
A STUDY ON CONSUMER PERCEPTION AND ACCEPTANCE 

TOWARDS FAMILY TAKAFUL" 

SARMILA ARIPIN 

2005507868 

BACHELOR OF BUSINESS ADMINISTRATION (HONS.) MARKETING 

FACULTY OF BUSINESS MANAGEMENT 

UNIVERSITI TEKNOLOGI MARA 

KOTA KINABALU 

MARCH 2008 



ACKNOWLEDGEMENT 

This project paper would not have been possible without the assistance, 

cooperation and contributions from many people who had generously assist me 

in this study. 

First and foremost, a very special word of appreciation goes to my advisor, 

Associate Professor Worran Hj Kabul, for the encouragement, valuable guidance 

and motivation rendered throughout the completion of this project paper. 

To Madam Hasnawati Hj Guliling, the Coordinator for Bachelor of Business 

Administration (Hons) Marketing for all her commitment by giving advice in 

completing the practical training and this project paper. 

To my supervisor, Sir Pg Putra Bin Pg Omar for his ongoing support, supervision 

and in giving precious materials and in formations related to this study. Special 

thanks go to all my colleagues at Putra Agency, who had given me full 

assistance and cooperation during my practical training. This working moment 

will never be forgotten. 

Last but not least, a special gratitude also goes to my family and friends for their 

moral support during the course of completing this study, and to all the 

respondents for their cooperation and support, given me a very useful feedback. I 

am honor for their contribution for this project paper. 

Thank You. 

iv 



Bachelor of Business Administration (Hons) Marketing 
'A Study on Consumer Perception and Acceptance Towards Family Takaful' ^23* 

TABLE OF CONTENTS 

CHAPTER PAGE 
CHAPTER 1: INTRODUCTION 
1.0 Introduction 1 

1.1 Background of company 1 

1.2 Background of Study 2 

1.3 Scope of Study 3 

1.4 Problem Statement 3 

1.5 ' Objective of Study 4 

1.6 Research Question 4 

1.7 Limitations of Study 5 

1.8 Significance of Study 6 

1.9 Definition of Terms 7 

1.10 Theoretical Framework 9 

CHAPTER 2: LITERATURE REVIEW 
2.1 Perception 10 

2.2 Perception towards Family Takaful 10 

2.3 Understanding and Managing Customer Perception 11 

2.4 Acceptance towards Family Takaful 12 

2.5 What is Consumer Behavior? 13 

2.6 Consumer Decision Making Process 14 

2.7 Definition of Insurance 17 

2.8 Insurance as Intangibility Product 17 

2.9 Consumer Satisfaction with Life Insurance 19 

2.10 Takaful product and services 19 

2.11 Insurance in Islam 20 

v 



Bachelor of Business Administration (Hons) Marketing 
'A Study on Consumer Perception and Acceptance Towards Family Takaful' 

CHAPTER 3: RESEARCH METHODOLOGY 
3.0 Introduction 21 

3.1 Data Collection Method 21 

3.2 Sampling Design 23 

CHAPTER 4: ANALYSIS AND INTERPRETATION OF DATA 

4.0 Introduction 24 
4.1 Respondent Demographic 24 

4.11 Gender 25 

4.12 • Age 26 

4.13 Income Level 27 

4.14 Occupation 28 

4.2 Family Takaful Information 29 

4.2.1 PRODUCT QUALITY 29 

4.2.1.1 Family Takaful will help people in health protection 29 

4.2.1.2 Family Takaful will help people for emergency backup 31 

4.2.1.3 Family Takaful will help people for better life in the future 32 

4.2.2 RELIABILITY 

4.2.2.1 Promised by agent or company must be response 33 

4.2.2.2 Family Takaful will help in minimizing family burden after 

the insurance holder die 34 

4.2.2.3 Will not take a longer period of time during the claim 

process 35 

4.2.3 CUSTOMER S E R V I C E 

4.2.3.1 Agent shows a sincere interest in solving customer problem36 

4.2.3.2 Agents are always willing to help 37 

4.2.3.3 Agents have the knowledge to answer customer questions 38 

vi 



Bachelor of Business Administration (Hons) Marketing 
'A Study on Consumer Perception and Acceptance Towards Family Takaful' C-j9P 

CHAPTER 1 
INTRODUCTION 

1.1 BACKGROUND OF COMPANY 

Etiqa Takaful Bhd provides Islamic insurance in Malaysia for haial products in Islamic 

financial management way. There are two types of Etiqa Takaful business which are 

Family Takaful and General Takaful. This study however, aims at looking to the 

consumer perception and acceptance towards Family Takaful scheme. To fulfill this 

research, Etiqa Takaful Bhd and Putra Agency as an agent is acquired as the center of 

attention. 

Formerly, the company was known as MNI Takaful Sdn.Bhd. In the year of 1998, the 

name was changed into Takaful Nasional Sdn.Bhd. Then, by the end of the year 2007, 

the name was changed again into Etiqa Takaful Bhd. Before the name of the company 

was changed into Etiqa Takaful Bhd, it is acquired by Maybank Group through its 

subcompany. From that time onwards which is on 15 th December 2005, the company 

which is now known as Etiqa Takaful Bhd is acquired by Maybank Fortis Holdings Bhd. 

Today, with the new identity and logo, Etqa Takaful is changing both internally and 

externally. The name is unique, personified by core brand idea of "Humanizing 

Insurance". The logo is dynamic, daring and distinctive. Yet, it holds strong to basic 

family values with the face reflected and the "TQ" representing company appreciation to 

all customers. Company believes that this new brand name and logo symbolizes 

change. Not just physically, but internally as well. With this changing, hopefully it may 

satisfy the customer needs. 

Meanwhile, Putra Agency is the agent for Etiqa Takaful Bhd (Kota Kinabalu branch). 

Putra Agency was opened by En Pangiran Putra bin Pangiran Hj Omar in the year of 

1999. At that time, Putra Agency was situated at Asia City Kota Kinabalu. Then, in 2006, 

Putra Agency has moved into Api-api Centre Building near to Etiqa Takaful Bhd in order 

to make the operation of the office run efficiently. 
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