
 

A STUDY ON CUSTOMER SATISFACTION TOWARDS COUNTER SERVICE QUALITY 

AT TENAGA NASIONAL BERHAD TAIPING 

NAIZRA BINTI AHMAD 

2011465906 

BUSINESS OF ADMINISTRATION 
WITH HONOURS (OPERATION MANAGEMENT) 

FACULTY OF BUSINESS MANAGEMENT 
UNIVERSITI TEKNOLOGI MARA PULAU PINANG 

JULY 2014 



DECLARATION OF ORIGINAL WORK 

 

BACHELOR OF BUSINESS ADMINISTRATION 

WITH HONOURS (OPERATION MANAGEMENT) 

FACULTY OF BUSINESS MANAGEMENT 

UNIVERSITI TEKNOLOGI MARA (PULAU PINANG) 

I, NAIZRA BINTI AHMAD, (I/C Number: 910111-XX-XXXX) 

Hereby declare that, 

• This work has not previously been accepted in substance for any degree, any 

locally or overseas, and is not being concurrently submitted for this degree or any 

other degrees. 

• The project paper is the result of our independent work and investigation, except 

where otherwise stated. 

• All verbatim extracts have been distinguished by quotations marks and sources of 

my information have been specifically acknowledged. 

Signature: Date: 

i i  



ACKNOWLEDGEMENT 

First of all, in the name of ALLAH S.W.T, the Most Gracious, the Most Merciful. 

Alhamdulillah, after going through a lot of thing, finally I finished this project paper 

according the requirement given. Thanks and praises to ALLAH S.W.T because gives me 

the strength to finished this thesis since a lot of obstacles that I need to faced. 

First, special thanks and gratitude to my advisor Sir Muhamad Shfri Bin Daie and 

my second advisor Madam Nor Hidayah Binti Harun for commitment in order guide and 

sharing knowledge and also experience doing research before to ensure that my thesis 

fulfill the standard and reach the messages. 

Second, I also want to deliver my thankful to Puan Hjh Zalilah Bt Mad Top 

(management assistant) and other employees to give me support and training during the 

internship session. 

At last, I would like to thanks to my family especially my parents, lectures and 

friends who not giving up help me in finishing my research paper. 

IV 



TABLE OF CONTENTS 

TITLE PAGE .......................................................................................................................... i 

DECLARATION OF ORIGINAL WORK ................................................................................ ii 

LETTER OF SUBMISSION ................................................................................................. iii 

ACKNOWLEDGEMENT ...................................................................................................... iv 

TABLE OF CONTENTS ....................................................................................................... v 

LIST OF TABLE ................................................................................................................. viii 

LIST OF FIGURE ................................................................................................................ ix 

LIST OF ABREVIATION ....................................................................................................... x 

ABSTRACT ......................................................................................................................... xi 

CHAPTER 1 ......................................................................................................................... 1 

INTRODUCTION .................................................................................................................. 1 

1.0 INTRODUCTION ................................................................................................... 1 

1.1 BACKGROUND STUDY ....................................................................................... 1 

1.2 COMPANY BACKGROUND ................................................................................. 2 

1.2.1 TNB Vision ...................................................................................................... 3 

1.2.2 TNB Mission ................................................................................................... 3 

1.3 PROBLEM STATEMENT ...................................................................................... 3 

1.4 RESEARCH OBJECTIVES ................................................................................... 4 

1.5 RESEARCH QUESTIONS .................................................................................... 4 

1.6 SIGNIFICANCE OF STUDY ................................................................................. 4 

1.7 SCOPE OF THE STUDY ...................................................................................... 5 

1.8 LIMITATIONS OF THE STUDY ............................................................................ 5 

1.8.1 Accuracy ......................................................................................................... 5 

1.9 CONCLUSION ...................................................................................................... 5 

CHAPTER 2 ......................................................................................................................... 6 

LITERATURE REVIEW ........................................................................................................ 6 

2.0 INTRODUCTION ................................................................................................... 6 

2.1 CUSTOMER’S SATISFACTION ........................................................................... 6 

v 



 

ABSTRACT 

Counter service is being considered as one of the most important research topics in 

the context of human research development, since it closely relates to customer 

satisfaction. Employee apathy lacks of knowledge and skill, inadequate service operation 

systems, inflated customer satisfaction and service quality are often threated together as 

together as functions of customer’s perceptions and expectations and research has shown 

that high service quality contribute significantly to profitability. 

Tangible, reliability and responsiveness are three of the most important factor in 

analyzing the customer satisfaction towards counter service quality at Tenaga Nasional 

Berhad Taiping. The focus of current research is to analyse the customer satisfaction 

towards counter service quality at Tenaga Nasional Berhad Taiping. 

Three hypotheses are developed to see the impact of all independent variables on 

the customer satisfaction at the counter service. These hypotheses are derived from 

literature review. 

Result show that tangible, reliability, and responsiveness have significant and 

positively effect on the customer satisfaction at the counter service. Therefore, the three 

factors increase the customer satisfaction towards counter service quality at Tenaga 

Nasional Berhad Taiping. 
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