CUSTOMER RELATIONSHIP MARKETING

SEPATU TIMUR $DN BHD KUALA LUMPUR
(STSB).

WAN YUSRILL AZLAN BIN WAN YUSOF

Submitted in Partial Fulfilment
of the Requirement for the
Bachelor of Business Administration (Hons)
Marketing

FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA MELAKA

2006



LETTER OF SUBMISSION

28th August 2006

Dr Noraini M. Sheriff

The head of Program

Bachelor of Business Administration (Hons) Marketing
Faculty of Business Management

Universiti Teknologi MARA

KM 26, Jin Lendu

78000 Alor Gajah

Melaka

Dear Madam,

SUBMISSION OF RESEARCH PROPOSAL

Attached is the research proposal entitled “CUSTOMER RELATIONSHIP
MARKETING AT SEPATU TIMUR SDN BHD KUALA LUMPUR” for your kind
evaluation. This proposal is required to fulfill the requirement needed by the Faculty of
Business Management, Universiti Teknologi MARA.

Thank you,

Yours sincerely,

WAN/YUSRILL AZLAN BIN WAN YUSOF
(2004333569)
Bachelor of Business Administration (Hons.) Marketing



ACKNOWLEDGEMENT

“In the name of Allah,”

Alhamdulillah, grateful thanks to Allah SW.T. for giving me the courage,
knowledge, time and strength to complete this study.

First and foremost, my deepest appreciation goes to my first advisor, Mrs. Prof
Madya Zaihan Ab Latip for her guidance, comments, assistances and ideas in making
this research possible. I am greatly indebted to her for helping me overcome obstacles

in the process of conducting this research.

I am also grateful to Sepatu Timur SDN BHD especially to Sales Manager;
Encik Ismail bin Awang and all staff at STSB Head. Without their cooperation, I do not
think that I am able to do this project paper by myself.

I wish to thank my parents, for their patience, encouragement and support
throughout the process of making this research possible. My warmest gratitude also
goes to my beloved friends for sharing their ideas and giving me a helping hand in

finishing this project paper.

To all individuals who have contributed directly and indirectly to this study my
heart felt thanks.

Wassalam.

v



ABSTRACT

SEPATU TIMUR is one of the companies which produce shoes as its major business.
This company is incorporated on 30 September 1983 under Company Act 1965. Their
main activity of this company is producing army shoes and boots, uniform shoes and
safety boot. This research was studied the problem of the company which is close
relationship with only main customer, poor delivery time and poor specifications of the
shoes. This research was used primary data to clarify the finding. Probability sampling
technique has been used. For the probability technique, simple random sampling
technique was chosen. This research was taken 30 selected respondents randomly from
100 customers of Sepatu Timur SDN BHD. Sampling frame is Sepatu Timur SDN
BHD customers at Kuala Lumpur area and data collected will be process by using the

Statistical Package for Social Science (SPSS) software

From the research problem, research objective are to identify level of relationship
between Sepatu Timur SDN BHD with their customers, to identify the factors that
influences the relationship between Sepatu Timur SDN BHD and its customers, to
identify the strength of Sepatu Timur SDN BHD in its customer relations, to identify
the area of weaknesses of Sepatu Timur SDN BHD in its customer relations and to
provide recommendation on how to improve customer relations. For the finding, all the
three variables (personnel, quality and customer service) have significant in contribute

to the relationship marketing between company (STSB) and its customers.
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