PERMINT PLYWOOD SDN. BHD.
HOW CUSTOMER SERVICES INFLUENCE
BUSINESS MARKET LOYALTY

MOHD KAMAL BIN MOHD ALI

BACHELOR OF BUSINESS ADMINISTRATION
(HONS)(MARKETING)
FACULTY OF BUSINESS AND MANAGEMENT
MARA UNIVERSITY OF TECHNOLOGY

OCTOBER, 1999
: «,z:;;am

St i’7f_3,fvf3¥*‘& Lo



Marketing Internship

BBA (Hons) Marketing

Faculty of Business Management
MARA University of Technology
Terengganu Branch

23000 Dungun

Terengganu

October 14, 1999

Mir Che Ismail Bin Long

Faculty of Business Management
MARA University of Technology
Terengganu Branch

23000 Dungun

Sir,

Attachment of Internship Thesis

Enclosed here is the internship thesis entitled " How customer services influence

business market loyalty."

I do hope the report will meet the requirement and expectation of the faculty of Business

and Management.

I really appreciate your kindness to guide, advice and support for the completion of this

study.

Thank you.

Yours faithfully,

{(Mohd Kamal Bin Mohd Ali)

U anACE,

=)
L
4

i

b
e



Marketing Internship

Acknowledgement

Alhamdulillah, first and foremost, I would like to express my gratitude to Allah S.W.T.
His abundant, generosity, guidance and strength to me during the process of completing

this marketing study.

Special thanks to my advisor, Mr. Che Ismail Long for his invaluable guidance,

comments and dedication to complete this research paper.

I owe my debt to my respective supervisor, En. Abdul Majid Abdullah (Sales Manager)

for his concern and advice during my practical training.

I would like to express my sincere thanks for the help and input received from En.

Ghazali Sulaiman, Puan Zaharah Husin, En. Amlan Ariffin and En. Abdullah Othman.

I also express my appreciation to all the staff of PPSB company for their friendship and

support doing practical training from July 24 until September 23, 1999,

Thank you.

o raaBACA,

i



Marketing Intemship

Abstract

Loyalty is hard to achieve. The conversion to loyalty can begins to come about when the
company put priority to customer service. In response how important business loyalty,
the study on ' How customer service influences business market loyalty' was created.
The purpose of this research is to examine the strength of customer service by PPSB in
pursue to be excellent and to find barriers that distort PPSB to perform better customer
service. The researcher used primary and secondary data to gather information.
Questionnaires were distributed among the companies that coniribute large sales volume
and profit to PPSB. Personal observation and interviews were also held with the staff of
PPSB and PPSB's customers. Information also being traced and gathered through
internet, books, journals and annual report. Researcher found the buyers satisfied with
quality of customer services performed by PPSB. However, there are some areas that
need to be restructure such as inventory management stock and the period of handling

complaint.
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