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ABSTRACT

This research was carried out to obtain information about customer’s satisfaction towards
the products given by Petronas LPG in Kuantan areas from the customers view point.
This study was based on probability sampling design which is used simple random
sampling to gather all the information regarding the customer’s satisfaction towards the
products given by Petronas LPG in Kuantan areas. The data was collected through face-

to-face interviews by using personally administered questionnaire.

The overall findings frequency counts for 74 respondent’s shows that majorities of the
respondents are Malaysian and most of them are Malay. For gender, most of the
respondents are female and married. The age of the respondents mostly from 26 — 35
years old and above 45 years old. Majority of the respondents work in government sector

and earn monthly salary between RM 2000 — RM 3000.

There is positive relationship between selected demographics with customer satisfaction,
where majority are agreeing and satisfied with the statement that rate their satisfaction
towards Petronas LPG in Kuantan areas. Recognizing the problems and products given
by Petronas LPG, can therefore give a general guidance to improve the products and
customer service given as well as gaining customers satisfaction while enhance the

overall products and services.
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CHAPTER 1

INTRODUCTION

1.0 Introduction

Petroleum Industry

Nowadays, the market for petroleum products is highly competitive with major
multinational corporations competing for sales of fuels to consumers which include
motorists, households, airlines, shipping lines, transporters, plantations, processing
and manufacturing plants, power stations and commercial enterprises. The examples
of highly competitive multinational corporations are Shell, BHP and Esso. They have
the advantage in terms of their financial stability. So, it means they can generate many

petroleum products and at the same time market it for the customers.

The Company’s products have enjoyed high market acceptance and customer
confidence, as evidenced by its rapid sales growth over the years. The Company
markets its product throughout the country, directly to customers as well as through its
network of service stations, LPG dealers and industrial dealers. Its marketing activities
are well supported by a comprehensive logistics and distribution system consisting of
bulk depots, aviation depots, bunkering facilities and LPG bottling plants, all
strategically located to ensure a reliable supply of products at all times. Besides, the

Company has a sophisticated Customer Service Centre to serve its customers better.
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