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Abstract

The objectives of this research are to study
and compare members’ opinions of the service
quality of the National Defence College and Joint
Staff School Saving and Credit Cooperative Limited.
The questionnaire was used for data collection
with a sample of 196 participants. Data analysis was
performed by using Krejcie and Morgan’s formula.
Data collection instrument used in this study was a
questionnaire with content validity (I0C) between
0.60 and 1.00 along with a confidence level at 0.97.
The statistics used was frequency, percentage,
mean, standard - deviation (S.D.), t-test, F-test
and Sheffe’ pair wise.

The results showed that, in overall, the
members’ opinion of the service quality of the
National Defence College and Joint Staff School
Saving and Credit Cooperative was high. In
particular, the highest mean score was Empathy
Reliability, Assurance, Responsiveness and
Tangibles respectively.

Moreover, it was found out that despite
differences in ranks, periods of membership,
annual frequency use of service, loan types,
members’ opinions were not significantly
different (> 0.05). But saving deposit types
when each side was considered, Tangibles,
Responsiveness, Assurance and Empathy were

significantly different (< 0.05).

Keywords: Members Opinions of The Service

Quality, Saving and Credit Cooperative Limited.
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