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ABSTRAK 

Isu kecekapan sistem penyampaian perkliidmatan Pihak Berkuasa Tempatan 
(PBT) menjadi perhatian utama kerajaan. Ia meliputi Pengurusan Fasiliti ke atas 
modal insan, premis, tekiiologi dan proses kerja di PBT. Fungsi Pihak Berkuasa 
Tempatan semakin mencabar selari dengan perubahan persekitaran yang begitu 
pantas. Ini menimbulkan keperluan Pihak Berkuasa Tempatan menyediakan 
perkliidmatan lebih berkualiti. Kualiti Perkliidmatan adalah suatu konsep yang 
abstrak dan elusif dengan cirinya 'tidak ketara,' heterogeneous dan 'tidak boleh 
dipisalikan' antara proses dan output. Ciri-ciri ini menjadikan Kualiti Perkliidmatan 
sukar diukur dan sukar dinilai. Beberapa model dikenal pasti telah dibangunkan bagi 
menilai Kualiti Perkliidmatan. Bagaimanapun model-model berkenaan hanya 
berasaskan prestasi perkliidmatan semasa dan tidak mengambilkira ekspektasi 
pelanggan yang merupakan kriteria penting dalam penilaian Kualiti Perkliidmatan. 
Dengan demikian penyelidikan ini berusaha meneliti perkara ini dengan 
membangunkan instrumen yang dinamakan FM-SERVQUAL. Instrumen ini 
dibangunkan dalam kerangka Pengurusan Fasiliti Bersepadu. Ia berasaskan persepsi 
dan ekspektasi pelanggan iaitu SQ = P|E, di mana; SQ adalah Kualiti Perkliidmatan; 
P adalah Persepsi dan E adalah Ekspektasi. Instrumen ini berupaya mengenal pasti 
simptom ketidakpuasan pelanggan dalam sistem penyampaian perkliidmatan PBT. 
Sehubungan itu Majlis Bandaraya Johor Bahru telah dipilih sebagai kajian kes. Ia 
melibatkan dua fasa kutipan data primer. Fasa pertama dilaksana berasaskan 
pendekatan kualitatif menerusi temu bual separa berstruktur ke atas penyedia 
perkliidmatan iaitu 20 orang pegawai kanan MBJB. Hasil kajian menunjukkan 
wujudnya keperluan untuk mengukur tahap Kualiti Perkliidmatan sistem 
penyampaian di PBT. Berikutnya, dalam Fasa kedua. pengukuran ke atas Kualiti 
Perkliidmatan dilaksana berasaskan pendekatan kuantitatif. Ia melibatkan dua tahap 
kutipan data primer ke atas penyedia perkliidmatan. Hasil analisis mendapati lima (5) 
elemen dalam komponen pengurusan teknologi dan ICT dan enam (6) elemen dalam 
komponen pengurusan premis berada di bawah tahap Perkliidmatan Berkualiti. Lain-
lain elemen perkliidmatan mencapai tahap kualiti minimum. Instrumen FM-
SERVQUAL yang dibina secara empirikal berupaya menilai Kualiti Perkliidmatan 
dalam persekitaran PBT yang begitu kompleks. Ia juga berfungsi sebagai alat penting 
dalam perancangan polisi organisasi pada masa hadapan. 
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ABSTRACT 

The issue of efficient service delivery system in Local Authorities (LAs) has 
been the main focus for the government. This includes Facilities Management of 
human capital, premises, technology and working processes in LAs. The functions 
of LAs become more challenging as the environment rapidly changes. This has 
resulted in the need for LAs to provide high quality services. Service Quality is an 
abstract and elusive notion due to its characteristics; intangibility, heterogeneity and 
inseparability between process and output. Hence, the difficulty to measure and 
evaluate the standard of Sendee Quality. Currently, several models have been 
developed to evaluate Service Quality. The models, however, merely heavily based 
on current performance of services and lack consideration of customer expectation 
which is the fundamental criteria in evaluating Service Quality. This research, 
therefore, seeks to address this problem by developing an instrument called FM-
SERVQUAL. This instrument was developed within the framework of an Integrated 
Facilities Management. It is based on customer perception and expectation that is 
SQ = P|E, where; SQ as Service Quality; P as Perception and E as Expectation. This 
instrument is also capable of diagnosing symptoms of customer dissatisfaction in the 
service delivery system of LAs. Accordingly, in this study the Johor Bahru City 
Council (JBCC) was undertaken as the case study. The primary data collection 
involved two phases. Phase one, adopted qualitative approach of primary data 
collection by conducting semi-structured interviews on service providers as well as 
20 officials of the Johor Bahru City Council. The findings illustrated that there is a 
need to measure Service Quality delivered by LAs. Subsequently, in phase two, the 
measurement of Service Quality was carried out based on quantitative approach. It 
involved two levels of primary data collection on service receivers. From the 
analysis, it was evident that five (5) elements of technology and ICT management, 
and six (6) elements of premises management, were observed to have been provided 
below the Service Quality level whilst other elements were delivered at minimum 
quality level. The FM-SERVQUAL instrument which was developed by way of 
empirical basis, is able to evaluate Service Quality in complex LAs environment. It 
also serves as an essential instrument for policy formulation and future planning of 
an organisation. 
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