=~

FACTORS THAT CONTRIBUTE IN CUSTOMER LOYALTY AT AIA BHD.
HEADQUARTERS, KUALA LUMPUR

NUR ADENA IZATI BT MOHAMMAD

2013389279

BACHELOR OF BUSINESS ADMINISTARTION (HONS) INSURANCE
FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA

BANDARAYA MELAKA

JANUARY 2017



DECLARATION OF ORIGINAL WORK

=~

BACHELOR OF BUSINESS ADMINISTRATION
WITH HONOURS (INSURANCE)
FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA

“DECLARATION OF ORIGINAL WORK?”

I, Nur Adena lzati bt Mohammad, (I/C Number: 940914-14-5290)

Hereby, declare that:

e 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 degrees.

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

o All verbatism extracts have been distinguished by quotation marks and

sources of my information have been specifically acknowledged.

Signature: Date:




TABLE OF CONTENTS

PAGE

FACTORS THAT CONTRIBUTE IN CUSTOMER LOYALTY AT AIA I
BHD. HEADQUARTERS, KUALA LUMPUR

DECLARATION OF WORK I
LETTER OF SUBMISSION i
ACKNOWLEDGEMENT v
TABLE OF CONTENTS \%
LIST OF FIGURES VIII
LIST OF TABLES IX
ABSTRACT X

CHAPTER 1: INTRODUCTION
1.1 Introduction
1.2 Background of the Study
1.3 Background of the Company
1.4 Problem Statement
1.5 Research Questions
1.6 Research Objective
1.7 Scope of Study
1.8 Significant of Study
1.8.1 Researcher
1.8.2 Organization
1.8.3 Employees
1.9 Limitation of Study
1.10 Definition of Terms
1.10.1 Customer Loyalty
1.10.2 Perceived Quality and Expectations
1.10.3 Customer Trust and Willingness
1.10.4 Commitment

© © © © © 00 00 W W 0 N N O » W FP PP P

CHAPTER 2: LITERATURE REVIEW 10
2.1 Introduction 10

2.2 Customer Perceived Service Quality and Expectation 10



2.2.1 Definition

2.2.2 Conceptualization of Service Quality

2.2.3 The Measurement of Service Quality
2.3 Customer Trust and Willingness

2.3.1 Definition

2.3.2 Conceptualization of Customer Trust
2.4 Insurer Commitment

2.4.1 Definition

2.4.2 Conceptualization of Commitment
2.5 Customer Loyalty

2.5.1 Definition

2.5.2 The Components of Loyalty
2.6 Research Framework
2.7 Hypothesis

CHAPTER 3: RESEARCH METHODOLOGY
3.1 Introduction

3.2 Population and Sampling

3.3 Sample Size

3.4 Sampling Design

3.5 Research Design

3.6 Data Collection Method

3.7 Development of Measurable Items

3.8 Data Analysis Techniques

CHAPTER 4: FINDINGS

4.1 Introduction

4.2 Reliability Test

4.3 Demographic Analysis of Respondents

4.4 Pearson’s Correlation Analysis
4.4.1 The Relationship between Perceived Quality and
Expectations with Customer Loyalty
4.4.2 The Relationship between Customer Trust and Willingness
with Customer Loyalty
4.4.3 The Relationship between Insurer Commitment with

Customer Loyalty

Vi

10
11
13
14
14
15
16
16
16
18
18
18
20
21

22
22
22
23
24
24
25
27
31

33
33
34
35
39
40

41

42



ABSTRACT

This research is conducted to identify the factors that contribute in customer loyalty at
AIA Bhd. headquarters, Kuala Lumpur. The factors are selected is customer
perceived quality and expectations, customer trust and willingness and insurer
commitment. The results of this research are based on these four objectives. First is
to identify a positive relationship between customer perceived quality and
expectations with customer loyalty. Second is to examine the relationship between
customer trust and willingness with customer loyalty. Next, to identify the relationship
between insurer commitments with customer loyalty and lastly, to identify the most
influence factor in formation of customer loyalty. Data was gathered through
guestionnaire from customers of AIA Bhd. (n=96) located in Kuala Lumpur. Then, the
data are analysed using SPSS (Statistical Package for the Social Sciences) version
20.0. The findings show that the three (3) variable customers perceived quality and
expectations, customer trust and willingness and insurer commitments were
important in determining influencing the loyalty of customer, therefore, AIA Bhd.
headquarters, Kuala Lumpur need to consider these factors and provide the best way

to improve customer loyalty among the customers.
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