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PURPOSE 

ωTo  evaluate customer satisfaction on the services offered by Perpustakaan Sultan 
Abdul Samad (PSAS) and to identify ways to improve and enhance our services. 

METHODOLOGY 

ωA questionnaire comprise of 16 questions was designed and distributed to 
Postgraduate students, UPM staff and Undergraduate students.  Respondents 
were also encouraged to answer via online available at 
http:// usurvey.upm.edu.my/index.php?sid=26589&lang=en. The survey was 
conducted in three phases: 

ωPhase 1: Postgraduate students from 12th July ς 12th  August 2011. 

ωPhase 2: UPM staff  from 8th ς 30th September 2011. 

ωPhase 3: Undergraduate students from 6th ς 29th October 2011. 

FINDINGS 

ωA total of 1,353 respondents answered to the questionnaires. The following charts 
summarized the results of the survey. 
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DISTRIBUTION OF RESPONDENTS 

Postgraduates 
(404, 29.86%) Undergraduates 

(469, 34.66%) 

Academic Staff 
(250, 18.48%) 

Non Academic  Staff 
(230, 17.0%) 
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