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ABSTRAK

Tujuan kajian ini adalah untuk melihat hubungan di antara kualiti perkhidmatan dan
pencapaian prestasi akademik pelajar. Kajian kes telah dilakukan di dua buah sekolah yang
terletak di  daerah  Seberang  Prai Utara. Sekolah-sekolah  tersebut  ialah Sekolah Menengah
Kebangsaan Agama Al-Irshad dan Sekolah Menengah Dato’ Hj. AbdKadir. Untuk
mengukur  kualiti perkhidmatan dalam ka j ian ini  penyelidik telah meaggunakan  instrumen
SERVQUAL (P- Zeithaml dan Berry, 1988). Kualiti perkhidmatan  telah
dibahagikan kepada 5 dimensi. Dimensi-dimensi  tersebut  ialah,

1. Kebolehpercayaan, 2. Kepekaan, 3. Jaminan 4. Empati dan 5. Tangiile. Prestasi
akademik pula  diukur  kepada pencapaian pelajar dalam peperiksaan  PMR 1992,1993  dan
1994.

Borang  soalselidik telah disediakan di dalam  tiga  bahagian iaitu bahagian A. Mengenai
identiti pelajar B. Mengenai  harapan  pelajar terhadap perkhidmatan (expectation) dan
bahagian  C. Mengenai persepsi  pelajar terhadap  perkhidmatan yang mereka  terima
(perception). Terdapat 22 item dalam soalselidik ini untuk mengukur  kualiti perkhidmatan.
Skala 1 hingga 5 diberikan, skala 1 adalah sangat tidak setuju manakala skala 5 adalah
sangat setuju Soalselidik ini telah diberikan  kepada pelajar-pelajar  dengan bantuan guru
kelas masing-masing.  Pelajar-pelajar  diberi masa untuk menjawab soalselidik  ini selama 45
minit.

Hasil daripada  kajian ini telah  didapati kualiti pcrkhidmatan  yang diberikan terhadap kedua-
dua buah sekolah adalab n e g a t i f .  Sekolah Menengah Kebangsaan Agama Al-Irshad
min skor bagi persepsi ialah 3.2 manakala min skor bagi harapan  ialah 4.3. Jurang
perbezaan  (gap) di antara pemepsi dan harapan  ialah -1.1. Hasil kajian di  Sekolah Dato’
Hj. Abd. Kadir  pula  mendapati min skor bagi persepsi ialah 2.9, min skor bagi  harapan
ialah 4.3. Jurang  perbezaan  (Sap) di  antara persepsi dan harapan  iaIah -1.4. Hasil daripada
kajian ini juga mendapati hubungan kualiti perkhidmatan dan pencapaian prestasi akademik
pelajar adalah kuat. Nilai rq bagi pekali korelasi berada pada paras 1. Kajian ini telah
didapati &pat memenuhi tujuan  kajian dan objektifnya.  Kepentingan kajian ini kepada
sekolah dan jabatan pendidikan ialah mereka dapat melihat kualiti  perkhidmatan yang
diberikan dari persepsi pelajar dan seterusnya mereka dapat meningkatkan  kualiti
perkhidmatan di sekolah masing-masing.  Pengurusan kualiti juga memainkan peranan yang
penting dalam meningkatkan  mutu  pendidikan di negara  kita.



ABSTRACT

This study was carried out to look at the service quality and the achievement of the
academic perfomance.  A Case study was carried out in two schools which situated in
Seberang  Prai Utara. The schools were Sekolah Menengah Kebangsaan  Agama Al-Irshad
and Sekolah  Menengah Dato’ Hj. Abdul  Kadir  The SERVQUAL (parasuraman,
Zeithaml and Beny, 1988) instrument had been used in this research to measure the quality
of service. There are 5 dimensions in this service  quality. The dimensions were as follow;
1. Realibility, 2. Responsiveness  3. Assurance, 4. Emphaty  and 5. Tangibles. The
academic perfomance  was looked through the 1992,1993  and 1994 PMR examination.

Questionnaires were divided into three sections. The sections were: A. For student  identity,
B. For student expectation and C. For student  perception. The questionnaires have 22
items to measure the service quality.~scale 1to 5 was strongly dissaggree
and 5 strongly agree. The questionnaires were given to the students through their form
teacher. 45 minutes was taken by students to answer the questions.

The research findingd had shown that the services quality of both schools were negative.
The Mean scores at Sekolah Menengah Kebangsaan  Agama Al-Irshad is as follow;
perceptions 3.2, expectations 4.3 and gap between perceptions and expectations -1.1. At
Sekolah  Menengah Dato’ Hj. Abd Kadir  the research Endings  as follows; students
perception 2.9, students expectation 4.3 and gap between perceptions and expectations
-1.4. The research has also show that the relationship between services quality and the

academic performance were strong. The value of rv correlations shows 1. This research has
met the objectives. This research is important  to schools and the department of education
to upgrade their quality  of service.  Quality management also plays an important  role to
upgrade the quality  of educations  in our country.
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BAB 1

PENDAHULUAN

I. I Pengenalan

Dalam bab ini  akan dibincangkan mengenai penyataan masalah, konteks kajian, tujuan

kajian, kepentingan kajian, batasan kajian, definisi istilah, instrumen ujian dan pendekatan

penyampaian laporan.

1.2 Penyataan  Masalah

Salah satu keutamaan kerajaan dalam menguruskan organisasinya ialah memperbaiki dan

memperkemaskan melalui pendekatan pengurusan kualiti. Kualiti adalah merupakan pra-

sysrst  utarna  dalam menentukan kecemerlangan sesebuah organisasi. Kerajaan telah

memperkenalkan pengurusan kualiti menyeluruh (Total Quality Management) pada

penghujung tahun lapan puluhan. Namun keadaan ma&  kabur hingga sekarang dan ada

juga kakitangan kerajaan yang tidak memahami apa yang dimaksudkan dengan pengurusan

kualiti.

Pengurusan kualiti menyeluruh  telah bejaya dilaksanakan di Jepun sejak tahun lima

puluhan. Di Jepun ia  juga dikenali sebagai kawalan mutu  bersepadu, kawalan mutu

menyeluruh dan kawalan mutu  seluruh  syarikat. Pengurusan kualiti menyeluruh  ini  pada



The contents of 

the thesis is for 

internal user 

only 



Ab. Rahim Selamat (1994),  “Aplikasi Konsep Zero Defect Kualiti Kecemerhmgan  Dalam
Pendidihm”  ,Seminar  Zero Defti  Periagkat PuIau  Piaang,8  Oct.

Abdul Raof Dalip dan T.Subahan  Mohd Meerah (1991), Isu-Isu Latihan Mengajar,
Petal&  Jaya,  Fajar Bakti SDN BHD.

Abdul Shukor Abdullah (1?94),  “Pen&&n Semula Situasi Peqymsan  Sekolah”,
Seminar Zero Defect Peringkat Pub  Pinang, 8 Oct.

Adcock.D.,Bmilield,R  and Halborg, Al. (1993),  Marketing, Principles and Practice,
Lon~PitmanPubli&ing

A.N. Oppenheim (1983),  Questionnaire Desii And Attitude Measurement, London,
Biddles Ltd.

Anthony, P. W. (1991X  Practical Strategic Planning, A Guide and Manual For Line
Managers, Tokyo, Toppan Co., Ltd

Babakus, E., and Boner,  G. W. (1992), “An Exq&iml Assemmnt  Of The
SERVQUAL Scale”, Journal Of Business Research, 24, pp. 253-268.

Bemardin,  J.H. and Rusself, E.A. (1993). Human Resourse Management, New York,
MC Graw Hi& Inc.

Bitner, M. J. Booms, B-H., and Teltreault, M.S. (1990), The service  Encounter:
zlz Favaorable  and i&mrble incidents”. Journal Ofmtting,

, - -

Bone, D. , and Riggs, R. (1989) . Qualm  At Work, Kogan  Page Ihited

Campbell, P.J. et al (1982),  What To Study, Generating And Developing Research
Questions, New DeJhi,  Sage Publicx&ms Ltd.

Dawson,P.  (1995),  ‘Qua&y  Management: Beyond  the Japanese Model”, Asia PaciTE
Journal of Quality Management, Volume 3 No. 2.

Crosby. P.B. (1984),  Quality Without Tears, New York, MC Grow HilL

Gibbs,G. (1995),  How Can Promoting Excellent Teachers Promote Excellent
Teaching?, Oxfad  Brookes University, UK.

138



Hakel,  D.M. (1982),  Making It Happen, Designiug Researc h With Implementation In
Mind, Cal&&a,  Sage Publications Inc.

E. Adam, JR. Ronald and J. Ebert  (1986X  Production and Operations Management:
Concepts, Model and B&&our, Prentice-Hall  Intexnabnal  Editious.

Fearou, E.H. et al (1986),  Fundamentais  of Production/Operations Management,
N.Yo&We!&  Pub&W campany.

Nel,D.  (1993), “Service Quality In A Ret&l Emkmment:  Closiug The Gaps”, Journai  of
General Management Voi. 18 No.3 Spring,pp.37-55.

Diana, F.B. and Wang,  M.S. (1993),  “Customer PerceptionsOft3emiceQualityln
Retail Finaucial Institutions”, Asia-Austraiia  Marketing Journal Voi.  1, No.2,
pp31-  41.

Fi@immous, A. J . and Fitzsimmous,  3.M. (1994). Service  Management
For Competitive Advantage, MC -w-Hill, Inc. New York.

Floyd, J. and Fowler,  JR. (1988),  Survey Research Method, New Delhi, Sage
Publications India Pvt. Ltd.

Gakway,R.L.  (1993),  Principles of Operations Management, Routledge,Loudou.

Hill, T. (1983),  Production Operations Management, England, Prenlice  Hall
International.

Habsah Ismail (1994),  “Guru Dan  Auto&i  Implikasi Terhadap Peudidikan*, Jumal  Gum
16 Mei, pp. 371375.

HR. ICeIls (1993),  The Development Of Perfomance  Indicators For Higher
Education, Oqank&n For Eumomic Co-operation and Development Paris,
June.

Joohari ArifZiu (1994),  “Perauan Guru Dalam Mereaksikan Wawasau 2020”,  Jumal
Gum 16 Mei,  pp. 360-370.

Jurau (1988),  On Planning For Quality, N.York,Macm&n,Inc.

Kamarudin Abu dan Ee Ah Meug  (1995),  Gum Dan  Perkembangau Negara,  Petal&g
Jaya,  Fajar Bakti, SDN BHD.

Khidmat (1994), Unit Pemodeuan  Peutadbirau dau Berita Publish&g Sdn Bhd, Mac.

1 3 9



Khidmat  (1995),  Unit P-Pentadbiran darn Be&a  P&shing Sdn Bhd, April.

LaH, S.M. (19923, Total Quality Management An Awareness, I&ala  Lumpur, SMPD
Management- SDN BHD.

Ling Chu Poh (1984/85),  “Mengawal  Dan Menilai  P-PerancanganUntuk
Meuiugkatlcan  Prestasi Sekolah  D&m Konteks Peranan Pejabat Pelajaran
Daerah”,  M&&ah Pendidikan jilid 11, pp. 17-33.

McMilhtn, H. J and Schumacher, S. (1994), Research Iu Education, A Conceptual
Introduction, New York

Miller, D.M. and Legg,  MS. (19933, Alternative  Assesment In A High-Stakes
Environment., Uniwsity  of Florida.

M.Idtis Jauzi (1994),  Kepimpinan Pendktikau  Cemeriaug  Ke Arab  Pencapaiau
Wawasan  2020, Institut  Au&&din  Baki Sri Layaug  GeuGug  Highlaud.

Mohamad Salmi, M S. (1995),  Pengurusan Kualiti  Menyeluruh,  Kuala  Lumpur, Dewan
BahasadanPUSt&l.

Mu&&,  G.R. , Render, B. and Russel,  S.R. (1989),  Service Operations Management,
Massachusetts, Allan and Bacon. A Division  of Simon & Schuster Inc.

Patel, V.N. (19951,  “Application Of Soft Systems Methodology To The Real World
Process of Teaching Aud  Learnring”,  Intematioual  Journal  of Education
Management, Vol.9 No. 1,1995, pp. 13-25 MCB University Press, 091-354X

Produktiviti (1993),  Perbadanan produktiviti Negara Bil. 46, Jan@eb.

N.Azmi  Ibrahim (1994),  “Profeisionalisme  Dan Pengupayaan Dakun Peqgnuan”,  Jurual
Guru 16 Mei,  pp. 393-398.

Pekeliliug  Kemajuau Pentadbirau  Awam (1995x  Kuala  Lumpur, MJX Penerbit
Pencetak SDN BHD.

Picus,O.L.  (1995),  Cost and Service Delivery  Trade-Offs in Providing Educational
Services For Students With Severe Disabilities, Educational Admix&r&cm
Quateriy, uktivmity of WiscorEin.

Promod,  P. and Deepak,  M. (1993),  Management Ideas In Action, Kuala Lumpur,
Percetakan Turbo Sdn. Bhd.

Raduan S-an,  Joseph Paul dan Mustia  Mohatnad (1989),  KKM Latihau Untuk
JuruLatih,  Kuala Lurnpur, Dewan  Bahasa  dan Pustaka

140



Rashidi Azizan  clan  AbduJlah  M. Noor  (19941,  Pendidikan Guru, Cabarsm,  F&u&h
Dan Strategi Dahuu  Pembentukan Guru Yang Unggul,  KualaLumpur, Cumall
Industries SDN BHD.

Robiah Sidin  (1994),  Pendidikan di MIaiaysiaz  Cabaran  Untuk Masa Depan, Koala
Lumpur, Fajar  Bakti Sdn Bhd.

Rowley, J. (1995),  “A New Lecturer’s simple Guide To Quality Issues In Higher
Education”, International Journal of Education Management, Vol. 9 No. 1,
MCB University Press, pp. 24-27.

Rosen&,  C.A. (1991), Deming’s  14 Points Apiied  To Services, New York and
w-, MarcelDekleer,  Inc. and ASQC  Quality Press.

Saliis,  E. (1993),  TotaI Quality Managemeut  In Education, Kqgm  Page L&n&d,
London.

Sekarau,  U. (1992). Research Methods For Business, A Skill Building Approach, New
York, Singapore John Wdey and Sons,  Inc.

Sally,  P.J. (1995), How To Lead the Way to TQM, National Productivity
Raiew/Spring,John  Wiley&Sons&,  pp. 13-18.

Sharifah  Aiawiyah Al Sagoff  (1985),  Sosiologi  Peudidikau,  KuaIa  Lumpur, Heineman
Malaysia Sdn Bhd.

Short,M.P.,Greer,T.J.  andMelvin,  M.W. (19941,  “CreatingEmpowered  Schools:
Lessons in Change”, Journal of Educational AdminktratfollsVol.32  No.4,  MCB
University  Press,pp.38-52.

Soon Kwong,  Y.J., and Wong, S. (199Q  Educational Excellence 25 Years of
Education in The Republic of Singapore, Lok Yang Road, Longman  Publishers
(pte) Limited.

Suprauto,  J. (1986X  Kaedah  Penyelidikan  , Penggunaanuya Dalam  Pemasamn,  Kuaia
Lumpur, DewanBahasadanPustaka.

Taylor,A.W.  (1995),  Total Quality Management And The Need For  Organisational
SeK-AssesmetiSome  Emphirical  Evidence, Total Quality
Mamgemnt,vol.6,no.l,pp.3-12.

Tembun  Ghani,  Raduwau  Saf@erwan  dan Joseph Paul (1988X  Kumptdan  Kawalan
Mutu @CC), &ala Lumpur, Dewan  Bahasa  dan Pustaka.

141



Valos,M.  and Alford,  G. (1993),  “Business and Marketing Education  iu  USA-C%ticisms
and Iunovations”,Asia-Australia  Marketing Journal Vol. 1, No. 2 , pp.43-55.

Wan Mohd Z&d (1994),  “Isu dan Masalah Inovasi  Pendidikan”, Jurnal  Guru
Kementerian Pendidikqpp. 10-22.

Wan Mohd. Zthid (1994),  “‘Zero Defect’: Konsep  dan Pelakmman DalamPengkian
Wawasan  Pendidikan”, Persidaugau  Pendidikau  Nasional  Ke-2,btitut
Amiuuddin Kementerian PendSkan,  Malay&

W.Zah W. Ali (1994), “‘Me&i&an  Pemikk: Satu Paudaqpu”,  Jumal  Guru
16 Mei,  pp. 385-392

Yusup Hashim (1994/95), Penggunaau  Tekuologi  Dakun  Inovasi Pendidikau, Pusat
Teknologi Pen&dikan dau Media,USM.

Zakaxia Ahmad (1991),  Perkbidmatan Awam yang Berkualiti  Daripada  Perspektif
Ahmad  Sarji Bin Atrmad, lnstitut  Tadbiran  Awam  Negara,  Kuala Lumpur.

Zeithaml V.A. , Parasuramw  A. and Berry L.L. (1985),  “Problem And Strategies Jn
Service Marketking”,  Journal Of Markettiug,  Spring.

Zeithaml, V.A. , Parasur~ A., and Ben-y L.L. (1990),  Delivering Quality  Service:
Balancing Customer Perception aud  Espectatiou,  New York, Free Press.

142




