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ABSTRACT

The aim of this research is to measure service quality of Immigration Department and
determine the relationship between the Immigration Department service quality and
customer satisfaction. The study was conducted at Immigration Department in Kota
Kinabalu and focus particularly in the areas of service rendered by this department. A
total of 150 questionnaires were distributed to customers of this department. They were
asked to provide feedback regarding the quality of service this department provided.
However, from the 150 questionnaires distributed, only 111 were returned. Cronbach’s
Alpha test was carried out to test the reliability of each construct before Paired r-test test
was carried to compare the means of expectations and perceptions of SERVQUAL
dimensions to see whether or not there is significance difference between customer
expectation and customer perception. Pearson Correlation was used to evaluate the
relationship between service quality and customer satisfaction. One Way Anova test was
then used to find out whether there are differences in the demographic aspects impact on
customer satisfaction. Finally, Independent-Samples T-test was used to compare the
means between Malaysian and Non-Malaysian groups to determine whether there is a
difference in overall satisfaction level. The result demonstrated that most of the
respondents were unsatisfied with the quality service provided by the Immigration
Department in Kota Kinabalu. There are differences in customer expectation and
customer perception on four service quality dimensions which were tangibility,
responsiveness, assurance and empathy except reliability dimension. The results indicate
that the service quality of the Immigration Department in Kota Kinabalu has not met
customer expectations. Several recommendations were proposed including sending
employee for training, eliminate bureaucracy, improve facilities (counters, seats, and
waiting area), and developing more computerised or online applications.

i



ACKNOWLEDGEMENT

Completing this research was a challenging project for me. However, fortunately | had
the help of many parties that made this project less difficult. My family and friends kept
me motivated and | thank them from the bottom of my hearts for being there in my
moments of need. I also would like to express my gratitude to the staff and customer of

Immigration Department, Kota Kinabalu for providing the necessary information and
assistance.

My Supervisor, Dr. Haijon Gunggut deserves a special mention here. He was so helpful
and taught me many things about research. He made me work hard and for that I will
always be grateful for bringing the best out of me.

Finally, | would like to thank God Almighty. Without whose blessing | will not have
successfully completed this study.



TABLE OF CONTENTS

Page
AUTHOR’S DECLARATION ii
ABSTRACT iii
ACKNOWLEDGEMENTS iv
TABLE OF CONTENTS v
LIST OF TABLES vii
LIST OF FIGURES viii
LIST OF SYMBOLS ix
LIST OF ABBREVIATION X

CHAPTER ONE: INTRODUCTION 1
1.1 Introduction 1
1.2 Problem Statement 2
1.3 Research Objective 3
1.4 Scope Of Study 4
1.5 Significance Of Study 4
1.6 Definition Of Terms / Concepts 4

CHAPTER TWO: LITERATURE REVIEW & CONCEPTUAL

2.1 Literature Review

6
6
2.1.1 Introduction 6
2.1.2  Definition of Service Quality 6
2.1.3 The Concept of Service Quality 7
2.1.4 Measurement of Service Quality 7
2.1.5 Customer Satisfaction 11

2.2 Conceptual Framework 12



CHAPTER THREE: RESEARCH METHODOLOGY 14

3.1 Methodology 14
3.2 Research Design 14
33 Unit Of Analysis 15
3.4  Sample Size 15
3.5 Sampling Technique 15
3.6 Measurement 13
3.7 Data Collection 16
3.8  Data Analysis 16
CHAPTER FOUR: FINDING AND ANALYSIS 18
4.1 Frequency Analysis 18
4.2 Reliability Analysis Results 20
4.3 Descriptive Analysis 21
44  SERVQUAL 22
4.5  SERVQUAL Gap 23

4,6  Relationship between Service Quality and Customer Satisfaction 24

4.7  Demographic Impact on Service Quality and customer Satisfaction 26

4.8  Overall Satisfaction between Malaysian and Non-Malaysian 27
4.9  Summary of the research objectives and findings 28
CHAPTER FIVE:  DISCUSSION AND CONCLUSION 29
5.1 Introduction 29
52 Service Quality of Immigration Department, Kota Kinabalu 29
5.3  The significant Relationship of Service Quality Dimensions 30
On Satisfaction
5.4  The Prioritisation of Service Quality Dimensions 31
5.5 Recommendation 32
5.6 Implication, Limitation and Conclusion 33
REFERENCES 35
APPENDICES 41

Vi



