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ABSTRAK 

Kajian ini dijalankan untuk mengetahui tahap persepsi terhadap kualiti perkhidmatan 
tiga kumpulan pelanggan kantin sekolah menengah; iaitu pelajar, guru dan kakitangan 
sekolah. Seramai 358 pelajar, 61 guru dan 24 kakitangan sekolah daripada IO buah 
sekolah menengah di daerah Kuala Terengganu telah telibat dalam kajian ini. Kajian 
yang berbentuk deskriptif ini menggunakan teknik persampelan mudah. Borang soal 
selidik digunakan sebagai instrumen untuk memperolehi maklumat latar belakang serta 
mengenalpasti faktor-faktor yang mempengaruhi persepsi pelanggan dan tahap 
kepuasan terhadap kualiti perkhidmatan serta kualiti produk di kantin sekolah. Analisis 
statistik yang digunakan ialah analisis deskriptif d,111 inferensi. Hasil daripada analisis 
yang dijalankan bagi mengetahui tahap persepsi pelbagai kumpulan pelanggan 
berdasarkan tiga faktor pembentuk persepsi iaitu foktor imej, faktor tizikal dan faktor 
psikologikal. Nilai skor min menunjukkan bahawa kantin sekolah kurang 
mempengaruhi atau kurang memberikan persepsi positif di kalangan pelajar (3.45). 
Waiau bagaimanapun, nilai skor min bagi guru (3.56) dan kakitangan sekolah (3.55) 
mencadangkan bahawa kantin sekolah mempunyai pengaruh atau mendapat persepsi 
positif di kalangan mereka. Analisis bagi menentukan faktor pembentuk persepsi yang 
paling positif terhadap ketiga-tiga kumpulan pdanggan telah dilakukan. Faktor 
psikologikal (3.84) merupakan faktor pembentuk persepsi utama di kalangan pelajar. 
M_anakala, faktor imej merupakan faktor pembentuk persepsi utama di kalangan guru 
(3.70) dan kakitangan sekolah (3.76). Waiau bagaimanapun, keputusan yang diperolehi 
bagi mengetahui faktor pembentuk persepsi keseluruhan kumpulan pelanggan ialah 
faktor psikologikal dengan nilai skor min sebanyak 3.69. Keputusan daripada ujian t­
bebas menunjukkan terdapat perbezaan yang signitikan (p<0.05) terhadap 
perkhidrnatan kantin sekolah di daerah Kuala T erengganu antara respond en pelajar 
dengan guru. 
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CUSTOMERS' PERCEPTION TOWARS SERVICE QUALITY OF 

SECONDARY SCHOOL CANTEENS IN KUALA TERENGGANU 

ABSTRACT 

This study was carried out to measure secondary school canteens customers' perception 
towards qua! ity of service in the three major groups namely students, teachers and 
school staffs. A total of 358 students, 61 teachers and 24 school staffs from ten 
secondary schools in Kuala Terengganu were taken as samples. The research design 
used was descriptive and purposive sampling technique was employed in this study. 
Questionnaire forms were employed as the research instrument to collect data such as 
respondents' background in order to determine factors that influence the customers' 
perception level. Statistical methods that were used are descriptive and inferential 
statistical analysis. Analysis was conducted to determine the perception level from the 
various customer groups based on three factors (namely image factor, physical factor 
and psychological factor). The score mean from the students group (3.45) showed that 
the school canteen is less influencing or less positive in term of perception. The score 
mean from teachers group and school staffs group were 3.56 and 3.55 respectively. 
These score mean showed that the teachers and school staffs groups are at an influence 

level or have positive perception toward school canteen. Analysis to determine the most 
positive perception level among the three groups was conducted. For the students group, 
psychological factor is the most positive by having the mean score of 3.84. The image 
factor gets the positive evaluation from the teachers (3.70) and school staffs 
(3.76).However, the overall result in determining the factor that formed the perception in 
all of the groups is psychological with a score mean of 3.69. Results of the independent 
sample t-test indicated that there was significant difference (p<0.05) toward service 
quality of secondary school canteens in Kuala Terengganu between teachers and 
students. 
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