Customer Satisfaction Towards The Service Offered by Synergy Cleaning & Manpower Services Sdn.

Bhd. .

CUSTOMER SATISFACTION TOWARDS THE SERVICES OFFERED BY
SYNERGY CLEANING & MANPOWER SERVICES SDN. BHD.

ZURINAH BINTI RONSEN
2006154933

BACHELOR IN BUSINESS ADMINISTRATION (HONS) MARKETING
FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNILOGI MARA
KOTA KINABALU

November 2008



TABLE OF CONTENTS

ACKNOWLEDGEMENT
LIST OF TABLES

LIST OF ABBREVIATIONS
LIST OF FIGURE
ABSTRACT

CHAPTER 1:

1.0  Introduction

1.1 Background of Study
1.2  Problem Statement
1.3  Objectives of Study
1.4  Research Questions
1.5  Significance of Study
1.6  Limitation of Study
1.7  Scope of Study

1.8  Definition of Terms
CHAPTER 2:

2.0 Introduction

2.1 Customer Satisfaction
22  Services

23  Quality

24  Service Quality

INTRODUCTION

LITERATURE REVIEW

PAGE

v
vi-vii

viii

(o> B =

9-10
11
11-12

12-13



CHAPTER 3:

3.0 Introduction

3.1 Data Collection Method

3.2 Research Design

3.3  Data Analysis Procedure

3.4  Theoretical Framework
CHAPTER 4: FINDINGS

40 Introducton

41  Demographic Information

42 Customer Satisfaction Section
4.3  Service Quality Section

44  Cross Tabulation

45  Analysis of Research Question
CHAPTER 5:

5.0 Introduction

5.1  Conclusions

52 Recommendations
BIBLIOGRAPHY

RESEARCH METHODOLOGY

14
14-15

16

17

18-19

20
20
25
30-39
40-41
42

CONCLUSIONS AND RECOMMENDATIONS

44
44

45-46

47-48



Customer Satisfaction Towards The Service Offered by Synergy Cleaning & Manpower Services Sdn. .
Bhd.

ACKNOWLEDGEMENT

This project paper would not have been possible without the assistance, cooperation

and contributions from many people who had generously assist me in this study.

First and foremost, | would like to express my highest gratitude to my advisor, Miss
Jacqueline Koh for the ehcouragement, valuable guidance and motivation rendered throughout

the completion of this project paper.

My deepest appreciation also goes to my Supervisor, Mr. Frederic Parco Dauni in the
Synergy Cleaning & Manpower Services Sdn Bhd (SCMS), for his ongoing support, supervision

and in giving precious materials and in formations related to this study.

Special thanks go to all my workmates in the (SCMS) Sdn Bhd, who had given me full
assistance and cooperation during my practical training. Last but not least, a special gratitude
also goes to my family and friends for their moral support during the course of completing this

study.

v



Customer Satisfaction Towards The Service Offered by Synergy Cleaning & Manpower Services Sdn. .
Bhd.

ABSTRACT

The study was conducted to determine the level of satisfaction towards the quality of service
that offered by the Synergy Cleaning & Manpower Services Sdn. Bhd. (SCMS). Since the
company was given faith by big company which is Faber Medi-Serve in handling the tasks and
be responsible to take care of cleanliness of hospital building. Or in other words, Faber Medi-
serve was outsourced their financial to subcontractors in order to run the management properly.
For the first six months, SCMS has fully managed the workers in 9 hospitals such as Queen
Elizabeth Hospital, Mesra Bukit Padang Hospital, Makmal Kesihatan Awam Kota Kinabalu, Kota
Belud Hospital, Kota Marudu Hospital, Kudat Hospital, Labuan Hospital, Tuaran Hospital, and
Pitas Hospital. This study was conducted to identify and to evaluate the first six months
progress of the management as take over by SCMS. The Synergy Cleaning & Manpower
Services Sdn. Bhd. has only taken over all the management of the workers or cleaner in these 9

hospitals.
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