
i 
 

 

 

THE FACTORS THAT INFLUENCE CUSTOMER LOYALTY TOWARDS 

TELECOMMUNICATION COMPANY (TELCO) IN KOTA BHARU, KELANTAN 

 

NUR AISAH BINTI SAMSUDIN 

2013883658 

 

BACHELOR OF BUSINESS ADMINISTRATION (HONS) MARKETING 

FACULTY OF BUSINESS MANAGEMENT 

UNIVERSITI TEKNOLOGI MARA 

KELANTAN 

 

JUNE 2015 

 

PREPARED FOR: 

EN. NOR AIDIL BIN ABDUL AZIZ 

 

 

 

 



ii 
 

ACKNOWLEDGEMENT 

 

 

 

In the name of Allah, The Most Gracious, the Most Merciful and Selawat and Salam 

to His Messenger our Prophet Muhammad SAW.” 

Praise to Allah S.W.T, the most merciful and peace is upon His messenger Holy Prophet, 

Muhammad S.A.W. Alhamdulillah to Allah S.W.T for giving me the courage, the 

knowledge and time to accomplish this study. 

First of all, I would like to thanks to my first advisor, En Nor Aidil Bin Abdul Aziz, for his 

support and commitment on this project. His professional support and advice through our 

weekly routine discussions, his comments and suggestions help me to complete this 

research on time. I am grateful to En Nor Aidil Bin Abdul Aziz for giving me guidance and 

help in my academic years. My thanks and gratitude also goes to my second advisor, 

Madam Mazlina Binti Mamat for her helps and comments which have made it possible 

for me to complete this research. 

 

I would like also to express my high appreciation to my supervisor, Encik Muhammad 

Faeez Bin Ismail for his guidance during my practical training and also other staff at HBO 

Marketing especially for cooperation, information and assisted me in the completion of my 

research. 

 

My deepest love and appreciation is also dedicated to my family, my younger sister, Nur 

Masliza Binti Samsudin who always give me support and sparkling inspiration to finish 

my studies. Last but not least, my special thanks go to all my friends for their constructive 

opinions and help in the preparation and completion of this project. 

 

Thank You 

 

 

 



iii 
 

TABLE OF CONTENTS 

 

CONTENT                                                                                                           PAGE 

DECLARATION OF WORK        i 

LETTER OF TRANSMITTAL        ii 

ACKNOWLEDGEMENT        iii 

TABLE OF CONTENTS        iv-ix 

ABSTRACT          x 

 

CHAPTER 1: INTRODUCTION 

1.0 INTRODUCTION        1 

1.1 BACKGROUND OF STUDY       1-2 

1.2 ORGANIZATION BACKGROUND 

 1.2.1 Maxis         2 

 1.2.2 Celcom        2-3 

 1.2.3 Digi         3 

1.3 PROBLEM STATEMENT       3-5 

1.4 RESEARCH OBJECTIVES       5-6 

1.5 RESEARCH QUESTIONS       7 

1.6  THEORETICAL FRAMEWORK      8 

1.7 RESEARCH HYPOTHESIS  

 1.7.1 Hypothesis 1        9 

 1.7.2 Hypothesis 2        9 

 1.7.3 Hypothesis 3        9 

 1.7.4 Hypothesis 4        10 

 1.7.5 Hypothesis 5        10 

1.8 SIGNIFICANCE OF THE STUDY 

 1.8.1 Significance to the Researcher     10-11 

 1.8.2 Significance to the Company      11 

  

 



iv 
 

 

1.9 LIMITATION OF THE STUDY 

 1.9.1 Time Constraints       11-12 

 1.9.2 Lack of Skills and Experiences     12 

 1.9.3 Difficulty Obtaining Confidential Information    12 

 1.9.4 Cost         13 

1.10 SCOPE OF STUDY        13 

1.11 DEFINITION OF TERM 

 1.11.1 Customer Loyalty       14 

 1.11.2 Network Coverage       14 

 1.11.3 Price         15 

 1.11.4 Promotion        15 

 1.11.5 Customer Service       16 

 1.11.6 Customer Satisfaction       16 

 

CHAPTER 2: LITERATURE REVIEW 

2.0 INTRODUCTION        17 

2.1 CUSTOMER LOYALTY       17-18 

2.2 NETWORK COVERAGE       19-20 

2.3 PRICE          20-22 

2.4 PROMOTION         23-24 

2.5 CUSTOMER SERVICE       25-27 

2.6 CUSTOMER SATISFACTION      27-29 

 

CHAPTER 3: RESEARCH DESIGN AND METHODOLOGY 

3.0 INTRODUCTION        30 

3.1 RESEARCH DESIGN        30 

3.2 MEASUREMENT        31 

 

 

 



v 
 

ABSTRACT 

The aim of this study was to examine the factors that influence customer loyalty 
towards Telecommunication Company (Telco) in Kota Bharu, Kelantan. There are 
five (5) independent variable that been studied, which were network coverage, 
price, promotion, customer service and customer satisfaction. Moreover, 
questionnaires had been used in order to get feedback from consumers. 
Researcher had distributed 100 questionnaires to consumers around Kota Bharu. 
The researcher use probability sampling. The method that been used are simple 
random technique. The data collected was then tested on its frequency and 
reliability analysis, regression analysis, Pearson correlation analysis were used to 
test the hypothesis in this study. The finding on reliability was excellent and it 
considers that all independent are acceptable.  The findings of this paper suggest 
two factors are significant factors for explaining customer loyalty. Based from the 
results obtained in this study, researcher suggest some recommendations to make 
sure both parties which is Telecommunication Company and consumers can fulfill 

their wants and goals. 

 

 

 


