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ABSTRACT

Service quality plays an essential part in customer satisfaction. There are many approaches to
measure customer satisfaction through delivery of service quality. One of the issue that leave
the decision maker in an awkward position in selecting the most appropriate criteria available
is by customer satisfaction. Therefore, the purpose of this study is to evaluate the customer
satisfaction of service quality by using advanced methods; fuzzy evaluation approach. The
service quality selected is based on five criteria, which are tangible, responsiveness, assurance,
empathy, and reliability. The linguistic term of each criterion is used to get the best evaluation
result. The developed questionnaire is distributed to twenty experts in the service quality at
Jabatan Hal Ehwal Agama Islam Kelantan (JHEAIK) for one day duration. The findings showed
that all the criterias meet the high level of service quality with the level satisfaction in between
0.6 and 0.8. The lowest ranking level of satisfaction are Responsiveness (C2) and Reliability
(C5). Meanwhile, Tangible (C1) and Empathy (C4) are the the middle value of customer
satisfaction. Lastly, with the highest value of level satisfaction which is Assurance (C3). The
outcome of the study will help to increase customer satisfaction at JHEAIK by improving their
management service quality according to each criteria. Therefore, the fuzzy evaluation is a
powerful approach to evaluate the criteria level for customer satisfaction in service quality.
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ABSTRAK

Kualiti perkhidmatan memainkan peranan penting dalam memenuhi kepuasan pelanggan.
Terdapat banyak pendekatan untuk mengukur kepuasan pelanggan terhadap kualiti
perkhidmatan. Salah satu masalah janggal ialah dalam memilih kriteria yang paling sesuai yang
sedia ada untuk memenuhi tahap kepuasan pelanggan. Oleh sebab itu, tujuan pembelajaran ini
adalah untuk menilai tahap kepuasan pelanggan terhadap kualiti perkhidmatan dengan
menggunakan kaedah yang lebih terkehadapan; kaedah penilaian kabur. Lima kriteria kualiti
perkhidmatan yang di pilih adalah Kesetaraan, Tanggungjawab, Jaminan, Empati dan
Kebolehpercayaan. Istilah linguistik telah digunakan untuk setiap kriteria bagi menganalisa
keputusan yang terbaik. Soal selidik yang dibangunkan telah diedarkan kepada dua puluh pakar
dalam kualiti perkhidmatan di Jabatan Hal Ehwal Agama Islam Kelantan (JHEAIK). Hasil
keputusan mendapati semua kriteria kualiti perkhidmatan adalah di peringkat tinggi dalam
memenuhi tahap kepuasaan pelanggan iaitu antara 0.6 dan 0.8. Tahap kepuasan pelanggan
terhadap kualiti perkhidmatan yang paling rendah ialah Tanggungjawab (C2) dan
Kebolehpercayaan (C5). Sementara itu, Kesetaraan (C1) dan Empati (C4) adalah pada tahap
sederhana. Akhir sekali, tahap kepuasan yang paling tinggi ialah Jaminan (C3). Hasil keputusan
dari pembelajaran boleh di gunakan untuk membantu pihak pengurusan di JHEAIK bagi
meningkatkan tahap kepuasan pelanggan untuk setiap kriteria. Oleh itu, penilaian kabur adalah
satu kaedah yang berkesan dalam menilai setiap kriteria dalam memenuhi tahap kepuasan
pelanggan.



Firdawati M., Suriana A., Mariam S., Siti Farah Haryatie M.K. & Liziana K.

Kata kunci: kepuasan pelanggan; penilaian kabur; kualiti perkhidmatan

References

Ahmad A.N., Rahman R.A., Othman M. & Abidin U.F.U.Z. 2017. Critical success factors affecting the
implementation of halal food management systems: Perspective of halal executives, consultants and auditors.
Food Control 74: 70-78.

Alias S., Adna N., Arsad R., Soid S. K. & Ali Z. 2014. Project evaluation and selection using fuzzy Delphi method
and zero-one goal programming. International Conference on Quantitative Sciences and Its Applications, AIP
Conference Proceedings, pp. 512-519.

Cheng C.H. & Lin Y. 2002. Evaluating the best main battle tank using fuzzy decision theory with linguistic criteria
evaluation. European Journal of Operational Research 142: 174-186.

Chu H.C. & Hwang G.J. 2008. A Delphi-based approach to developing expert systems with the cooperation of
multiple experts. Expert Systems and Application 34: 2826-2840.

Farhadi P., Niyas M., Shokrpour N. & Ravangard R. 2020. Prioritizing factors affecting health service quality using
integrated Fuzzy DEMATEL and ANP: A case of Iran. The Open Public Health Journal 13(1): 263-272.

Hamid N.A.A., Shahwahid F.M., Othman N. & Saidpudin W. 2017. Challenges and ways improving Malaysia halal
food industry. Science International 29(2): 149-153.

Kabadayi N. & Cirpin B.K. 2016. Service quality analysis with using a Fuzzy AHP methodology: A case study in
veterinary hospital in Turkey. Proceedings of the 2016 International Conference on Industrial Engineering and
Operations Management in Detroit, Michigan, USA, 23-25 September 2016.

Kang X., Porter C.S. & Bohemia E. 2020. Using the Fuzzy weighted association rule mining approach to develop a
customer satisfaction product form. Journal of Intelligent and Fuzzy Systems 38: 4343-4357.

Krishnan S., Omar C.M.C., Zahran I., Syazwan N. & Alyaa S. 2017. The awareness of Gen Z’s toward halal food
industry. Management 7(1): 44-47.

Lijuan L. & Qingyu W. 2016. Study on Fuzzy comprehensive evaluation of tourism service quality. International
Journal of Research Studies in Science, Engineering and Technology 3(8): 1-5.

Mahmud N., Zulkipli S.S., Jamaluddin S.H. & Muhammat Pazil N.S. 2020. Customer satisfaction on riding sharing
services in UiTM Perlis: Fuzzy set theory approach. Asian Journal of Entrepreneurship 1(2): 9-16.

Mohd A.H., Samsudin S.S., Mohammed N. & Abu S.B. 2016. Evaluation of library services using Fuzzy approach.
Presented at Business Management and Computing Research Colloquium (BMCRC) 2016 in Raub, Malaysia.

Parasuraman A., Zeithaml V.A. & Berry L.L. 1988. SERVQUAL: A multiple item scale for measuring consumer
perceptions of service quality. Journal of Retailing 64(1): 14-40.

Prayudha A.R., Sumato S. & Abdullah A.G. 2020. Analysis of student satisfaction of UPI SPOT e-learning services
in UPI postgraduate Bandung, Indonesia, using the Fuzzy-Servqual method. IOP Conference Series: Material
Science and Engineering 830(3): 0320009.

Soraji A., Awang M. & Mohd Yusoff A. 2017. Malaysia halal trust: Between reality and challenges. International
E-Journal of Advance in Social Sciences 3(7): 197-204.

Stefano N.M., Zattar 1.C. & Filho N.C. 2020. Assessment of service quality in the hotel industry: Use of Fuzzy
hybrid methodologies. Brazilian Journal of Management 13(1): 40-57.

Su Y. & Xu L. 2019. High-speed rail express service quality based on Fuzzy comprehensive evaluation. Sixth
International Conference on Transportation Engineering, pp. 662-670.

Wardana M.W., Sidig A., Wibowo H. & Pangestu Y. 2020. Quality service analysis at Pusat Pelayanan Pendidikan
Terpadu (P3T) Universitas Malahayati using Fuzzy and service quality method. IOP Conference Series:
Materials Science and Engineering 807(1): 012030.

Yusuf A.H., Shukor S.A. & Bustamam U.S.A. 2015. Issues and challenges of halal implementation in food industry
in Malaysia. International Journal of Business and Management Study 2(2): 173-177.

Zhang Z. & Li X. 2020. An optimization model of railway empty container allocation based on customer satisfaction.
MATEC Web of Conference 308: 04001.

Faculty of Computer and Mathematical Science

Universiti Teknologi MARA Kelantan

Bukit 1lmu 18500, Machang

Kelantan DN, Malaysia

E-mail: firdawatiO2@uitm.edu.my”, suria588@uitm.edu.my, sitif315@uitm.edu.my



Measuring Customer Satisfaction of Service Quality by Fuzzy Evaluation Approach

Faculty of Businness and Management
Universiti Teknologi MARA Kelantan
Bukit llmu 18500, Machang

Kelantan DN, Malaysia

E-mail: marial35@uitm.edu.my,

Department of Law

Universiti Teknologi MARA Kelantan
Bukit 1lmu 18500, Machang
Kelantan DN, Malaysia
E-mail:lizia735@uitm.edu.my

Received: 3 December 2021
Accepted: 6 January 2022

“Corresponding author



