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PENGUKURAN KEPUASAN PELANGGAN TERHADAP KUALITI
PERKHIDMATAN MAJLIS PERBANDARAN: KAJIAN KES
MAJLIS PERBANDARAN AMPANG JAYA

WAN ROSMANIRA ISMAIL, ZALINA MOHD. ALI, NUR RIZA MOHD. SURADI
& ROFIZAH MOHAMMAD

ABSTRAK

Kecekapan dan keberkesanan pengurusan kualiti dapat dinilai melalui petunjuk prestasi, Q
seperti kepuasan pelanggan terhadap kualiti perkhidmatan yang diberikan oleh sesebuah
organisasi. Kualiti perkhidmatan akan memenuhi kehendak pelanggan apabila nilai Q
melebihi 1.00. Di dalam kajian ini, Analisis Kepentingan-Prestasi turut dijalankan sebagai
salah satu alat untuk meningkatkan pengurusan berkualiti. Seterusnya Analisis Jurang
dijalankan untuk menilai tahap kepuasan pelanggan terhadap perkhidmatan yang diberikan.
Nilai jurang yang positif menunjukkan pelanggan berpuas hati manakala nilai jurang yang
negatif, menunjukkan sebaliknya. Kajian pengukuran kualiti perkhidmatan telah dijalankan di
kawasan di bawah pentadbiran Majlis Perbandaran Ampang Jaya (MPAJ) dengan memberi
tumpuan kepada empat dimensi perkhidmatan; (1) Perkhidmatan Kesihatan Perbandaran, (2)
Kemudahan Asas Perbandaran, (3) Keselamatan dan Kesejahteraan Perbandaran dan (4)
Kebersihan dan Keindahan Perbandaran. Hasil kajian menunjukkan bagi dimensi
Perkhidmatan Kesihatan Perbandaran, kemudahan awam yang bersih dan terpelihara perlu
ditingkatkan, kawasan perumahan haruslah bebas daripada penyakit dan pemeriksaan
kebersihan/kesihatan dilakukan. Bagi dimensi Kemudahan Asas Perbandaran, kerosakan
perlulah dibaiki segera dan memastikan sistem lalu-lintas adalah baik. Manakala bagi dimensi
Keselamatan dan Kesejahteraan Perbandaran, telefon awam hendaklah berfungsi, keselamatan
penduduk terpelihara dan kawasan penduduk bebas daripada masalah sosial. Seterusnya bagi
dimensi Kebersihan dan Keindahan Perbandaran pula, tempat pembuangan sampah haruslah

diselanggara dengan baik.

Kata kunci: kepuasan pelanggan; kualiti perkhidmatan; Analisis K epentingan-Prestasi,
Analisis Jurang

ABSTRACT

The efficiency and effectiveness of the quality management can be evaluated through
performance indicator, Q such as customer satisfaction towards the service offered by an
organisation. The quality service will satisfy the customers’ need when its Q value is greater
than 1.00. In this study, the Importance-Performance Analysis has also been carried out as one
of the tools to improve the quality of the service. Furthermore, the Gap Analysis is done to
evaluate the customer satisfaction level towards the service. Positive gap value shows that
customers are satisfied with the service and vice-versa. The study of measurement of quality
service was carried out in the areas governed by Majlis Perbandaran Ampang Jaya (MPAJ)
while concentrating on four dimension of service; (1) Municipal Health Service, (2) Municipal
Basic Amenity, (3) Municipal Safety and Wellness and (4) Municipal Cleanliness aqd
Attractiveness. The results show that for the Municipal Health Service dimension, public
facilities need to be cleaned and upgraded, the housing areas has to be disease free and
cleanliness/health checks has to be done. For the Municipal Basic Amenity dimension, any
damage has to be corrected immediately and to make sure that the traffic system is working
well. Meanwhile for the Municipal Safety and Wellness dimension, the public telephones need
to be in good condition, the safety of the residents are well maintained and the areas are free
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from social problems. For the Municipal Cleanliness and Attractiveness dimension, the
domestic waste areas need to be well maintained.

Keywords. customer satisfaction; service quality; Importance-Performance Analysis; Gap
Analysis
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