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EXECUTIVE SUMMARY

This report outlines my 6 month industrial training from 22 September 2025 until 6 March 2026
at WCT Malls E-Shop Sdn Bhd under the Customer Relationship Management (CRM) and
Loyalty Programme department. This internship gave me practical exposure to CRM operations,
including handling customer enquiries, receipt validation, supporting loyalty campaigns,
managing digital promotions through WCT Buddy app and assisting in CRM-related events.
Moreover, this training allowed me to apply academic knowledge to real workplace situations

and gain real experience in customer engagement and loyalty programme management.

Throughout this internship, 1 gained meaningful insights into the role of CRM and loyalty
programmes in enhancing customer satisfaction and retention within the industry. Apart from
that, | was able to identify and analyze the SWOT factors based on my practical experience.
While the organization demonstrates strong digital engagement and customer-focused strategies,
challenges such as intense competition, reliance on manual processes and potential misuse of
receipts were observed. Based on these findings, recommendations are proposed to expand
digital reach, strengthen personalized engagement and improve security measures to enhance the
effectiveness of the loyalty programme. Overall, this internship contributed significantly to my

development of professional skills and industry readiness.
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