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ABSTRACT 

Nowadays, service quality and customers satisfaction among private and 

public company has become a common topic. Thus, the purpose of the study is to 

investigate the relationship between service quality and customers' satisfaction at 

Pejabat Pendidikan Daerah Baling Sik (PPDBS) Kedah. There are three objectives 

developed to cover the scope of the study. The first objective is to identify the main 

factor of service quality that influence customers' satisfaction at PPDBS Kedah. The 

mean and standard deviation descriptive statistic has been used to identify the main 

factor of service quality that influence customers' satisfaction at PPDBS Kedah. 

The second objective is to investigate the relationship between service quality 

and customers' satisfaction at PPDBS Kedah. The Pearson Correlation Coefficient 

descriptive statistic has been used to identify the relationship between service quality 

and customers' satisfaction at PPDBS Kedah. Meantime, the third objective is to 

determine the significant difference in the average scores of customers' satisfaction 

among male and female respondents. The independent t-test descriptive statistic has 

been used to analyze the differences between male and female respondents. 

Otherwise, there are 150 questionnaires distributed among PPDBS Kedah 

customers. The total of the questionnaires can be used to analyze the data and used to 

determine all the objectives are 107 questionnaires. Therefore, the total of the 

respondents are I 07 respondents. Others, the finding of the study shows the highest 

relationship between service quality and customers' satisfaction is human element of 

service delivery. As for recommendation, this study helps PPDBS Kedah improve 

service quality and can increase the level of customers' satisfaction toward the service 

provided to customers. 



ACKNOWLEDGEMENTS 

With the name of Allah the most Gracious, the most Merc(ful creator, 

I seek His Blessing 0 11 His Prophet Muhammad s.a. w. 

Alhamdulillah, praise be to All ah for g1v1ng me enough Lime to complete this 

research. 

First and foremost, I would like to express my gratitude to my supervisor, Miss 

Norrini binti Muhammad for her consistent guidance, advice, co-operation, 

encouragement and useful ideas in completing thjs research. 

On behalf Pejabat Pendidikan Baling Sik Kedah, I would like to thanks to Mr. Yong 

Kooi Hin an English Teacher, Encik Zaina bin Isa a Quality Management Officer, 

staffs and other teacher who are willing to help me and give guidance in the research 

writing and for sharing information about service quality and customers satisfaction. 

I would like to extend my special thanks to my parents who are always support me 

from behind. 

Last but not least, I would like to thank everyone who has assisted directly and 

indirectly in the success completing this research. 



LIST OF TABLES 

LIST OF FIGURES 

CHAPTER l 

TABLE OF CONTENTS 

Page 
111 

IV 

INTRODUCTION .......... .................. ....... ... ........ .. .. ... .. .... .......... .. ... .................. ...... ....... 1 
Background of the Study ...... .... .. .. ...................... .... ...... .. ..... ... ..... ............................... ... 1 

Statement of the Problem ............... .. .... .... .. ... ... ...... .. .. ... .. .. .................. .. ..... .. ...... 2 
Research Objectives .............. ... ..... .... .. ... .... ... ... ..... ... ... .... .. .. ....... .. .. .. ... ............... 3 
Research Questions ...... .. ......... ... ................................. ... ............................... ..... 3 
Hypotheses ... .......... ... ... ... ........ ....... .. .... ....... .. .... ................... ...... ...... ... ........... ... . 4 
Significant of the Study .............. ... ............... .. .. .... .. .......... .. ..... ... ... ... ... .. ... .. ...... .. 5 
Limitations of the Study ... .... ... ... ....... ..................................................... ........... . 6 
Definition of Terms .. ......... ... .. .......... ... .. ................ ........ .. ... .... ............ .. ............. . 8 

CHAPTER 2 
LITERATURE REVIEW ..... .......... .. .......... .... .. .... ............ ... .. .... ............... ......... ..... ..... 10 

Service Quality ............. ......... ... ......... .... .. ....... .. ...... ... .. ... ..... .... .... ... .... ..... .. ....... l l 
Core Service ...... ....... .... ................... ........... .. ... ........ ................... ... ..... .. ...... ...... 12 
Human Element of Service Delivery .. .. ........ .. .... .. ........................................... 13 
Tangible of Service ....................... ... .. ... .. ............ .. ... .. .. ... .... .. .................. .. ....... 14 
Customers Satisfaction ............................. ................ .......... .. ...... .................. .... 15 
Responsiveness ..... .. ... ... .... ................. ...................... ..... ... ....... ..... .... ... ... ... ... .... 17 
Knowledge ...................... ... ... .... ............ .. ............... ...... ............ ... ......... .. .. ........ 18 
Competency .......... ...... ... ... .. ............. .. .. ... ....... ........ .. ......... .......... ..... .... ............. 18 
Relationship between Service Quality and Customers Satisfaction ................ 19 
Conceptual Framework ... ....... ................. .. ..... ...... ..... ......................... ... ... ........ 20 

CHAPTER 3 
METHODOLOGY .............. ... ..... ..... .. .......... .. ........... ........ .. .. ........... ............ .. .. .... .... .. . 21 

Research Design ... ... ... .... .... ................. ..................................... .. ...................... 21 
Sampling Frame ............. .... .. .. .... .. .... ......... ................. .. ..... ....... .... .. .... ..... .. ....... 22 
Population ......... ................. ......... ........... ................... .. .... ...... .... .. .... .. .. ..... .. ...... 22 
Sampling Technique .............. ...... ...... ........ ......... .. ............ .... .. ........ .................. 22 
Sample Size ..... .................................... .. ................................... .. .. ... .. .... .... ....... 23 
Unit of Analysis ........ ...... .. .... ......................... ........................................ .. ........ 23 
Instrument .......... ......... ...... ............ ... ........... ........ ...... ..... ....... ...... ... ..... .. .. ... ...... 23 
Validity of Instrument ... ... ... .... .. ....... .. ........ .......... ............................. .. ............. 24 
Data Collection Procedures ................ .. ............... .. .... ...... ..... ...... ................... ... 25 
Data Analysis .. ... .. ........................ .. ..... ......... .. ........ .. ... ... ........... .... ..... .............. 27 

CHAPTER 4 
FINDINGS OF THE STUDY .... ...... .. ................................ .......................... ................ 28 

Survey Return Rate .. ........ ...... .............................. .. ... ... .... .. ....... .. .... .. .. .... .. .. .. .. . 28 
Descriptive Statistic .. ................ .. .. ............. .. ........ .. ... ...... ................. ................ 29 
Reliability Analysis ........ ........... .. ... ........ .. ...... .. .... ....... ....... .. ....... .. .. .. ............... 31 
Research Question 1 .. .......... .............. .... .. ............. .. .... ...... ................... .. ... ........ 34 
Bivariate Correlation Analysis ..... .. ........... ..... ................ .......... .... .. ...... ......... ... 37 
Research Question 2 ........ .... .. .... .... .... .... ... ............ .. ........ .. .......... ... ..... .. ............ 40 



Background of the Study 

CHAPTER 1 

INTRODUCTION 

Recently. the relntionship between service quality and customers ' satisfaction 

becomes a major concern to academic and business. Many efforts have been 

conducted to study the relationship between these two variables. This is because 

customers ' satisfaction is given less attention by most of the companies especially in 

the government sector. 

Service quality 1s equal to the difference between the perception and 

expectation. (Herington & Weaven, 2009; Parasuraman, Zeithaml, & Berry, 1988). 

This means that the service quality is measured by the customers' perception and 

expectation. Services quality also becomes an important antecedent to customers ' 

satisfaction, which is inextricably linked to consumer pre-purchased behavior and 

consumption decision making. (Herington & Weaven, 2009; Cronin & Taylor, 1992). 

Customers' satisfaction is defined as the number of customers percentage of 

total customers, whose reported experience with a firm, its products, or its service 

(ratings) exceeds specified satisfaction goals, (John & Joby, 2003). Customers' 
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