CHAPTER S

CONCLUSION AND RECOMMENDATIONS

INTRODUCTION

This chapter concludes the study on Service Quality of One Stop Payment Centres
at TNB and POS Malaysia. The chapter presents a summary of the findings, discussed the

implications of the study, conclusion are drawn and recommendations for future research

are suggested

The instrument used was originally developed by Parasuraman et. al. (1985, 1988).
For the purpose to this study, the original SERVQUAL was modified as discussed 1n
Chapter 3. POS Malaysia one-stop payment centres were mcluded m the study was for
the comparative purposes. Also, TNB pays a substantial amount of commission to POS

Malaysia for the services rendered in collecting electricity bills on TNB’s behalf.

A gauge to measure how customers’ perceived TNB and POS Malaysia service
centres 1s very important. The objectives of the study 1s to examine if there 1s any gap n
the service provided by TNB one-stop payment service centres. Is there a gap between
perceived and expected services for POS Malaysia? The next issue 1s, what is the service
quality of TNB one-stop payment service centres? From this study, the determinants of
service quality for one-stop payment centres are found. Gearing with the determinants,

TNB can reposition strategically for current and future one-stop service centres to serve
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customers better. Thus, the effective and productive ways in the collection of utility bills

can be improvised.

The study also attempts to establish the relationship between overall rating of the

serve quality level percerved by the customers and their significant variables.

To design the appropriate competitive strategies, managers need msights mto how
the various components or attributes of a service are valued by current and prospective
customers. The level of quality and performance is important for each attribute. It also

important to find out the significant difference between each segments of the market, in

relation to different attributes.

Quality begins with the design of the service delivery system. For services, the
assessment of quality 1s made during the service delivery process and usually takes place
with an encounter between a customer and a service contact person. Customer
satisfaction of service quality can be defined by comparing perceptions of service received
with expectations of service desired. When expectations exceeded the services delivery, it
1s perceived to be of exceptional quality and also to be a pleasant surprise. When
expectations are not met, service quality 1s deemed unacceptable. When expectations are
confirmed by perceived service, quality is satisfactory. Expectations are based on several

sources, mcluding word-of-mouth, personal needs, and past experience.
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Thus, company must employ multiple perspectives on the issue of quality when co-

ordinating services activities across each function, from service production to service

consumption.

SUMMARY OF THE FINDINGS

There 1s no significant correlation between the determinants of the service quality.

There is significant correlation of determinants or variables to the rating of service level.

The factors that are significant are communication, tangibles and

responsiveness.

The significant determinants are as follows:
Modem layout, Display of pamphlets and brochures, Machines don’t
breakdown, Staff keeping promises, No need to wait long, Quick to
Process, Staff are responsible, Staff are knowledgeable, Staff are polite and
Smily, Give personal attention, Staff are approachable, Branch initiative

effort and finally, branch satisfies needs.

From the study, it is found that service quality gaps exist between perceived and
expectation for both TNB and POS Malaysia customers. The service quality gaps in POS

Malaysia 1s larger than the service quality gap of TNB.
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IMPLICATIONS OF STUDY

The findings reveal that the overall service quality for TNB 1s encouraging as
compared to POS Malaysia. Currently, TNB has only 14 serve centres. Comparing to
POS this number is quite small. Therefore, TNB has much more opportunities to improve

the service quality of present and future service centres.

There are significant service quality gaps in both the organisations. The service
quality gaps in TNB are smaller than POS Malaysia. This inferred that the customers
perceived that TNB is giving better services at their servce centres counters. This may be
partly also due to the fact that POS Malaysia has many more other services than TNB.
Besides collecting payments for utilities’ bills, POS Malaysia also has other services like,
payment for Radio/T.V. license, on top of the normal post offices postal services. Larger

post offices normally designate some counters for utility bills' payment only.

The management has to be sensitive to the determinants or variables common in
this service industry as discussed i Chapter 4 from the results and findings. It is vital to
continue monitoring and improving the service counters performance. This will enable
more customers coming forward to pay utilities’ bills at TNB instead of at the POS
Malaysia. TNB may look into the possibilities of increasing it product services, such as,

provide parcel delivery. TNB can also consider selling stamps at their one-stop payment
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centres as another strategy. This way, the customers may find it convenient to pay their
utilities’ bills, which will directly improve TNB total own electricity bills collection,

average collection period and also reduce the commission pay-out to POS Malaysia.

RECOMMENDATION FOR FUTURE RESEARCH

As this one-stop payment services industry in Malaysia 1s largely unexplored,
future researcher can continue with this research by exploring the patronage behaviour of
customers at one-stop payment centres. The mstrument used can be the simplified version
of SERVQUAL develop by Cronin and Taylor (1992) called SERVPERF. Basically the
mstruments are the same except that only the perceived performance 1s measured. It can

also overcome some of the limitations mentioned in Chapter 3.

In this study, for SERVPERF analysis, the performance part (Section C) was also
analysed separately for both the organisations. The result obtained i1s compared using
paired t-test. Similarly results are obtamned. Thus, with SERVPERF, the respondents may
be more willing to continue with the questionnaires, since there is no repetition of

questionnaires. It was noticed that some respondents actually reacted offensively during

answering Section C of the survey questionnaire.

Future research should look into the tolerance level between the adequate service

and desired service, within the expectation of service (Parasuraman 1993). Gap 6 - the
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gap between adequate service and perceived service, in the same paper should also be

explored.

CONCLUSION OF STUDY

The research has been done successfully and it provides an in-depth understanding
of the needs and wants of the customers who pay bills at one-stop payment centres,
specifically for Tenaga Nasional Berhad. Therefore, it is hope that the management may
choose to mcorporate them into their product planning, location planning and most

importantly, service quality development and implementation in the one-stop payment

service centres.
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