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Customer Satisfaction Towards Service Quality of Poysian Apartment
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ABSTRACT

This independent study aimed to examine the customer satisfaction towards service quality of Poysian
Apartment based on the service quality and satisfaction theory. Questionnaires were used as a tool to collect data
from 333 samples who were Poysian Apartment’s customers. The data were then analyzed by descriptive statistics;
for examples, frequency, percentage and mean. Afterwards, the Importance - Performance Analysis (IPA) was

applied in comparison between level of importance and level of satisfaction.
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The results of the study revealed that the customer satisfaction towards service quality of Poysian
Apartment were at the high level. Reliability aspect appeared as the first rank, following by Responsiveness aspect,
Assurance aspect, Tangible aspect and Empathy aspect respectively. According to the IPA, the findings demonstrated
that service quality of Poysian Apartment were mostly categorized in Quadrant B, signified the attributes that well
responded to customer satisfaction with high level of importance, and Quadrant C, signified the attributes that were
not importance to customers with low priority to be improved. However, Tangibles aspect, including sub-attributes of
internet service and sufficient space for parking lot, were categorized in Quadrant A, signified the attributes that the
special attention and urgent improvement were required as the mentioned attributes were very important towards

customers but without adequate reaction, which later on brought about dissatisfaction.
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