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CHAPTER 1 

INTRODUCTION

1.1 Background

The overall performance of a building should be assessed by the combined 

performance of the building as it is affected by the technical capability of the building; 

the technological environment; the business and its processes and perhaps most 

importantly the individuals involved (Alexander, 1996). Building performance is clearly 

not static and knowledge of trends in business and technology are required to be able to 

predict the changing demands.  All buildings require, throughout their life, a level of 

performance and a standard of management that can provide and sustain conditions 

suitable for the well-being of their users (Becker, 1996).

 In the same way that facilities management responsibilities in an organization 

can be seen at a number of levels, so to building performance. The approaches to 

building performance are built ability; flexibility; maintainability; adaptability; 

habitability and marketability. Alexander (1996) identified that; building performance 

can be addressed from four different aspects. They are technical capability, 

technological environment, building management system and human scale and the 

ability to directly control his/her own microenvironment. 



2

Building performance is very important in order to improve organizational 

effectiveness and to achieve their goals and vision. It is obvious that buildings are for 

people. People pay for them, use them and design them. The design of building consists 

of people making decisions on behalf of other people that affect another set of people. 

Therefore, understanding the performance of building, an organization must start with 

understanding of people (Markus, 1981).

 Many high performance team or organization requires a high performance 

environment and this can support the complete physical, social and mental well being of 

internal and external customers. To achieve this situation, organization should create a 

democratic setting to allow determination by customers. In order to create a high 

performance building and to achieve a sustainable competitive advantage, customers’ 

satisfactions plays an important role and have certain expectations about what he or she 

will receive.

Customers will only be satisfied when their expectations are met. As we all 

know, customers’ satisfaction is important because of its impact on the organizations 

bottom line, as it leads to repeat business. They are the person who judge and measure 

the organization performance, quality, services etc. Customer satisfaction towards 

building performance is to help an organization to develop and implement innovative 

workplace strategies and to produce a well-maintained environment.  

To satisfy customers’ requirement, organizations must have the knowledge about 

customers’ perception and measure their attitudes to meet the fundamental business 

goals and support the organization’s identity, where customer satisfaction become the 

mantra for success among all the organizations in today’s life. 
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1.2 Problem Statement 

 There are many facilities provided in a building in order to make the building 

more efficient and at the same time satisfy customers’ requirements. The building 

performance indicators must be related to the organization’s strategic objectives. A good 

building performance should have the right match for indicators and objectives because 

a well-maintained building can provide good environment and most probably satisfy 

their customers (Becker, 1996). Meanwhile, customer satisfaction towards building 

performance drives an organization gearing up for surviving in this twenty-first century. 

Problems that the writer identified in the early stage of the study in Department of 

Electrical Engineering, Polytechnic Kulim are divided into few components. They are as 

below:

a) Organization did not measure their customers’ satisfaction and perception. 

As a result, facilities that they provide is not enough and in some 

circumstances not suitable for their customers. 

b) Organization did not focus on the important customers (external customers) 

needs and requirement where they failed to manage their customers’ 

satisfaction.

c) Organization did not provide good environment and space, where these two 

elements play an important role in every building. 

An organization should always be aware of the importance of keeping the 

customers satisfied and how to keep them satisfied. They should also be aware of service 

expectations in order to improve services to customers. An essential part of measuring 

satisfaction includes identifying the dissatisfaction (Source: NAHB Research Centre 

Staff .Com). Dissatisfied customers not only spread the word to more than twice as 

many people as our most satisfied customers. They often hold on the information, which 

an organization needs to succeed. One dissatisfied customer can wipe out the good will 
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of ten satisfied customers. However, measuring customer satisfaction is very important 

in every organization (Becker, 1996). Meanwhile, measuring customer satisfaction 

towards building performance is not only done by big organizations. Small organizations 

should also be aware of measuring customers’ satisfaction in order to produce good 

quality services, well-maintained environment and continuous improvement (Becker,

1996).

1.3 Objectives of Study 

 To facilitate this study, two objectives were formulated that will serve as a 

guidelines in carrying out the study. 

a) Identify the facilities provided and their performance in the Department of 

Electrical Engineering, Polytechnic Kulim 

b) Identify the level of satisfaction towards building performance from the external 

customers (students) 

1.4 Scope of Study 

Good building performance will not guarantee success, nor will poorly designed 

ones guarantee failure, but the satisfaction of customers towards building performance is 

one of the important elements to ensure success and to achieve the objectives and goals 

of all the departments in Polytechnic Kulim. This study is focused on the level of 

customer satisfaction, facilities provided and its performance in Department of Electrical 

Engineering, PKU. The writer chose this case study because, there are many laboratories 

and lecture rooms provided in this department, but the facilities are poor compared to 

other department. A study should be carried out in order to provide information to the 

Department of Electrical Engineering to take necessary action to remedy the situation. 
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1.5 Significance of Study 

 It is hope that the outcomes of the study will benefits to as many people or 

parties but namely: 

Organization of Department of Electrical Engineering, PKU 

Hope that this study will help the organization to understand, manage their 

customers’ requirement and deliver good quality facilities in order to satisfy their 

customers. Meanwhile, this study will also help the organization to understand the level 

of customers’ satisfaction, expectations, technique for exceeding customers’ 

expectations, and how to improve and achieve their objectives and be successful in their 

business.

External customers

The writer hopes that this study will give benefits to the external customers by 

providing them good building performance and create a high performance of 

environment in order to satisfy their customers’ requirements, where customers are the 

main people who judge and measure the quality of an organization.  

1.6 Methodology  

Methodology is the workflow that is used in this study to produce the desired 

result and achieve the objectives of the study. In every research, methodology plays an 

important role in giving the right picture on how a research is done. Form of research is 

divided into three phases. They are the early research phase, data collection phase and 

data analyzing phase 
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Early research phase 

The early research phase is very important in every research in order to produce 

a systematic and productive study.  In this phase, scanning the situation of PKU helps in 

identifying the problem. Based on the problems identified, objectives are formulated in 

order to find out solutions for the identified problems and at the same time, objectives 

need to be achieved. All these information are used in writing the chapter one and two.  

Data Collection Phase

 Data collection phase also plays an important role in every research. There are 

two types of data collection, primary data and secondary data. Between these two data, 

primary data is more important in order to achieve the objectives of this study. The 

writer starts the research by collecting the information regarding Polytechnic Kulim by 

scanning the situation in PKU. From there, the writer gathered several information about 

the case study and contacts the Polytechnic Kulim to get an appointment in order to get 

more information in detail.  

The management of Polytechnic Kulim agrees to give their information 

regarding the Polytechnic and help to assist in this study. The management has 

appointed the head of technician Miss Zarina to accompany the writer and explain about 

the facilities provided and its performance in the Department of Electrical Engineering. 

The writer also had face-to-face interview with certain staffs of Polytechnic Kulim 

regarding the case study.

To achieve the second and third objectives, questionnaires will be distributed to 

the external customers in order to get the authentic result that can help in being 

successful in this study. Meanwhile, the secondary data, such as information regarding 

building performance, customer satisfaction, and techniques in exceeding customer 

satisfaction is collected by referring to journals; magazines, thesis, and internet 
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Data Analyzing Phase 

 Lastly, the study provides a fundamental process in analyzing data where the 

data will be verified in order to know that all the questionnaires are answered and have 

been collected. All the collected questionnaires will be analyzed using the SPSS 

software.

The satisfaction survey plays an important role in helping the organization to 

understand the expectation and requirements of customers, helps to evaluate the impact 

of change in policy, product and services, and to achieve their goals and be successful in 

their business. Besides that, this survey gives greater impact on the achievement of 

organizational goals. Finally, writer will discuss about the result obtained in chapter five 

and conclusion in chapter six.
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        METHODOLOGY 

   PROBLEM STATEMENT 

SCOPE OF STUDY 

SIGNIFICANCE OF STUDY

LITERATURE REVIEW 

ANALYSIS AND 
FINDINGS

Overall customer satisfaction 
   towards building performance

Suggestion is given to org  to 
be more customer focus and 
satisfy their requirements
Ranking of facilities 
according to level of 
importance

Analysing the data that 
have collected from
queationaires,interviews
and site observation by
using the SPSS, MS words
and Excel

Definition of customer,customer
satisfaction,quality and building 
performance

Techniques, models and concept of 
customer satisfaction, expectations, 
and service quality, customer focus 
and customer retention

CASE STUDY 

The study of customer satisfaction 
towards building performance is 
done in department of Electrical 
Engineering, PKU.

OBJECTIVES OF STUDY 

CONCLUSION AND RECOMENDATION 

The output result from the analysis will be concluded and recomendation
will be given in order to carry out further research  by others.

Figure 1.1: Methodology Flowchart
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1.7       Chapter Layout

Chapter layout is the overall workflow in every chapter. The first stage is the 

Chapter 1 that is known as the introduction stage of this study. Amongst the key are 

covered problem statement, objectives, importance and scope  of the study. 

ORG DID NOT KNOW OR 
MEASURE THEIR 
CUSTOMERS’
REQUIREMENT.
FACILITIES THAT THEY 
PROVIDE IS NOT ENOUGH 
AND IN SOME 
CIRCUMTANCES  NOT 
SUITABLE FOR THEIR 
CUSTOMERS

ORG DID NOT FOCUS 
ON THE IMPORTANT 
CUSTOMERS
(EXTERNAL
CUSTOMERS’)

ORG DID NOT 
CREATE A GOOG 
ENVIRONMENT & 
SPACE WHERE THIS
TWO ELEMENTS
PLAYS AN 
IMPORTANT ROLE IN 
EVERY BUILDING 

ORG FAILED TO 
MANAGE THEIR 
CUSTOMER
SATISFACTION.
THIS IS BECAUSE 
THE ORG DID NOT 
REALLY FOCUS ON 
THE CUSTOMER S’
REQUIREMENT
AND NEEDS 

OBJECTIVES
Identify facilities provided and their  performance in PKU 

Identify level of satisfaction towards building performance from

the external customers

PROBLEM
STATEMENT

INTRODUCTION

METHODOLOGY

SIGNIFICANCE OF STUDY

SCOPE OF STUDY 

Figure 1.2: Workflow of Chapter 1 
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This is the second chapter in this study where it will concentrate on the 

theoretical or the literature part. It includes a brief introduction and definition of building 

performance, customer satisfaction, quality and service quality. 

ITERATUR REVIEW LITERATURE REVIEW

CUSTOMERS

Definition:

Customer
External customer
Internal customer
Customer satisfaction 
Customer expectations

Literature review:

Level of satisfaction 
Level of expectations 
Techniques for 
exceeding customers’
expectations
Techniques to be a 
customer focused 
organization
Techniques to develop 
a customer retention 
program

BUILDING
PERFORMANCE

Definition:

Building
Building Performance

Literature review:

Designing for people 
Importance of building 
Importance of 
environment and space 
Role of building in 
business

QUALITY

Definition:

Quality
Six-sigma quality 

Literature review:

Quality in Facility 
Management
Principles of quality in 
Facility Management
Evolution towards 
Total Quality 
Quality Circle in 
Facility Management
Six sigma concept in 
quality

SERVICE
QUALITY

Definition:

Service quality 

Literature review:

Service quality 
Types of service 
quality
Service quality 
model

Figure 1.3: Workflow of Chapter 2 
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Chapter 3 is the third stage in this study. This chapter contains information, data 

collected and analysis on the case study, which is the Department of Electrical 

Engineering, PKU. 

DEP.OF ELECTRICAL ENGINEERING

POLYTECHNIC KULIM

MISION AND VISION 
OF POLYTECHNIC

COURSES PROVIDED 
IN POLYTECHNIC

BUILDING PERFORMANCE 

STATISTIC OF TOTAL 
CUSTOMERS

ORGANIZATION OF DEP.OF ELECTRICAL ENGINEERING

INTRODUCTION

FACILITIES
PERFORMANCE

SPACE
VENTILATION
APPEARANCE
ACADEMIC FACILITIES 
LIGHTING
ELECTRICITY
CLEALINESS

SEMINAR ROOMS 
LABS
TOILETS
LECTURE HALLS 
ETC-(OVERALL BUILDING)

CONDITION OF 
THE BUILDING 

FACILITIES
PROVIDED

Figure 1.4: Workflow of Chapter 3 
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The fourth Chapter will discuss on the research tools on how the study is done in 

order to provide good results. Explanation about interviews, observation and 

questionnaires will be discussed. 

INTERVIEWS OBSERVATION

ANALYSIS (methods) 

QUESTIONNAIRE

RESEARCH TOOLS 

IDENTIFY FACILITIES 
PROVIDED.

IDENTIFY THE 
PERFORMANCE OF 
FACILITIES

ANALYSIS OF CUSTOMER SATISFACTION 
TOWARDS BUILDING PERFORMANCE IS 
DONE BY USING THE SPSS AND EXCEL 

IDENTIFY THE LEVEL OF 
CUSTOMER SATISFACTION 
TOWARDS BUILDING 
PERFROMANCE.

IDENTIFY THE RANKING OF 
FACILITIES ACCCORDING TO 
LEVEL OF  IMPORTANCE 

Figure 1.5: Workflow of Chapter 4 
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Meanwhile, chapter five is an important and most time consuming. In this stage, 

all the information and data that is received will be analyzed using the SPSS (Statistical 

Package for Social Science) in order to achieve the objectives. Besides that, the result 

from the analysis will show the level of customers’ satisfaction and level of importance

towards facilities.

THE OUTPUT WILL BE THE OVERALL RESULTS ON THE 
CUSTOMER SATISFACTION TOWARDS BUILDING 
PERFORMANCE AND THE RANKING OF FACILITIES 
ACCORDING TO THE LEVEL OF IMPORTANCE

RESULTS ON THE LEVEL OF 
FACILITIES PROVIDED AND THE 
PERFORMANCE

RESULTS ON THE LEVEL OF 
CUSTOMER SATISFACTION AND 
RESULTS ON RANKING OF 
FACILITIES ACCORDING TO THE 
IMPORTANCE

THE OUTPUT FROM THE 
ANALYSIS

Figure 1.6: Workflow of Chapter 5 
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This is the final chapter in this study where summary on the findings is 

discussed. There will also be recommendation for further studies and conclusion in order 

to provide information on customers’ satisfaction towards building performance

effectively and efficiently. 

SUMMARY AND FINDINGS 
OF THE SURVEY 

CONCLUSION

RECOMMENDATION ON FURTHER STUDIES 

RECOMMENDATION AND 
SUGGESTION

INTRODUCTION

Figure 1.7: Workflow of Chapter 6 
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c)  Landscape Management  

 Researcher can identify and create a good landscape where, study about external 

and internal environment can be done in order to provide healthy environment to 

the customers.  

d) Computer Aided Facility Management 

Furniture location, building design, cables, staff equipment and many other 

services in a building or portfolio of a building can be discussed. 

6.5       Conclusion 

As a conclusion, we can conclude that there is a mismatch between the indicators 

and organization’s objectives. Meanwhile, analysis that has been done helped us in 

identifying the level of satisfaction towards building performance and objectives of 

study has been achieved in Chapter 3 and 5. From here, we know how effective 

organizations are.

On the other hand, we can say that, most of the students would like to have good 

facilities that can help them in their learning activities and they would like to have a 

good environment too, such as, in local universities and other institutions. To recap, 

hope that this study will benefits many parties in identifying their customer’s needs. 

Meanwhile, PKU also needs to provide good facilities and fulfill their customers’ 

requirement, in order to create high performance environment.  
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