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Abstract
The qualily of service is an essential element in evaluating the capabilities of Keywords:
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1. Introduction

Zakat is one of five Islamic pillars obliged by every Muslim who has the same wealth as or exceeds the
minimum set (nisab). In this case, it must provide some of it, at a certain rate for a category that has been set
according to the Shariah. The person paying for zakat just not only help the poor society but also fulfill the
needs of Islam in order to help to claim on himself by purifying wealth (Gambling & Karim, 1986).

Amuda (2013) defined zakat as “an obligatory duty on financially which secure Muslims to donate or pay
a specific percentage of his or her wealth to the poor in a society”. According to syarak, zakat, as defined by the
fuqaha, means the mandatory right to certain property with certain conditions and rules (Al-Nawawi, 2007).
Al-Qaradawi (2006) defined zakat as a certain part of the property that is obliged to be issued to the eligible
community.

According to Siddiqi (1968), Mannan (1986) and Zayas (2003) zakat has literally been derived from the
Arabic word base which brings meaning to the cleansing and encouraging which leads to growth and
improvement. According to Ataina and Ahmad (2010) by paying zakat, it may lead to increased wealth in this
world as well as the development of religious merit in the hereafter. Furthermore, zakat has also been
mentioned in the Qur'an along with other requirements such as "sedekah" which also carry the meaning of
giving and charity (Hairunnizam, Sanep, & Radiah, 2012).
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Zakah or zakat can literally be defined as purification. Technically, it can be defined as a sum of money
that must be spent in a certain way when reaching the minimum limit of a certain amount (Nur, 2008). Zakat
fitrah is obligatory zakat for all Muslims and is usually paid in Ramadan. While wealth zakat must be paid by
individuals when they meet minimum zakat obligations (when the requirement of nisab and haul has been
tulfilled).

A few categories such as crops and agriculture, business, natural resources, gold and silver can pay zakat
on wealth. In addition, zakat must also be imposed on other categories of wealth such as savings accounts,
Employees Provident Fund (EPF), bonds and anything else which is equivalent. This was agreed upon by the
Contemporary Islamic Law as long as it fulfilled the necessary requirements (FFarah, 2011)

The State Islamic Religious Councils (SIRCs) are the institution which responsible for managing the
distribution and collection of zakat funds internally in Malaysia. However, various issues are increasingly
linked to zakat management. According to Norazlina, Ahmad, Zairy, and Mahyuddin (2016) zakat issues are
increasingly visible since there is no provision that zakat must be paid to the authority, no provision that
prevents zakat payers from paying zakat directly to the asnaf, the institutions are said to practice favoritism
and are unfair in the distribution of zakat funds and one cause that may contribute to these problems is the bad
service quality of the zakat institutions which may lead to the lower level of compliance among zakat payers.

2. Conceptual Framework

(
Service Quality of Zakat Compliance

Zakat Institution - Behavior

\

Figure-1. The Conceptual Framework
Source: Kamil (2002)

The figure above shows the conceptual framework for this paper. The conceptual framework consists of
an independent variable which is service quality while compliance in paying zakat is used as dependent
variable. The framework is build based on the studies on service quality and zakat payment compliance by
previous researchers. Service quality, which delivered by zakat institution also has a significant relationship
with the compliance of the people who paying zakat.

3. Literature Review
3.1. Service Quality
3.1.1. Definition of Service Quality

Service quality is an increasingly important criterion at present. Satisfaction also depends on the quality of
products and services which can lead to the high-quality service. Service quality can be defined as fitness for
use, conformance to requirements and freedom from variation (Kotler, Ang, Leong, & Tan, 2013). Definition of
service quality has been introduced and its measurement has become a major discourse subject among
academic researchers. For example, an approach to define and measure the quality of services is by
(Parasuraman, Zeithaml, & Berry, 1985); Parasuramans, Zeithaml, and Berry (1988) which suggests that
service quality can be measured by assessing the difference between user perception on service expectations.

Johnson, Anderson, and Fornell (1995) describes the quality of service is something that is intangible. The
quality of services can be defined as a comparison between customer expectations of services offered and
customer perceptions of service performance based on the experience gained (Gronroos, 1982; Sasser, Olsen, &
Wyckoft, 1998).

Lovelock and Witrz (2007) have stated that the company's service delivery has a customer's cognitive
long-term valuation relationship. Therefore, the quality of service can be understood as a measurement
method for evaluating service delivery performance in terms of customer experiences and perceptions that are
tormed through the service received or subscribed.

Traditionally, zakat institutions strive to provide high quality services in terms of zakat management and
customer service. In an effort to do so, this institution needs to see the community as their ultimate customer
and strive to maximize their satisfaction based on the services provided.

3.2. Service Quality Model

Service quality model is a conceptual framework developed to state the relationship that exists between
factors or variables affecting service quality (Seth, Deshmukh, & Vrat, 2005). This means a service quality
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model is a tool that illustrates service quality factor reviews and identifies service quality issues. In practice,
the service quality dimensions model relates to solutions, concepts, and important issues for the quality of an
organization's services. In addition, the model also shows quality improvement regarding service quality to
improve organizational performance and ensure competitiveness in the future.

Seth et al. (2005) concluded that the model for service quality is a reference source for researchers to
measure and evaluate service quality as it includes discussions related to dimensions of service quality
measurement, data collection, data analysis, measurement scale, and service quality issues.

Among the various approaches to measure service quality was founded, but the most popular was the
SERVQUAL model by Parasuraman et al. (1985); Parasuramans et al. (1988); (Zeithaml, Parasuraman, &
Berry, 1991); Ananthanarayanan, Zeithaml, and Berry (1994). The models have been used in various service
industries, including banking, airline and healthcare industries. Parasuramans et al. (1988) expanded
SERVQUAL to measure service quality and argued that the quality of services viewed by customers came
from the comparisons of customer expectations and their perceptions of the performance delivered by the
company.

According to Ghani et al (as cited in Norazlinas, Zairy, and Mahyuddin (2015) the SERVQUAL model
measures the quality of service which consists of five dimensions, namely reliability, responsiveness,
compliance, empathy, and tangibles as shown in Table 1 below:

Table-1. Five dimensions of service quality

Dimension Measurement items/Service attributes

Reliability Performance of service in a dependable and accurate manner, staff are knowledgeable,
meet deadline in providing services, staff show sincere interest to assist customers, staff
provide service right the first time, staft give proper advice, integrated value-added
service that is according to Islam, staff’s ability to provide courteous and knowledgeable
service, knowledgeable and experienced management team, friendliness of zakat
personnel, wide and easy access to network.

Tangibles Availability and appearance of facilities and personnel, interior comfort of the
organization, physical facilities of the organization, external appearance such as parking
space, location convenience such as accessibility via public transport, counter
partitions/special room for customer with “issues”, materials associated with the service
such as brochure or magazines, operation hours, number of counters during peak hours,
relevant forms associated with the service, facilities for disabled people.

Empathy The willingness of staff to understand the needs of customers, employees understand
customers' needs, employees give personal attention, employees have a sense of humour,
employees take care of customers' specific needs, confidentiality of customers'
information. confidentiality of customers' moral issues, value-added services in terms of
financial/personal counseling, zero service charge, availability of user-friendly forms,
value-added services such as photocopy service and filling forms for customers.

Responsiveness Willingness of staff to assist customers and provide prompt service, employees’
knowledgeable about zakat, employees always willing to assist customers, ability to fulfil
individual needs, courteous counter service staff, fast and efficient counter service,
number of branches available, prompt service, one-stop centre that has everything under
one roof, number of staft/ counters available, staff never too busy to respond to customers’
needs.

Compliance Not involved in any interest-paid/taken activities, investment only in Islamic compliant
financial institution, financial transactions only with Islamic-compliant financial
institution, in-house religious advisors dispose of non-Shariah-compliant earnings, fulfill
its social role as well as promote Islamic finance, not contradictory to Islamic teaching,

incorporates Islamic business ethical principles.
Source: Ghani, Jamaliah, Siti, and Sharifah (2012)

3.3. Compliance Behaviour
3.8.1. Theory of Planned Behavior and Compliance Behaviour of Zakat Payers

The study of zakat compliance is more about the topic of compliance behavior. Based on the various
literature on Zakat compliance theory various theories are used according to their respective designs. Most
studies on compliance behavior use psychology theory as a framework of study by using the Theory of
Planned Behavior (TPB) as the basis and this is the most popular approach. TPB was developed by Ajzen
(2011). Recently, avoidance and compliance model being built to examine the zakat compliance behavior in
sociology, economic and theory of psychology (Ahmad & Zulkifli, 2010).

In Malaysia, it begins with a study by Kamil (2002) where the study was conducted to identify the
dimensions of attitude towards pay zakat and to formulate compliance model of salary-related obedience to
understand how the affected variables influence the behavior of compliance. Among other researchers that also
use TPB as their research framework, for example, Ahmads (2009) who conducted the studies to look at the
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effects of religious level and personal accountability on the intention of paying business zakat among single
ownership merchants. In addition, other researchers such as Nor (2011) conducted a study on compliance with
business zakat among gas station operators and Ram (2010) that focused on the compliance behavior of
business zakat among businesses in Kedah.

3.4. The Relationship between Service Quality and Compliance Behavior of Zakat Payers

Service quality that delivered by the zakat institution will increase the compliance of zakat payers.
According to Sahidi (2013) he stated that the important factor in attracting and promoting businesses paying
zakat is through the quality of services provided and delivered by zakat institutions. He argued that service is
quality when a company or organization meets the customer expectations in terms of before and after the
service. In addition, Saad, Kamil, and Zainol (2009) demonstrates empirical evidence that with improved
service quality, zakat compliance will be better. It is assumed that the quality of zakah institution services will
affect the compliance of zakat payers.

Adibah and Tamkin (2014) in their studies have shown that among the key elements of service quality
satisfaction were the variety of payment facilities available to the public. The study clearly exposed that the
quality of services provided by the zakat institution greatly influences the level of awareness of zakat
payments by zakat payers. In addition, good community perceptions of zakat institutions will increase the
payment of zakat to zakat institutions and on the other hand if the perception of the society is weak then it will
lower the rate of zakat collection by zakat centre. This is supported by the study of Hairunnizam, Sanep, and
Radiah (2009) which shows that most respondents do not pay zakat as likely to be dissatisfied with the
distribution of zakat by zakat institutions.

Studies on service quality have been conducted by many researchers. For example, Staples, Dalrymple,
and Bryar (2002) stated that service quality is an important instrument for winning trust and patronage, the
satisfaction of customer and customer loyalty. In the area of zakat, Hillman and Dalziel (2003) argued that
service quality plays an important role in compliance to zakat payment. Besides that, Ram (2010) reveals that
well-organized service quality in zakat organization influence intention to pay zakat.

In relation to zakat institutions, Kamil (2005) emphasized that quality-conscious services are one of the
intrinsic motivations of Muslim individual factors to pay zakat. Research by Ram-Al, Wahab, and Samsudin
(2016) conducted on Muslim businessman in Malaysia. They conducted a study on two internal factors and
two external factors. Internal factors consist of knowledge and self-efficacy while internal factors are
interaction and service quality. They have found that the quality of service has an influence on the compliance
of zakat payments on businesses.

Several years later, Saad-Ram, Wahab, and Hussain (2018) carried out to examine the perceived quality of
services towards zakat institutions. The study was conducted among 227 Muslim businessmen in one of the
states in Malaysia. The findings have shown that most respondents have evaluated "Good" for three aspects of
quality, namely tangibles, reliability and courtesy. Meanwhile, other aspects of quality such as credibility,
efficiency, responsiveness, access, understanding and communication are rated as "Bad". Between the 9 aspects
of service quality, only 3 aspects were rated "good" and 6 aspects were rated as "bad". This has shown how
weak the quality of service perceived by zakat payers towards zakat institutions.

Azman, Mursyid, and Muhammad (2018) conducted a preliminary survey at the mosque institution in
Selangor. They found that zakat management practices in the mosque institution in the state of Selangor more
focused on the opening of Mini Counter of Lembaga Zakat Selangor (LZS) services as an initiative and
progressive measures in the implementation and management of zakat. Researchers have stated that LZS
plays an important role in educating the society towards the awareness of zakat by providing zakat collection
services and managing the distribution of zakat to eligible and needy groups. LZS has also taken initiatives
and more progressive measures to assist the ummah in implementing zakat business by opening a zakat
payment service counter in some parts of the state of Selangor known as LZS Mini Counter.

Zakat institutions are responsible for providing services related to the management of zakat funds. The
management of zakat funds should be well managed as this will lead to the credibility of zakat institutions as
well as raising customer perceptions of the services provided.

4. Recommendation

The zakat institutions involved should improve the quality of their services to ensure the effectiveness and
efficiency of zakat in assisting the asnaf, facilitating zakat related governance and increasing the socio-
economic status of the country. Furthermore, instant improvements should be taken by zakat institutions to
further improve the quality of services delivered to asnaf and zakat payers. Enhancing staft knowledge,
awareness of paying zakat, furniture infrastructure and the use of modern technology compared to what is
currently being used and applied.

For the long-term strategy, zakat institutions can implement educational services such as early education
programs on the realization of paying zakat and business zakat starting from schools and universities. This
early education is not limited to religious subjects but can be extended to other subjects such as accounting,
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finance and business studies where the subject of calculating zakat can be used as one of the subtopics of the
appropriate subjects.

5. Conclusion

The quality of services plays an important role in zakat institution. Quality service of zakat institution has
relationship towards compliance behaviour of zakat payers. Good service and quality become part of the basic
elements of the institution to succeed. Awareness of improving the quality of these services is no longer an
easy thing but it is a serious responsibility to carry out. Therefore, zakat institutions need to streamline the
work process by combining the latest technology to produce services that always exceed customer
expectations, and this can increase the compliance of zakat payers. This service needs to be based on Islamic
morals in an atmosphere of applying the elements of worship in line with zakat claims that are performed to
get the pleasure of Allah SWT.
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