MARA INSTITUTE OF TECHNOLOGY
SHAH ALAM '

CUSTOMERS’ PERCEPTIONS TOWARDS
STATIONERY SECTION AT
YAOHAN, THE MALL

MOHAMAD NAZRI BINROBA’'I
| 04823889 |
B.B.A. (HONS) RETAIL MANAGEMENT
- SCHOOL OF BUSINESS AND
MANAGEMENT |

OCTOBER 1996



ACKNOWLEDGEMENT

First of all I would like to thank Puan ‘Ubaidah Muhamad and Encik Hasbullah
Abd Wahab, my Advisors for their comments, generous advice and guidance
throughout the course of preparing this project paper. My appreciation also goes

to Puan Rosidah Musa, our Course Tutor for her support and advices.

Writing this project paper offered such an opportunity for me to learn more about
retail industry in Malaysia. Special thanks to Encik Ahmad Kamsani Adnan for

allocating a place for me to conduct practical training at Yaohan, The Mall.

I also owe thanks to many people who have helped me over thc\: 4 months
attachment, especially to my Supervisor, Miss Yong Bee Chin, Officer of
Stationery Section and also Encik Zulkifli Omar, Executivev Officer of Variety
Department. * Although it would be impossible to thank everybody who
contributed, I wou1;1 like also to acknowledgé Puan Zulina Ramli, Encik Abdul
Halim ‘Ahmad, Encik Ghazali Yusof and many others.

\

I am also grateful to my friends for their continuous support and encouragement.



TABLE OF CONTENT

ACKNOWLEDGMENT
TABLE OF CONTENTS
LIST OF TABLE

LIST OF FIGURE
EXECUTIVE SUMMARY

1.0
1.1
1.2
1.3
1.4
1.5
1.6
1.7
1.8
1.9
1.10
1.11
1.12
1.13

2.0

I )
[ 9 I

3.0

Lo L) L
L b —

40,
AN

/
=N
—

4.3

INTRODUCTION
BACKGROUND OF STUDY
DEFINITION OF RETAILING
RETAIL CONCEPT

RETAIL LIFE CYCLE
MALAYSIAN RETAIL SCENE
MALAYSIAN RETAIL TRENDS

PAGE

GROWTH.OF SUPERMARKETS AND SHOPPNG COMPLEXES

SCOPE OF STUDY

PROBLEM STATEMENT

OBJECTIVE OF STUDY

LIMITATION OF STUDY

BACKGROUND OF YAOHAN
BACKGROUND OF STATIONERY SECTION

LITERATURE REVIEW
RETAIL INDUSTRY IN MALAYSIA
PERCEPTION

METHODOLOGY

RESEARCH DESIGN

DRAFTING OF QUESTIONNAIRES
SAMPLING

FINDINGS AND ANALYSIS ‘
DEMOGRAPHIC  AFFLUENCE CUSTOMERS’
BEHAVIOUR .
4.1.1 RACE

4.1.2 AGE

413  OCCUPATION

414 EDUCATION

MAJOR CONCERN FOR BUYING ACTIVITIES
4.2.1 COMFORTABILITY

422 BRAND

423 PRICE

424  QUALITY

425 DESIGN

42.6 COLOUR

PERCEPTIONS TOWARDS THE SECTION
PERCEPTIONS TOWARDS THE PRICE *~

BUYING

ii
iii

vil

— et e ) ON DI DO e e e

W o 9
JaoBs U)W

o
(@)

<

E VE R VS B VS I VS S VS B US R VS BN VS R Vb

— 00 ~3 OV W L) 1D e e



EXECUTIVE SUMMARY

Consumer shopping behaviour such as the choice of store is influenced by their
perceptions of those stores. Perception is a complex process by which people
select, organize and interpret sensory stimulation into a meaningful picture of

the world.

An understanding of customer perceptions is imponant to the retailer as a
customer’s decision to purchase a product will be influenced to a large extent 'by
the way he perceives the product. His perceptions will be affected not only by the
quality of the product itself, but also by the attributes which the successful
retailers is able to lend to the product through displaying, pricing, servicing and

other supporting techniques.

The purpose to this internship project, is to study about how the customer
perceive this section towards the display, variety, quality of the merchandise, the

price of the items and also the location of the merchandise within the section.

In Chapter One, I will discuss about all aspects of retailing such as retail concept,

Malaysian retail scene, Malaysian retail trend and so on.

Chapter Two will discuss about literature review on the retail industry in

Malaysia and customer perceptions.



Methodology of the research is covered in Chapter Three. Primary data were
obtained through a survey conducted to customers of stationery section to gain
information on their perceptions towards the stationery section at Yaohan The

Mall.

Findings and interpretation were analyzed and discussed in Chapter Four. From
the research findings, it was found that few custorﬁers dissatisfied with the
product accessibility and the price of the m_er_chandise was expensive. It is also
found that the staff were not so friendly with the customers. Few reséondents also

dissatisfied with their selling skill.

The conclusions of the research is discussed in Chapter Five and some
recommendations is discussed in Chapter Six where the buyer should negotiate
with the supplier for the best price and Yaohan should provide proper training for

the staff in order to create better image.



