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ABSTRACT

This research study develops a framework measuring the level of customer satisfaction
through SERQUAL and drinking water quality at Syarikat Bekalan Air Selangor
(SYABAS). The level of customer satisfaction is important for water conservation that
complements existing supply and demand water management regimes. This study sets
out to investigate the relationships among service quality, customer satisfaction, and
corporate image to this Water industry.The study on customer satisfaction approach
aims to achieve sustainability by changing how individuals think about water services
and how water is provided to customers. The framework of indicators consists of
qualitative descriptions of elements that should be present in SYABAS to successfully
measure the level of satisfaction. These indicators fit into five themes level of customer
satisfaction, customer experience, relationship among staff and customer, quality of
works and the level of accountable. These indicators are also applied to evaluate the
level of satisfaction of a case study (Kuala Lumpur, Petaling, Gombak and Hulu Langat)
for its potential to measure the level of satisfaction towards water industry. The case
study is compatible and equipped to measure and identify what does the customers feels
and experienced through the quality of works provided by Syarikat Bekalan Air
Selangor Sdn Bhd.

Keywords: SERQUAL, Customer Satisfaction, Drinking Water Quality SYABAS Kuala
Lumpur, Petaling, Gombak and Hulu Langat and customers.



ABSTRAK

Kajian penyelidikan membangunkan rangka kerja mengukur tahap kepuasan pelanggan
melalui SERQUAL dan kualiti air minum di SYARIKAT Bekalan Air Selangor
(SYABAS). Tahap kepuasan pelanggan adalah penting untuk pemuliharaan air yang
melengkapkan bekalan yang sedia ada dan rejim pengurusan air permintaan. Kajian ini
menetapkan untuk menyiasat hubungan antara kualiti perkhidmatan, kepuasan
pelanggan, dan imej korporat kepada industri air ini.Kajian mengenai pendekatan
kepuasan pelanggan bertujuan untuk mencapai kemampanan dengan menukar
bagaimana individu berfikir tentang perkhidmatan air dan bagaimana air yang diberikan
kepada pelanggan. Rangka kerja penunjuk terdiri daripada huraian kualitatif elemen-
elemen yang perlu hadir dalam SYABAS berjaya mengukur tahap kepuasan. Penunjuk
ini dimuatkan ke dalam lima tema tahap kepuasan pelanggan, pengalaman pelanggan,
hubungan di kalangan kakitangan dan pelanggan, kualiti kerja dan tahap
bertanggungjawab.Petunjuk ini juga digunakan untuk menilai tahap kepuasan bagi
kajian kes (Kuala Lumpur, Petaling, Gombak dan Hulu Langat) untuk potensi untuk
mengukur tahap kepuasan terhadap industri air. Kajian kes adalah serasi dan dilengkapi
bagi mengukur dan mengenalpasti apakah yang pelanggan merasa dan mengalami
melalui kualiti kerja-kerja yang disediakan oleh Syarikat Bekalan Air Selangor
(SYABAS).

Kunci- kata : SERQUAL, Kepuasan Pelanggan, Kualiti Air Minum SYABAS Kuala
Lumpur, Petaling, Gombak dan Hulu Langat dan pelanggan.



ACKNOWLEDGMENT

Apart from the efforts of me, the success of any project depends largely on the
encouragement and guidelines of many others. | take this opportunity to express my
gratitude to the people who have been instrumental in the successful completion of this
project paper. | am ever grateful to God, the Creator and the Guardian, and to whom |
owe my very existence.

Foremost, | would like to express my sincere gratitude to my advisor Madam Pujawati
Bt Md Said for the continuous support of my master study and research, for his patience,
motivation, enthusiasm, and immense knowledge. Her guidance helped me in all the
time of research and writing of this thesis. I could not have imagined having a better
advisor and mentor for my master study.

Special gratitude is hereby extended to my Senior Manager at SYABAS and to all my
colleagues in the same roof in given fully support and cooperation to me in obtain some
information needed. Also, | like to thank the participants in my survey, who have
willingly shared their precious time by answering the questionnaire.

Last but not the least; |1 would like to thank my family: my parents Mr. & Mrs.
Atputharaj, for giving birth to me at the first place and supporting me spiritually
throughout my life.

AUma Elizabeth Atputharaj
Jully, 2013
College of Business

UNIVERSITY UTARA MALAYSIA



TABLE OF CONTENT

PERMISION TO USE ... ..o
ABST R A CT e
AB ST RAK
ACKNOWLEDMENT

TABLE OF CONTENT ..o
LIST OF TABLES ...
LISTOF FIGURES. ... .. e

CHAPTER 1: INTRODUCTION

1.1Background of the Study

1.2 Background of the Organization..................cccooeiiiiiiiiiiiiiiinnn,
1.3 Statement of the Problem................c.ooiiiiiiii

1.4 Research ObjeCtiVeS. ....uuutitiit ittt e eaaaeas
1.5 Research QUESTIONS ...t
1.6 Significance of the Study...........c.ooiiiiiii
1.7 Limitations of the Study.............coooiiiiiii
1.8 Definition of Terms........c.oiiiiii i,
L.O SUMMATY. ...t

CHAPTER 2 : LITERATURE REVIEW

2.1 INtrodUCTION. ...t
2.2 Customer satisfaction (CS).........ccoiviiiiiii e,
2.3 Service Quality (SERVQUAL) ..o
2.4 Relationship between Service Quality and Customer Satisfaction ......
2.5 Drinking Water quality ............ooiiiiiii
2.6 Independent variable ..............ooiiiiii
2.7 DependentVariable ..o
2.8 Research Hypotheses ..o,
2.9 SUMMATY ..onii e

CHAPTER 3: METHODOLOGY

3.1 INtrodUcCtion. .. ...uii e
3.2 Research Framework............ooooiiiiii
3.3 Research design. ... ..o
3.4 Operational definition..............cooviiiii i,
3.5 Measurement of Variable / Instrument ...

vii

oo ~N B~ BF

14
15
17
16
27
31
32
32
28

34
34
35
36



3.6 Reliability of Instrument ...
3.7 Validity of InStrument.............ooiiiiii e
3.8 Reliability Analysis. .......c.oiiiii e
3.9 Sample and Data Collection .............ccooeiiiiiiiiiiiie,
3.9.1 Sampling Frame .............cooiiiiiiiiiii e
3.9.2 POpUIAtION. .....ovit i
3.10 Data ColleCtion.........couininiii e
3.11 Data collection and Analysis.........c.ccooviiiiiiiiiie,
3.12UNit of ANalYSIS ...

3.13Data collection and Analysis............cooviiiiiiiiiiiiiee,
.14 SUMMAIY . ..o e e e

CHAPTER 4 : RESULTS AND FINDINGS
4.1 INtrodUCTION. ....e e
4.2 Return Rate of QUESLIONNAITES. .........ovviieiii e
4.3Demographic characteristic of the participants..............................
A ARelabIlity TeSt. ...t
4.5 Descriptive ANaLYSIS. . ...ovuuieneiiit ettt
4.6 RaNKING. . .ovtii i e
4.7 Bivariate / Pearson Correlation Analysis...............cccovviiiiiiinn.
4.8 Regression ANalySiS. ........o.iiriiiiiii e
4.9 Chapter SUMMAIY.......o.oitiiiii e,

CHAPTER 5 : CONCLUSION AND RECOMMENDATION
5.1 CONCIUSION. ...t e
5.1.1Conclusion for Demographic Background...........................
5.1.2Conclusion for Research QUESLIONS.............ccovviiiiiniiniinn.n,
5.2 Recommendations and Future Research........................oooe.

REFERENCES

APPENDIX A: Research Questionnaire .............cceeviiiiieiiiinaen veeennnnnn.
APPENDIX B: SPSS Original Data  ........coooiiiiiiiiiiiiieieeee e

viii

34
39
40
43

43
44
44
45
46
46
48

49
50
51
54
55
58
61
65
68

69
69
70
74

76
79
84



Table
1.1
2.1
3.1

3.2
3.3
3.4
3.5
4.1
4.2
4.3
4.4
4.5
4.6
4.7
4.8
4.9
4.10
411
4.12
4.13
4.14
4.15

4.16

LIST OF TABLES

Domestic active consumer at SYABAS. ...
Definition of SERVQUAWL. ...t
George & Mallery (2003), Guidelines for Interpreting of Cronbach’s
AIPha ValUes .. ..o
Reliability of past study, pilot study and actual study .........................
Domestic account holder in respective district.......................oooii.
Data Collection Procedures ............ccovvieiiniieiiiiiiiiiieeeenn .
Data ANalYSIS. .. ..t
SUNVRY TeIUM TALE. ...t e e
(C1=1 0o L PP
A o
Marital STAtUS ..o
R et
ACCOUNENUMDET . ... e
Shows the coefficient of the variable ...
Mean and standard deviation for variables .....................cocoeiiinl.
Descriptive Statistic of Drinking Water Quality ..............................
Descriptive Statistic of Customer Satisfaction..................................
Descriptive Statistics of Overall Customer Satisfaction......................
Show the variable by ranked...................cooi
COrTElatiON. ...\
Cohen’s guidelines for interpreting correlation based on “r” value.......

Regression analysis between service quality dimensions and drinking
water quality on customer satisfaction.......................ocooeiil.

Regression analysis between service quality and customer satisfaction....

40
42
43
45
47
50
51
52
52
53
54
55
56
56
57
58
60
63
64
67

67



Figure

2.1
2.2

LIST OF FIGURE

Conceptual framework of SERVQUAL and job satisfaction
Conceptual framework of SERVQUAL and job satisfaction



CHAPTER 1

INTRODUCTION

1.1 Background of the Study

This study is regarding the relationship between service quality and customer
satisfaction at SYABAS (Kuala Lumpur, Gombak, Petaling and Hulu langat. The
researcher interested to study the “gap” between the customer’s expectations of service
and their perceptions of actual service performance at the water works. While there exist
a large number of studies on commercial service quality, very few researchers have been
preoccupied with the measurement of water service quality. Water services differ from
commercial services with respect to some important characteristics. First, water services
often enjoy a natural monopoly within a specific region. This implies that the users of
such services often have to accept the level of prices and service quality offered. Second,
water services involve a principal / contractor problem. While the water authority
(principal) that subsidizes a water services may wish a high service quality standard, the
company (agent) delivering the services may be less concerned about services quality in
order to pursuit other objectives. This involves problems for the principal in monitoring

the services quality level offered.

The trend of world markets has changed noticeably from agricultural to service
markets (Asian Development Outlook, 2007). All of the service businesses are trying

their best to improve their service quality in order to make customers satisfied with their
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