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ABSTRACT

Organizations cannot exist without customers. As such, the customer must be the central

focus of the organization. Goals around market share and diversity, profit yield, and so on,

are directly related to customer patronage. The purpose of this research is to study the

customer's satisfaction towards the sales services provided by sales staff in Sime UEP

Properties Berhad. Moreover, this study will examine and identify to what factors that

make customers purchase at Sime UEP. This research also will determine whether there are

relationships between demographic and overall satisfaction.

The findings showed that most of the customers were satisfied with the sales service

provided to them and demographic have a strong relationship with overall customer's

satisfaction. The researcher is also able to give some recommendations and suggestion on

how to improve and increase customer's satisfaction of the customers after the analysis,

fmdings and interpretation.

In this study, researcher used interviews and questionnaire techniques and others secondary

data such as reports, database, and so on for data collection. This study will help Sime UEP

Properties Berhad to identify their weakness in order to achieve 100% customer's

satisfaction. The researcher hopes that this study can help this company to overcome their

problem so that they can maintain their established named in the property sector in

Malaysia.

xi


	CUSTOMER SATISFACTION TOWARDS SALESSERVICES PROVIDED BY SHOWROOM SALESSTAFF AT SIME UEP PROPERTIES BERDADSUBANGJAYA
	DECLARATION OF ORIGINAL WORK
	LETI'ER OF SUBMISSION
	ACKNOWLEDGEMENTS
	TABLE OF CONTENTS
	LIST OF TABLES
	LIST OF FIGURE
	ABSTRACT
	CHAPTER 1:INTRODUCTION
	1.1 Sime UEP Properties Berbad Background
	1.2 Background OfStudy
	1.3 Problem Statement
	1.4 Research Questions
	1.5 Research Objectives
	1.6 Scope OfStudy
	1.7 Significance Of Study
	1.8 Limitation OfStudy
	1.9 Definition OfTerm

	CHAPTER 2:LITERATURE REVIEW
	2.1 Introduction
	2.2 Wbo Are The Customer
	2.3 Customer Satisfaction
	2.4 Importance Of Customer Satisfaction
	2.5 Customer Service
	2.6 Concepts Of Underlying Effective Customer Service Strategies
	2.7 An Overview OfService Quality
	2.8 Salespeople
	2.9 Personal SeUimg And Salesperson Behavior
	2.10 Aspects OfSales Services Provided By Sime UEP Salesperson
	2.11 Tbeoretical Framework

	CHAPTER 3:RESEARCHMETHODOLOGY
	3.1 Introduction
	3.2 Secondary Data
	3.3 Primary Data
	3.4 Questionnaire Design
	3.5 Sampling
	3.6 Procedure For Data Analysis

	CHAPTER 4:FINDINGS ANDANALYSIS
	4.1 Introduction
	4.2 Frequency Distribution
	4.3 Cross Tabulation Analysis: Relationsbip Between Demographics And OverallSatisfaction

	CHAPTER 5:CONCLUSION AND RECOMMENDATIONS
	5.1 Conclusion
	5.2 Recommendation

	BIBLIOGRAPHY
	APPENDICES



