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ABSTRACT

This research focused on Customer Retention towards Frozen Kuih Pau, the product of
Ainaz Food Processing Enterprise. In this study, it examined the factors that have
significant relationship with customer retentions towards Frozen Kuih Pau, the product of
Ainaz Food Processing Enterprise. The three factors identified were price, trust and

customer value.

There were 170 questionnaires being distributed to current customers in northern region of
this country but only 157 were useful. The sampling technique used was non probability
sampling. Respondents were asked to rate their evaluation of price, trust & customer
value on customer retention towards Frozen Kuih Pau, the product of Ainaz Food

Processing Enterprise.

Various data-analysis tools have been used to analyze the data such as frequency analysis,
reliability analysis, Pearson’s Correlation and Multiple Regression analysis. As a whole,
the factors identified were found to be significantly related to customer retention towards

Kuih Pau, the product of Ainaz Food Processing Enterprise.

Hopefully this study will provide Ainaz Food Processing Enterprise an idea in creating its

marketing strategy in order to retain customers towards its Frozen Kuih Pau product.



CHAPTER 1

INTRODUCTION

1.0 INTRODUCTION

Like any other country in the world, SMEs in Malaysia can be found in various industries.
SMEs are keys to the catalytic growth of Gross Domestic Product (GDP). Various efforts
and encouragement provided to enable SMEs to increase the revenue of state, reduce
poverty and increase income per capita, population, creating an even distribution of
income, reducing inflation, creating a balanced balance of payments and act as a

complement to the larger industry.

As any other type of companies, SMEs are facing difficulties to retain existing users and to
attract new users. From the research and marketing, managers need to review the
strategies to suit the particular area in order to retain customers and attract new customers
to come into the company. The increase and retention of loyal customers becomes a key
factor for long-term success of the companies. The main emphasis in marketing has shifted

from winning new customers to the retention of existing ones.

Buck Rodgers, who headed worldwide marketing for IBM as the company’ sales grew
from $10 million to $50 billion, speaks forcefully about the importance of customer
retention in his book, The IBM Way: "It seems to me," observes Rodgers, "that most
companies are a lot better at prospecting for new customers than maintaining their
customer list. As far as I'm concerned, customer maintenance is imperative to doing

business. . .. Someone once said | behaved as if every IBM customer were on the verge of



