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ABSTRACT

This study is to investigate the customer satisfaction towards quality service provided by 

BIMB in Besut, Terengganu. It focuses to the customers who use the counter service of 

BIMB in Besut. The theoretical framework for this study consists of dependent variable 

and independent variables. The dependent variable is customer satisfaction and 

independent variables are employee’s attitude, management and layout. In order to 

collect the data, the researcher use primary and secondary data. While primary data 

researcher used questionnaires that distribute to the customer that use the service at 

BIMB in Besut and for the secondary data, it is referring to the textbooks, journal, 

internet and others that are used in literature review. This study is examining the 

relationship between the dependent and independent variables by using Statistical 

Package for Social Science (SPSS 14.0) software application. In order to analysis the 

data, frequency distribution, Pearson’s correlation of coefficient, Reliability, and Cross 

tabulation will be used in this study. All of these method are important in order to prove 

whether there is significant relationship or not between dependent variable and 

independent variable. So, from this study, it shows there is positive relationship between 

customer’s satisfaction towards employee’s attitude, management and office layout at 

BIMB in Besut.
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