
THE EFFECTIVENESS OF CUSTOMER SERVICES IN THE 

ELECTRICAL AND ENERGY INDUSTRY 
 

Rabiah ABDUL WAHAB 

Universiti Teknologi MARA, Faculty of Business Management, Shah Alam, 

40450, Selangor, Malaysia 

Tel: +603-5544 4737 E-mail: rabiahaw@salam.uitm.edu.my 

Mazlina SUHAIMI 

Universiti Teknologi MARA, Faculty of Business Management, Shah Alam, 

40450, Selangor, Malaysia 

Tel: +603-5544 2000 E-mail: mazlinas@salam.uitm.edu.my 

 

Abstract 

The objectives of this paper are to determine the service quality perceptions and 

the effectiveness of electronic services and the relationship between training 

and competencies. Two data collection methods which are questionnaire and 

observation were used to collect the data for this study. A total of 80 sets of 

questionnaires were distributed among the users of such services in Melaka, 

Malaysia. The study indicates that there is a significant positive relationship 

between training requirements and effectiveness. It can be implied that training 

of employees in the electric and energy company is a necessity for them to 

increase their effectiveness. Future work suggested that customer service survey 

should be conducted among all government and private firms especially 

Government lead Companies (GLC) so that they can improve their customer 

services. 

Keywords: customer service, time management, effectiveness, quality, 

training 
 

 

INTRODUCTION 

Nowadays, the E-services application is widely used in the electrical 

and energy industries where such service can be used by all customers who 

were having computers, internets and e-mails to connect and communicate 

between each other. As such most electrical and energy based companies had 

taken this opportunity to implement E-services for their customers. The 

customers who do not have the E-service quality can be defined as overall 

customer evaluations and judgments regarding the excellence and quality of e-

service delivery in the virtual marketplace (Santos, 2003).  For online 

customers, high standard e-service quality is the means by which the potential 

benefits of the internet can be realized (Yang, 2001). It is much easier to 

compare product technical features and prices online than through traditional 

channels, e-service quality becomes a key factor for customers (Santos, 2003). 

Online customers thus expect at least an equal or higher levels of service quality 

than traditional channels customers (Parasuraman et. al., 1988 & 1991) and this 

has been widely tested as a means of measuring customer perceptions of service 

quality. Muslim and Zaidi (2008) had examined the relationship between 

service quality perception and customer’s satisfaction by using SERVQUAL. In 

predicting customer satisfaction and the reliability dimension had highest 
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impact on overall customer satisfaction (Arasly et al, 2005a & 2005b). The 

pursuit of quality services in both sectors is driven by the need of survival and it 

remains competitive (Agus et al., 2007).  

Training is the best way to help those new employees. Competencies 

are demonstrable characteristics of a person that enable performance, and they 

entail knowledge, skills, and behaviors that facilitate employees to efficiently 

perform (Bahia et al., 2000; and Dessler, 2009). This is important for them to 

know what their customers expect for that service. Besides that, these new 

employees will get value added in learning e-service application which need for 

them to handle that service effectively. Moreover, the rapid growth of internet 

users has made the internet an increasingly important and attractive platform for 

business transactions (Pires et al., 2006). According to the Internet World Stats 

(2007), in March 2008, the internet user population reached 1.40 billion 

worldwide, an increase of 290% in the period from 2000 to 2008.  

While technical training can be developed within each department, 

administrative training concerns the entire organization (Sandwith, 1993). The 

Sandwith Model for exploring competencies is significant as it broke with the 

traditional approach of studying competencies based on specific jobs, job-

specific analysis and person assessments (Clardy, 2007). Rae (2002) based her 

research on the findings of Burgoyne and Stuart (1976) reported that planned 

education and training play an important role in the development of managerial 

skills and performance. The number of websites offering banking services has 

grown rapidly using the new channels for transaction and communication 

offered by the medium (Gura, 2002), so that today almost all banks offer online 

services and information. In addition, (Frand, 2000) pointed out that most adult 

learners nowadays are more comfortable working on a keyboard than writing in 

a spiral notebook, and are happier reading from a computer screen than from 

paper in hands. Therefore, the objective of this study is to determine the factors 

that contribute towards the service quality effectiveness and the relationship 

between training and competencies. 

  

METHODS AND MATERIALS  

A qualitative and quantitative approach was used to collect the relevant 

and accurate information on the customers’ perception of quality services 

provided by a major electrical and energy company in Malacca, Malaysia. The 

targeted population sample consisted of 80 customers who were using the 

services of such company (Sekaran, 2003). The sampled customers were 

housewives, contractors, person who worked in the government sectors and 

private sectors. Sampling convenience was used to collect the data.   

The primary data was collected through direct observation, face-to-face 

interviews and distribution of questionnaires based on Five Point Likert Scale 

which allows researcher to measure the magnitude of the differences in the 

preference among individuals. The respondents consist of contractors, 
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housewives, user of E-Services and E-Application, staff in government sector 

and also private sectors. A SPSS system was used to statically analyze the data 

gathered from the study. 

 

RESULTS AND DISCUSSION 

Demographic Profile of Respondents 

The number of male respondent is higher than the female. The female 

respondent is less by (23%) from the total of male respondent. It looks like that 

such Electric and Energy Company is a male dominant company due to the 

requirement and nature of the jobs availability in such company.  

The highest category of age among respondents is between 21 to 25 

years old (33%), followed by ages of between 26 to 30 years (28%). About 14% 

of the respondents aged between 31 to 35 years old and 9 of them (11%) was 

under 20 years old. Only six of the respondents (18%) respectively for the age 

between 36 to 40 years another five  respondents (6%) was 41 years old and 

above.  The majority of the respondents who serve the customer services are 

younger adults. 

Obviously, most of the respondents’ tertiary education level is Malaysia 

Certificate of Education and below (42.5%). About 20% of the respondents 

have a diploma (20%) and 15% had only certificates. Only 10 of the 

respondents (12.5%) possess an undergraduate degree with only four 

respondents (5%) had Higher School Certificate of Education, three respondents 

(3.75%) had a Master degree had the Malaysian Certificate of Education (MCE) 

with the majority of them working as clerks. 

 

Factors Affecting Customer Service 

Services Waiting Time  

This main purpose which is (67.5%) goes to the company  to pay  their 

bills. 12.5% respondents goes there  to make a complaint and (11.3%) 

respondents want to apply new electricity supply . However, 3 respondents 

(4%) come to meet the staff in other departments.  The highest number of 

respondent (70%)  have waited less than 20 minutes. 19 respondents (23.75%) 

were waiting for 20 to 30 minutes. There were 4 respondents (5%) have to wait 

until 30 to 60 minutes. Only one respondent (1.25%) was waiting for more than 

one hour.   

 

Services satisfaction 

For service time, majority of the respondents have been served by front 

liners staff between 5 to 20 minutes which is 40 of them (50%).  Then, for those 

who had been served less than 5 minutes got the second highest number of 

respondent i.e. 35 of respondents (43.75%). 4 of respondents (5%) have been 

served by 20 to 40 minutes and only one customer (1.25%) was being served by 

the staff more than 40 minutes because of the misunderstanding with the front 
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liner staff regarding his problem. Most of the respondents agreed that Company 

employees have been able to solve their problems or giving response to their 

feedback for less than 3 days i.e. 45 of respondents (56.25%). Another 30 

respondents (37.5%) said that the period for TNB staff giving response to their 

problems is 4 to 7 days. Next, 5 respondents (6.25%) were being response at 

more than 7 days and the longest period is 10 days.   

 

Electronic Services  

The highest number of respondent is 43 respondents (53.75%) which 

they have not used electronic services. Then, for who had being used electronic 

services, many of them have used E-Services which is paying bills by online i.e. 

30 of them (37.50%).  Only 7 respondents (8.75%) using E-Application which 

for who want to apply the electricity supply by online. Gathering information 

from friends got the highest number of respondent which is 18 respondents 

(48.65%). Then, pamphlet is the second medium using by 10 respondents 

(27.03%) in getting the information about electronic services. Newspaper and 

family members got the same number of respondent i.e. 3 respondents each 

method (8.11%). Moreover, another 3 respondents (8.11%) also got the 

information from other sources such as from the Internet.  The highest number 

of respondents is 34 respondents (91.89%) which have used the electronic 

services were satisfied with the service. Another 3 respondents (8.11%) felt 

unsatisfied with the service. So, the electronic services that provided by the 

company is very effective with the majority of respondent were satisfied with 

the service.  The respondents have chosen time saving is the most giving the 

benefit to them with the number of respondent is 16 persons (43.24%). Then, 

followed by the second advantage which is the respondents does not longer to 

wait at the counter with 10 respondents were agree on that (27.03%). The third 

advantage which is easier and faster have 9 respondents (24.32%) and only 2 

respondents (5.41%) agree that the electronic services will give them more 

easier to view the status of bill whether it have been paid or not.   

The researcher was asking why they do not use the service. Many of 

them said that they do not know about E-Services and E-Application with 17 of 

respondents (39.53%). Then, the second reason that had been chosen by 11 of 

respondents (25.58%) is they not interested to use this service. Another 6 

respondents (13.95%) always have the problem when to access the electronic 

services line internet corrupted. Only 3 respondents (6.98%) do not have the 

facilities such as computer. Other reasons include preference to use manual 

application with six respondents (13.95%) where they did not know about 

electronic services, facilities and not interested and always have the problems 

when accessing the internet. 
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Training Requirements 

A total of 55 of respondents (68.75%) were said that they are being 

greeted by the front liners staff when arrived at the TNB such as the staffs give 

“Salam” or say “Good Morning” to them. Another 35 respondents (31.25%) 

said they are not being greeted by the staffs.  The majority (82%) of the 

respondents were being attended to the front liners staff promptly when arrived 

at the company. However, 15 respondents (18.75%) have not being attended 

promptly to the staff. So, most of the respondents agreed that the staffs were 

friendly with their customers.   

The front liners staff has no problem with their communication skill 

(91.25%). They agreed that they have a good communication skill. However, 7 

respondents (8.75%) were disagreeing that the staffs have a good 

communication skill when the staff cannot answer their question well.  The 

highest number of respondent said that the front liners staffs have enough 

knowledge of their task which 70 of respondents (87.5%) agree on that. 

However, 10 respondents (12.5%) were said that the staffs do not have the 

knowledge of their task.  

The highest number of respondents (39%) has chosen work ethic as the 

type of training should be given to the staffs. Work ethic is including the attire, 

appearance and others. Then, followed by the career advance which are 

(31.25%) have chosen this type of training as the second highest. 

Communication skill become the lowest number of respondent choose with 

only (21.25%). Others training like technology skill; Internet, has been 

suggested by another 7 respondents (8.75%). 

 

Reliability and Pearson Correlation Matrix Analysis 

For this study, there are three Independent Variables as shown in Table 

1(Time Management, Electronic Services and Training Requirement) and one 

Dependent Variable which is level of effectiveness of customer services that 

being analyzed. The result shows that time management and training 

requirement is moderate level and for electronic services is poor with 0.34. This 

is because of the problem with the questions in this section which is irregularly. 

However, the result indicates that the Cronbach’s Alpha for dependent variable 

(effectiveness) is good which 0.82  

 

Table 1: Time Management, electronic services and training requirement 

 

Study Variables  Cronbach’s Alpha No. of Items 

Electronic Services 33.7 4 

Training Requirement 67.7 5 

Effectiveness 82 4 
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The Pearson correlation matrix obtained for the four interval-scaled 

variables is shown in Table 2. From the results, the Time Management is the 

correlated variables with the dependent variables because the correlation is 

0.678 and highest than other independent variables (Electronic Services and 

Training Requirement) 

 

Table 2.  Pearson Correlation Matrix Analysis 

 

variables  Time 

management 

Electronic 

services 

Training 

requirements 

Effectiveness 

Time 

Management   

 1 0.482 0.539 0.678 

Pearson Sign   0.000 0.000 0.000 

Electronic 

services 

 0.482 1 0.523 0.529 

Pearson Sign  0.000  0.000 0.000 

Training 

Requirements 

 0.539 0.532 1 0.556 

Pearson Sign  0.000 0.000  0.000 

Effectiveness  0.678 0.529 0.556 1 

Pearson Sign  0.000 0.000 0.000  

 

CONCLUSION  

It can be concluded that the main factor affecting the customer services 

in an electrical and energy is the long waiting time which contributed towards 

the effectiveness of customer services to pay their bills. This normally happens 

during peak days which are Mondays and Fridays.  Staff training and work 

ethics are significant contributing factors rather than communication skill and 

career advance in providing a quality customer’s service. This study implies that 

the impact of electronic services to the effectiveness of customer service in the 

company is that majority of the customers did not use these two types of 

electronic services. Future work suggested that the survey should tried to look at 

other government and private agencies to see how consumer perceived their 

products or services to ensure they gain competitive advantage and also how 

satisfied the customer are with their services rendered. 
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