
‘CUSTOMER SATISFACTION TOWARDS THE 
PRODUCT QUALITY PROVIDED BY CNLT’ 

‘A FOCUS ON QUALITY ASSUARANCE 
DEPARTMENT’

NOR SHAZMIN BTE MOHD MAZLAN
2003478285

Submitted in Partial Fulfillment of the 
Requirement for the 

Bachelor of Business Administration 
(Hons) Marketing

FACULTY OF BUSINESS MANAGEMENT 
UNIVERSITITEKNOLOGI MARA 

MELAKA

2006



DECLARATION OF ORIGINAL W ORK

BACHELOR OF BUSINESS ADMINISTRATION 

(HONS) MARKETING 

FACULTY OF BUSINESS MANAGEMENT 

IJNIVERSITITEKNOLOGI MARA 

MELAKA

“DECLARATION OF ORIGINAL WORK”

I, Nor Shazmin Bte Mohd Mazlan, (I/C Number: )

Hereby, declare that,

• This work has not previously been accepted in substance for any degree, 
locally or overseas and is not being concurrently submitted for this degree 
or any other degree.

• This project paper is the result of my independent work and investigation, 
except where otherwise stated.

• All verbatim extracts have been distinguished by quotation marks and 
sources of my information have been specifically acknowledged.

Signature: Date:



ACKNOWLEDGEMENT

Allahamdullillah to Allah S.W.T, the almighty for providing me time, effort and patience 

in completing this research in time. Firstly, special thanks to my advisor Puan Rozita Hj 

Naina Mohamed and my second examiner Assoc. Prof. Shahariah Osman for their 

guidance, advices, ideas, comments and encouragement in preparing and completing this 

project paper. Special thanks for the Coordinator of Program for BM 220, Assoc. Prof. 

Zaihan Bte Abdul Latip, for her assistance and advices.

Secondly, my special praise goes to my supervisor Encik Mohd Farmy Bin Nordin for his 

advice and guidance that well encouraged me to enjoy my time there. For the friendly and 

helpful personnel of CNLT, thank you very much for your professionalism and kindness 

that contributing my practicum period more enjoyable. I would like to thank to all my 

lecturers in UiTM Malacca whom giving me all the knowledge and guidance during my 

studying in this campus.

Finally, I wish to thanks my family for their continuous support and love. Also to all my 

beloved friends and classmates thank you very much.

Thank you

Nor Shazmin Bte Mohd Mazlan 

BB A (Hons) in Marketing

IV



ABSTRACT

Quality has typically been regarded as a key strategic component of competitive 

advantage and, therefore, the enhancement o f product quality has been a matter of prime 

interest to firms. Quality provides a basis for strategic advantage, and thus improvement 

in product quality may lead to enhanced performance. Analyzing the factors affecting the 

company product quality is primarily important. Besides that, identifying the factors 

causing level of product quality is other issues that needed to be analyze. Present CNLT 

(Far East) Berhad a yam factory as an exemplary case study in relation to people and 

quality initiatives. CNLT's philosophy is "Quality without compromise" - which they 

have consistently achieved by making customer satisfaction central to our quest for 

product perfection. This research is purposed to identify the factors may affect the 

company product quality that can be avoid any customers dissatisfaction. Besides that, 

the company also can know their level product quality. Level of quality of a particular 

product determined the level o f customer satisfaction. Meeting customers’ requirement 

can meet customers’ satisfaction. Quality o f a product and customers satisfaction level 

can affect sales of a product, customer loyalty and company financial level. High quality 

also can meet high level of quality consistency. This research analyzed the problem of 

quality of the product that CNLT has produce. Found that, CNLT had the problems of 

their product quality. CNLT have received several complaint letters from their customers 

about the product quality, where the customers are not satisfied with the quality of the 

yam produce by CNLT.
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