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ABSTRACT

The purpose of this study was to identify which dimensions of services quality
that had the highest level of agreement towards customer’s satisfaction and also
investigate the relationship between dimensions of service quality and customer
satisfaction toward service counter at National Higher Education Fund Corporation
abbreviated PTPTN in Urban Transformation Centre (UTC), Kuching Sarawak.
Dimensions of service quality were measured by the SERQVUAL instrument. For
any organization or sector, in order to be effective and being trusted there must have a
good service quality which can give impact on the customer satisfaction. This study
used a quantitative method which was the questionnaire that was distributed to 86
respondents. In addition, descriptive and correlation analysis was used for this study
to examine service quality and customer satisfaction. The findings showed the
highest impact of service quality dimensions toward customer satisfaction was
assurance. The strongest relationship between service quality and customer

satisfaction was reliability.
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CHAPTER 1

INTRODUCTION

This chapter will explain the relationship between service quality and customer
satisfaction toward service counter at National Higher Education Fund Corporation
abbreviated PTPTN in Urban Transformation Centre (UTC), Kuching Sarawak. This
chapter consists of the background of the study, statement of the problem, research
objectives, research questions, significant of the study and definition of term for each

element in this study.

Background of the Study

Urban Transformation Centre (UTC) is one of the efforts and initiatives of the
Malaysian government to provide urban communities a centralised location for core
government agencies, public facility and services of private sectors. It is part of the
National Blue Ocean Strategy (NBOS) which was introduced to improve the quality
of services through strategic partnerships between government agencies and the
private sector. While, National Higher Education Fund Corporation abbreviated
PTPTN is an authority responsible for giving study loans to students pursuing tertiary

education in Malaysia. This agency is under Ministry of Education.



