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ABSTRACT 

 

 The objectives of this study are; to investigate the internal customer satisfaction 

towards internal service quality, to investigate employee engagement of the internal customers, 

and to investigate the relationship between internal service quality satisfaction and employee 

engagement. The sample group of 312 persons was from the Regulated Retail Business 

Department comprising 115 officers from Operation and Maintenance Division, 104 officers from 

Construction Division, and 93 officers from Construction and Operation Division. The tool for 

the study was a questionnaire consisting of the measurement of satisfaction towards internal 

service quality together with the measurement of employee engagement. Data was analyzed using 

frequency, percentage, mean, standard deviation, and multiple regression analysis. 

 The findings showed that overall satisfaction of internal customers towards internal 

service quality is in “satisfied” level and employee engagement is in “engaged” level. According 

to the relationship analysis between internal service quality satisfaction and employee 

engagement of all internal customers, it was found that the satisfaction of internal customers 

towards two dimensions of internal service quality, which are communication and consideration, 

positively correlate with employee engagement at 0.05 level of statistic significance. Both factors 

could predict employee engagement by 7.5% while communication factor becomes more 

influential to employee engagement than consideration factor.  
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