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Abstract 

The service delivery that provided by the Papar District Office give influence 
towards the customer satisfaction. The efficiency of service delivery at any local 
authorities or government agencies, will provide higher satisfaction towards the 
services that delivered to the customer. The study explores the customer 
satisfaction towards the Papar District Office. Moreover, the study also examines 
the service delivery that provided by the Paper District Office in terms of 
efficiency. A random sample of 100 respondents was targeted as the study's 
sample through the distribution of a questionnaire survey. The questionnaire 
survey were provided with two sections of questions which is open-ended 
questions, which is the respondent's personal background or also known as their 
demography; and close-ended questions, which is the respondent's personal 
view towards the services that delivered to them. The findings show that the most 
of the respondents satisfied with the quality of service that provided by the Papar 
District Office. In terms of the relationship between the elements of services that 
delivered by District Office and customer satisfaction shows that timeliness is the 
highest compared to other elements of services that delivered by the Papar 
District Office. However, the findings didn't represent the paper citizen as a whole 
due to the number of respondents are only based on 100 people only. Thus, the 
result of the study is only based on personal satisfaction with the service 
delivered by the Papar District Office. 

iii 



Table of contents 

Declaration 

Acknowledgement 

Abstract 

Abbreviation 

List of Table 

List of Figure 

Chapter 1: Introduction 

1.1 Introduction 
1.2 Problem statement 
1.3 Research Questions 
1.4 Research objectives 
1.5 Scope of the study 
1.6 Significance of the study 
1.7 Definition of terms, terminology and concepts 

Chapter 2: Literature Review & Conceptual Framework 

2.1 Introduction 
2.2 Quality of service 
2.3 Environment and facilities 
2.4 Timeliness 
2.5 Conceptual framework 
2.6 Summary 

Chapter 3: Research Method 

3.1 Introduction 
3.2 Research design 
3.3 Unit I level of analysis 
3.4 Sample size 
3.5 Sampling technique 
3.6 Data collection 
3. 7 Data analysis 

iv 

ii 

iii 

vi 

vii 

viii 

1 
3 
5 
5 
5 
5 
6 

7 
7 
8 
10 
11 
12 

13 
13 
13 
13 
14 
14 
15 



Chapter 4: Findings 

4.1 Introduction 
4.2 Cronbach's Alpha 
4.3 The Respondents' Profile 
4.4 The Responses at Papar District Office 
4.5 The Level and Mean 
4.6 Cross Tabulation 
4.7 The Kruskal Wallis Test (Non Parametric) 
4.8 The Mann-Whitney Test 
4.9 Recommendations 

Chapter 5: Discussion and Conclusion 

5.1 Discussion 
5.2 Conclusion 
5.3 Limitations 

REFERENCES 

Appendices 

Turn It In Result 
Research Question 

v 

16 
16 
18 
19 
22 
24 
25 
26 
27 

30 
32 
33 

34 

35 

36 
37 


