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ABSTRAK

Satu daripada perbelanjaan tahunan terbesar isi rumah adalah perbelanjaan terhadap barang
keperluan asas. Peningkatan harga petrol sering menjadi isu terhadap peningkatan harga barang
keperluan asas. Oleh itu, kajian ini dilakukan untuk meneliti tahap kepentingan dan prestasi serta
tahap kepuasan pelanggan terhadap kesan peningkatan harga barang keperluan asas sebelum dan
selepas kenaikan harga petrol di Bandar Baru Bangi. Perbezaan purata perbelanjaan selepas
kenaikan harga barang diteliti. Analisis yang digunakan adalah Analisis Deskriptif, Analisis
Kepentingan Prestasi (AKP) dan Indeks Kepuasan Pelanggan (IKP). Analisis Deskriptif mendapati
terdapat perbezaan purata perbelanjaan sebelum dan selepas peningkatan harga barang keperluan
asas. Indeks Kepuasan Pelanggan (IKP) pula mendapati responden kurang berpuas hati dengan
peningkatan harga barang keperluan asas pada tahap 57.58% selepas kenaikan harga petrol.
Melalui Analisis Kepentingan-Prestasi (AKP) pula, terdapat 3 atribut yang perlu diberi perhatian,
iaitu kenaikan harga barang keperluan asas, penarikan subsidi oleh kerajaan dan pendapatan bersih
dalam sebulan. Atribut ini hendaklah diberi perhatian oleh pihak kerajaan bagi memastikan
pelanggan berpuas hati dengan harga barang keperluan yang telah ditetapkan serta peningkatan
dalam pendapatan sejajar dengan kenaikan harga petrol.
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ABSTRACT

Basic needs items are one of the biggest expenses in the annual expenditure on household. The
increasing of fuel price always be the issue for the increase of the price of basic needs. So, this
study were conducted to review the level of importance-performance and satisfaction towards
basic needs items price before and after the fuel prices has been increased in Bandar Baru
Bangi. The differences in an average expenses of basic needs items have been observed. The
methods used in this study are Descriptive Analysis, Customer Satisfaction Index (CSI) and
Importance-Performance Analysis (IPA). The descriptive analysis shows the differences in an
average expenditure before and after basic needs price increases. The Customer Satisfaction
Index (CSI) is used to measure the customer satisfaction level and found the respondents are
less satisfied with basic need prices at the level of 57.58 % after the fuel price increases.
Through Importance-Performance Analysis (IPA), there are three attributes that needs to be
considered that the increase of basic needs price, withdrawal of subsidies by the government
and the net income per month. These attributes should be considered by government to ensure
the customer are satisfied with the prices that have been set and also increase the net income
per month in line with fuel price increases.
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