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CHAPTER 1
INTRODUCTION

INTRODUCTION

This chapter discussed about the background of the study and how
the study approves the research is relevant. Based on this chapter, it
discussed about the background of the study and how the study approve the
research is relevant. It consists of the background of the company, problem
statement, research question, research question and objectives, scope of
study, hypothesis, significant of the study and limitation of the study will be

explained below.

BACKGROUND OF THE STUDY

Nowadays, quality is important for any kind of products when
customers purchase it. This is because the quality of product will impact
customer satisfaction while purchasing the product. Good quality of product
will give satisfaction feeling to customer when they purchase the product. It is
because the customer will obtain the function and quality that delivered to the
product directly when they consume it. Besides that, quality is most important
part to ensure the customers expectation exactly same with the product or
services provided by the seller. From positive impact of the product, the
customer will give reseller good feedback. Through the feedback, the reseller

can know and estimated whether the product give function and benefit to



customer or not. Even though purchase a product from online also will effect
customer satisfaction nowadays because not satisfy their need, wants and
expectations. In other hand, customers who satisfy with the product that the
reseller sells will recommend the product at their family, friends, neighbour
and others. It bring positive image of the product from word of mouth (WOM)
by its customer. Good image of product include their quality of product which
is their performance, durability, serviceability and others. Having a good
quality of product is crucial to make our customer loyal with our product and
reseller needs to find out the solution to increase customer satisfaction
towards their product or services that have been provided by them.

In Kedai Harga Patut Muafakat Johor (IMCOOP) in Paloh, they
provided the product to their customers but in the same time, there are certain
customers are not satisfy with their product that provided at that store. There
are some customer’s complaints about their product, where the products not
meet their customer expectations in term of quality, packaging and others.
Customers assume when Kedai Harga Patut Muafakat Johor (IMCOOP) exist
in Paloh, that store will providing them products suitable with their image of
IMCOOP brand-named. But unfortunately, the products do not meet customer
expectations. That store provides the product that not fulfils customer
satisfaction in term of their needs and wants. The customers not satisfy with
their quality of product. They provided the product that not fresh, smelly and
the packaging are damaged.

According to Kamyar Kianpour et al. (2014), there are different
meanings for product quality. Parasuraman (1990) defined quality as the
interaction between the customer and service provider, since the customer

see the services quality through comparing their expectations of this service



