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ABSTRACT

It is important for the industrial marketer to understand and effectively manage the

process of complaining behavior in which dissatisfied buyers typically engage. By better

managing this process, marketers can improve customer loyalty and prevent buyers from

undertaking further complaining behavior, which may damage the seller's reputation.

Reports on the types of order problems that occur with suppliers, as well as buyers'

perceptions of the effectiveness of supplier responses to different types of complaints

from the buyer.

xv


	EFFECTIVENESS OF THE CORRECTIVE AND PREVENTIVE ACTION PROGRAM MADE BY OLEOCHEMICALS (M) SDN BHD TOWARDS CUSTOMER COMPLAINT UNDER COMPANY PRODUCT
	"DECLARATION OF ORIGINAL WORK"
	LETTER OF SUBMISSION
	ACKNOWLEDGEMENTS
	TABLE OF CONTENT
	LIST OF TABLE
	LIST OF FIGURES
	DEFINITION OF TERMS
	ABSTRACT
	1.1 BACKGROUND OF THE COMPANY
	1.2 BACKGROUND OF STUDY
	1.3 PROBLEM STATEMENT
	1.4 RESEARCH QUESTIONS
	1.5 RESEARCH OBJECTIVES
	1.6 SIGNIFICANT OF STUDY
	1.7 LIMITATIONS OF STUDY

	2. LITERATURE REVIEW
	2.1 TYPES OF COMPLAINT
	2.1.1 Quality
	2.1.2 Document
	2.1.3. Packaging
	2.1.4 Delivery
	2.1.5 Handling

	2.2 CONSUMER COMPLAINT BEHAVIOR
	2.4 FACTORS OF COMPLAINING BEHAVIOR
	2.4.1 Price
	2.4.2 Redress seeking
	2.4.3 Venting
	2.4.4 Personality influencers on complaining behavior
	2.4.5 Cultural issues
	2.4.6 The role of firm image

	2.5 DOING THINGS RIGHT- A STRATEGY HANDLING COMPLAINT
	2.6 CORRECTIVE AND PREVENTIVE ACTION PROGRAM
	2.7 ISO OVERVIEW

	3. RESEARCH METHODOLOGY AND DESIGN
	3.1 RESEARCH DESIGN
	3.1.1 Exploratory Research
	3.1.2 Descriptive Research

	3.2 DATA COLLECTION
	3.2.1 PRIMARY DATA
	3.2.2 SECONDARY DATA
	3.3 SAMPLING TECHNIQUE


	4. DATA ANALYSIS
	4.1 ANALYSIS AND INTREPRETATION OF DATA
	4.1.1 FREQUENCY ANALYSIS
	4.1.2 CROSS TADULATION ANALYSIS


	5. CONCLUSION
	6. RECOMMENDATIONS
	BIBILIOGRAPHY



