
A STUDY ON CUSTOMER SATISFACTION TOWARDS 
YAYASAN USAHA MAJU (YUM)'S DELIVERY SYSTEM SERVICE 

AT YUM KOTA KINABALU BRANCH 

OLOYSIUS @ ALOYSIUS BIN DALINSING 
2000385387 

Submitted in Partial Fulfillment 
Of the Requirement for the 

Bachelor of Business Administration 
(Hons) Marketing 

FACULTY OF BUSINESS AND MANAGEMENT 
UNIVERSITI TEKNOLOGY MARA 

SABAH 

APRIL 2006 



EXECUTIVE SUMMARY 

The purpose of this study is to identify factors contributing in customers' satisfaction 
towards YUM's delivery system service at YUM Kota Kinabalu Branch. In this study I 
have used variables such as the types of services provided by YUM in Kota Kinabalu 
Branch, flows of delivery or the modus operandi, and the services given by the staffs. 

In this study the core case that has been examined is the delivery system which is in 
side the modus operandi of YUM itself. To achieve and established the objectives, the 
information was gathered and survey was conducted among the members of YUM Kota 
Kinabalu Branch i.e. the customers of YUM. 

This project paper consists of six chapters. Chapter 1 will give the overview, problem 
statement, and significance of the study. Chapter 2 is dearth with the literature review. 
Chapter 3 is a brief background of YUM. Chapter 4 is dearth with the research 
methodology used in doing this research. Chapter 5 will reveal to the reader the 
findings. And the last that is Chapter 6 will provide the conclusion and recommendation. 
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