.

=35

THE STUDY OF LEVEL OF FREIGHT FORWARDERS’ SATISFACTION TOWARDS
MASKARGO SDN BHD

NUR FAREZZA ZAINAL
2009891174

BACHELOR OF BUSINESS ADMINISTRATION
(HONS) INTERNATIONAL BUSINESS
FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA
KAMPUS BANDARAYA MELAKA

APRIL 2011



.

a

BACHELOR OF BUSINESS ADMINISTRATION (HONS)
INTERNATIONAL BUSINESS
FACULTY OF BUSINESS AND MANAGEMENT
UNIVERSITI TEKNOLOGI MARA
MELAKA

“DECLARATION OF ORIGINAL WORK?”

I, NUR FAREZZA ZAINAL, (I/C NUMBER: 880308- 05- 5672)

Hereby, declare that:

* This work has not previously been accepted in substance for any degree, locally or overseas,
and is not being currently submitted for this degree or any other degree.

* This project paper is the result of my independent work, 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:




LETTER OF SUBMISSION

6" May 2011.

The Head of Program

Bachelor of Business Administration (Hons) Marketing
Faculty of Business Management

Universiti Teknologi MARA

Kampus Bandaraya Melaka,

110 Off Jalan Hang Tuah,

73500, Melaka

Dear Sir,

SUBMISSION OF PROJECT PAPER (BM 226)

Attached is the project paper titled “THE LEVEL OF FREIGHT FORWARDERS
SATISFACTION TOWARDS MASKARGO SDN BHD” to fulfill the requirement as needed by

the Faculty of Business and Management, Universiti Teknologi MARA.

Thank you.

Yours Sincerely,

NUR FAREZZA ZAINAL
2009891174

Bachelor of Business Administration (Hons) International Business



TABLE OF CONTENT

LETTER OF DECLARATION
LETTER OF SUBMISSION
ACKNOWLEDGEMENT
TABLE OF CONTENT
LIST OF TABLES
LIST OF FIGURES
ABSTRACT
CHAPTER 1 : INTRODUCTION
1.1 Background Of Company
1.1.1 MASkargo
1.1.2 MASkargo Advanced Cargo Centre
1.1.3 MASGO
1.1.4 MASWIN
1.1.5 MHS
1.1.6 PBC
1.1.7 MASkargo Vision
1.1.8 MASkargo Mission
1.1.9 MASkargo Other Product & Services

1.1.10 Destination of MASkargo



ABSTRACT

The purpose of this study is to examine the level of freight forwarders’ satisfaction toward
MASkargo Sdn. Bhd. The respondents are the freight forwarders at ACC, MASkargo itself. The
problem that MASkargo faces is increasing number of cancelation on space booked by freight
forwarders since 3™ quarter of 2009. The objectives of this research are to examine the level of
freight forwarders’ satisfaction towards MASkargo, to examine the most dominant factor of
freight forwarders’ satisfaction towards MASkargo and to give the recommendations to increase

the level of freight forwarders’ satisfaction towards MASkargo.

For the research methodology, researcher used Exploratory and Descriptive
Research in conducted this research study. The populations in this study are the freight
forwarders at MASkargo. Convenience Sampling is used as sampling technique. The number of
respondent is 30 respondents. In this study, primary data is used to collect data using
survey data collection method, which is questionnaire. Data collected will analyze using
Statistical Package for the Social Science (SPSS) for Windows. The methods will use Reliability
Test and Frequency Distribution Analysis. For Reliability Test, Cronbach’s Alpha will use to
measure the consistency reliability of data. Frequency Distribution Analysis will use to find
frequency of respondents’ profile which it describes the frequency characteristics of the
respondents. The finding for identifying the level of freight forwarders’ satisfaction towards
MASKkargo is 3.87. For the result to rank the most dominant factors of freight forwarders’
satisfaction, MASkargo’s service quality is the factor that most affecting the freight forwarders’
satisfaction towards MASkargo Sdn. Bhd.

Keywords: Freight Forwarders, Service Quality, Price Fairness,

Facility Management, Customer Service

Research Type: Research Paper
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