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ABSTRACT

These project paper (MKT650) serve as the requirement for the
completion of my Bachelor in Business Administration (Hons) Marketing program

at University Technology Mara, Sarawak.

The project paper entitles “ The Impact of Customer Service and
Perception toward TM Touch Market Share in The Cellular Telephone Market.”

The scope of the study will only cover Miri town.

The study detailed out firstty, TM Touch customer service from the
perspective of its people and processes that affects customer service and the
improvement needed to upgrade the level of customer service. Secondly, is the
perception of the customers on TM Touch image that is meant only for the urban
subscribers and should it change or maintain its image in the market if it wants to

gain a larger market share to compete with Maxis, Celcom, Digi and Time Cell.

The study will recommend ways on how TM Touch can improve the level
of customer service should the respondent states that it has a low level of
customer service and should it change image and change the perception on how

people perceive TM Touch.



CHAPTER 1 INTRODUCTION

1.0

1.1

Introduction

Background of Study

Improving the quality of service to satisfy customers is a very crucial factor
in today businesses. Organizations that provide a poor service to their
customers will lose customers and will directly affects profit. Customers
that are satisfied with the services provided to them will appreciate and will
inform others of the service that is renders.

TM Touch is aware of the importance of high customer satisfaction and is
taking the necessary -action to improve their service. If Tm Touch provide
a low quality service then it will lose its market share in the cellular
telephone industry to its competitors such as Maxis, Celcom, Timecell and
Digi. These are all big players in the Malaysian market and they are aware
that with a high service quality it will be able to capture the market.

The study will focus on the aspects of people, processes and the
perception of customers on TM Touch. These three aspects effects the
services renders to their customers and if necessary action plan should be
put forward to embark on it or the customers will move to other service
providers. It have been found out customers are not happy whereby their
needs and requirements is not effectively and efficiently fulfill by TM
Touch. Tm Touch have invest a large amount of money to improve its
services to the customers through frequent discussion with consumers
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