives
	1.6 Significance of study
	1.7 Scope of Study
	1.8 Limitations of Study
	1.9 Definition of Terms

	CHAPTER 2 LITERATURE REVIEW
	2.1 Introduction
	2.2Basic concepts
	2.3 Theory of Customer Satisfaction
	2.4 Service Quality
	2.5 SERVQUAL
	2.5.1 Tangibility
	2.5.2 Responsiveness
	2.5.3 Reliability
	2.5.4 Assurance
	2.5.5 Empathy

	2.6 Service Quality and Customer Satisfaction
	2.7 Theoretical Framework
	2.8 Hypotheses testing

	CHAPTER 3 RESEARCH METHODOLOGY
	3.1 Introduction
	3.2 Research Design
	3.2.1 Purpose
	3.2.2 Researcher Interference

	3.3 Sample Design
	3.3.1 Sample Design
	3.3.2 Target Population
	3.3.3 Sample Size
	3.3.4 Sampling Technique

	3.4 Data Collection Method
	3.4.1 Primary data
	3.4.2 Questionnaire

	3.5 Data analysis
	3.5.1 Frequency Analysis
	3.5.2 Reliability Test
	3.5.3 Pearson’s Correlation Coefficient
	3.5.4 Multiple Regression Analysis
	3.5.5 Descriptive Analysis


	CHAPTER 4 DATA ANALYSIS
	4.1 Introduction
	4.2 Frequency Analysis
	4.3 Reliability Analysis
	4.4 Descriptive Analysis
	4.5 Pearson Correlation Coefficient
	4.6 Multiple Regressions
	4.7 Hypotheses Testing.
	4.8 Summary of Hypotheses Testing

	CHAPTER 5 CONCLUSION AND RECOMMENDATIONS
	5.1 Conclusion
	5.2 Recommendations

	BIBLIOGRAPHY
	Appendix



