
ENTOF 

LINKAGES 
OGI ARA MELAKA 

PENDIDIKAN ..,.,.._ · _E IT ,•�, $=, • KEMENTERIAN 
I 

�TION • :j;-�. � -· 
N:.N»ff •. , ,CL>< � � 

MALAYSIA MADM_,_..,..,,,-..00 
' 

, . ....,%,_ ..... Ge..W.llwl -�u.-

2014 
INTERNATIONAL CONFERENCE ON 

ISLAMIC BUS INESS, ART, 

CULTURE & COMMUNICATION 

DEPARTMENT OF 
RESEARCH & INDUSTRIAL LINKAGES 

UNIVERSITITEKNOLOGI MARA. MELAKA 

"Addressing Challenges & Sustaining 
Excellence in a Glooalised Malay & 

Islamic World" 



THE EFFECTIVENESS OF SERVICE QUALITY BY JABATAN AGAMA
ISLAM WILAYAH PERSEKUTUAN (JAWI) TOWARDS CUSTOMER

SATISFACTION

Mohamad Idham Md Razak1, Dr. Rani Diana Othman2, Mohd Hafiz
Mohammad Hamzah3, Hafifi Supir3, Noor Junaini Arwin Yaacob4, Siti Nurul

Aini Mohd Rodzi4

Faculty o f  Business Management1

University o f  Technology MARA (UiTM)
Kampus Alor Gajah Melaka, Malaysia

Correspondent Email: iedham@melaka.uitm.edu.my
Faculty o f  Accountancy2

University o f  Technology MARA (UiTM)
Kampus A lor Gajah Melaka, Malaysia

Faculty o f  Computer &. Mathematical Sciences3

University o f  Technology MARA (UiTM)
Kampus A lor Gajah Melaka, Malaysia

Academy o f  Language Studies4

University o f  Technology MARA (UiTM)
Kampus Alor Gajah Melaka, Malaysia

Abstract
The purpose o f this research is to identify the relationship between service quality and
customer satisfaction. It includes the dimensions of service qualify which are tangible,
reliability, responsive, assurance and empathy. Then, the problem statement regarding
on this study is the limited budget to improve the management by allocating the budget
-tO-make-tlie-seminai-for_tlic-cmployee-to_impro.ve_thc_pcrformance_and-knowledgc
especially for the receptionist and public relation staff. Then, the problem is lack in
providing complete facilities for the employees and the relationship with the supplier.
The objectives o f this study are to study the level of customer satisfaction in Jabatan
Agama Islam Wilayah Persekutuan (JAWI), to study the relationship between assurance,
responsiveness, tangible, empathy and reliability toward customer satisfaction, to study
the most variable influence customer satisfaction in Jabatan Agama Islam Wilayah
Persekutuan (JAWI) and to study the alternatives to improve customer satisfaction
on Jabatan Agama Islam Wilayah Persekutuan (JAWI). The theoretical framework
is adapted from Muslim Amin, Zaidi Isa (2008) which is appropriate for this study.
Non probability research design is use and the respondents were chosen by using
convenience sampling in conducting this study. The 50 respondents have chosen to
distribute the questionnaires to gain the information and feedback. Lastly, the finding
obtained is significant which is there is a positive relationship of between the service
quality and customer satisfaction at Jabatan Agama Islam Wilayah Persekutuan.
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