


TABLE OF CONTENTS PAGE 

ACKNOWLEDGEMENT iv 
LIST OF TABLES v 
LIST OF FIGURES vii 
LIST OF ABBREVIATIONS ix 
LIST OF DEFINITION OF TERMS x 
ABSTRACT xiv 

CHAPTER 1: INTRODUCTION 
1.1 Company Profile 1 
1.2 Background of Study 4 
1.3 Problem Statement 6 
1.4 Scope of Study 8 
1.5 Objective of Study 9 
1.6 Research Questions 9 
1.7 Limitation of Study 10 
1.8 Significance of the Study 11 
1.9 Theoretical Framework 12 

CHAPTER 2: LITERATURE REVIEW 
2.1 Tailor and The History of Tailoring 15 
2.2 Marketing and The Marketing Concept 19 
2.3The Marketing Mix VS Services marketing Mix 21 
2.4 Customer Service and Customer Relationship Management 23 
2.5Customer and Expectation 25 
2.6Customer Satisfaction 26 
2.7 Relationship between customer satisfactions, perception 29 

and expectation 
2.8Managing Customer Satisfaction and Perception 31 



CHAPTER 3: RESEARCH METHODOLOGY 
3.0 Introduction 33 

3.1 Research Design 33 
3.2 Target Population Sample Size 

3.2.1 Target Population 
3.2.2 Sample Size 

34 

3.3 Research sampling 35 
3.4 Data collection Method 

3.4.1 Primary Data Collection 
3.4.2Secondary Data Collection 

36 

3.5 Data Analysis Technique 39 

3.5.1 Preliminary Analysis 
3.5.1.1 Frequency Distribution 

3.5.2 Details Analysis 
3.5.3 Cross Tabulation 
3.5.3 Means 

3.6 Hypotheses 41 

CHAPTER 4: FINDINGS 
4.0 Introduction 42 
4.1 Preliminary Analysis 42 

4.1.1 Part A: Respondent Profile 44 

Toward The Tailoring Service 
4.1.2.1 Respondent Perception 

Toward The Tailoring Quality 
4.1.2.2 Respondent Perception 

Toward The Uniform Design 
4.1.2.3 Respondent Perception 

Toward The Textile Use 
4.1.2.4 Respondent Perception 

4.1.1.1 Gender 
4.1.1.2 District 

4 
4.1.1.3 Departments 

2 Part B: Respondent Perception 47 



ACKNOWLEDGEMNT 

All praises to Allah s.w.t whose bless, help and guidance has 

sustain me to complete this project paper. 

My highest gratitude to my advisor Mr. Sheikh Junaidi Sheikh 

Mohammad for his valuable guidance, support and motivation rendered 

troughout the completion of this project paper. 

My deepest appreciation also goes to Mr. Alii Masri the 

Managing Director of AFIE ENTERPRISE for giving the opportunity 

having my practical in AFIE ENTERPRISE Bandaran Berjaya. My 

appreciation to my supervisor Mr. Daud Masri the Marketing Manager 

of AFIE ENTERPIRISE and Mr. Rashid Matajam the operation 

Manager of AFIE ENTERPRISE for the supervision and giving precious 

information and materials related to the study. 

Special thanks go to Pn. Hanalen Awang, Mr Mohd khairi Hadi, 

Mr Rosley Lanurencius, Miss Lamina Salim and Mdm Nooraisah Ayub 

for their assistance, guidance and cooperation during my practical 

training at AFIE ENTERPRISE Bandaran Berjaya. Not to forget all staff 

whose name not mention I would like too thank you for all support and 

kindness. 

Last but not least, a special gratitude goes to my family and 

friends for their morale support during the completion of this study. 

iv 



ABSTRACT 

The main purpose of this study is to obtain the information with 

regard to the customers' perception towards the tailoring service 

provided by AFIE ENTERPRISE in Kota Kinabalu area. The variable 

measure are including the tailoring quality and other related product or 

service, the operation staff and tailors performance, and the after sales 

service. 

The survey is based on distribution of questionnaire to the 

respondents as the research designed to measure their perception. 

The target population in this study is customers from government 

departments that located in Kota Kinabalu area. A survey was conduct 

among 120 respondents by using the convenience sampling technique. 

Which procedure was simple to conduct and the result were analyzed 

by using SPSS. 

Based on the result and finding, it shows most of respondent 

give satisfactory rate, which is from the average and above toward the 

variables. Most of them suggest AFIE ENTERPRISE to further improve 

the tailoring quality. 

In conclusion, most of respondent have a favorable perception 

toward the tailoring service provide by AFIE ENTERPRISE in Kota 

Kinabalu area. 
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